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ABOUT THIS BOOK
Welcome to ‘Ten Professionals from Ten Boroughs - Celebrating Primary Care
Providers Commitment to LGBT Patients in Greater Manchester’.
This book is a showcase of some of the ways in which primary care services are strengthening
and developing relationships with lesbian, gay, bisexual and trans (LGBT) patients within their
local communities.

Throughout this book, we will highlight how service providers have become more confident in supporting
their LGBT patients in primary care throughout Greater Manchester and share the experiences of health
professionals from General Practice, Dentistry, Optometry and Pharmacy in Bolton, Bury, Manchester,
Oldham, Rochdale, Heywood & Middleton, Salford, Stockport, Tameside & Glossop, Trafford and Wigan.
We hope this book will inspire other services as well as share best practice and the wide range of
support that is available to LGBT people and their ongoing health and wellbeing.
We would like to say a huge thank you to the ten people who have given their time and allowed us to
share their stories in order to make this book possible.

ABOUT
LGBT Foundation’s Pride in Practice is a quality assurance and social prescribing service that
strengthens and develops primary care services relationships with their lesbian, gay, bisexual and
trans (LGBT) patients within the local community.
Pride in Practice aims to ensure that all LGBT people have access to primary care services that are
inclusive and understanding of the needs of our diverse communities.
Pride in Practice continues to work with individual practices to provide access to training and
information and share the many excellent examples of LGBT inclusion in primary care throughout
Greater Manchester.
We would to thank the hundreds of primary care services and thousands of health care professionals
we have worked with who have been overwhelmingly supportive of this work.
None of this would have been possible without the support of our funders, Greater Manchester
Health & Social Care Partnership and NHS England.

Pride in Practice across Greater Manchester has been developed in partnership between LGBT
Foundation, Greater Manchester Health & Social Care Partnership, and NHS England. The programme
brings together all primary care teams, clinicians, commissioners and LGBT communities to co-produce
solutions and work collaboratively to reduce the health inequalities experienced by LGBT people.

Pride in Practice has worked with over

573 Primary Care Services
and trained more than

7000 Healthcare Professionals
in Greater Manchester
Pride in Practice has worked
in partnership across Greater
Manchester with:
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All services engaging with Pride
in Practice have been able to
demonstrate changes within their
practice that more effectively meet the
needs of LGBT people.
99% of trainees report
satisfaction with the
service
99% of trainees would
recommend the training
97% of trainees report
increased confidence in
supporting LGBT people’s
healthcare

THE NATIONAL
PICTURE
In March 2019, we expanded Pride in Practice
across the UK.

A Government Equality Office commissioned pilot brought
Pride in Practice into the boroughs of London and supported
projects in West Yorkshire, Essex and other parts of North
West England.
With the expansion of remote training through platforms
such as Zoom, Pride in Practice is now able to deliver online
training throughout England and Wales and we are seeing a
steady increase in engagement from across the country.
For more information contact pip@lgbt.foundation

Additional Training for
Individuals & Organisations

As Pride in Practice has proved so popular over the last few years, we have received many requests
to deliver similar training outside of primary care settings.
In 2020, LGBT Foundation set up a brand new Training Academy, so that those individuals and
organisations working outside of primary care can have the opportunity to demonstrate their
leadership and inclusion.
While primary care services already receiving support from Pride in Practice do not need to take
advantage of this additional service, LGBT Foundation’s Training Academy is for anyone wanting to
increase their knowledge and confidence of LGBT inclusion at home, at work and in the community
To find out more: lgbt.foundation/trainingacademy

FURTHER LINKS AND
INFORMATION
Featured below are links to useful resources.

For more original and innovative research reports that highlight LGBT people’s experiences, head on
over to LGBT Foundation’s publications page:
lgbt.foundation/publications
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This report presents an assessment of the many health inequalities faced
by lesbian, gay, bisexual and trans communities. The report is the most
substantive look at the health inequalities faced by LGBT people across
their lives, bringing together research and insights from a wide array of
organisations and public sector bodies.
It draws from relevant research, papers, surveys, and NHS and Government
data and statistics.
lgbt.foundation/hiddenfigures

Indigo Gender Service:

NHS adult gender service in Greater Manchester
Indigo is a partnership between gtd healthcare and LGBT Foundation,
delivering a service, which has been designed by and for trans communities
in Greater Manchester.
Based in primary care, Indigo Gender Service is an innovative model
of trans healthcare with clinical services delivered by experienced GPs
in practices across Greater Manchester, with additional services being
delivered in community settings.
indigogenderservice.uk
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1: Oldham Medical Service, Oldham 2: Langworthy Medical Practice, Salford 3: Grosvenor Medical Centre, Tameside & Glossop 4: The Oak Gables Partnership, Oldham
5: Burnside Surgery, Bolton 6: Northenden Group Practice,
Manchester 7: Poppies Dental Care, Trafford 8: Precision
Dental Clinic, Stockport 9: Dr Vardhan’s Surgery, Wigan
10: The Halliwell Surgery, Bolton 11: Hopwood Medical
Centre, Rochdale, Heywood & Middleton 12: Radcliffe
Medical Practice, Bury 13: Shakespeare Surgery, Wigan
14: Pharmaco Chemists, Tameside & Glossop 15: Deeplish
Dental Practice, Rochdale, Heywood & Middleton 16: Old
Trafford Medical Practice, Trafford 17: Simon Taylor
Dental Practice, Salford 18: Ayers Road Dental, Trafford

FEEDBACK FROM AROUND
GREATER MANCHESTER
Interesting and informative - found
out a lot I didn’t know. Has increased my
awareness and made me think about the
language/terminology I use

Bolton CCG

Really useful and relevant. Fun
session and well presented

Optometrist, Rochdale, Heywood & Middleton

When we come across members of the
LGBT community we can be neutral, nonjudgemental and use open language

Fantastic wealth of information,
useful tips for dealing with the public.
Very good

Limelight Pharmacy, Trafford

My Dentist, Shaw, Oldham

Salford CCG

I would highly recommend this
training as it is very interesting and
informative. It enables us to best
support our patients

Very interesting, helpful and
informative. It has helped me to relate
to LGBT people and also to speak to
other people

Thank you for all your hard work
supporting our GP practices in Salford
to achieve Pride in Practice. We are
Great training, topics never covered in looking at how we can encourage dentists,
dental school. Feel like I have learnt a lot
pharmacies and opticians in Salford to
that could help to support my patients
achieve the award

Droylsden Road Family Practice,
Newton Heath, Manchester

Ribblesdale Medical Practice, Bury

The Bridge Dental Practice, Stockport

Helps to give a greater understanding
and increase levels of respect, especially
whilst working in a healthcare profession
where patients are showing vulnerability
and trust

Clear, not judgemental and
educational. Made the room a safe space
for those who didn’t understand. Excellent
use of statistics in the slides. Knowledge
well applied to clinical scenarios

Peak Pharmacy, Tameside & Glossop

Marus Bridge Practice, Wigan

10 PROFESSIONALS FROM
10 BOROUGHS

BOLTON
Dr Helen Wall

GP Partner/Trainer at Drs Page, McMillen, Tomkinson,
Wall & Pratheepan, Crompton Health Centre,
GP Board Member, Interim Clinical Director of Commissioning,
Clinical Lead for Women’s and Children at Bolton CCG

I think we need to improve LGBT awareness across all parts of our system, not
just primary care.

I was surprised to learn how many LGBT patients recalled a bad experience with healthcare services
due to their sexual orientation. It is genuinely not something I thought caring professionals would be
awkward about or express any prejudice against.
As a healthcare professional and as a practice we constantly strive to ensure all our patients have an
empathic and quality experience regardless of race, age, gender or sexual orientation. We can only
do this by listening to our patient’s and understanding their needs.
I often find that patients may seem nervous or embarrassed when they first mention they are in the
LGBT community. When I don’t look shocked or awkward, the relief in the room is often palpable and
you can see them visibly relax. They shouldn’t have to feel like that until this point but I understand
that they do.
I genuinely don’t feel any of our staff had negativity towards LGBT patients prior to the Pride in
Practice training but I think quite a few may have felt awkward or embarrassed about addressing
the issue or not really having thought about these things in any depth which in turn gives a patient
a poor experience.
I feel our training gave all our staff an opportunity to really feel confident in addressing issues such as
not assuming a patient wants a female or male chaperone.
Having the Pride in Practice plaque up at reception, tells our patients we are invested in
supporting patients from this community. It gives a clear message of our intent and our
investment to staff and patients.

I think we need
to improve LGBT
awareness across
all parts of our
system, not just
primary care

BURY
Dr. Luke Wookey

GP Partner and Clinical Lead for Indigo Gender Service, Fairfax Group Practice,
Prestwich Health Centre

People that are LGBT may often feel isolated and marginalised in society and
can face certain health inequalities.

By understanding the potential impact these factors can have on people’s mental and physical health
we are better placed in primary care to be able to signpost and support people that may sometimes
feel overlooked. However, it is important to recognise that everyone’s needs are different and
therefore patients are given individualised and personalised care depending on their situation.
Patients want to know that they have been listened to, understood and taken seriously. Therefore,
in primary care it is often important to get a wider understanding of someone’s personal and social
life which often impacts on their physical and mental health. By acknowledging someone’s sexual
orientation or gender identity, it allows clinicians to build relationships on mutual respect and be better
placed to deal with their concerns and fears. Pride in Practice has enabled a lot of positive change
within our practice. From sexual orientation and trans status monitoring to training and support to all
the practice team around LGBT issues. We don’t always get it right, but everyone is willing to learn
and educate themselves to be able to better support patients including for example, around name
and gender mark change for trans people.
Sadly, many LGBT people, including myself, do not feel as if we are equal in society. Although there
have been improvements in us being accepted and acknowledged there are still many hurdles to
overcome before there is true equality both socially, medically and in the eyes of the law. This is
especially true for trans and non-binary people who must feel supported and deserve healthcare
professionals to be able to understand their needs and provide ongoing care. Many patients have
told us they have joined our practice because we have the Pride in Practice award. Having an award
means a lot to the whole team but it is also a reminder that we must keep working and changing
practice to improve the lives of marginalised groups.
Social prescribing has been a helpful addition to services that we provide for patients. Within
Bury, the Beacon service has been actively engaging with practices to offer specific support to
LGBT patients. It has been a pleasure to work with them to promote self-care and give people an
opportunity to connect with organisations or services that many were previously unaware of.

Many patients
have told us they
have joined our
practice because
we have the Pride
in Practice award

MANCHESTER
Sharon Cuzen
Haven Pharmacy, Miles Platting

It is important to understand the needs of our patients who identify as LGBT to
make them feel safe, secure, and able to speak openly with the confidence that
we are here to help and to be unbiased.
We have noticed that by wearing our lanyards with the LGBT colours we have started many
conversations with LGBT customers that we might not have had before. In addition, we display
our non-discrimination policies, confidentiality statement, equality and diversity statement and zero
tolerance statement.
Working with Pride in Practice, we have been able to identify the needs of our LGBT customers so
their visit to our pharmacy is a positive experience.
By striking up a conversation we have been surprised by how many of our LGBT customers have
experienced discrimination due to their sexual orientation, gender identity or trans status.
After the Pride in Practice training one staff member shared they had received ‘very good
information’ that was ‘very helpful’ and that they ‘learned a lot of things they were previously
unaware of’.
We think that knowledge is power, and most people are unsure how to communicate in a
non‑discriminatory fashion with LGBT people. If everyone were to have a better understanding of
experiences LGBT people face then it would make everybody’s experience a better one.
By having an award for excellence in LGBT healthcare we can ensure our LGBT customers feel
confident that they will receive a high level of service and we display our certificate with Pride.
We do mandatory campaigns for NHS England where we are sent a tool kit with information on how
to present the campaign. We would really like to highlight LGBT issues in this way and any new
information that would be of interest to ourselves and our customers.

THANK YOU:

Haven Pharmacists Anthony So, Razia Hussain and Siu
Kwong LAM and the friendly, knowledgeable staff Andrea,
Debbie, Sharon, Lianne and Sarah.

Working
with Pride
in Practice
we have
been able
to identify
the needs
of our LGBT
customers
so their
visit to our
pharmacy
is a positive
experience

OLDHAM
Mohsan Ahmad

Dental Practitioner at Glodwick Dental Centre and Chair of the Greater Manchester
Local Dental Network

I believe it is important to understand the needs of all our patients. As
healthcare professionals, we aim to offer the same support and treatment for
all patients, no matter their ethnicity, sexual orientation or religion. However,
we quite often haven’t received the appropriate training to truly understand the
experiences of LGBT patients. Working alongside LGBT Foundation, Dental
teams will be able to gain a better understanding of the support LGBT patients
may need.
I was always aware that LGBT patients might not access dental services as often as other patients
might, however I was surprised at some the reasons for not accessing dental services.

It is essential for Dental teams to continue to access the training and support provided by LGBT
Foundation, to ensure they understand the specific oral health concerns patients may have. Dental
teams need to ensure they place posters and leaflets around their practices to make it easier for
LGBT patients to know there is support available for them.
Our Dental team feels pleased to have been accredited Gold standard by Pride in Practice; it
shows that we were active in bringing some changes to our practice processes, to support LGBT
patients, without making them feel like they were being seen as different to other patients. The
minor alterations to our medical history forms offers a discrete opportunity for LGBT patients to
share their information.
I believe it’s important that Dental teams ensure they keep up to date with training and support. Trying
to be flexible in making small changes or tweaks to their practice processes can make the treatment
journey for their patients as smooth and understanding as possible.

THANK YOU:

I would like to thank my whole team, especially our
practice manager, Kathy; who was so proactive in getting
involved and ensuring we made changes when a need was highlighted.

Dental teams
need to ensure they
place posters and
leaflets around
their practices
to make it easier
for LGBT patients
to know there is
support available
for them

ROCHDALE, HEYWOOD &
MIDDLETON
Wendy Craven

Optometrist and director of Craven & Murray Opticians. Vice Chair of Greater
Manchester East LOC Committee

As a practice, we want to deliver the best service and experience to all of our
patients. As an active member of our community, we want to use our voice to
promote LGBT awareness through Pride in Practice and be inclusive for all of
our clients.

Whilst we would always describe our practice as being inclusive, it wasn’t until we took part in the PIP
training that we became aware of the issues the LGBT community faced when attending healthcare
providers. Just because we would describe ourselves as inclusive doesn’t mean that’s how we are
perceived by LGBT community.
Our practice was awarded for excellence in LGBT healthcare so by displaying our Pride in Practice
certificate and adapting certain things within our practice we hope our LGBT clients feel welcome and
supported within our practice. The certificate being displayed also stimulates conversation with the
rest of our clients.
As a team, we really benefitted from the Pride in Practice training around LGBT awareness. However,
we were disappointed to hear some of the examples of poor treatment in healthcare experienced by
the LGBT community the training. It made us realise that as an optometry practice we could make
some small changes that would make a big difference. We now don’t label our frames as women’s &
men’s and that’s not really a big change for us but could make a difference to the overall experience
of an LGBT client.
I don’t think there is any service industry that wouldn’t benefit from becoming more LGBT aware.

THANK YOU:

The Confederation of Greater Manchester Local Optical
Committee’s for their commitment in developing the
framework for Optometry practices.

I don’t think
there is any service
industry that
wouldn’t benefit
from becoming
more LGBT aware

SALFORD
Holly Grimes

Dental Apprentice at Swinton Dental Centre

As a member of the LGBT+ community myself I know that some people haven’t
always felt welcomed in the past, so myself and my workplace put together
a process for how to approach the situation. For example always respecting
patient’s pronouns and name without question. I feel that if you educate
yourself with the understanding and knowledge required then patients will
always return and most importantly, return with a smile and not feel threatened
or incorrectly treated. This is important to our team as we follow the General
Dental Council standards to the best of our abilities by always offering support
to those who require it.
I have noticed that once patients feel understood they start to confide in us and open up, not only
about dental issues but also home life as well. As they start to feel listened to, this builds a good
staff and patient relationship, which is important for the sense of feeling welcomed.

One way in which positive change has been put in place with the support of Pride in Practice is
always having helpline numbers available for patients. We also amend patient medical history forms
to be inclusive for the LGBT+ community.
We understand that some patients haven’t officially “come out” to people close to them. They
may be uncomfortable talking about some things face-to-face so we have placed LGBT posters
in the toilets where patients can take note of useful information without feeling watched
or judged.
I also feel that to promote LGBT awareness at a local level we need to support the younger
community. We need to educate young people as they will be the leaders of tomorrow and the cycle
of LGBT+ discrimination needs to change.
It is important to offer support for anyone who feels they need to hide who they truly are, in order
that they may grow stronger and we are in a good position to be able to help promote and develop
that growth.

Having
our award has
encouraged
LGBT+
personnel
to join our
practice
and helped
patients
realise they
have support
from a medical
professional
too

STOCKPORT
Nigel Burgess

Optometrist at Boots Opticians, Specsavers and Chairman of Salford &Trafford Local
Optical Committee

It is important to support LGBT people and remove any potential barriers so that
we can discuss anything that might be relevant to their health and wellbeing.
There is so much we can tell about a person’s health through their eyes and understanding a little
more about them helps too. For example, in male gay culture, a bear is often a larger or hairier
man and there may be certain issues we can look out for around high blood pressure, obesity and
diabetes, all of which can affect the eyes.

With HIV & sexual health, if a person is HIV+ we want to make sure that the virus isn’t affecting the
retina. We also know that syphilis can cause damage to the retina.
We would never want to alarm our patients so it helps to be able to talk openly and sensitively if we
find anything that needs further treatment from another professional.
For our trans and non-binary patients we are looking at improving how we capture their data in
terms of respecting correct gender identity and trans status. Many trans people find it difficult to
access some opticians when frames for spectacles are so often gendered. It can be helpful to put
on special events for our trans communities to come along and try on any glasses they wish in a
safe environment.
I have learned so much and I think optometry services could take more advantage of Pride in
Practice. Our award is proudly displayed, and this has prompted a lot of conversation from our
LGBT patients. They ask us what services are available to them and it helps them to feel safe
with us.
One young man didn’t know how to tell his parents he was gay so he confided in us because
we had known him for years and he eventually felt able to talk to his parents. Without seeing an
affirmative LGBT poster on our walls, he wouldn’t have had the courage to do that.
The Healthy Living Optical Practice programme is now picking up in Greater Manchester to
support public health by promoting messages and campaigns, offering brief advice, signposting
and some public health services including LGBT awareness.

I didn’t know
just how many
support services
there were for
people. It has
helped me a lot
to know that
we can all do
more to support
our LGBT
communities

TAMESIDE & GLOSSOP
Kelly Doyle

Practice Manager at Simply One Dental.

It’s important to myself and my colleagues that we are there to support our
patients. If we have better knowledge about their needs then we can be
there for them.

Since we have become more pro-active about sexual orientation and trans status monitoring through
Pride in Practice, we have definitely witnessed a marked increase in the number of our patients
who are willing to share this information with us. This really helps us, as we don’t want to presume
we know anything about our patients until they tell us. Hopefully when we are asking about medical
histories, the more knowledge we have, the more we can help patients by asking appropriate
questions and signposting them to specific services, if they are needed.
We want our LGBT patients to feel confident and safe when they talk to us. When they learn that we
are an affirmative practice this makes it easier for them to talk to us about their oral health.
Many of our patients are young people in their teens and twenties and they don’t want us to make
assumptions about their gender in any way. Having the option for them to identify as trans or nonbinary has proved popular. Many of our staff are younger too and I feel they can relate to LGBT
patients as they are often more knowledgeable about diverse identities. I do think more information
on LGBT awareness is needed however, particularly with many older health care professionals. They
might not be used to having conversations about sexual orientation or gender identity as this wouldn’t
have been discussed as much, if at all, when they began working in their practices.
One area that I think is vital that we learn to talk about more is how our sexual health can affect the
oral cavity (lips, lining of the lips and cheeks teeth, gums, the front of the tongue, the floor of the
mouth and the roof of the mouth). The additional information we have received from Pride in Practice
on issues such as HIV and testing etc. has certainly proved a real asset to us and this improves our
knowledge and the support we can pass on to our patients too.

THANK YOU:

Everyone at Healthy Living Dentistry for enabling us to
be more LGBT aware and dementia friendly by working
together to share our knowledge to support our patients.

Many of
our patients
don’t want
us to make
assumptions
about their
gender,
having the
option for
them to
identify as
trans or
non-binary
has proved
popular

TRAFFORD
Kevin Lo

Pharmacist, Pelican Pharmacy.
The first pharmacy in Trafford area to be awarded
GOLD for excellence in LGBT healthcare.

I think it’s human nature that we tend to feel uncertain when we are
faced with something that we are not familiar with. Pride in Practice
raises awareness in both healthcare professionals and patients as to the
expectations and how we can adapt the care we provide to better meet the
needs of patients who identify with LGBT. It allows us to be better informed
when interacting with different patients. It also creates a sense of trust as it
encourages patients to be more open.

For me personally, I believe healthcare should be accessible to everyone, regardless of who you are.
Diversity and inclusion are very important in order for our work in primary care to have a far-reaching
effect. You should be able to be who you are and get the help you need without prejudice when you
come to the pharmacy.
As a pharmacist, I offer counselling on medicines and clinical advice on a daily basis. So
for me, this training has been a great source of education and support. It gave me a deeper
understanding in regard to the needs of my patients who identify as LGBT. This, in turn, enables
me to provide a more person-centred care by offering the right support when signposting and
giving advice.
In fact, Pride in Practice has been a learning process for the whole pharmacy team. As a result of the
training, the team are more aware of the issues an LGBT patient might face and are able to be more
understanding and more confident when working with them.
As we continue our commitment to equality and inclusion, we are very proud to be recognised and
awarded Gold for excellence in LGBT healthcare, the first pharmacy in the Trafford area to have
achieved this.

You
should be
able to be
who you are
and get the
help you
need without
prejudice
when you
come to the
pharmacy

WIGAN
Beth Caldwell

Assistant Practice Manager, The Chandler Surgery

It is extremely important to understand the needs of all our patients and over the
past 12 months we have looked closely at how we can make visiting the surgery
a more positive experience for those patients who identify as LGBT.
We know that just one negative experience can have a major impact on a person’s mental health,
especially in healthcare settings. This may prevent a patient from returning to access medical care
they may really need in the future. We want LGBT patients to access the care they deserve in a
warm and welcoming environment, involving them in making those decisions surrounding their care
at all times. At the Chandler Surgery, we treat all patients with the same level of respect and dignity
providing them with the highest standard of care.

We have made some important changes in practice, enhancing the services we provide to LGBT patients.
Keeping up to date and liaising with external patient services to ensure our patients are always receiving the
highest standard of care possible. Our practice team have gained a lot from the Pride in Practice training,
especially surrounding information on screening for LGBT patients. We have been made aware just how
easy it may be for LGBT people to miss screening, in particularly when a patient changes their gender
marker. Recalls are in place to prevent this from happening and we have a streamlined process in place with
the PCSE- registrations department to ensure the needs of our LGBT patients are always captured.
At the moment, Pride in Practice is an optional training programme in Wigan. I feel that all Primary
Care settings would massively benefit from this to develop a greater awareness of what LGBT people
may face when accessing health care. Support bubbles within practice would be great to have,
enabling patients to share their experiences and to make suggestions as to how healthcare services
can be improved. We currently have a diverse Patient Participation Group who meet quarterly.
We now hope that those LGBT patients who we are not aware of may feel more at ease to come to
see our Clinicians about any issues they may have, knowing we have all the information needed to
refer them to dedicated LGBT services i.e.: mental health/ counselling.

THANK YOU:

We are extremely proud to have been awarded GOLD for
the work that we have done with Pride in Practice and would
like to thank our diverse Patient Participation Group for their much valued contribution to the Practice.

I feel that all
Primary Care
settings would
benefit from
developing
a greater
awareness
of what LGBT
people may
face when
accessing
health care

Pride in Practice is funded by:

Pride in Practice operates as a social prescribing model for LGBT communities, linking health
professionals with community assets such as specialist LGBT drug and alcohol support
services, peer support for LGBT people seeking asylum and refuge, and social support for
LGBT people living with long-term conditions such as cancer, dementia and HIV.  
Pride in Practice is led by a programme board co-chaired by LGBT Foundation and Greater
Manchester Health and Social Care Partnership, which brings together clinicians working
in general practice, dentistry, pharmacy and optometry with project delivery staff based at
LGBT Foundation.
To find out more about Pride in Practice,
please e-mail: pip@lgbt.foundation

We believe in a fair
and equal society
where all lesbian, gay,
bisexual and trans
people can achieve
their full potential.
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