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Introduction
What is Healthwatch Across Cheshire?

Healthwatch Cheshire holds continuous |
conversations with people to gather and
better understand the views of people
about their experiences and expectations
of health, care, wellbeing support and
services. Social distancing guidance and
restrictions due to the COVID-19
pandemic meant that much of our
conversations with people during 2020
and the beginning of 2021 were held
virtually over the telephone or by video
call. People had been contacting us
about topics such as COVID-19
vaccinations and boosters, flu jabs, and & S :
access to services including GP Practlces and dentistry. As well as these topics,
conversations with those who plan services and support locally have identified that other
priorities in Cheshire include pharmacies, self-care, promoting recruitment into the care
sector, and voluntary sector support. Therefore, as restrictions and guidance loosened in
mid to late 2021, we launched a set programme of activity - Healthwatch Across Cheshire -
to once again get out into communities and talk to people face-to-face about these topics
in all areas of Cheshire, from Malpas to Poynton and Neston to Nantwich.

Over a 9-week period from 20 September to 19 November 2021, Healthwatch Cheshire took
out our engagement stands and a promotional van to find out what matters most to people
about their local health and care, and to share key information about health, care, and
support. To help with providing more information to people about the COVID-19 vaccine,
we focused some of our visits where vaccine uptake has been relatively lower than in other
areas, whether this be in terms of location, certain communities or particular age groups.

Everything that people tell us is fed back anonymously to those who plan, make decisions,
and deliver health and care services, to help improve people’s experiences for the future.
This feedback helps the local NHS and Local Authorities to plan how to meet the health,
care, wellbeing and support needs of people in Cheshire. It also feeds into Joint Strategic
Needs Assessments (JSNA), Place Plans, and the priorities of Integrated Care Partnerships.
Where possible, we break people’s feedback down into individual Care Communities to help
inform the development of services and support at a local level and make sure our
information is as useful as possible. Care Communities aim to bring together people living,
working or involved in an area to improve the health and wellbeing of local residents. There
are 8 Care Communities in Cheshire East and 9 in Cheshire West and Chester.

This report focuses on the responses from people across Cheshire, and then breaks down
the information to a local level, which allows Care Communities to better understand the
views and needs of their local population.
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Cheshire East Care Communities:

e Alderley Edge, Chelford, Handforth and Wilmslow

e Bollington, Disley and Poynton

e Congleton and Holmes Chapel

e Crewe

e Knutsford

e Macclesfield

¢ Nantwich, Wrenbury and Audlem

e Sandbach, Middlewich, Alsager, Scholar Green and Haslington.

Cheshire West and Chester Care Communities:

Chester Central (City Centre)
e Chester East (Christleton, Littleton, Huntington, Boughton, Upton, Hoole,
Mollington, Mickle Trafford)
e Chester South (Blacon, Lache, Saughall, Eccleston, Handbridge, Dodleston,
Kinnerton)
Ellesmere Port
Frodsham, Helsby and Elton
Neston and Willaston
Northwich
Rural (Tarporley, Malpas, Ashton, Farndon, Tattenhall, Kelsall, and Tarvin)
Winsford.

In addition to our team of staff and volunteers, we invited health and care partners to join
us in our conversations with people across Cheshire; creating and building partnerships with
NHS services, Local Authorities, community representatives and members and organisations
within communities, for example Police Community Support Officers, social housing
organisations, voluntary sector, pharmacists, councillors, etc.




healthwatch healthwatch

Cheshire West Cheshire East

What is Healthwatch?

Healthwatch Cheshire, consisting of Healthwatch Cheshire East and Healthwatch Cheshire
West, is an independent consumer champion for health and care across Cheshire East and
Cheshire West and Chester, forming part of the national network of local Healthwatch across
England. Our role is to make sure that those who run health and care services understand
and act on what really matters to local people. We hold continuous conversations with
people to listen to their views, experiences and expectations of health, care, wellbeing
support and services. The information is then shared with those who plan and commission
health and care services and support. The information we gather is then analysed so that
we can identify and act upon trends and common themes by presenting our findings to
decision makers in order to improve the services people use. We also share people’s local
views with Healthwatch England, who strive to ensure that the government put people at
the heart of care nationally.

This report provides a summary of the feedback Healthwatch received from the public
during Healthwatch Across Cheshire.

'Cheshlre West |

- viww.healthwatchcheshire.org.uk
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Summary of findings
The main themes of feedback from people across Cheshire are summarised below:

Access to GP appointments

The most common theme raised by people in every Care Community was a difficulty in
accessing GP appointments. At the time of our Health and Wellbeing During the Coronavirus
(COVID-19) Pandemic project between May 2020 and March 2021, there was a lot of
positivity about the convenience of video and telephone appointments. However, during
Healthwatch Across Cheshire, many people told us that they were frustrated at not being
able to access face-to-face appointments when the perception was that other services were
now offering this. In some instances, people were unhappy that they were being asked to
wait weeks ‘just’ for a telephone appointment.

Another issue was that people are experiencing long waits on the telephone whilst trying to
get through to a receptionist to try to make an appointment. People gave us examples of
having to wait over half an hour, and in some cases an hour, to get through to their Practice.
People preferred the option of a call back service rather than waiting in a queue; we were
told this was previously offered at some GP practices but was no longer an option. People
continue to report that they are reluctant to tell the receptionist about why they wish to
make an appointment, telling us that they believe the receptionist is unqualified and does
not need to know that information.

Several people told us that they found pre-recorded voice messages on the telephone when
they called their GP Practice to be too long, negative, and one comment labelled it as
“passive aggressive”, with parts of the message relating to the pandemic no longer relevant.

People’s experience of GP appointments was also mixed. When people were able to see a
GP or nurse face-to-face, they were generally positive about their experience. However,
people also told us of long waits for referrals to other services, and that they often had to
chase these up, along with results and follow-up appointments they were waiting for.

In terms of video and telephone appointments, we were told of occasions when people had
been asked by the GP to send a picture when they felt it was “inappropriate”. Other
individuals said that they were not given a specified time for telephone appointments or
were called hours after the time window that was given to them, occasionally resulting in
them missing the call. This represents a barrier to accessing remote appointments, in
contrast to face-to-face appointments which provided a set time.

COVID-19 and Flu Vaccinations

There was lots of positive feedback about the COVID-19 vaccination rollout and subsequent
booster programme, with people feeling it has been well organised, well communicated,
and efficient. At the beginning of the rollout, we received lots of queries from people
wanting to know when they would be eligible, but as the programme went on and the
booster programme started, people were a lot more patient and the feedback has been very
positive. Similarly, the flu vaccination programme also received a lot of praise. In particular,
the role of local pharmacies in providing vaccinations was spoken of positively, with
pharmacies being the subject of many positive experiences.
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Hospitals

In terms of hospitals, many people praised the attitude and approach of staff in providing
them with positive experiences at all of Cheshire’s main hospitals. Outpatients
appointments were described as running smoothly, but there were instances of people
feeling that communications and administration around appointments has been poor in
regard to letters, phone calls and cancellations. Furthermore, particularly in areas close to
Cheshire’s borders, people told us that communication between hospitals and healthcare
services in other areas has been poor with services appearing to not be working in a joined
up manner and sharing information. Accessing hospital appointments was also said to be
difficult in some rural areas, with public or hospital transport not providing enough coverage
for people to attend appointments if they do not drive.

Other services

Our Healthwatch Across Cheshire activity has seen people raise issues around dentists that
have been a common theme throughout the pandemic, with people unable to register with
NHS dentistry or been told they could receive treatment if they went private. This remains
a significant concern, and Healthwatch Cheshire have published two reports looking
specifically at these issues, which can be found on our websites:

www.healthwatchcheshireeast.org.uk/what-we-do/our-reports

www.healthwatchcwac.org.uk/what-we-do/our-reports

Other comments included criticism of mental health services in various settings, particularly
with regard to referrals and waiting times. Long waits and poor experiences were also noted
with Education and Health Care Plans (EHCP).

People told us they felt that there was a lack of support for carers generally, but there was
praise for community groups that provided support for a variety of conditions and situations.


https://healthwatchcheshireeast.org.uk/what-we-do/our-reports/
https://healthwatchcwac.org.uk/what-we-do/our-reports/
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What we did

Over a 9-week period from 20 September to 19
November 2021, Healthwatch Cheshire visited 52
venues across all 17 Care Communities using
engagement stands and a promotional van. We held
conversations with 1,140 people about health and care
services, gaining 731 comments on people’s views and
experiences.

Who took part?

In addition to our team of 8 staff and 17 of our volunteers, we invited health and care
partners to join us at our events, building partnerships with community representatives and
members and organisations. Staff from the following partner organisations joined us at
events:

e Cheshire East Council

e Cheshire East Place Partnership

e Cheshire West and Chester Council

e Cheshire West and Chester Public Health

e Cheshire West Integrated Care Partnership
e Cheshire Police Community Support Officers
e NHS Cheshire Clinical Commissioning Group
e East Cheshire NHS Trust

e Cheshire and Wirral Partnership NHS Foundation Trust
e GP Practice Managers

e Patient Participation Groups

e End of Life Partnership

e Everybody Leisure

e Live Well Cheshire West

e Primary Care Cheshire Social Prescribers

e Cheshire Change Hub

e Home Instead

e Guinness Partnership Housing

What did we use?

¢ Healthwatch promotional van - We hired a promotional van covered in Healthwatch
Cheshire East and Healthwatch Cheshire West branding to attract the attention of
people. We used it as a base to hold conversations with people in locations that are
normally difficult to visit due to a lack of venues.

o Engagement activity - A programme of activity, covering one Care Community per
day was planned in order to reach every area of Cheshire. This included activity
based around the Healthwatch van in car parks or community hubs, or engagement
stands at events or in town centres. The team spoke to people to obtain comments
and create links with community representatives with the purpose of signposting
people to support and services they may not otherwise know about. Through this we
were also able to signpost to our online Feedback Centres for people to leave
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comments and utilise our comment cards for people to feed back their experiences
by hand.

e Promotional materials - Along with our regular Healthwatch leaflets, posters, and
other promotional items, we also used leaflets, posters and banners from local health
and care partners for signposting and to promote campaigns such as self care.

e Portable electronic tablets - Our team used portable tablet devices to add feedback
straight onto our system for us to track themes and produce reports. The tablets also
have our ‘What is Healthwatch’ and ‘Share Your Story’ videos uploaded onto them
with subtitles and British Sign Language, so people can understand what Healthwatch
do and why they should talk to us about their experiences in an interactive way.

e Videos - We have two videos adapted for our local Healthwatch called ‘What is
Healthwatch’ and ‘Share Your Story’, both in accessible formats. These were played
on a loop on the television screen in the Healthwatch van. Videos and slides from
local health and care partners for signposting and to promote campaigns such as
accessing primary care, self care and flu vaccinations were used. You can watch
these videos on our websites at www.healthwatchcheshireeast.org.uk/about-us and
www.healthwatchcwac.org.uk/about-us.

o Websites - Our Healthwatch Across Cheshire schedule was promoted online on our
websites, so that people could come along to our events.

e Social media - Our Facebook and Twitter accounts documented our events across
Cheshire in threads, and links to these are included on page 13.

e Newsletter and emails - Emails were sent to partners to promote our activity and
also invite them to attend events. Alongside this, a newsletter advertising our
Healthwatch Across Cheshire campaign, and asking people to get involved and help
promote.

ol
| Cheshire West
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Conversation topics

Conversations with people during Healthwatch Across Cheshire were based upon topics that
people had been telling us about during the previous months. These topics were linked into
priorities of health and care partners that are known to us. Care Community steering groups
were also asked if there was anything locally that would be useful to ask or promote to
people whilst in each area, so that we could understand their priorities. We were able to
receive feedback from people, and also share information and signpost to relevant support
or services. Conversation topics included:

e COVID-19 vaccinations and boosters

e Flu jabs

e Self-care

e Access to services, including GP Practices

e Pharmacies

e Signposting information about local services or groups, including voluntary sector
support, etc.

e Promoting recruitment into the care sector

e Transport

e Vaccination bank staff

Youlocd

erenbodf
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Where did we visit?

Healthwatch Cheshire visited 52 venues across all 17 Care Communities in Cheshire,
speaking to 1,140 people and receiving 731 comments on health and care services. The
number of venues and people spoken to, along with comments received, is broken down by
Care Community and Local Authority area below:

Healthwatch Across Cheshire . 'jg |

Visiting every community in Cheshire o I,

20 September—19 November 2021 h al“c‘r?vhaj:tgaht
Area Number of | People spoken to, Comment

venues including signposting | Cards
and comments

Alderley Edge, Chelford, 1 11 7
Handforth and Wilmslow
Bollington, Disley and Poynton 1 40 26
Congleton and Holmes Chapel 2 22 22
Crewe 4 69 54
Knutsford 2 21 13
Macclesfield 5 186 126
Nantwich, Wrenbury and Audlem 4 72 62
Sandbach, Middlewich, Alsager, 4 129 52
Scholar Green and Haslington
Cheshire East Total** 23 550 360

Cheshire East** - 9 venues were cancelled

10
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Healthwatch Across Cheshire

iVisiting every community in Cheshire LD £

EZO September—19 November 2021 hcalthwatch
Area Number of | People spoken to, Comment

venues including signposting | Cards
and comments

Chester Central (City Centre) 5 210 83
Chester East (Christleton, 1 13 20

Littleton, Huntington, Boughton,
Upton, Hoole, Mollington, Mickle
Trafford)

Chester South (Blacon, Lache, 2 27 19
Saughall, Eccleston, Handbridge,
Dodleston, Kinnerton)

Ellesmere Port 2 48 19
Frodsham, Helsby and Elton 3 83 49
Neston and Willaston 2 36 11
Northwich 5 76 52
Rural (Tarporley, Malpas, Ashton, 5 87 53
Farndon, Tattenhall, Kelsall, and

Tarvin)

Winsford 2 60 24
Cheshire West Total* 27 640 335

Cheshire West* - 3 venues were cancelled

11
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Our full schedule, which was published on our websites is listed
below. Some locations were inappropriate for the Healthwatch actCteNle )
van, and so those that took place with an engagement stand are |— - :
noted in brackets: 7 -

e Monday 20 September, 11am-2pm - Thrive, Winsford
(engagement stand)

e Monday 20 September, 2pm-4pm - The Monday Hub,
Knutsford (engagement stand)

o Wednesday 22 September, 10am-2pm - University of
Chester Induction Day, Parkgate Road Campus, Chester P

e Friday 24 September, 9am-3.15pm - Jobs Fair, Apple Market Street, Northwich

e Saturday 25 September, 9am-4pm - Oakhanger Community Hall, Haslington

e Monday 27 September, 10am-4pm - Winsford Town Centre

o Wednesday 29 September, 10am-4pm - Cheshire Street Car Park, Audlem

e Thursday 30 September, 10.30am-12pm - High Legh Village Hall, Knutsford

e Friday 1 October, 10am-1pm - Oakwood Medical Centre, Northwich

e Friday 1 October, 9am-4pm - Crewe Lifestyle Centre (engagement stand)

e Saturday 2 October, 12pm-4pm - LGBTQ Ellesmere Port Pride Fun Day, Stanney Lane,
Ellesmere Port

e Monday 4 October, 8.30am-4pm - Bunbury Medical Practice

e Tuesday 5 October, 10am-12pm - Ness Community Hall, Neston

e Tuesday 5 October, 1pm-4pm - Asda Car Park, Ellesmere Port

e Wednesday 6 October, 2pm-4pm - Tea and Tattle Silver Rainbows, Weaver Museum,
Northwich

e Thursday 7 October, 10am-4pm - Nantwich Town Square

e Friday 8 October, 10am-4pm - Everybody Leisure, Macclesfield

e Wednesday 13 October, 10am-2pm - Asylum Seeker Assistance, Hope Church, Crewe
(engagement stand)

¢ Wednesday 13 October, 10am-2pm - Eaton Park, University of Chester (engagement
stand)

¢ Wednesday 13 October, 10am-4pm - Upton Pavilion, Chester

e Thursday 14 October, 10am-12pm - Tarporley Older People Active Lives, Gardenhurst
Estate, Tiverton (engagement stand)

e Monday 18 October, 10am-4pm - Tattenhall Village Surgery

o Tuesday 19 October, 10am-2pm - Cheshire East Eye Society Open Event, Macclesfield
Town Hall (engagement stand)

e Tuesday 19 October, 10am-4pm - Blacon Boulevard in front of the library

e Wednesday 20 October, 7.30am-4pm - Macclesfield College

e Thursday 21 October, 10am-4pm - Princeway Health Centre Car Park, Frodsham

e Friday 22 October, 9.30am-4pm - Northgate Street, Chester City Centre

e Friday 22 October, 8.30am-2pm - Neston Market (engagement stand)

e Tuesday 26 October, 10am-2pm - Everybody Leisure, Wilmslow

e Wednesday 27 October, 9am-2pm - Disley Community Centre

e Thursday 28 October, 10am-4pm - Car Park between High Street and Lloyd Close,
Farndon

e Friday 29 October, 10am-4pm - Lache Community Centre, Chester

e Saturday 30 October, 9.30am-4pm - Northgate Street, Chester City Centre

e Saturday 30 October, 3pm-7pm - Asda, Crewe (engagement stand)

12
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o Tuesday 2 November, 2pm-4pm, Old Saw Mill, Congleton (engagement stand)

e Tuesday 2 November, 10am-3pm - Brereton Heath Local Nature Reserve, Congleton

o Wednesday 3 November, 10am-3pm - Alsager Market, Asda Car Park

e Thursday 4 November, 10am-4pm - Frodsham Brio Leisure Centre

e Friday 5 November, 9.30am-3.30pm - Crewe Town Square

e Monday 8 November, 10am-12pm - Macclesfield Hospital Rear Entrance

o Wednesday 10 November, 10am-12pm - Bluecoat Centre, Chester (engagement
stand)

e Thursday 11 November, 9.30am - 4pm - Sandbach Market

e Friday 12 November, 9am-3.30pm - Macclesfield Market by the Town Hall

e Friday 12 November, 10am-2pm - Community Hall, Malpas

e Monday 15 November, 10am-12pm - Broad Lane Coffee Club, Stapeley

e Monday 15 November, 12.30pm-2.30pm - Mill House Extra Care, Nantwich

e Tuesday 16 November, 10.30am - 12.30pm - Snow Angels, Keep Connected Cafe,
Northwich (engagement stand)

o Wednesday 17 November, 10am-2pm - Antrobus Village Hall

e Thursday 18 November, 9am-2pm - Helsby High School

You can view our Twitter threads documenting our Healthwatch Across Cheshire activity
here:

https:/ /twitter.com/HealthwatchCE/status/1438099923057225740?s=20

https://twitter.com/HealthwatchCW/status/1438099730924507143

' Tell us about your experiences
to help shape and improve local
Healthand Social Care services

# 0300 323 0006 |
i info@healthwatchcheshire.orguk
L1 www.healthwatchcheshire.org.uk

i @HealthwatchCW [[3 4 @HealthwatchCE -

13
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Next Steps

Throughout our Healthwatch Across Cheshire activity, everything that people have told us
has been continually fed back anonymously on a weekly basis to those who plan, make
decisions, and deliver health and care services, to help improve people’s experiences for
the future. We provided updates on the main themes of people’s comments at committees
and groups to ensure that health and care partners were given access to live real-time
information, including at the Cheshire COVID-19 and System Pressures Communications cell,
and the Cheshire East Partnership Communications and Engagement Network.

The timely insight and intelligence from residents of Cheshire was instrumental in
influencing messaging around issues including access to primary care, and the rollout of flu
and COVID-19 vaccines. By sharing people’s views and experiences on vaccination processes,
partners were able to adapt messaging to encourage uptake, provide clear information, and
respond to local need. It also meant that we were able to take the latest messages and
updates from health and care partners out into the community to tell people about how to
access vaccines, where the nearest vaccine clinic was taking place during the roving
programme of pop-up clinics, and information on self care to help people to solve their
ailments without having to visit a healthcare setting.

These reports provide summaries of activities and themes and will be shared with the local
NHS, Local Authorities, voluntary and community groups, and Care Community Steering
Groups. They will also feed into Joint Strategic Needs Assessments (JSNA), Place Plans, and
the priorities of Integrated Care Partnerships. In addition, we will be reflecting on what
people have told us alongside health and care partners to help plan how to meet the health,
care, wellbeing and support needs of people in Cheshire, and inform the development of
services and support at a local level.

The following breaks down the findings from our conversations with people by each of
the 8 Care Communities in Cheshire East, which are organised as appendices.

14
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Appendix1- Alderley Edge, Chelford, Handforth and
Wilmslow

During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Alderley Edge, Chelford, Handforth and Wilmslow Care Community using a
promotional van to find out what matters most to people about their local health and care,
and to share key information about health and care services:

15



healthwatch healthwatch

Cheshire West Cheshire East

. Tuesday 26 October, 10am-2pm -
Everybody Leisure, Wilmslow

At this event, we spoke to 11 people to signpost
them to local services and talk to them about
their views and experiences on health and care.
We received 7 comments on services in total.

We were joined at this event by an
asymptomatic COVID-19 testing pop-up site,
which enabled us to link in with staff, get
tested ourselves, and signpost people to COVID-
19 testing services.

We had conversations in this Care Community with people about:

e The role of Healthwatch

e Access to GP services

e General health and wellbeing/self care

e Signposting information about local groups and services
e COVID-19 vaccinations and/or boosters

¢ Flu vaccinations

e Transport

The following details the comments received and conversations with people in this Care
Community.

GP Practices
Comments on GP Practices included:

e “l have been told they will not be doing the booster and not told
how to organise this. | wish we could have face-to-face
appointments again.”

e “The communication with the GP practice is very good. If | call at 8 am | can always
get an appointment and the receptionists are professional, knowledgeable and
always treat me with respect and give me privacy. Their online service is also
amazing. However, the nurse practitioner made me feel humiliated and inferior, |
am a nurse in a hospital in Manchester myself. She did not treat me humanly and |
am now very reluctant to contact the practice, in fact | don't think | will go back. |
have been invited for my 50s check-up and | am not going to go. My 93-year-old
father-in-law comes to stay with us every few months and often forgets his
medication and the surgery always see him and write prescriptions for him even
though it is not his registered practice.”

e “| was devastated to find out from the doctors’ surgery that | can’t have my booster
jab with my GP.”

e “l have friends who can’t get an appointment to see their GP and have been asked
to use Zoom but they don't understand how it works.”

16
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Pharmacies
Comments on Pharmacies included:

e “I'was in Boots and saw a sign for flu jabs and asked how to book and the
pharmacist took me into a room straight away and did it right then and
there.”

Other services

Comments on other services related to a local dental practice:
e “Have not been contacted about routine dental appointments but have
gone once when | was in pain and they saw me, but it was such an

ordeal as | waited outside and it was all very complicated so | have not
chased my routine appointment.”

General health and wellbeing/ self care
Comments on general health and wellbeing and/or self care included:

e “| feel blamed and targeted as a younger person because for us it
is hard for us to find the balance of staying safe with covid and
looking after our mental health. The ways in which we socialise
were taken away from us and there is no awareness to how that
has made us feel.”

Signposting information about local services or groups
Information was provided by Healthwatch Cheshire staff on the following:

e Told to book booster by calling 119 or use the national booking
system.

e Signposted to 119 for booking booster. Told to search on Live Well @

for things such as COVID cafes as places for his mum to talk to others in a similar
situation.

COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

e Person had had both his vaccines and wants his booster. Lots
of family have had COVID. His mum is suffering with Long COVID
and doesn’t feel like there is any support.

e “The only place | could book my booster was in Macclesfield and | don't drive or have
anyone to take me so | will have to take public transport which | don't like doing at
the moment. | walk everywhere but it is too far.”
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Appendix 2 - Bollington, Disley and Poynton

CRSE X X X B 3¢ ]

During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Bollington, Disley and Poynton Care Community using a promotional van to
find out what matters most to people about their local health and care, and to share key
information about health and care services:

e Wednesday 27 October, 9am-2pm - Disley Community Centre

At this event, we spoke to 40 people to signpost them to local services and talk to them
about their views and experiences on health and care. We received 26 comments on services
in total.

We were joined at this event by the End of Life Partnership and a local Parish Councillor,
who were able to assist us with our conversations
with the public, as well as signpost to services.

We had conversations in this Care Community with
people about:

e The role of Healthwatch

e Access to GP services

e General health and wellbeing/self care

e Signposting information about local groups
and services

18
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e COVID-19 vaccinations and/or boosters
e Flu vaccinations
e Transport

The following details the comments received and conversations with people in this Care
Community.

GP Practices

Comments on GP Practices included: A

e “Ifind it no trouble getting to the practice in Poynton. | just get
the train and walk. When they joined up into the Middlewood

Partnership they just seem to send everyone to Poynton. Seems
like the area has got twice as many people but the number of
doctors has remained the same. The area needs more doctors.”

e “Idon’t mind the GP | think the partnership between Disley and Poynton works well.
My daughter-in-law really likes the modern approach she uses the online services
for the triage and will get a call back quickly to deal with her issues. Her kids can
always get in to see the doctors”.

e “The communication and continuity between GPs are not so good for the patients.”

o  “When | call it costs me money. | haven’t accessed them during COVID | rang them
about my Flu and COVID vaccine and they rang me back to sort out but they cancelled
my flu vaccine.”

o “| feel that it is very rare to see a GP. | did manage to get a blood test they tried
sending me to Poynton, this is difficult due to the lack of transport routes in Disley.
There are nurses which | believe are based at the GP.”

e “Iwould like to see a doctor face-to-face. | ring up and | can’t get any appointments
for my fortnightly injections | normally get for managing anxiety. | have to wait
which is therefore making my anxiety worse.”

e “It is difficult getting to the GP in Poynton as there is no bus route and taxis are
expensive. | spoke to the GP about my concerns of getting the COVID vaccine and
was told by the GP to just go and get it and | was very poorly after having it.”

e “| can’t get a face-to-face appointment. When | use the press 5 function to get a
call back | only seem to get given phone consultations.”

e  “When | call on my landline it costs me. It takes a while on the phone to be told you
can press 5 to request a call back. However it is good when you know you can do this
as you can just press 5 straight away to avoid costs.”

e “Try to make an appointment on the phone, you can wait for three-quarters of an
hour to get through to speak to the receptionist. Not all of us are online but find
phone calls are lengthy and cost a lot of money we can ill afford.”

e “| have a health condition that often suddenly gets worse and regularly puts me in
A&E (Stepping Hill). | have a consultant at the hospital who after consultations sends
a letter to my GP, which | also receive. In May, the consultant sent a letter asking
the GP to check my blood pressure, the GP asked me to monitor my own and send
results to the surgery. | then ended up back in A&E. In June, the consultant sent
another letter to the GP asking the same thing. Again, | took in my own results and
when | asked where last month’s were, they admitted they were lost and hadn't
been looked at. | again ended up in hospital and in September, the consultant sent
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another letter asking them to check my blood pressure regularly and to make an
alteration to my medication. The letter also finished saying 'This lady should be
looked after in the community to prevent her presenting in A&E". | still haven't heard
anything from the GP at the end of October. | had a breast lump last year and they
saw me straight away and got me straight to see someone in the hospital.”

e “l have had an ongoing problem with my leg and have had a consultation on the
phone with a GP but | feel as though he didn't believe me and it was very upsetting.
| was diagnosed with breast cancer in August and the Practice were amazing and |
couldn't fault them. | was all sorted in 2 months; | feel like they are quick with
cancer.”

e “l had my flu jab at Boots and emailed the GP surgery to let them know so they
could update my records. There was no response at all, there is such poor
communication. The surgery have been sending blanket text messages to all 4
Practices’ patients that basically read 'we are very overwhelmed, don't contact us
unless you’re desperate and half dead.' My friend went to the pharmacy to collect
her prescription and they hadn't received it so she went to the doctors in person
and asked the receptionist. The receptionist opened a draw full of prescriptions and
found his at the bottom of a very large pile. The surgery carried out 450 flu jabs at
the community centre which was very successful.”

o “Disley used to have a fabulous GP surgery but then it merged. They want us to use
lots of IT and lucky we are quite good at that. Once my Husband had come out of a
long stay in hospital from a brain haemorrhage, the GP never followed up, we had
to initiate it as there was no communication between Salford Royal Hospital and
our GP.”

e “The perception is you can't get an appointment. The nurse at the surgery made my
husband hand his licence in and stop driving because that meant that then the
district nurses would have to go to him rather that going to the surgery twice a
week. The district nurses don't give a time slot in which they will come, which means
we can't go out that day and it’s always a different nurse. They come from all over.
It is easy to get hold of them though, if | need to cancel, | can just leave a
voicemail.”

e “The computer system is very good for simple questions and ordering medication
but sometimes with more complicated issues a real conversation is needed. | also
worry that when | die how will my husband cope, he has no IT skills and doesn't want
to learn. How would he book an appointment and then get to the appointments?
The Middlewood merger is not evolving as we were told it would. Each surgery was
supposed to have a different specialty but it’s not working.”

e “Itis hard to get a face-to-face appointment and it is frustrating not being able to
have a real discussion in person. | used 'ask my GP’ to request my vaccine, the GP
replied to say to call the surgery and the receptionist didn't believe me then told
me they are not doing it so to call 119. | have now booked online and am going to
Hazel Grove, I had lots of options of where | could go. | have also had text from the
GP to remind me to book my flu jab and covid booster but | am really confused
because | have already had my flu jab at the pharmacy. | was having trouble with
my ears and the nurse saw me and told me they needed to be syringed but that they
did not do that anymore so | would have to pay for it and go to Boots which felt a
bit DIY.”

e “Disley keep trying to send me to Poynton but | can’'t walk that far and there is no
direct bus. | am beginning the process of going private because | just can't keep
going to Poynton. The surgery sent out St Johns Ambulance service to my home to
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give me all of my vaccinations. They have referred me to a specialist in Chinley but
again there is no way to get there, | have no internet and they haven't offered me
any way of getting there.”

e “Since the merge of Middlewood its difficult to get an appointment. If you call
Disley after 1pm they send you though to Poynton. Its further to travel to Poynton
and they don't offer any help with travel. My 92-year-old friend got so confused she
went to our practice and they said she was in the wrong place but she would never
have been able to get there. They tell you that you have an assigned GP but you
never see them. When my husband was unwell the GP called every Monday morning
to check in on him. Then we got a call saying she had left and someone new would
be calling. This was very sudden and distressing.”

o “They were slow to come back regarding face sores. We are registered with Disley
Practice but have to go down to Middlewood Practice in Poynton to be treated.”

e “| find it hard to get an appointment, | ring up and they've all gone. It is making me
not want to call them.”

e “l need the Moderna vaccine due to my health condition. They're currently offering
me AZ.”

e “They are sending me to Poynton for my booster but it’s too far for me.”

o “Great Surgery. | got my Covid and Flu jabs at the surgery.”

Hospitals
Comments related to Macclesfield, Wythenshawe, Salford Royal and Stepping Hill hospitals:

e “They are great at dealing with people. | has blood poisoning as |
got bitten by a cat and they kept me in the hospital for 8 days the
male staff on the ward were great they built a great repour with
the women making us feel at ease. The physio | had to help with
my hand was great they worked well.”

e “l was sent for a CT scan and the follow-up should have been in
September. They never called and when | chased it up, they sent me a letter telling
me it had been moved to November. The whole process will have taken 6 months. |
feel let down.”

e “They were amazing with my husband. He was transferred from Macclesfield
Hospital very promptly and the communication with the hospital and family was
great. The specialist consultant and nurses would call me daily with updates. When
he was discharged it was me, him and two big bags and a long walk to the car. There
was no help or wheelchair which made it very scary and stressful.”

e “Harries Opticians referred me to Optegra who referred me to Macclesfield Hospital
due to the beginnings of glaucoma. | have not heard anything back still and this was
a few months ago.”

Pharmacies
Comments on Pharmacies included:

e “The staff in there are lovely, friendly and very helpful.”
e “| have had prescriptions missing off my order before.”

e “] booked in at the pharmacy as my previous appointment had been
cancelled.”
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e “Good vaccination experience. Nurses were good, gentle and efficient.”
Care Homes
A comment was received from an individual about a local Care Home:

e “Itis fabulous, like a hotel. | used to go and have lunch with my friend
who lives there, pre-Covid.”

Other services

Comments on other services related to local dental practices, NHS119, social
services, West Midlands Ambulance Service patient transport, and 999:

e “l am very happy with it no complaints.”

e “The dentist is lovely.”

e “Called to get a COVID test however they sent me one and then | couldn't leave the
house to post the completed test so they sent out a courier to collect.”

e “No complaints they are good.”

e “The service is good. The parking however is not great not all of Buxton Road has
double yellow lines and there are some very aggressive drivers.”

e “l|called and registered my lateral flow test and received a confirmation email with
my date of birth and name on which feels very unsafe and a breach of personal
details. | won’t be registering my results again.”

e “My husband collapsed in August, we both thought he was dying, he was being sick
and was unconscious. It took 40 minutes for the ambulance to come which was far
too long. When the paramedics got there, they were telling us both off saying he
mustn’t have been taking his medication, it took them 20 minutes before they
started to listen to me. He was actually having a brain haemorrhage.”

e “My husband had an appointment at the Manchester Royal Infirmary, normally we
use the local good neighbours service but that is too far for them. The appointment
was both for a routine covid test and to see a consultant. Due to a covid test being
involved the transport refused to take him and he had to cancel the appointment.”

e “I'work as a SENCO in a school and social services are overstretched, especially with
children. The children often don't see the same social worker twice. | also think
there is a real lack of joined up working with social services and all other
organisations such as school and work places.”

General health and wellbeing/ self care
Comments on general health and wellbeing and/or self care included:

e “Good neighbours is great for allowing me to get out and about.”
e “l enjoy being able to come to the library it is great and the
community centre is wonderful, the Councillors we have are very -
understanding.”
o “Why has covid taken precedence over cancer and terminal illnesses?”

e “| think we should all wear a facemask, it’s not hard and it protects us from both
Covid and colds and flu.”
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COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

e “They sent me to Poynton for this.”
o “My third COVID vaccine was delayed but | am now due to have
it. | can’t remember where though.”
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Appendix 3 - Congleton and Holmes Chapel

During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Congleton and Holmes Chapel Care Community using a promotional van to
find out what matters most to people about their local health and care, and to share key
information about health and care services:

e Tuesday 2 November, 10am-3pm - Brereton Heath Local Nature Reserve
e Tuesday 2 November, 2pm-4pm, Old Saw '
Mill, Congleton (engagement stand)

At these events, we spoke to 22 people to signpost
them to local services and talk to them about their
views and experiences on health and care. We &
received 22 comments on services in total.

We had conversations in this Care Community with
people about:

e The role of Healthwatch
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e Access to GP services

e General health and wellbeing/self care

e Signposting information about local groups and services
e COVID-19 vaccinations and/or boosters

e Flu vaccinations

e Vaccination bank staff

The following details the comments received and conversations
with people in this Care Community.

GP Practices

Comments on GP Practices included:

“I had my flu vaccine.”

e “The service from the GP is fab. | think the phone consultations +

are fab. | feel more satisfied after being able to have a phone
call. They did offer me a face-to-face following this for more in-
depth care.”

e “l rang them and this was fine, they told me to take a picture then gave me a face-
to-face, this sorted the problem.”

e “There is a very long voice message. | don't agree with telling an unqualified person
(the receptionist) my problems.”

o “The website is really unhelpful there was no clear information about flu jabs so |
called reception and they were telling everyone to call back in a week so | thought
it would be far too busy that week so | went to the pharmacy.”

e “| have been unwell for a year now and it took me ages to get past reception and
when | did, they would only offer me a nurse triage appointment but | wanted to
see a GP so | am paying to see a consultant. | went for my routine appointment with
the diabetic nurse and they gave me my flu jab then which was brilliant.”

e “It would be good if there could be more face-to-face appointments. | hear that a
lot of elderly patients are struggling with the text message service. The flu jab
there went very smoothly.”

e “There was only a three week wait for physio which is good. | am an NHS patient
but they sent me to a private clinic and we were really making progress but | only
got a set number off appointments on the NHS. | think it is great | can have my
bloods done in my own surgery and | don't have to go anywhere else.”

e “The doctors themselves are amazing. There is quite a long wait for appointments,
I waited 3 weeks for a telephone consultation. The admin staff are rude and abrasive
and you can't get passed them.”

e “The phone and sending photos system works and it definitely saves time but you
have got to be available in a large time scale to receive the call.”

e “They're normally good and the GPs are normally lovely but | went in re other day
with suspected cancer and the GP printed quite scary information off for me then
gave me a number to self-refer and | felt really disheartened about how abrupt she
had been about possible cancer.”

e “All been fine, | haven't been neglected. We've been seen in person and my husband

received results for a cancer screening in a week.”
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o “The front desk staff are uncooperative and | don't feel comfortable telling them
what’s wrong with me. There is 6 minutes of recorded rubbish and just way too
much information. | did call for a telephone appointment but they said the GP is
happy to see you in person as they were doing face-to-face appointments. Two
weeks after a consultation | was still waiting for a blood form. When | called
reception, they said they had not got it on record and they would call me back but
they never did. | had to call again and push them and then suddenly they found it.
When | took my wife in for an appointment and we were seen by a young doctor who
clearly had not read up on my wife's records about her cancer. They then prescribed
a medication for pain that for some reason rang a bell in my mind. | picked up the
prescription then when | got home remembered that it was a tablet that was on the
black list of medicines for my wife due to it having awful side effects when mixed
with her cancer drugs. | called her oncology consultant and they confirmed she
should not have been prescribed this and must not take it.”

e “l go for weekly injections and it’s a great service.”

e “It is a real challenge to get an appointment on Monday morning but if you are
polite to them, they will be polite back.”

e “There is 4 minutes of aggressive voice message when you call and at the very end
they say ‘call 999 in an emergency’ which isn't very helpful. The administration is
shocking. | have had lots of phone appointments but they only saw me when | got
really sick. | had just had surgery and had to pick up a blood form. | waited in a
queue outside in the rain for 7 minutes and then had to shout all of my details
through the letter box to the receptionist in front of the whole car park, anyone
could hear. There is also a note saying 'Ring the doorbell ONCE' which is a very
aggressive tone to set. You used to be able to book 2 weeks in advance but it now
has to be that day. | received a call from the receptionist saying the doctor would
like to see me but rather than booking an appointment then | had to call at 8 the
next day like everyone else even though it was the doctor who wanted me.”

Hospitals

Comments were received from people on Congleton War Memorial, ® ;_
Leighton, and Macclesfield Hospitals:

e “l have had scans here they were very prompt, organised, good
communication. | was in the emergency department and only had
to wait 30 minutes the emergency room is fine.”

e “They were terrific over lockdown; great communication and the service was
fantastic. They still maintained a decent attitude and gave us the time we needed.”

e “There is no parking because they're building on it all. It took me 20 minutes to find
a space.”

e “When | would go for blood tests it used to be a cattle ground but the new
appointment system is good.”

e “The blood test system has changed to appointments, it used to be very busy but
that wasn't a problem. The new system really slows it down and when there are no
appointments you have to travel to Leighton Hospital.”

e “Cancer patient 4 years in remission. Rare condition, not been able to sort due to
all being locums. Broken promises to contact. No link between different services.”
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o “They told me there would be an 8-month waiting list for cataracts surgery but that
if I didn't mind travelling, the Spire in Newcastle-upon-Tyne are helping out with
NHS patients and | can go there much sooner so | am doing that.”

e “The best hospital in the UK.”

e “It's fine.”

e “The building is falling apart; it just looks awful. Congleton should have its own big
fancy new facility like all these other places. The blood clinic used to have a ticket
system but now its appointments which works brilliantly if you can get one. There
are no long waits and it isn't like a cattle ground. However, if | can't get an
appointment, | have to go to Leighton Hospital which is very bad for the
environment, unnecessarily driving when there is a clinic in walking distance.”

o  “Macclesfield Hospital does not communicate and share records with Wythenshawe
Hospital.”

Pharmacies
Comments on Pharmacies included:

o “The last 2 years there has always been a problem. They issue old
prescriptions. There are often items missing so | now always check myself
before leaving. Its normally well over a week before they can get a
prescription ready.”

e “| booked all my vaccines online and went to the pharmacy. It was a great service,
organised, no queue, ring nearby all very smooth.”

e “It really needs organising. They text to say my prescriptions is ready but when |
get there | have to wait.”

e “They were brilliant for my mum; they would always deliver her medication on
time.”

e “| do often go and ask for advice but they are not always able to help and then | get
the feeling they're just trying to sell me something. | order my prescriptions online
which is easy and then | get a text when it's ready which works well.”

e “There was a sign on the door yesterday saying they were closed all day due to
having no staff. There is also very often a big queue down the road as they only let
one person in at a time. | quite often get a text telling me my prescription is ready
but when | get there it's not.”

e “They are excellent and they deliver to me because | can't drive.”

e “They are really overrun but their text service works really well.”

e ‘I think they should publicise how much medicines cost and have on prescriptions
how much the actual medication costs and then people would be more careful and
also more grateful for the NHS.”

Care Homes
A comment was received from an individual about a local Care Home:

e “There was an incident with my mother that has now been dealt with
and an apology has been received. However, she is still moving to a
different care home. My mother is non-verbal and was roughly I
treated by staff when they burst in at 5am and were boisterous with
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her. The care home doesn’t seem to have any booster jabs so my mother is still
waiting for hers.”

Other services
Comments on other services related to at home eye tests and NHS119:

e “| called them and was told the closest ones were Alsager or Stoke-on-Trent to get
the booster. A few of us got a taxi together to get our boosters to save costs.”

e “They are very good there.”

o “We had a leaflet throughout the door about at home eye tests so they came over
and checked both me and my wife. It was an excellent service and they referred me
to Leighton Hospital.”

e “Our friends from America find our health service outstanding and it really is.”

COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

e “l had all my vaccines there and they were all very good
experiences. The marshalling was excellent.” (Middlewich
Civic Hall)

e “My grandson is 14 he is immuno-compromised he was told he
could have it done at school but then wasn’t able to have it as they were told they
ran out of vaccine. | would think he could have gone first.”

e “| have had two COVID vaccines. They have said | can get my booster in Alsager. |
want to know why can’t they do them in Congleton Town Hall anymore, it’s a lot
more convenient.”

e “l took a friend to Congleton Town Hall for a vaccine, it was quite accessible but
there is a very busy road outside it.”

e “| found getting my vaccines a very smooth process.”

o “We went to Congleton Town Hall for our first vaccine and they were very well
organised and had brilliant marshals. | went to Winsford Shopping City for my
booster and they were also brilliant.”

e “We had all our jabs at Middlewich Civic Hall which was excellently set up.”
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Appendix 4 - Crewe

CReR N X N B el

During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Crewe Care Community using a promotional van to find out what matters
most to people about their local health and care, and to share key information about health

and care services:
e Friday 1 October, 9am-4pm - Crewe Lifestyle Each@ife

Centre (engagement stand)

e Wednesday 13 October, 10am-2pm - Asylum Seeker
Assistance, Hope Church, Crewe (engagement
stand)

e Saturday 30 October, 3pm-7pm - Asda, Crewe
(engagement stand)

e Friday 5 November, 9.30am-3.30pm - Crewe Town
Square
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At these events, we spoke to 69 people to signpost them to
local services and talk to them about their views and
experiences on health and care. We received 54 comments
on services in total.

 We were joined at these events by a Community Support
Officer from Cheshire East Council.

“  We had conversations in this Care Community with people
about:

¢ The role of Healthwatch

e Access to GP services

e General health and wellbeing/self care

e Signposting information about local groups and services
e Jobs in the care sector

e COVID-19 vaccinations and/or boosters

e Flu vaccinations

e Transport

The following details the comments received and conversations with people in this Care
Community.

GP Practices

Comments on GP Practices included:

e “Ring GPs first thing in the morning, you can never get an A
answer. Waited 20 minutes to 1/2 an hour each time then gave
up.”

e “| call up and have to wait for too long to speak to someone. | +
am a support worker and | don't have time to wait on the phone.”

e “Good doctors, always there when you need them. Very regular
check-ups for diabetes and the nurses are great.”

e “My son had problems with chronic stomach pains and started being anxious about
going to the loo. We were quickly referred to Eagle Bridge Health Wellbeing Centres
Children's Bowel and continence clinic.”

e “Good service - GPs are good and no trouble getting in.”

e “Tried to see a GP about an ear infection. No GP available saw a clinician who gave
me a note to go to A&E. 2 hour wait then given antibiotics. The GP could have done
this in 5 minutes.”

e “| had long covid since the start. | was fit as a fiddle prior to this. It knocked me for
6. GP's have been good. Got some support at the beginning but just wanted to get
on with it.”

o “Face-to-face was easier prior to the pandemic, really struggle now. Told to do a
self-referral to physio which | have and heard nothing.”

e “l was told an appointment would be 9" November, but then the beginning of
November - all appointments were gone. Then told to go on the Saturday - not
communicating with each other.”

o  “Womb clinic will see patients with masks, but Earnswood GPs won't.”

30



healthwatch healthwatch

Cheshire West Cheshire East

e “Good unless you want to see a GP, you can't see one. Speak and deal with the
nurses.”

o “They're amazing and are happy to see you face to face.”

e “Very hard to make an appointment and to see a Doctor face to face. If you can get
through to the surgery it's all telephone appointments.”

e “It’s hard to get through to the GP for an appointment and you have to keep trying
which can be frustrating. | am having support for my mental health at the moment
and the GP referred me for weekly Wellbeing telephone calls from the Wellbeing
Centre at Delamere House, Crewe, and this is good to have a chat with someone and
have someone keep an eye on you and ask how you are.”

e “| have a long term health condition- been fobbed off by the surgery on numerous
occasions, feel my health is worse than it should be.”

e “Can't get an appointment, ring at 8.30am and by the tie they answer there are no
appointments left. They don't do blood tests at the surgery anymore either. They
should be fully open by now and not keep blaming everything on Covid.”

e “Find it hard not to be able to see your GP face to face. It’s hard to get an
appointment and when you do, | don't think a telephone appointment is the same
at all. | was asked to have a blood test at Leighton instead of at the GP’s and yet
they have lots of space at the surgery so I'm not sure why. | don't drive so had to get
a bus which has a cost involved and it didn't seem as safe having to travel in public
on a bus than going to your own surgery.”

e “Asatrans woman | went to see my GP and they have been very good and supportive
and | feel | can talk to them. They refereed me to a specialist centre in Leeds but
it’s been months since I've heard anything and I'm wondering what is happening and
when | will hear.”

e “It can be hard to get through but | don't mind having a telephone appointment with
the GP if | need one. Its quicker and much easier for people with mobility problems
and | think this type of appointment is fine.”

e “Don't think it is good that you can't see your GP face to face if you want to -
telephone conversations are not the same and it's not as good a service.”

e “My GPs are fantastic. You can get an appointment easily; they care about you and
you can see a GP face to face. They do an excellent job. I've moved into the Crewe
area and after speaking to people in the group have decided to stay at Malpas
surgery even though it’s a distance away as so many people are dissatisfied with
their GPs in Crewe. | want to know why a town offers a worse health service than
in a village. | would have thought that a town would have been given more
resources.”

e “| needed a blood test and they had run out of blood bottles so said | had to go to
another surgery instead. This is quite a way from where | live and my own surgery
and | don't drive so | had to pay for a bus which was not ideal. Don't like how you
can't get to see a GP if you need to. | don't think telephone appointments are the
same at all and you should be able to see a GP if you need to.”

e “When you can talk to a GP they are good but you just can't get through to them for
an appointment and won’t see you face to face. | think you should be able to see a
GP in person if you need to, it's just not good enough. Everyone is out and about
again but you still can't see a GP.”

e “Have found trying to see a GP dreadful in lockdown. So hard to get past the
receptionists, phone rings for ages, and you just can't get to see a GP in person even
if you ask so you just give up.”
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o “Have had problems recently getting the person | care for their prescription. Spoke
to GP and asked for what the person needs but when | went to the pharmacy to
collect it, we weren't given enough. My mum has insulin so it’s important she has it
and I've had to phone and chase this up and ring back a few times which is quite
stressful for someone who works and has caring responsibilities. At one point | was
having calls from the pharmacy at work to try and sort out the problem and couldn’t
keep stopping to answer the phone, and it all adds to the stress of being a carer.”

e “Happy with the surgery and receive good care. Don't mind talking to the GP via a
phone appointment - find it quite convenient.”

e “Have been very pleased with GP's and can't praise them enough. Have not had a
problem speaking to a GP when I've needed one, on the phone, and have also had 2
face to face appointments for a urology health issue. Found them helpful and
accessible.”

e “| would like to say that my GP practice has been amazing. I've had long term
problems with a shoulder injury and have been very well looked after, being
referred for physiotherapy and the musculoskeletal service and eventually surgery.

e | had a choice of where to go for surgery and chose an out of area hospital who
specialise in orthopaedics and the GP was very helpful in facilitating this. You may
have to wait for a little while for an appointment but I've always managed to get
one and to talk to a doctor when | need to by phone.”

e “Services different as mostly by phone but haven't had a problem speaking to a GP
if needed via phone.”

e “My GP is good and the surgery are helpful. However, | have arthritis and chronic
pain and would like to be able to have more affordable access to alternative
therapies to manage this as well as dietary advice and general tips on managing pain
in a more holistic way.”

e “l would give my GP 5 stars. My GP Practice is one of the best. | am one of the
vulnerable people who had to be careful and isolate and my GP's looked after me
more than well.”

e “Have needed to contact the surgery a few times and although I've been offered
telephone appointments and not face to face. | appreciate the reasons why and so
far have found they do the job and I've been able to access the care | need.”

e “Found that when she needed to access the GP she could. Didn't mind telephone
appointments as they are convenient and felt they worked well. Does think there
could be occasions when face to face would be better but would ask if felt this was
necessary.”

e “Can take a while to get through to reception but could speak to GP when needed
and access advice and care.”

e “Husband and wife attend GP Practice and have various health conditions. Have
both been able to access their GP throughout the pandemic and currently, and feel
it has been a good service overall and that the care they needed has been given. Did
ask once to be seen face to face, didn't get a face to face appointment but this was
explained and understands the reasons why, and didn't feel it hampered the care
she received, and had a video appointment instead.”

e “Attended for a blood test and found the process excellent. You had a timed
appointment, waited in your car until it was your turn and then went straight in,
had the blood test and came straight out with no need to wait in a waiting room
with other people and risk catching covid. Staff were lovely and it was better than
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having a blood test pre-covid as there was no waiting, it was all very quick and
efficient.”

Hospitals

Comments were received from people predominantly about Leighton Hospital, but one also
referred to the Countess of Chester Hospital and one to Stepping Hill Hospital:

“Does not have a good reputation with post-natal care.” ®

o “Really happy with the treatment | have received for skin cancer.”

e “| was called for a mammogram a month ago. Very easy to book,
had the mammogram a week ago, it was my first one, they were
very good. They explained everything and were very gentle. Was
not uncomfortable at all.”

o “Looked after me amazingly when | had a stroke.”

e “Attending for a follow up outpatient appointment in the orthopaedic department
for a broken leg. Staff helpful at previous appointments.”

e “Attended for an outpatient appointment at the urology department. The
appointment went well, didn't have to wait long to be seen and staff were very
helpful.”

o Leighton Hospital were brilliant. Mum has COPD and was seriously ill and on ICU.
Visiting restricted due to Covid but as Mum so poorly on the first night they allowed
a long visit which was much appreciated. After that visiting wasn't allowed but the
hospital rang 3 times a day to update the person about her mum which was great.
Mum needed some support before going home so social services were involved by the
hospital. The hospital was really good but haven't found Social Services very helpful.
Mum lives in Beeston and a carer to go into the home couldn't be found due to the
rural location. A care home was decided on for the time being before home care
could be put in and the nearest care homes they came up with were Kidderminster
and Stockport. This is much too far away as the person does not drive and they
refused. Eventually a place was found in The Elms, Crewe which is much better. The
Mum likes the Elms, and the person sharing feedback is very happy with the care too.
The only concern is that the mum will lose independence the longer she stays there
and they feel she could manage at home with a carer going in a few times a day.
Waiting to hear for 7 weeks now from Social Workers about home care. Appreciates
its difficult finding carers for rural areas because of the time travelling there but
would like the Social Workers to get in touch after such a long time. One bonus is
that mum used to smoke and due to illness and some forgetfulness hasn't smoked for
11 weeks so they are encouraging that to continue.

e Daughter requires regular blood tests, check-ups and dietician appointments to
manage a condition. Have found that this continued throughout the pandemic and
that the daughter was still seen and cared for by the Consultant and Dietician and
that access to services continued. The only comment would be that it can be difficult
to give certain recommended foods to small children who can be fussy eaters and
that child friendly options would be helpful.
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Pharmacies
Comments on Pharmacies included:

e “Get my medicine from the pharmacy. They are always very helpful. It
does get busy but | wait in the cafe.”

e “I've not found this pharmacy good at all. The staff are not helpful and
keep you waiting while they talk amongst themselves. Often wait a long
time to be served, and then they might not have what was in your
prescription. I've now changed to the Pharmacy To You service and this
is so much better. It is delivered straight to home and on time with the medication
you need.”

e “This pharmacy is shocking and I've now left and gone somewhere else which is a
shame as this is my nearest. I've heard lots of people complain and move away from
this pharmacy. When you go they either don't have what you need in your
prescription or you have to wait for about 40 minutes to get your prescription, and
the staff just talk amongst themselves and ignore you. Not a good pharmacy at all.”

e “Problems collecting the right amount pf prescription for the person | care for. Not
enough given.”

e “The pharmacy has offered a good service during lockdown. Any prescriptions I've
needed have been ready to collect within the week and staff have been helpful.”

e “Pharmacy have been helpful ad delivered a good service in lockdown. Sometimes
you see people complaining about their GP and Pharmacy on social media but |
haven't had any problems.”

Care Homes
Comments were received about two local Care Homes:

e  “Mum has been there a few years now. She settled well and the staff
are lovely. It was difficult during covid but we got her an iPad so we
could speak a lot. The staff have been great and don't get paid
enough.”

e Daughter pleased with care, and her mother is happy with the home
and the care received.

Other services

Comments on other services related to Body Positive, Wishing Well, physiotherapy, mobile
COVID-19 testing units, and dentists.

e “Brilliant - Came into town to do some shopping and saw it. Had a test,
very handy and sets your mind at rest.”

e “My mum had used wishing well for groups. Has really helped in the
past. She would be lonely otherwise and it takes a pressure off me as
I have 3 kids to manage too.”

e “They were brilliant with my son in the Children's Bowel and
continence clinic. Found the problem then educated us very well and
gave us diet sheets.”
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o “Can't get into the dentist.”

e The person had an official form that said he was entitled to access NHS services but
he thought it may have expired. He asked for help with speaking to someone on the
phone regarding this and | was able to support the call by finding the right number
to call, telling him which buttons to press and spelling out his name to the person on
the phone who was struggling to understand. We were able to confirm that the form
was in date and valid, and obtained support from another member of the group to
explain this in his own language and the process for registering with a GP.

e Lots of concern and difficulty about accessing a dentist from the church volunteers
on behalf of people at the drop-in centre. Many people are not currently being able
to get an appointment in Crewe for check-ups or emergency appointments, and are
resorting to home cures like chewing garlic, oil of cloves. Lots of attendees approach
the church for help with finding a dentist.

e “Body Positive are good and supportive; you can speak to other people in similar
circumstances and | meet up with them once a month.”

e “It has been impossible to see a Dentist since lockdown. You can't get to see one for
a check-up and it’s been a long time since I've been seen now.”

e “Have recently joined carer support services n-compass and the Carers Centre at
Brierly Street, both in Crewe, for support but have felt anxious about meeting up
in person and being with a group of other people because of Covid.”

e “l had Covid and my asthma has been worse since, and had an episode of
hospitalisation. The asthma nurse has kept in touch and I've been well supported
and cared for to manage my asthma.”

e “Had problems accessing ongoing physiotherapy for arthritis and pain and mobility
problems. Attending the Falls Prevention Programme at Everybody Leisure which is
helpful and helps to regain some strength and some fitness which has waned during
lockdown as had to self-isolate and sat down a lot. It's good to be able to come out
again and join exercise groups.”

e “Son has Autism and ADHD and was struggling in main stream school. School helpful
in supporting an application to a specialist school and son now happy and settled in
new school on a course specialising in BTEC Sport.”

e Haven't found Social Services very helpful. Mum lives in Beeston and a carer to go
into the home couldn't be found due to the rural location. A care home was decided
on for the time being before home care could be put in and the nearest care home
they came up with was Kidderminster and Stockport. This is much too far away as
the person does not drive and they refused. Eventually a place was found in The
Elms, Crewe which is much better. The Mum likes the Elms, and the person sharing
feedback is very happy with the care too. The only concern is that the mum will
lose independence the longer she stays there and they feel she could manage at
home with a carer going in a few times a day. Waiting to hear for 7 weeks now from
Social Workers about home care. Appreciates its difficult finding carers for rural
areas because of the time travelling there but would like the Social Workers to get
in touch after such a long time.”

General health and wellbeing/ self care
Comments on general health and wellbeing and/or self care included:

e The person asked for a chat about accessing mental health support - difficult coping
alone in a new country, especially after having to flee own country, missing family
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and long waits for refugee status (It can take 2-3 years in some
instances), also had some health issues recently including COVID-
19. Chatted about the person's hobbies and interests and about the

type of local organisations they could attend/be involved with to
help prevent isolation. -

¢ Feeling down due to recent experiences of fleeing own country and
becoming an asylum seeker, and has also since had COVID- 19 and then a broken leg
which has reduced mobility and made it hard to get about and to go anywhere.

e “Places like Barnies are great, getting out and talking to other people is important
to keep you well.”

e “It is important when you struggle with your mental health to talk about it, get
help if you can and to come along to groups like Barnies to get out of the house and
see other people.”

e “It can affect your mental health being trans. I've spoken to my GP and they have
been good, but waiting to be seen is hard. It's good to come to Barnies and be able
to chat to other people and do some of the gardening at Barnies, but I'm worried
about what people would think if | dressed the way | would like to and what they
would think about it.”

o “Think getting to see a dentist is important to keep well and to look after yourself
but you can't see one at the moment.”

e “Not enough activities for people with disabilities in Crewe. Would like to go
swimming with my carer but Crewe Lifestyle Centre don't have the facilities to help
me in so we can't go.”

e “Like coming to Barnies to get out and talk to other people. Enjoy working in the
garden, good to get out for your mental health.”

e “Good to be able to come out again to places like Barnies to have something to do
and to talk to other people for your mental health. Barnies have cheap drinks and
toasted sandwiches and a good outdoor space as well.”

o  “Worried that COVID is still about and rates are high in Crewe yet people have
stopped wearing masks in shops and public places. My Mum has COPD and | would
really worry about bringing covid back to her because | know you can still catch it
even when you are jabbed. | still wear a mask and wish others would.”

e “l come to the coffee group at Barnies to talk to others and potter in the garden as
it’s good to keep connected and not to be on your own at home.”

e “Have had to carry on working but do worry about keeping well as a carer and not
taking germs back to the person | care for.”

e “Important to keep active and get fresh air for mental wellbeing and exercise. Dog
walking is good - costs nothing and it can be quite sociable too.”

e “Enjoy dog walking in the park to keep fit and healthy, often meet up with other
regular walkers and have a chat. One problem in the park is anti-social behaviour.
Young people hang out in the bandstand shelter and you can smell weed, and they
leave a lot of rubbish about. The community police are aware and often visit this
area.”

e “| think it’s important to keep fit and active, especially now I'm retired, and | come
out in the fresh air and meet up with other dog walkers.”

e “Have a toddler and it’s been hard in lockdown not being able to do the usual
activities and meet up with other mums and children. Not sure what activities are
taking place now and what is going on in the local area for families. Enjoy the
swimming lessons for pre-schoolers at Everybody Leisure.”
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o “Mobility is not as good as it used to be so attend the Falls Prevention programme
at Everybody Leisure which is good and actually quite hard work! Would like to do
more similar activities as sit down a lot at home.”

e “I'm finding swimming good to help keep fit and manage asthma and long covid. The
swimming at Everybody Leisure is great, 5 star, a great enthusiastic teacher and
clean facilities. However, the respiratory service couldn't help meet my needs for
sleep and ventilation.”

o “Do struggle with wellbeing due to limited mobility but think self care and doing
what you can to look after yourself is important.” - self-care leaflet given.

o “l come to everybody gym to try and keep fit and mobile and take part in some of
their wellbeing programmes which are good. | would also appreciate affordable
holistic care including therapies and dietary advice. | have paid quite a lot of money
for some dietary supplements but don't know how effective these will be.”

o  “Very important to look after yourself and keep well, especially with winter coming
soon. Glad to be able to come back to the gym for exercise.”

e Usually attends Salvation Army groups. Back there now but missed the social contact
during lockdown.

e The person was quite new to the area and didn't know who to go to in the area for
support for herself. Her daughter was give support through school as a young carer.
Chatted about importance of having people to talk to in similar circumstances and
to try and find the time to look after own wellbeing. The person had just joined the
gym and also joined her son on a junior membership. The son felt he had put on
weight in lockdown and that it was slowing him up in football at school and the
person felt it would be a good thing to do together, to help her son improve fitness
again after lockdown and also as something for herself to improve wellbeing.

e One bonus is that mum used to smoke and due to illness and some forgetfulness
hasn't smoked for 11 weeks so they are encouraging that to continue.

e Advised to self-isolate during lockdown with husband but was lucky and had a son
who could help out. Usually has a cleaner who wasn't allowed to clean but who did
help by shopping instead and leaving this by the door. Neighbours in Wistaston also
put notes through each other's doors offering support and had regular phone calls
with each other to help prevent loneliness and social isolation. Glad to be able to
get out to the gym again to exercise for wellbeing.

o “Difficult sometimes to find time to look after yourself with small children. Good
to have an opportunity to chat with other adults at the Wellbeing Walk.”

Signposting information about local services or groups
Information was provided by Healthwatch Cheshire staff on the following:

e Advised to make an appointment to see GP. Person concerned that
they have already been to the GP a few times recently with other
health issues and worried about asking for anything else. Reassured
that they can contact the GP about their mental health concerns
as well and that they can contact the GP as many times as they
need about concerns about health and mental wellbeing. Also
suggested asking GP about a referral to social prescribers - the person did not know
about this service. Signposted to Healthwatch website, Live Well, CWP 24/7
emergency numbers, Mentell. Healthwatch will research and provide by email other
local support groups in Crewe as transport is an issue. Other local drop-ins in Crewe
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for practical support and also emotional support- someone to talk to who appreciates
the person’s situation e.g. Salvation Army and Lighthouse Centre.

o Healthwatch, GP, Social Prescriber, other drop-ins in Crewe e.g. Salvation Army,
Lighthouse Centre.

e Signposted to Healthwatch, and emails sent on a regular basis to the church organiser
for sharing, as soon as information is known about a Covid Clinic happening in Crewe.

e Gave Hope Church all of our available emergency numbers, information and advice
about accessing an NHS dentist that is available, including printed off information
sheets and signposting to the Healthwatch website.

e Healthwatch

o Live Well

e Chatted about CMAGIC and maybe contacting the GP to ask if that might be an option
to be referred to. Talked about having support at groups like body positive and
Barnies.

¢ Nantwich pool which has a chair lift for getting in the water. Wishing Well for
activities. Live Well for activities.

e Signposted to Healthwatch. Suggested some people might want to join their surgery
PPG as a way to have their say. Explained that Know your Numbers was not happening
at the moment face to face due to covid in Cheshire East. Signposted to health booth
at Lifestyle Centre, Crewe or to contact GP surgery about having a blood pressure
check. The Crewe Care Community have started an initiative to lend out BP machines
for people who need to check their BP regularly at home.

e NHS111, Cheshire East Carers Hub.

e Signposted to the Live Well site to look for what's on activities for families. Gave
information about the CATCH app.

e Signposted to Hopes and Beams in Crewe for balance activities and Live Well for
other groups and activities.

e Signposted to Everybody Leisure Covid-19 rehab programmes and to Healthwatch
website for information and feedback.

e Live Well website for other activities, including One You. Everybody Leisure
wellbeing programmes leaflet given.

¢ Shared some links on the NHS website for dietary information and advice, and the
Live Well site for other activity groups, etc.

e Signposted to Live Well site for other activity groups in the area.

e Signposted to Cheshire East Carers for support, information and advice. Signposted
to Autism Inclusive in Crewe and also Space4Autism as the person works in
Macclesfield, as not familiar with the area since moving and not sure where to go to
for support. Explained both have activities and gaming nights, etc. for her son, but
also information, advice and peer support for parents too.

e A friend in the village still isolates as her husband is very vulnerable, and the person
| spoke to rings once a week as the friend is feeling low and isolated. Signposted to
Cheshire East People Helping People Scheme for her friend for support with shopping
and befriending cheer up chats.

e Healthwatch able to signpost to Autism Inclusive in Crewe for support.
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COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

e “I've had all my jabs.”

o The drop-in organisers are keen to hear about any local pop up
Covid -19 vaccination clinics so that they can keep the people
who attend their group informed in a timely manner of where
they can go to have the vaccination. Interest and take up is anecdotally high amongst
the group attendees who would often not have the opportunity to get the vaccine in
their own country. Many don't have their own computers, etc or the knowledge of
where to look for clinics, or the means to travel far to receive the vaccine, so it has
been very helpful to receive regular updates from Healthwatch about clinics for the
coming week that are happening in Crewe to share with group attendees on a
WhatsApp group they have set up.

e Was happy to have the vaccination - this was at the surgery so easy to get to.

o “Yes, had the jabs, was easy to get it done as there have been a few local clinics in
Crewe to get it done.”

o “Yes, had this at Apollo Buckingham and it was well organised.”

e “Good - I had the vaccination at the Honda garage - convenient location.”

e “Covid vaccination programmes have gone well and been well organised.”

e “Had the jabs, it was handy having pop ups in local places to make it easy to get
to.”

e “Had both jabs at the Honda Garage, convenient and not long queues.”

e “Had both jabs at the Honda Garage on West Street as close to home.”

o “l always like to weigh things up and not rush into things, so have only just had the
second Covid jab. I did worry about having it done with it being such a new vaccine
and wanted to read up about it first, but also worried about being ill or passing
covid on to the person | care for so did get it done and am glad | have. | went to the
Honda Garage on West Street in Crewe which was convenient and doing drop-ins the
day | decided to go for it which was good as | didn't want to change my mind. | did
however, have an hour’s wait as they had just gone for lunch, which was a bit nerve-
wracking, and wasn't mentioned on the website.”

e “Yes, had both jabs. Just waiting to hear about a booster.”

¢ Had both jabs - praise for how it was run- organised and minimal waiting.

e “Just waiting for my GP to say to book a booster. Had the other 2 jabs, quick and
efficiently at Apollo Buckingham in Crewe.”

e Praise for Covid-vaccination programme. Had both. Easy to access. Was invited by
text by GP and went along to Apollo Buckingham.

e Has had the vaccination but not heard about having a booster as yet.

e Was happy to receive Covid jab - well organised and staff very pleasant.

e “Had 2 Covid jabs and the booster already - important to help protect yourself and
others.”

e “Had both Covid jabs quite early on and have been invited for a booster.”

e Accessing the Covid jab went well and was efficient and quick. Will happily have
booster.

e “Had my Covid injections and have booked in for the booster.”

e Had vaccine at Haslington Surgery and has been invited for booster. Will be attending
as wants to keep as well as possible.

e Had the vaccine and has been called to book a booster.
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¢ Felt vaccinations were well organised and was happy to have this done to protect
self and others.

¢ Happy to have had Covid vaccination and to have the booster.

e Originally offered vaccination at Macclesfield but found the Honda Garage in West
Street more convenient and accessible so went there and it was a good experience.

e “Had Covid jab at the Honda Garage in West Street, Crewe. Very convenient location
and good service. Happy to have the booster when called up.”

e “Thought the vaccination programme went well.”

e Flu jab at surgery and Covid at the Civic Hall in Nantwich. Happy to have a booster.

o Happy to receive Covid vaccinations and boosters when invited.

e “Was happy to have had the jabs and will be having the booster when offered,
haven't heard as yet. Having the vaccination was a good experience, well organised
and easy to access.”

Flu vaccinations
Comments about flu vaccinations included:

e “Had my flu jab.”

e “| get offered this as a carer and do go and get the flu jab.”

e “Had it last year at GP's, happy to have it again to try and avoid flu.”

e “Happy to have the flu jab - usually at GP's.”

e “Had the flu jab and will get it again this year to protect myself and help to
reduce pressures on NHS.”

e “Have the flu jab at the GP surgery. They used a no queue one way system
so it felt safe.”

e “| have had this for a few years now and will have it again this year to protect
myself.”

e “Had this last year and will have it again.”

e “Always have the flu jab. Good to do what you can to protect yourself.”

e “Have had the flu jab for several years now, and will have this again this year as its
more important than ever at the moment.”

e “Happy to have the flu jab. With being vulnerable | try to do all | can to protect
myself especially in winter.”

e “Had the flu jab in the GP car park last year and will have it again soon this year
too.”

e Has flu jab at GP's and is invited to attend and is happy to go.

e Flu jab at surgery - will attend when invited.

e "Had the vaccination last year and will definitely take up the offer this year as well
when contacted. Again, this worked well at the surgery with a one-way system to
have the jab in place in the main entrance area so that you weren't waiting in
waiting rooms.”
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Access to services

Comments were also received from people regarding access to services

generally:
o | =

“Not had any problem accessing services.”

e “Different but ok.”

o  “More access to physiotherapy would be good.”

e “Can take a while to get through to reception but could speak to GP when needed
and access advice and care. Hard to find carers who can travel to rural areas to
support Mum at home.”

e “Not had a problem accessing services. May have had to wait a while for the phone

to be answered but have been able to access a GP when needed.”

Transport
People told us about transport issues in terms of their health and care:

o Difficult to get to Leighton for the outpatient appointment. Can't walk due to injury,
bus too expensive and as the church volunteer drivers are busy and didn't want to be
a burden, chose to have a lift to the hospital rather than attend ESOL classes at
South Cheshire College this week.

o Difficult as the people attending the group don't have their own transport, and often
poor finances and rely on lifts from volunteers at the church or donated bikes.

e “ldon't drive and it can be expensive getting a bus if you need to go to the hospital.”

o “Disabled parking in Market Street, Crewe. Most parking places a lot of the time
are occupied by non-blue badge holders. There does not seem to be any deterrent.
| took a picture of a highway maintenance truck parked for almost 40 minutes in a
disabled space today. Others use these spaces to visit banks, or food collection.”

Doesn't drive so important not to have mum in a care home too far away as would find it
very hard to visit.
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Appendix 5 - Knutsford

sooeeeerJe

During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Knutsford Care Community using a promotional van to find out what matters
most to people about their local health and care, and to share key information about health
and care services:

e Monday 20 September, 2pm-4pm - The
Monday Hub, Knutsford (engagement stand)
e Thursday 30 September, 10.30am-12pm -
High Legh Village Hall, Knutsford

At this event, we spoke to 21 people to signpost
them to local services and talk to them about their
views and experiences on health and care. We
received 13 comments on services in total.
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We had conversations in this Care Community with people about:

e The role of Healthwatch

e Access to GP services

e General health and wellbeing/self care

e Signposting information about local groups and services
e COVID-19 vaccinations and/or boosters

e Flu vaccinations

The following details the comments received and conversations with people in this Care

Community.
GP Practices
Conversations were held with people about GP Practices in the Knutsford A
Care Community and also from outside of Cheshire, mainly in Lymm.
Comments included: +
e “They are very good, my experience with my doctor is brilliant.

I have been with the surgery since | was born.”

e “During COVID | didn’t use them to alleviate stress. | called them recently and was
21 in the queue, | pressed 5 to get a call back however they never rang back. | went
into the GP today to make an appt they said no | have to ring or use an e-form, the
receptionist was nice about it. | do not like the website though it is a bit clunky and
not very user friendly.”

e “They have been helping me to manage my tooth as | have an abscess. Nothing is
being sorted however.”

e “l can’t get an appointment there are long waiting times on the phone. | waited 40
minutes with no option of a call back.”

e “| can’t get an appointment service could be improved.”

e “Good service. | have been with the surgery for years. They are taking good care of
me.”

e “Over many years my husband’s chronic illnesses has been very well looked after.
The front of house staff are superb.”

e “| had to send a picture to my GP of my ears which were infected. | should have
been seen face to face as it was a severe infection. | was prescribed antibiotics once
the GP saw the pictures.”

e “Me and my husband had to chase for the original covid vaccinations. It has been
more than six months since the jab and still not heard anything about the booster
jab. We were advised to ring 119 to get booked in or book online, which is all very
well if you have a computer.”

Hospitals
Comments were received from people on Warrington Hospital:

e “Had an appointment arranged through GP and X-ray within a
week.”
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o “Used A&E it was very full there were lots of people standing up, they could have
done with more people being treated to stop people standing and waiting.”

o  “Very quick with the appointments regarding waiting time and being seen they are
very efficient and helpful.”

Other services

Comments on other services related to dental practices in Knutsford, Lymm
and Grappenhall:

e “Good service. Have dentures and these are great. Getting through to
the receptionist is easy, I've been ringing to say when you arrive at the
dentist recently.”

e “They used to be NHS but | had to go their privately for the dentist.”

e “They have gone private. | do not like the bills.”

General health and wellbeing/ self care
Comments on general health and wellbeing and/or self care included:

e “l have complex problems and feel like there is a lot of chopping
and changing with appointments. My son helps me to manage
although he works. | was assessed but told | didn’t need support
yet | struggle as | can’t drive.”

e “Spoke about self-care, how you can use a pharmacy or call NHS
111 for effective triaging.”

Signposting information about local services or groups
Information was provided by Healthwatch Cheshire staff on the following:

¢ Provided the info for Disability Positive and the carers association.
e Advised them that when they have a dental emergency can call
NHS dental helpline. And use NHS find a dentist to register at a
new dentist that takes on NHS dentist appointments. They did not
want to though as they are used to going there.
e NHS find a dentist to register at a new one as NHS patient. Does not want to do this
likes their dentist but doesn’t want to pay the bills, feels NHS should still pay.

COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

“Had both.”

“Had COVID [vaccine] very happy and glad to have them.”
Both vaccines and has been offered the booster.

“Had COVID vaccine and booster found this easy glad to have.”
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Flu vaccinations
Conversations about flu vaccinations included:

e Hadit.
e “Had the flu vaccine recently and again very happy to have these.”

Got contacted about the flu vaccine, sent a link, they clicked it 24 hrs later and then
there were no appointments anymore.
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Appendix 6 - Macclesfield

During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Macclesfield Care Community using a promotional van to find out what
matters most to people about their local health and care, and to share key information
about health and care services:

e Friday 8 October, 10am-4pm - Everybody Leisure, Macclesfield

e Tuesday 19 October, 10am-2pm - Cheshire East Eye Society Open Event, Macclesfield
Town Hall (engagement stand)

¢ Wednesday 20 October, 7.30am-4pm - Macclesfield College

e Monday 8 November, 10am-12pm - Macclesfield Hospital Rear Entrance

e Friday 12 November, 9am-3.30pm - Macclesfield Market by the Town Hall

At these events, we spoke to 186 people to signpost them to
local services and talk to them about their views and
experiences on health and care. We received 126 comments on
services in total.

We were joined at these events by a Community and
Engagement Manager from NHS Cheshire Clinical
Commissioning Group and a breast screening co-ordinator.
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We had conversations in this Care Community
with people about:

e The role of Healthwatch

e Access to GP services

o General health and wellbeing/self care

e Signposting information about local
groups and services

e Jobs in the care sector

e COVID-19 vaccinations and/or boosters

e Flu vaccinations

e Transport

The following details the comments received and conversations with people in this Care
Community.

GP Practices
Comments on GP Practices included:

e “l went in to see the GP, there was no one else in the waiting room, what are all
the GPs doing?”

e “| find that | can ring and speak to someone straight away. | can speak to a GP on
the same day. Then | had a visit arranged the same day.”

o “Telephone appointment was good and met my needs, | had a lot of questions and
the GP was happy to answer them. He was 1 and a half hours late calling but this
was expected with things being busy at the moment.”

e “l find the staff easy to speak to. Never have any problems getting through to
receptionists on the phone.”

e “The service here has been worsened by Covid. | had a phone call scheduled for
1.45pm and didn’t receive a call until 7pm.”

e “Very good - Vaccination was a very good service. No trouble getting through to
reception on the phone. “

e “They've been sending community nurses all throughout Covid for my 90 year old
mother. | do have difficulty getting appointments over the phone sometimes, but t
his has come to be expected.”

e “All precautions were taken in the surgery (Covid) but the experience felt quite
normal. Some receptionists on the telephone aren't very nice and the introductory
message is too long.”

e “Absolutely fantastic service. The staff and doctors are great.”

e “| cant speak to a GP, it is very difficult to get an appointment.”

e “12 month check was great, good communication every year on this. Poor answering
times on the phone.”

e “| have never seen a GP since | joined the surgery two years ago. There are no face
to face appointments. My repeat prescriptions are done over the phone with the
clinic pharmacy.”

o “Very good GPs.”

e “More face to face would be better. | have used online services such as ask my GP,
and as much as they seem to meet the needs they're not ideal and you do wonder if
a physical examination would be better.”

e “l had a telephone appointment that went well and met my needs. | had a cold and
work in healthcare so was told to self-certify and stay off without pay.”
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o “l called the GP at 9am this morning, the GP saw me in surgery at 11am and they
sent me to A&E. | arrived into the hospital at 1pm and have been seen now. | haven't
been left for any length of time someone is always checking in on me. The service
has been wonderful.”

e “I phoned the GP and had a telephone appointment this morning, they didn't see me
in person but told me to go straight to A&E (Macclesfield Hospital) and | have just
arrived and been seen already.”

e “I would rate my experience 2/5. The GP was not helpful and was blunt and in a
rush. More time needs to be taken to understand a patient’s needs.”

o “l would rate my experience 3/5. | had to return several times to have blood tests
to be done wrong. There were quick waiting times but felt it was an inadequate
service.”

e “l would rate my experience 5/5. It was very efficient, helped quickly, got
everything | needed the same day. | had an infected cyst and i saw the GP and they
sent me to a specialised team at A/E. | was quickly seen and got a prescription the
same day.”

e “My overall experience was poor, 2/5, in relation to this particular experience. Last
time | attended in person for the flu jab, the Doctor let me into his room. This time
they came to me whilst | stood in a doorway and jabbed my arm whilst | was still
stood up. They didn't ask if | was well , etc. first, | thought it was a terrible
experience.”

e “My experience at the GP's was outstanding - 5/5. | got referred to Stepping Hill.”

o “l'would rate my experience 4/5. | had a phone appointment and panicked about it,
but it was OK because they were friendly and supportive.”

e “| would rate my experience 4/5. Very helpful and good communication. They
always help as much as they can. Good mannerisms with service users.”

o “l'would rate my experience as 2/5. | went to the surgery for advice for my daughter
and was asked to explain what the problem was through an intercom in the car park.
Very poor practice- someone came to speak to me but it was in front of other
patients in the car park so didn't maintain confidentiality at all.”

o “l would rate my experience 2/5. They were unhelpful and | went back because my
eczema cream didn't work. Gave me the same one and said to try again.”

e “l would rate my experience 2/5, not helpful. They gave me the wrong prescription
over and over. | had an allergic reaction and they didn't care about it.”

e “|sat in the waiting room for 45 minutes. My actual appointment was 5 minutes. It
was unorganised. | came early but my appointment was still 45 minutes after its
scheduled time. | would rate my experience 2/5.”

e “lI went in to discuss my asthma but didn't feel listened to. | went to speak to the
practice Nurse due to having an asthma attack, but she kept cutting me off when |
was trying to explain things as well as making me feel like | was over reacting and
that I didn't actually have an asthma attack. | would rate my experience 3/5.”

e “Horrible experience had me wait 7 and half hours for an important phone
conversation. | would rate the service | received from my GP as 1/5.”

e “My experience of having an appointment with my GP was good but not great. There
was a long waiting time. | would rate my experience 3/5.”

e “Good care throughout lockdown.”

“The surgery has continued to provide a good level of care.”

e “The surgery provides a good service but you haven't been able to have a face-to-
face appointment since lockdown. They will talk to you over the phone though and
this can sometimes be a good and convenient way to have a consultation when you
have sight impairment.”

e “| was invited for a Covid vaccination by the surgery and assumed it would take
place there where | am familiar with the layout and the route to get there, and so
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is my assistance dog. However, | was told | couldn't come to the surgery and was
told to go to the Community Centre on Duke Street car park. This was going to be
very difficult to access for me. Unfamiliar route for myself and assistance dog,
harder to get to, and difficult to negotiate as | had to walk along a bumpy, quite
large car park. | didn't think | would be able to manage and contacted CE Eye Society
for help, and a volunteer came with me. When the second jab came round | told the
GP how hard it was to go to Duke Street and they did let me come to the surgery
for the second jab which was much better. When you are blind, you have familiar
routes that you and your assistance dog are familiar with, and the surgery is one of
them. Being asked to go to unfamiliar venues is very difficult.”

e “The practice have been great, really supportive and accessible. If | ring for an
appointment they always get back to you for a phone consultation or chat within 1
day of ringing. | had a knee replacement and had a choice from the GP of where to
go. | went to The Alexandra in Cheadle and they were fantastic. A very positive
experience. The GP arranged for me to have physiotherapy at home afterwards as |
am blind and it was excellent, | was soon back up and mobilising with the help of
the physio. It really was a positive experience.”

o “Ireceived a text from the GP yesterday asking patients not to make an appointment
for the next 2 weeks if at all possible as they are overwhelmed and have staff off
having to isolate and Doctors off sick. | think this is very off putting being sent this
even if you were not about to make an appointment, as it makes you feel that you
can't get medical help if you need it. I've never had a message like that before from
the surgery.”

o “Lots of people needing help to fill in application forms to register with a GP due
to language barriers. No problems shared about being able to find a GP once people
have had help to fill in the forms, but the process to register itself can be difficult
and people at the group rely on volunteers at the church to help them to complete
registration forms on their behalf. Ringing for an appointment can be difficult too
due to language barriers, as the recorded messages on the phone are long and
difficult to understand, and help is often needed to support making an appointment
call to help with translation and what buttons to press for various options.”

e “Things have been different because of Covid with telephone appointments but |
understand why and they can be quite convenient as you don't have to travel.”

e “| think we should be more positive about the great services we have access to. |
think they do a great job.”

e “| find my GP fabulous! | use their online booking system where you type in your
symptoms and they contact you to arrange an appointment with an appropriate
health care professional. | have been able to see my GP face-to- face, it's been a
good service, and | have no complaints at all. The online system did take a while to
get used to when | first did it, but after that it’s a great system to use.”

e “My daughter had a baby 9 weeks ago and has had a terrible headache and has been
generally feeling unwell. This has been affecting her sleep and as she is on anti-
depressants, | was worried about her and didn't want the lack of sleep and not
feeling well to make her feel worse and more stressed. She contacted the GP and
was given a phone appointment. They just said to take paracetamol and didn't seem
very caring. She still has the headache so | am thinking of taking her to A&E so a
Doctor will see her.”

e “| have not found it very easy to get an appointment at my surgery at all. It's hard
to get past the receptionist to speak to a Doctor and when you do most appointments
are by phone only which does not seem as good to me. | work in the NHS and see
patients face-to-face on a regular basis, yet | can't see a GP at my surgery face-to-
face at all and it's hard to understand why they can't see patients now in person. |
think face-to-face appointments do need to be offered and a choice given if you feel
you need to see someone in person rather than a phone appointment.”
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“Happy with my GP Surgery.”

“Hard to get appointments or to see a GP face to face.”

“No problems with my GP Surgery.”

“Find the GP's very good when you need them. Things have been a bit different
recently with phone appointments but | can see the reason why. | have regular blood
tests and subcutaneous injections to manage prostate cancer. The injections have
carried on with the Nurse but I've not had a blood test in a while so may need to
chase this up.”

¢ Did not feel she felt support from GP for Long Covid.

Hospitals

Comments were received from people predominantly about Macclesfield Hospital, but one
also referred to Leighton Hospital, Stepping Hill Hospital, Manchester Royal Children’s
Hospital and The Alexandra Hospital.

e “| was given advice to take ibuprofen, but after 3 days by bowels
flared up and now | have IBS and soreness.”

e  “There were no visiting hours during Covid. My father passed away
without us seeing him. Please keep visiting hours open as long as
possible for others and their family in the future.”

e “Parking at the hospital is terrible - | had to drive round and wait
for someone to leave.”

o “Physiotherapy - 6-8 weeks wait. Physio exercises given to do at home via a leaflet.
Not always sure that I’m doing them correctly, though. Video demos to keep with
me would be better. Also feel they should do more 'hands on' i.e. massage and
reflexology. “

e “Car parking is terrible. 20 Minutes late for an appointment because | could not find
a free space. “

e “| had a scan which showed a lesion on my kidney. | had a very quick turnaround
operation, it was keyhole surgery. | was out of the hospital the day after.”

e “l am a staff member from A&E and we are seeing all the people who can't get an
appointment to see their GP, it's ridiculous. Last week there were 68 people in AGE
alone.”

e “They are quick, | only waited 10 minutes. The consultant and nurses were polite.
Car parking is generally good but there could be more parking spaces. In the past |
have been late to appointments because of parking.”

e “When the hospital call me and | pick up it just cuts out. | am really pleased with
the service | get at the hospital.”

e “Efficient and polite staff in general and everything ran on time. | did feel that
communication was a bit rushed and there was a slight miss communication about
what information | already knew. Parking was good today (8.11.21) but | have really
struggled in the past.”

e “l went for bloods and the staff were polite and friendly and everything was on
time.”

e “l had an x-ray and it was quick and staff were very nice, helpful and friendly. The
disabled parking was also very good.”

e “| would rate my experience as 3/5. | went into A&E after an over dose on
paracetamol and did not feel | got the support until | pushed for it. The response |
got was "nothing we can do”", and | felt looked down on.”

e “l would rate my experience 1/5. | waited in A&E for 14 hours. After a horse riding
accident, | was in A&E for a total of 14 hours. To improve | think they could hire
more Doctors or just make the waiting room a better experience.”
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“I was quickly seen and got a prescription the same day.”

o “l would rate my experience as 5/5 at Macclesfield Hospital, it was great. During
the summer | was in A&E and they looked after me very well by checking everything
and not discharging me until | was fully better.”

e “Iwent to A&E and would only rate my experience as 1/5 as | had to wait for 8 hours
in the department.”

o ‘| attended the ante-natal clinic and | would rate the experience as 4/5. It was
great, very positive. Staff were hardworking and polite. The staff made me feel
very welcomed.”

e “Have attended a few outpatient appointments at Macclesfield Hospital recently
and during lockdown. Have always had a good experience attending for
appointments. Ran well during lockdown as well. Always a good experience and staff
lovely.”

o “| attended the eye clinic for years to have medication to prolong my eye sight by
injections into the eye. It was always busy, but staff were always kind and helpful
and | was happy attending there although it was a bit of a journey to get there. In
the end | asked my GP if | could go to Macclesfield Eye Clinic instead which is much
closer and they were helpful and arranged this for me. | now go to Macclesfield Eye
Clinic and have care and check-ups, but can no longer have the injections as they
can't do any more to preserve what sight | have anymore which | will have to come
to terms with. Macclesfield eye clinic have been good like Leighton, but is definitely
more convenient to get to.”

o “Excellent- couldn't have asked for better care.”

o “| think we all underestimate how lucky we are with the NHS and the care we have
in our hospitals and GP's. | think the NHS staff are angels and we need to be more
positive about them.”

e “l have steroid injections to help with knee pain. I've not been able to get these for
18 months during lockdown because of COVID-19. | understand with Covid, but it
has been hard to manage pain wise and with reduced mobility. I've recently managed
to have this injection and it's helped a lot. I'm glad to be back at the gym and to try
and increase my mobility and fitness again.”

e “l'was an inpatient with Covid. The care and staff were excellent and | have nothing
but praise for them.”

Pharmacies
Comments on Pharmacies included:

e “Quick and efficient service. 30 minutes in and out (including wait time after).”

e “Been very good service and communication from this service re: vaccinations, very
good instructions as well. Service well delivered, quick and efficient.”

e “The whole system works perfectly. I've had timely reminders of my 2nd Covid
vaccination and all boosters.”

e “Very good service here.”

e “They are very good, | can't fault them.”
“I want to have my booster but they want to send me 9 miles away for it and | really
don't feel comfortable traveling that far because of Covid. | can walk to Wells
Pharmacy and | keep calling to ask for my jab but they haven't got any in stock.”

e “Very good, | had all 3 Covid jabs there and my flu.”

e “Good service - had the Covid vaccinations here.”
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o “I'wasn't able to get the Covid booster at my GP's but | found that | could have it at
a local pharmacy. | was in a queue at the pharmacy for 2 hours, but staff were nice
and | appreciated having the vaccine in a convenient local place.”

Other services

Comments on other services related to East Cheshire trust, the NHS, dentists, Cheshire East
Eye society, opticians and a physiotherapist:

e “Husband has suspected Parkinsons. We've been told it's a 30-week wait to be seen.”

o “I received new wifi hearing aids. They had no instructions with them. | went back
and the staff found a box full of instructions - seems no one else had received them
either.”

e “The dentist is very poor, cannot get to see one.”

e “| have always had good experiences with the NHS.”

e “The NHS should be run regionally. | have just moved here and hope all my files get
moved, | am going to walk into the local GPs today and register.”

o “l was sick over the weekend but knew what would happen if | went the out of hours
rout so | didn't bother. | wanted to speak to my GP because she is very good at
Manchester Road Medical Centre.”

e “l found this service very helpful to reduce my back pain. It was a really friendly
and informative environment. The therapy helped to reduce my back pain. The one
downside was that | was only offered 4 sessions. The 4 sessions | went to were really
helpful but | am still experiencing back pain after the sessions have ended. They did
talk about pilates as an alternative which was useful information.”

o “Vision Express have continued to provide a good service. | have regular eye tests
there and this has continued throughout lock down.”

e “Aperson came up to ask what Healthwatch do and to ask if we know when Lifestyle
at Macclesfield Leisure will be re-starting. Macclesfield Lifestyle Group was based
in the leisure centre and is run by Care4CE, and provided a day care service for
people with Autism, SEN/Learning disabilities and physical disabilities. Activities
included use of the pool, gym, crafts, dance, accessible bikes, use of the cafe, etc.
and was a great place for people to go and for the carer to have a break whilst the
person they cared for were there. It stopped in lockdown and the person hasn't
heard anything since and wanted to know if | could help.”

e “Supporting a grandson after leaving prison. It can be difficult in retirement to do
this financially and also to get support in this situation.”

¢ Multiple people said if they needed help or advice with health they would go to the
GP, A&E, family, friends, partners or deal with it on their own.

General health and wellbeing/ self care
Comments on general health and wellbeing and/or self care included:

o “Feel there is a need for a walk-in centre. This would relieve pressure on GPs. There
keep being houses built but no more GPs appearing.”

e “There is a need for ore regular health checks. Cholesterol and

blood pressure testing systems would catch problems sooner.”

“They should ban smoking in town centres.”

“In health it’s important that it's recognised and it matters.”

Mental health is a concern.

“It is important that you are healthy. Mental health is a concern.” -
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o “In health it’s important not keeping anything to yourself and speaking out before
it’s too late.”

e “In health - always remember that firstly it’s ok to have a bad day and that
everything happens for a reason. Always speak to someone you feel safe to. Mental
health is sometimes a concern as sometimes things can overtake your mind and you
keep it all in and then it becomes so much worse.”

o “The most important part of help to me is mental health. Mental health is a
concern. Lots of people suffer with mental health. | feel the population should get
more support.”

o “Being well. Being out and wanting to live. Not having to hide anything. Mental
health is always a concern.”

e “In health it’s important that people actually listen to you and make you feel
comfortable so that it is easier to talk to them. Mental health is a concern.”

e “In health people need to get the help they need. Mental health is a concern.”

e “It is important in health that people get the care they need. Mental health is a
concern. | suffer with mental health badly.”

e “For health it is important to do the things that give you meaning to life. Without
good health you wont be able to be the best person you can be, both mentally and
physically. Mental health is a huge concern for me personally because it prevents
me from getting up and enjoying my life and living it to the fullest. It also makes it
hard to live properly because | constantly worry about the things | don't even need
to worry about.”

e “| think mental health is important because people | know really struggle with
mental health. Doctors respecting others mental health and what they can do for
it. Mental health is a concern as people | know struggle with their mental health. |
have had problems with mental health that others have helped me with.”

e “Being listened to and not feeling brushed over or ignored is important . Receiving

the best possible care and having access to what you need. Mental health is not a

concern to me.”

“It is important in health to have all your needs met.”

Your health is important

“If I need support | will get it as my health matters.”

“l am going to get the help | need when | need it. Mental health is not a concern for

me.”

e “In healthcare it is important to be able to trust staff, have a positive experience
and meet people's needs. Mental health is a concern. | was brought up around mental
health. A lot of people in my family struggle with anxiety and depression.”

e “Healthcare needs to be accessible to all regardless of background, practitioners
need to provide patients with a positive experience especially when dealing with
sensitive cases. Support for those who have to travel to access health services which
aren't commissioned locally. Mental health is a concern. Not personally but there
are people in my class who suffer with their mental health.”

e “Mental health is a concern to someone | know as | don't feel as though she gets
enough help with it. It took a very long time to get the help she gets now. However,
it has helped her a bit by talking to someone about it.”

e “It matters that health care is at the best possible standards to ensure people are
happy and comfortable. Also its important to me that people's questions and
concerns are answered as best as possible. Mental health is a very important part
of my life. Since people around me have suffered with their mental health.”

e “| think it’s important that everyone's health is taken into consideration. Everyone
should be listened to whether they have a disability, race, beliefs, religion, etc. |
am concerned about mental health. | think everyone has mental health and it’s
important to make sure everyone's mental health is recognised.”
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o “Felling safe, secure and welcomed is important to me and also fitting in and not
feeling lonely. Mental health is a concern. | haven't coped as well lately and have
panic attacks.”

e “Diet and exercise is important to me about my health. | would like everyone to
help the help they need for their mental health.”

o “Exercising and eating healthy is important to me. Making sure everyone around me
is healthy and keeping their mental health in check. Mental health is a concern. |
care about everyone around me, making sure they have the support they need.”

e “Health is always important within someone’s life, this is because everyone should
be allowed to know/have good mental and physical health. But its not always about
that. It is important that they get treated with the right dignity and respect and be
treated equally and fairly no matter what and make sure person-centred care is
taken into consideration too. And respecting their wishes and choices. Mental health
is a concern because everyone copes differently with mental health issues but they
can always get support from a mental health service. No person should struggle all
their life and not knowing what to do with their life. This is why | want to become
a social worker.”

e “Health is important to me because it helps me understand how health works and
how people appreciate what people do in health and social care services. Mental
health is a concern to me and others that | know because it helps me understand
what people with mental health go through and how people can help them later on
in life.”

e “l have a big garden and potter around it a few times a day and try and get out and
about to socialise and keep fit.”

e “So important to look after yourself and help keep the pressure of the NHS.”

e “Itis very important to look after your own wellbeing as much as you can. | rely on
my husband a lot to help me get out and about and have connected with CE Eye
Society for their wellbeing walks, information and support.”

e “You have to look out for yourself to keep well. | love gardening and pottering
around the garden and feeding the birds and listening to them.”

e “| have been blind all my life and it is difficult. Having an assistance dog has been
very helpful and made a big difference though | am conscious to keep up my white
stick skills up as well in case there is any reason that | don't have my dog. This is my
second do, and before | got it (I was lucky and only had to wait a few months, some
people wait for years), the trainers ask what your most used routes are and spend
several weeks familiarising the do to these and walking around your local area
before they hand the dog over, which is great and makes you more confident to go
out and gives you your independence. You have to watch your mental health and be
aware of this as it can be affected by living with sight loss. | have had a job before
but I am currently out of work and this affects your finances and purpose in day to
day life. | make sure | get out with my dog, and also join groups such as CE Eye
Society for advice, volunteer help and group activities and walking groups.”

e “It’s important to still try and get out and socialise when you have sight loss
otherwise you can become very isolated.”

e Talked about living with visual impairment and its challenges which can be very
isolating. Self-care discussed and leaflets given.

e The person said it had been a strange time to have a toddler during lockdown as the
children haven't been able to see family or play with other children and they can
forget how to socialise with others. Its really good to come to Tumble Tots and swim
lessons again to socialise and have fun with other young children

e “I'm enjoying the health programmes at Everybody Leisure which help you keep fit
and where you can meet other people. It was easy to loose some strength and fitness
in lockdown so I'm trying my best to improve this now that we can.”
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o “I'm enjoying the health programmes at Everybody Leisure which help you keep fit
and where you can meet other people. It was easy to loose some strength and fitness
in lockdown so I'm trying my best to improve this now that we can.”

e “Covid- 19 makes you think about looking after yourself more and of exercising and
keeping well - | enjoy coming to the gym and taking part in exercise and its good to
see things opening up again.”

o “l feel like I've put on weight and lost some fitness in lockdown so glad to be back
working again and getting out and about and exercising more.”

¢ Enjoys attending health programmes at the Everybody Leisure Centre and classes
like Zumba.

o “I've enjoyed coming back to the gym and meeting people again to exercise.”

e “Love the health programmes at the Everybody Leisure gym to keep you fit ,
healthy, on the move and meeting other people.”

o “Very important to keep as fit and active as you can. especially at the moment.”

o Talked about the benefits of exercise for self-care

e “Macclesfield Lifestyle Group was great - providing social and exercise opportunities
for the person attending. The person’s sister used to go twice a week and really
misses it.”

o “l like to come to Everybody Leisure and play badminton and use the gym. Good to
keep active and get out.”

o “| like to keep fit and well as much as possible and join in a few activities at
Everybody Leisure including some of their health programmes like Be Steady, Be
Safe.”

o “What helps is coming to the Leisure Centre to have time to yourself, to exercise
and chat with other people.”

o “Keeping fit and meeting up with other people is very important to help yourself
stay healthy. | enjoy being back at the gm and joining in with activities with other
people.”

e “Great to be able to bring her toddler out again to groups at the leisure centre such
as Tumble Tots and Swimming Lessons to help keep fit and active, and to meet up
with other parents and toddlers. It had been hard for young people to develop
socialisation skills during lockdown and it's good for them to have the opportunity
again. Not sure what other activities are going on since lockdown.”

e The person has Long Covid and did the Everybody Leisure Long Covid Rehabilitation
Programme. Found the programme really useful, but is still struggling with the
symptoms of Long Covid particularly brain fog. The person was worried that she
wouldn't be able to do any other continuing health programmes now the Long Covid
Rehab programme she was doing is complete, and was keen to continue with
peer/staff support and exercise to aid recovery as she lives alone. | had a chat with
the health programme lead who came over to reassure the lady that there are other
ongoing opportunities including Be Steady, Be Safe to help with falls prevention, and
Move it or Loose It to keep fit and active which are ongoing and facilitated by staff.

Signposting information about local services or groups

Information was provided by Healthwatch Cheshire staff on the

following:
of—

e Spoke to a number of people regarding Healthwatch and self-
care.

e Spoke about CWP.

e Spoke about Livewell.

55



healthwatch healthwatch

Cheshire West Cheshire East

e Signposted to visual/sensory support groups through Livewell.

e CATCH App.

¢ Gave the website and phone number to contact Cheshire East Carers Hub who are
currently seeking public and partner views about provision of care in Cheshire East
and formulating a new strategy.

e Chatted about the probation service, Live Well website and Healthwatch website.

Information or comments about jobs in care sector

Spoke to multiple students at an event about jobs in the care sector and the NHS.

COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

e “Covid boosters - don't like to see older people waiting outside in the rain and cold.
The staff are very efficient and polite when we had the jab though.”

e “l want to be organised with my booster but | can't book in advance | have to wait
until it's due.”

e “l would rate my experience 5/5. The jab went really smoothly, was in and out
quickly and the staff were lovely. There was no queue and the jab itself went really
fast. | felt safe having it done.”

o “l'would rate my experience of vaccination as 4/5. It was quick, safety was a priority
and | felt safe and at ease. Both appointments were positive with the staff informing
me and providing useful information. The setting was clean and welcoming.”

e “Agood experience, 4/5. | would describe having the jab was informative, fast, safe
and clean. Offered water at the end, maintained our safety by asking for me to wait
15 minutes before leaving. The chairs for waiting were cleaned in between each
user. People were welcoming and informative.”

e “I had my vaccine at Bramhall. They really helped me with my fear of needles. They
could tell I was nervous so hid the needle behind them and spoke to me the whole
way though. 4/5 for experience.”

e “l'was happy to have these and the booster- it helps to protect yourself and others.”

e “My husband was invited to go to Congleton Town Hall for the 2nd jab. He had a 2
hour wait despite having a timed appointment and it didn't seem very well
organised. He had the first at Astra Zeneca on a drive through system and that was
really good.”

e “Happy to have the vaccination. This was at Macclesfield Hospital and was a positive
experience.”

e “My surgery sent me to Macclesfield Hospital for the Covid vaccination. Staff were
kind and it was well organised.”

e “l had these at Andrews Pharmacy which was convenient and well organised.”

e “My wife and | had this as soon as we were offered it- quick, easy and would
recommend to anyone to get it done.”

e “Had vaccinations and will get the booster- went well receiving this.”

e “Was happy to have the Covid vaccines. Not been invited for a booster yet but will
go when called up.”

e “Had the vaccines at Waters Green Surgery and it seemed to run smoothly and staff
were nice. | don't think they are doing the boosters at the surgery but someone said
you can go to the Andrews pharmacy.”
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o “| thought the vaccination programme was really good. You had a choice of where
you could go to get the jab which made it more convenient to access. | went to Duke
Street car park in Macclesfield. the queues soon moved a long, staff were great and
you were soon in and out and vaccinated.”

e “| had both of my jabs and will get the booster when invited. Some people go on
about having concerns about the vaccine but when | was in the army we were given
lots of injections without any information, and without really knowing what we
were having, and at least we had good information before having the Covid jab and
the experience was good and well organised.”

o “l went to Duke Street Community Centre for my vaccinations. This was really well
organised and the staff were lovely and did a great job. | did feel a bit unwell
afterward the first jab but it didn't put me off getting the second one. | felt fine
after the second, and I'm looking forward to the booster and being protected.”

e “We are so lucky to have access to a good vaccination programme. Other countries
don't have this.”

o “Was happy to be vaccinated. Found the process good. Will have a booster when
invited.”

e “| had the vaccines and the clinic was well organised. | will get the booster when
offered.”

e “Happy to have both Covid jabs and the booster, and this has all been sorted via my
GP. Concerned as my daughter in her 40's had the first jab but won’t have anymore
as the people she mixes with are reluctant and don't trust the vaccine saying it
hasn't been tested enough and was made too quickly.”

e “l had my first 2 Covid injections at my surgery and when | had a letter from the
NHS to have a booster | thought | would have it at the surgery again and rang them
up. | was disappointed to find they aren't doing them at the surgery and that |
needed to look elsewhere. | wasn't sure where to go and contacted NHS111 - they
were helpful and | have now found a pharmacy nearby that are doing boosters and
have arranged to go there. It is Andrews Pharmacy.”

e “Had both doses and also a booster. Process smooth and organised.”

“Had these and have been invited to book a booster. Happy to have this to protect
myself and others.”

e “Was happy to have the vaccine. Not been invited for a booster as yet, but felt the
vaccination clinic ran well and was well organised.”

e “Had both jabs, and is booked in for a booster soon. GP not offering the booster
which the person was disappointed about as that would have been more convenient,
but has found a chemist to get it done which will take 2 bus journeys, but happy to
do this. Mentioned the anti-vaccination lobby in Macclesfield which have quite a
prominent presence and does not agree with this.”

e Spoke to multiple students who said they had the vaccine and found it to be a positive
experience.

Flu vaccinations
Comments about flu vaccinations included:

“Yes, I will have this.”

Will have this when invited

“Yes, | have the flu jab and will have it again this year.”

“I will be having this at my surgery - Chelford Surgery.”

“Yes we have had the flu jab in the past and will do again at the Doctors
Surgery.”

e “Yes has already had this for 2021 and gets the flu jab every year.”
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o “Last year | had the flu jab at Astra Zeneca, it was great. You drove through a car
park and didn't even need to get out of your car, it was very quick and efficient and
felt safe.”

e “Again, a great opportunity provided by our health services to look after local
people.”

o “Will have flu when offered. Important to do our bit to keep ourselves well and to
protect others.”

e “Was invited to attend for a flu jab at the surgery on a Saturday and | thought |
would pop in and it would just be the nurse from my practice giving it, and | would
be in and out in a few minutes. When | got there it seemed like chaos - big queues
outside with people waiting to get into the Waters Green building, and people
struggling with stairs, wheelchairs and queuing for lifts. Also caused a traffic jam
in the town. Having the jab was fine but have had a sore , swollen arm since and |
had the jab about a month ago. | rang the surgery and they didn't see me, they just
said it would go eventually.”

e “Had this at my GP's already, glad to get it done before winter.”

e “Had this at the surgery but it was very busy and there were long queues. People
were not able to come in through the multi-story car park to the surgery but had to
queue outside which wasn't good, especially for those with mobility problems.”

e “Have flu vaccinations at the surgery and happy to have these with winter coming.”

e “Yes, I've had this for a while and will go again to help protect me from flu.”

e “Yes had flu, thought it was quite an unorganised experience at Waters Green
Surgery with long queues of people outside and big traffic queues in the town.”

Access to services
Comments were also received from people regarding access to services generally:

e “If | needed help or advice with health | would go to my GP.”
e “l wonder why you can see the Nurse but not the Doctor at the surgery. The
Doctors will talk to you on the phone though.”

Transport
People told us about transport issues in terms of their health and care:

e “My assistance dog helps me to get around, otherwise | rely on my husband.”

e Relies on husband to get out and about and assistance dog to get to appointments,
shopping, etc.- it must be very hard if you live alone and if you don't have an
assistance dog

e “| can't drive and use the buses quite a lot in Macclesfield. | actually find these
good, and the drivers on the routes | use most to shops, GP's, etc. know me and my
dog and welcome us and remind us when to get off so that is great.”

e “Transport difficult as most people don't have their own transport or enough money
for buses, etc and rely on church volunteer lifts to get to appointments.”

e “luse the bus as | don't drive.”

¢ Does not drive and uses local buses to get around but finds this user friendly.
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Appendix 7 - Nantwich, Wrenbury and Audlem
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During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Nantwich, Wrenbury and Audlem Care Community using a promotional van
to find out what matters most to people about their local health and care, and to share key
information about health and care services:
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» Wednesday 29 September, 10am-4pm - Cheshire Street Car Park, Audlem

At this event, we spoke to 12 people to signpost them to local services and talk to them
about their views and experiences on health and care. We received 10 comments on services
in total. We were joined at this event by colleagues from Cheshire East Council.

e Thursday 7 October, 10am-4pm - Nantwich Town Square

At this event, we spoke to 40 people to signpost them to local services and talk to them
about their views and experiences on health and care. We
received 36 comments on services in total.

We were joined at this event by colleagues from NHS i P
Cheshire Clinical Commissioning Group, End of Life
Partnership, Cheshire East Place Partnership, Cheshire East 9\

Council and Everybody Leisure.

e Monday 15 November, 10am-12pm - Broad Lane
Coffee Club, Stapeley

-
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At this event, we spoke to 15 people to |
signpost them to local services and talk
to them about their views and
experiences on health and care. We
received 6 comments on services in
total.

We were joined at this event by
colleagues NHS Cheshire  Clinical
Commissioning Group.

e Monday 15 November, 12.30pm-2.30pm - Mill House Extra Care, Nantwich

At this event, we spoke to 5 people to signpost them to local services and talk to them about
their views and experiences on health and care.

We were joined at this event by colleagues NHS Cheshire Clinical Commissioning Group.

We had conversations in this Care Community with people about:

e The role of Healthwatch

e Access to GP services

¢ Signposting information about local groups and services
e COVID-19 vaccinations and/or boosters

e Flu vaccinations
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The following details the comments received and conversations with people in this Care
Community.

GP Practices

Comments on GP Practices included:

o “Why can't the GP call with the results of blood tests? It would A
save people having to chase after them.”

o “Dentists will make face-to-face appointments for me, but the
GP practice will not.”

o  “Difficult to get an appointment with GP. Waited 3 weeks for an
appointment for my mother. It took several attempts to get
through to the GP practice on the phone.”

o “Getting a referral is difficult.”

e “Getting an appointment with a GP for my shoulder was quite easy.”

e “It's been easy to get a face-to-face appointment, however, my referral for a Hernia
operation is going to take 6 months, | expect it is a low priority.”

e “Diabetes monitoring was good before the Covid-19 Pandemic, but it has been
virtually non-existent ever since.”

o “Positive experience with my GP.”

e “It can take a while to get through on the phone, and the intro message is 5+ minutes
long and very convoluted. However, once you get through to a receptionist, getting
an appointment is fairly easy.”

e “Answer phone is inefficient.”

e “Can't get an appointment telephone or other. E consult is no help. Never see a GP.
My health is just getting worse.”

e “Doctors, nurses and pharmacist are very good when you get to them.”

e “Prompt action when | registered but they need more phone handlers. E consult is
poor but phone consultations are good. Doctor to consultant referral done
promptly.”

e “No weekend service!”

e “My nurse consultation was good.”

e “Can’t get through on the phone.”

o “It takes 45 minutes on hold to actually speak to a receptionist. | was asked to ring
urgently and then it took 45 minutes on hold. The wait on the phone to actually
speak to the receptionist is far too long.”

e “My daughter is at University; at present she still uses her home GP practise due to
Covid. She had a chest infection and was told she couldn’t have an appointment.
She went back to see the GP at Uni and has been given antibiotics. In the end she
had to go through NHS 111 to see a local GP - she has asthma and needs a quicker
response.”

e “Telephone appointment should have been between 11 and 12. No phone call by
1.30 so called to ask and they claimed they had rung but they couldn’t have because
we were waiting by the phone.”

e “| have high blood pressure and can't see a doctor.”

e “No trouble getting an appointment but I’m confused about why some appointments
are face to face and others are not. For example, | had a physio appointment
virtually. How does that help?”
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o “With telephone appointments they will not give a timed appointment can only say
some time during the day.”

e “Can't get face to face appointments.”

e “65th in the queue and waited over an hour. Listened to all the recorded messages
for 4 minutes then told it was too busy and was cut off.”

e “Can't get face to face physio appointments always over the phone.”

e “Can't get through on the phone. 150 calls to be told there is no appointments left.”

e “l had a blood test and received no results and | can't get through to find out.”

e “Can struggle to get through to a receptionist. | find they are very nosy (I have a
prostate condition). | have complained to the practice manager before.”

e “I would like more face to face appointments.”

o “Told to ring at a certain time for the flu jab and got through straight away.”

e “Can't see a GP face to face. Struggle to get an appointment over the phone. I'm too
nervous to go in face to face.”

e “Services are good but | can struggle to get through on the phone.”

o “Can’t get face to face appointment and the pharmacy is so busy dealing with
patients the GP's should be seeing.”

e “l counted the amount of people going to face to face appointments and there were
3 the whole morning.”

o “People are going to A&E because they just can't see a GP.”

o “| struggle to get through on the phone.”

e  “Would like a face to face appointment to find out if | have damaged my nose.”

e “Phone over 50 times to get through. No follow up appointments.”

e “During a basic care check for diabetes, they did not check insulin levels which
meant my husband went into a diabetic coma and ended up in hospital.”

e “Before covid it was a lovely surgery and | could see my GP. Now | don’t even know
who my GP is and | can’t even get an appointment to see them, it’s very frustrating.”

e “Can't get an appointment.”

e "It takes 30-35 minutes to get through and then there are no appointments
available. There are no pre-bookable appointments - only do the day only.”

e “Unhappy with the triage system, not comfortable sharing personal information.
Feel some conditions should be seen by a GP.”

e “Can't get through to make an appointment - spent all day trying and couldn’t get
through”

e “I’m unable to make an appointment, | have tried for 2 weeks.”

e “Good accessibility - | can get through on the phone and they will call back with
phone appointment, no face to face appointment yet. Good diabetic care, but |
would like the option for self care at the outset rather than just the drugs.”

e “Poor communication skills and the GP doesn’t address the issues.”

e “l have found the accessibility to be excellent. Their triage system is good. You call
reception - then receive a phone call, you can either see face to face or on a zoom
call. | have been referred to Leighton twice during lockdown and had 2 surgical
procedures.”

e “During the pandemic the services has been very poor. Telephone appointment only
unless like me you break down in tears and then they will see you in 10 minutes.”

e “Can't get through on the phone, by the time you get to the front of the queue you
get cut off. Cannot make an appointment through Patient Access either.”

e “Unable to see a GP face to face. | have very little confidence in them as | have had
3 separate wrong diagnosis resulting in needing antibiotics.”
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“I am of no fixed abode, | am registered with GP and | have an email address and
can always get an appointment, even during Covid.”

“No problem in getting an appointment - Great service.”

“GPs very good. Have private physio appointments in a room there. Can't get an
appointment to see my usual GP until November, but happy to see a locum next
week.”

“Why can't the GP Practice call you with the results of blood tests? Would save
people a stressful time waiting for results. Know it is extra work but receptionists
have to answer a phone anyway and it would stop people from trying to contact the
surgery.”

Hospitals

Comments on Hospitals included:

“My appointment went well (Diabetes Retinopathy), it was 20 ® - -

minutes late getting in though.”

“I had an ear wax problem - where it has crystalised. ENT at
Leighton were great in removing it. Very gentle.”

“I needed to go into Leighton hospital for an operation and was
put onto a general ward as there is not a specific Ward for
Ophthalmology. However, these wards are not ideal as they have bright lights and
uneven floors. The nurse tried to help by providing me with some specialist eye
covers.”

“The Dermatology Unit at Leighton are efficient and kind, fast and effective. |
had a melanoma identified 12 months ago. Ongoing check-ups. They make me feel
like an individual, they are very comforting and on time.”

“Can't fault the care, very person centred and the nurses are kind and funny. | am
all recovered from 4 different types of cancer. The NHS has treated me well.”
“Mental health nurses provide excellent care for my husband.”

“Excellent service for a hip operation.”

“Have been marvellous with cataract appointments.”

“I had on going treatment on my eye which is losing sight, | was told that | would
have a new appointment. That was over 2 months ago and still | have heard
nothing.”

“Been referred to Leighton twice during covid and had two surgical procedures.”
“Assumed would be no parking at Leighton when went for an X-ray but was late in
the day so not bad. Had a good experience getting scans at Nuffield - they have
technology there that they don't have at Leighton.”

Pharmacies

Comments on Pharmacies included:

“They’re good, 1-2 days for the prescription.”
“My prescriptions sent directly to them; they are excellent. Had my covid
vaccinations at the pharmacy.”
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o  “My prescriptions from here are always on time and staff here are lovely.”

Other services
Comments on other services included:

e “Getting a referral for Physio was difficult. | was told it would take 6 months, so |
have gone private.”

e “Took 5 years wait for an EHCP to eventually get an appointment.”

o “With the NHS App you can only use one person on a phone - not good for couples
with only one phone between them.”

e “Long waits for mental health support with CWP, which in turn puts the teams
under pressure and therefore patients do not always get the most appropriate
service.”

e Someone told us about an elderly man age 99 who is doubly incontinent and is
wheel chair bound due to broken hip in May. He has been left on many occasions in
a terrible condition. He should receive 4 calls a day but has not been receiving
regular care and has been left 7 times in the last week (7 missed visits) including
mornings which means he has not had his catheter changed in time so has been
waiting in a urine-soaked bed.

e “l can't navigate and use the Live well website to find and access speech and
language support and EHCP.”

e “Struggling to register on the NHS App so have come to the Healthwatch van for
advice.”

e “NHS app is very easy to use.”

e “The ambulance service is faultless.”

Signposting information about local services or groups

Information was provided by Healthwatch Cheshire staff on the
following:

e Advised to contact department again for an update and to
contact Healthwatch if nothing.
e Healthwatch Cheshire for future signposting.

COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

e “Had both - very good service.”

e “Had both at the pharmacy.”

e “| have been told by GP Practice that | will be called very
soon for Covid booster, which is usually in Nantwich.”
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Flu Vaccines
A comment was received from an individual about Flu Vaccines:

“Just been in to pick up medication and they offered a flu jab. Sat down
and had it done, very good experience could have only been better if they
had offered me a cup of coffee. Better than at the GP where you are in
and out very quick.”
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Appendix 8 - Sandbach, Middlewich, Alsager, Scholar
Green and Haslington

CESE Y XX BN

During our Healthwatch Across Cheshire activity between 20 September and 19 November
2021, Healthwatch Cheshire East and Healthwatch Cheshire West visited the following
locations in the Sandbach, Middlewich, Alsager, Scholar Green and Haslington Care
Community using a promotional van to find out what matters most to people about their
local health and care, and to share key information about health and care services:

e Saturday 25 September, 9am-4pm - Oakhanger Community Hall, Haslington

e Tuesday 28 September, 10am-2pm
Haslington

e Wednesday 3 November, 10am-3pm -
Alsager Market, Asda Car Park

e Thursday 11 November, 9.30am - 4pm -
Sandbach Market

At these events, we spoke to 129 people to signpost
them to local services and talk to them about their
views and experiences on health and care. We
received 52 comments on services in total.
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We were joined at these events by the local Police Community Support Officer, Lizzie Jolley,
and staff from NHS Cheshire Clinical Commissioning Group.

We had conversations in this Care Community with people about:

e The role of Healthwatch

e Access to GP services

o General health and wellbeing/self care

e Signposting information about local groups and services
e Jobs in the care sector

e COVID-19 vaccinations and/or boosters

e Flu vaccinations

e Transport

e Vaccination bank staff

The following details the comments received and conversations with people in this Care
Community.

GP Practices

Comments on GP Practices included:

e “l have been unwell for a number of months and have been A
visited by my GP on three occasions to ensure | am improving.
The staff when | call are so helpful. | think they face difficult
people but | have found them to be so good.”

o “Very good service. | had no problems during Covid.”

e “Blood tests were well conducted and the communication was
very good.”

e “Don't care for the long introduction, would like face-to-face appointments to be
more available.”

o “Where are they? If doctors are not going to see people surely their salary should
be reduced?”

e “Poor contact on phone. I've tried to speak to a doctor but it takes so long it’s almost
impossible. Surely with Covid being over the services must be getting back to
normal.”

e “GPis awful. | wish someone from Healthwatch could always be in the GP surgery.”

e “Really good but I need to see someone face to face for a personal reason.”

e “Poor reception staff. | rang the surgery to arrange an appointment for my wife.
The receptionist was quite rude and abrupt and kept saying the doctor will only see
patients in exceptional circumstances, however she wouldn't listen to what | needed
to say. This resulted in me taking my wife to A&E.”

e "The doctor has not followed up the Christie Hospital’s request for new medication.
I have received two letters now that the GP should have also had a copy of, one
chasing up the first. The surgery has told me they have neither which means all my
medical details are lost somewhere for anyone to see. What’s worse is today was
the latest | should have started this new very important medicine.”

e “They are rubbish, you can't get in.”

e “It is impossible to get through, it gives you the long speech and then you wait,
there is no queue and then after a while it cuts you off. | tried 3 times and then
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thought 'l will just go back and get more tablets from the pharmacy and sort it
myself'. When | called the pharmacist which is part of the GP surgery the he told
me he wouldn't give me an more tablets and he walked the phone over to the GP
receptionist himself, they saw me that night and took me into hospital so it was
important.”

o "Lovely receptionists. | should regularly see a nurse to check my blood pressure and
review my medication. The surgery kept telling me | had to buy my own blood
pressure monitor and do it myself but | don't feel confident doing it myself. They
ask me over and over whenever | call up. | do think the doctors themselves are
fabulous when you actually see them.”

e “They are really good and kind. They have been amazing with my son’s asthma. We
have seen the doctor many times.”

e “| called to book an appointment as I’ve had a cough for months. | booked an
appointment face to face. On the day | waited over an hour in the waiting room.
When | asked they said she was on the phone. | have now got to wait 2 weeks for an
x-ray. My daughter however was seen and referred very quickly when she was sick,
they were very good. | also think it’s a real shame you can’t see a GP at a weekend.”

e “| had a phone consultation then a face to face where the GP gave me exercises.
Nothing has changed, have to have another telephone appointment which I'm sure
will lead to another face to face then finally a referral. Such a long unnecessary
process.”

e “When | have called they have been really helpful. They sent my husband a text to
book in for his diabetic appointments. We are able to get our bloods taken at the
medical centre which is good. We had are flu jab here and it was all very easy.”

e “Iwent to see my GP as | had been suffering with constipation. He spoke to me and
suggested | buy something rather than being prescribed. | went to my local chemist
and explained and they helped me understand. A great service.”

e “l had been feeling unwell so | called my GP surgery. | was told | would receive a
phone call later the same day. About an hour later | was called up, and then visited
at home for a tolerance/allergy test. | have since been diagnosed with Celiac.”

e “lrang up the surgery to arrange an appointment for my wife. The receptionist was
quite rude and abrupt. Kept insisting that seeing the doctor face to face was fore
exceptional circumstances only, however she wouldn't listen to what | had to say.
This resulted in me taking my wife to A&E.”

e “Covid-19 and flu clinics well run and coordinated.”

e The person we spoke to said their mother had a fall, has mobility problems, and has
been ill for some time. The surgery has been really supportive and helpful over the
past 5 months, including several home visits for medication reviews, etc. and they
have found access to the care they needed for their mother very good. They had
heard from others and on social media that it’s hard to get to see a Doctor at the
moment, but their experience was that they got the care they needed. They also
commented on how well the COVID-19 and flu vaccination programme at the surgery
went, saying it was quick and efficient, and they were able to drive their mum to
the car park and staff gave the injections out on the car park.

e “All good no problems them assist with my medication which | have regularly and
collect from the chemist next door.”

e “Verygood.”

o “Great service, explained about the CATCH app.”
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¢ C(Called on the phone and was unhappy with how reception staff spoke - felt they were
rude and abrupt. Told the doctor was exceptionally busy and refused to listen to
caller’s information. This resulted in the caller taking his wife to Leighton Hospital
A&E.

o “l had been feeling unwell so called the GP. | was told | would get a phone call later
the same day in about an hour | was called and then invited in for a
tolerance/allergy test | was diagnosed as being celiac. A great service, thank you.”

e “Happy with service.”

e “Good standard of service.”

Hospitals
Comments were received from people on Leighton Hospital:

e “l need to attend the hospital every month for treatment. | need
to get there early and remain for four hours. The bus service is
poor as | need to get two buses in all types of weather and the same
back. We used to have community transport but that's ended due
to Covid.”

e “Audiology - They did very well treating my ear infection. Ophthalmology - | have
an appointment every week, they are very regular with this and tailor the
appointment around me.”

e “My husband is in need of a Urology appointment, his GP made a referral for him,
but we've had no communication from Leighton.”

e “Caring staff, been to several departments including for my heart over the last few
years, most recently seven months ago.”

e "Physiotherapy Booking Centre, Flat 50, ME Block is inaccessible to the public. So
difficult to locate and get to. | had to attend to give them a mobile phone number
as they failed to answer. Even hospital staff tried to call it but didn't get through.”

e “| recently attended the hospital to drop off a blood sample. | was only there 15
minutes, so | didn't need to pay. The staff were fabulous, thank you!”

e “lI went for an x-ray at Leighton Hospital a few weeks back and then today | went
this morning to The Royal in Stoke for my consultation about the x-ray, | walked
into the room and the consultant simply said they could do nothing because Leighton
had not sent the x-ray results over so | have to find a way to get all the way back
for another appointment when they've all sorted themselves out.”

e “They are absolutely amazing and | don't know where | would be without them.”

o “Very good!”

e “| recently attended the hospital to drop off a sample. | was only there for 15
minutes and so didn’t have to pay. The staff also at the bloods unit were fabulous.”

e “Great service though difficult to get to without a car. It costs me £16 each way to
get to hospital as my legs were bed. | couldn't get a taxi and we had no community
support who have in the past been a great help.”

e “Relative has been in hospital for about 7 weeks now and is starting to prepare for
home. The care on the whole has all been good with good plans and health
professionals put in place to work towards discharge including physiotherapists and
occupational therapists. Identified that the relative will also need care being put in
place for support at home, and both the hospital and GP have been helpful in
signposting to where to look for care. Visiting can be difficult as time slots are given

70



healthwatch healthwatch

Cheshire West Cheshire East

and this does not always fit in well when you juggle work alongside trying to visit
which means that sometimes you can't visit your relative, but understands cautions
around visiting due to Covid.”

e “| attend the hospital every month and as | don’t have a car, | get the buses or buses
as | need to get 2. | get there in the morning by 10am and I’m there till 2pm and
get 2 buses back. Why can’t there be a hospital bus as many people here would use
it and we used to a community transport before Covid.”

o “Not used for few vears.”

e Had first baby during lockdown. Lockdown created some positives and some
negatives but the care received and during labour with the Midwives was good. The
negative side of Covid was not having the usual antenatal classes, postnatal classes,
and not being able to have family round and attend mother and toddler groups. Feels
it may have made socialising with other babies more difficult as not done it before.
Also, would have liked more support with breastfeeding as wasn't confident when
left hospital and the baby did lose weight initially, but still breastfeeding 7 months
later and it’s going well. The positives are that you have more one to one time with
your baby and less distractions.

e Husband fell and injured wrist. Decided to wait until the morning to get it seen as
felt A&E would be very busy in the evening. Went early the next morning and did
have a few hours wait but found the services and care very good. Kept informed of
what was happening. Pleasant staff and given a wrist support rather than plaster
which was more comfortable and easy to wear. The radiography department were
helpful and professional, and let the wife into the x-ray room as she was a retired
radiographer, which she hadn't expected but appreciated. Expect to wait in A&E so
a few hours were no problem, and the care was good.

o Attended to A&E with wife long wait but pleased with service.

e The person | spoke to had been deaf since a child and was supported by a hearing
dog. Still had access to audiology services at Leighton in lockdown and chooses to
but hearing aid batteries herself which her son picks up for her.

Pharmacies
Comments on Pharmacies included:

e “Badly mannered staff who could see many people waiting in a queue,
they suddenly closed the chemist door for a break with no notice.”

o “Very helpful with good service.”

e “Having issues with my foot so came to the Healthwatch van. They
pointed me in the direction of the pharmacy and the pharmacy has told me to get
myself to A&GE.”

e “l booked an appointment on 119 and went in a few weeks ago. Whilst | waited a
man came in and asked for a vaccine as he thought it was a walk in. He was told
they had not had enough vaccine delivered so it was appointment only. This caused
a lot of upset and he refused to leave. It was very distressing to watch.”

e “They are fantastic and the pharmacist himself is wonderful. | have had my flu
vaccine there which was all good.”

e “Went into the walk-in clinic today to find they were only doing appointments as
they had not received the vaccines expected. | have been told to call at 5 to see
what they have spare.”
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e “It’s annoying it is not open at a weekend. But | had my flu jab there and that was
all okay. Their text service works well.”

o "We had our booster there and there was only a small queue. They send a text when
a prescription is ready which is good.”

e A person told us their mother was taking a variety of medication, and got in
contacted with her to say the pharmacy had not been delivering her medication. The
person contacted the pharmacy who were helpful, checked and confirmed that
medication was being given and advised her to check at the relative’s home. When
the person checked, their relative did have the medication in a cupboard but had
forgotten about it.

o “Very slow but get the job done eventually, they could do with some input of
enthusiasm.”

e “Badly mannered staff who during covid could clearly see people queuing outside.
The staff closed the shop for a break however without warning to those waiting.
Very unprofessional. Just talk to people as there were elderly people waiting and
who had been waiting for a while.”

e “Poor service during Covid.”

Care Homes
A comment was received from an individual about a local Care Home:

o “l have just visited my mother at the care home, it has been difficult
as her dementia worsens especially during covid. | know she is well
looked after and feels safe. The covid safety precautions are still in
place but totally understandable.”

Other services

Comments on other services related to a local community centre, podiatry,
mobile COVID-19 testing units, dentists, and patient transport.

e “Excellent. | heard | could be tested so | attended the mobile unit set
up in the council’s Westfields car park in Sandbach. It was such an easy
process; | was there for 10 minutes and the staff were so nice. Thank
you!”

e “My appointment was delayed for a year.”

e “The health system doesn’t do enough. | am HIV positive, positive for Hep B and
Diabetic. | have to get all my treatment for HIV and Hep B in Manchester. | have
looked for support in Sandbach and Macclesfield but there is none so | have finally
found some in Manchester and luckily my sister can take me.”

e “If | could give them 100% | would.”

e “l had my first 2 covid vaccines there and they were just wonderful.”

o “| go to Stoke hospital for dialysis once a week and | am always late. The ambulance
has to pick me up but they come from Wigan and Chester and sometimes arrive after
my appointment should have been. | can wait 2 hours in the hospital after treatment
when | feel awful before the ambulance comes for me. | also had to call 999 when |

72



healthwatch healthwatch

Cheshire West Cheshire East

fell very sick and they said they couldn't get to me, we had to call everyone we knew
to find someone to take me to the hospital.”

e “l have had 6 appointments cancelled for my broken tooth.”

e “We had our vaccines and everything was brilliant.”

e “l have recently had a baby and | was told about the Catch App; it is great and has
information | have found so useful. Great contact.”

e “| heard | could just drop in so | come today, the whole process is easy and very
efficient the staff are brilliant and | was there for about 10minutes. they explain
everything and so nice.”

General health and wellbeing/ self care
Comments on general health and wellbeing and/or self care included:

e “It can be hard and exhausting to juggle work, hospital visiting
and caring for a relative alongside work and daily life, so hard to
look after your own wellbeing sometimes.

e “I’m good, had my vaccinations and will have my flu jab son.”

e “The surgery has been brilliant after | had recently had a baby.” -

e Chatted about the benefits of joining social groups when you
could, especially in lockdown for physical and mental wellbeing to get out in the
fresh air, be active and see other young people. Enjoyed the kayaking activities as
part of the Oakhanger Project and attending groups such as today.

¢ Very glad to be back to community events such as today’s coffee morning and also a
local lunch club which she attends weekly as she lives alone and thinks social
interaction is really important to maintain your wellbeing.

¢ Would have liked access to more general information as a new Mum. A CATCH App
leaflet and card was given and explained by Healthwatch staff.

e A conversation on the whole table ensued about self-care, particularly with winter
approaching, including using pharmacies for advice for everyday coughs and colds,
etc. and all agreed it was important to do what you could to look after yourself and
keep as active and connected as possible with other people to help prevent social
isolation. People were really happy to be able to get together again at events like
this, to chat and get out and about and mentioned that on the whole their community
was really good and looked out for one another and offered help where necessary.

Signposting information about local services or groups
Information was provided by Healthwatch Cheshire staff on the following:

e “l'wasn’t aware of Healthwatch but watching the video and taking
the ledflet is great, I’m interested in the enter and view as my
mum is at Belong in Crewe.”

e Spoke regarding Healthwatch and the NHS App.

¢ The person had a good knowledge of accessing health services and
also local groups.

e CATCH App for general advice for parents with babies/children aged 0-5.

¢ The couple seemed well aware of their local services and social groups.

e Provided information on ICAS.
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e Signposted to Healthwatch Cheshire.
¢ Young mother group in Crewe.

COVID-19 vaccines and/or boosters
Conversations regarding COVID-19 vaccines and/or boosters included:

o “l had my booster at Alsager pharmacy.”

e “lI moved from Nigeria a month ago and am struggling to get
my vaccines, | don't have an NHS number yet.”

e “Keen to have flu jab and boosters. Having them at the same
time would be ideal but these will be given separately as the Covid - 19 boosters
didn't arrive in time to be given with the flu jabs. The surgery ran vaccination clinics
on the car park and these worked well and were easy to access.”

¢ Keen to have the flu jab and Covid boosters to protect herself and mum. This will be
organised via their local surgery. Flu jabs have already started.

e “Vaccination process at Ashfields was so easy plenty of notice via the phone and
great on the day.”

e “Glad to have received vaccine”.

e Had received both vaccinations and very happy with service

e Generally, people are happy with the level of service.

Access to services

Comments were also received from people regarding access to services
generally: e
e “No care for carers. My wife died of dementia and there was no

help at all.”

e “Having just moved to the UK | am struggling to understand the
healthcare process, | want to see a GP but it’s confusing. | filled out paperwork for
an NHS number but have had nothing back.”

e “| can't get an appointment at a dentist in the next 12 months.”

e “Have found access to services ok during lockdown including GP and pharmacy, but
different e.g. vaccinations on the car park.”

e “Found access to services since the birth of my son to be brilliant so many people
assisting.”

e Heard of NHS111 and would be happy to use this service. Does not mind having GP
telephone appointments. Had one during Covid and found it more relaxing being able
to explain things and talk to your Doctor from home, also far more convenient when
you live in a village as you don't have to travel. Would use local pharmacy for general
advice.

e Chatted generally about GP access and they recognised the need for telephone,
video appointments and didn't have a problem at all with these as they are
convenient and save travel. They did say that they would still like the option to
remain able to see a GP if they felt it was necessary.

e Worries with regards to people queuing for fuel preventing those who need petrol to
attend hospital.
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o “Testing staff are brilliant, so helpful and polite and took me through the process,
thank you.”

Transport
People told us about transport issues in terms of their health and care:

e Person said that transport can be difficult in rural areas, it takes 2 buses to get to
Leighton from Haslington, but has own transport and drives mum to appointments.

e “Can be challenging when you live in a rural area but this is a good community that
tends to support one another, though said it could be difficult for people who are
isolated and don't attend community groups.”
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Healthwatch Cheshire continues to provide up to date information to
partners and publish reports on our websites. You can read our reports
on what people across Cheshire have told us about their experiences by
visiting our website:

www. healthwatchcheshire.org.uk

You can contact us on:

e Tel: 0300 323 0006
e Email: info@healthwatchcheshire.org.uk
e Facebook and Twitter: @HealthwatchCW and @HealthwatchCE

e Post: Healthwatch Cheshire CIC, Sension House, Denton Drive,
Northwich, Cheshire, CW9 7LU
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