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Introduction

What is Healthwatch?

Healthwatch Cheshire is the local independent consumer champion for health and care services, forming part of
the national network of local Healthwatch across England. As part of our core activity, we seek the views and
experiences of residents of Cheshire East and Cheshire West and Chester, to help inform how health, care and
wellbeing services are planned and delivered. The information we gather is then analysed so we can identify and
act upon trends, presenting our findings to decision makers to improve the services people use. We also share
local people’s views with Healthwatch England who strive to ensure that the government put people at the heart

of care nationally.

What is A&E Watch?

A&E Watch is designed to gain a snapshot view of the Accident and Emergency (A&E) departments at specific
hospitals. Healthwatch Cheshire undertake A&E Watch periodically to understand why people came to A&E,
whether people had accessed other services prior to coming and their overall experiences. The purpose of A&E
Watch is to explore themes emerging from comments made and feed back to help improve services in the

future.
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A&E Watch Macclesfield - November 2024

A&E Watch is part of Healthwatch Cheshire’s annual
programme of work, visiting A&E services across Cheshire East
and Cheshire West and Chester. The visits took place to
investigate how people’s experiences of A&E have changed

from last year.

Alongside the wealth of data gathered by NHS Trusts,
A&E Watch provides additional rich and detailed information of

the experiences of people attending.

This report can be read in conjunction with our Macclesfield
A&E Enter and View Report which can be found at:

https://healthwatchcheshireeast.org.uk/what-we-do/our-

reports[



https://healthwatchcheshireeast.org.uk/what-we-do/our-reports/
https://healthwatchcheshireeast.org.uk/what-we-do/our-reports/
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When was A&E Watch?

The A&E Watch was conducted on a number of different days and sessions to capture the experiences of people
visiting the department during a range of times.

» Thursday 28 November 2024 17:00 — 20:00
« Saturday 30 November 2024 12:00 - 15:00
« Monday 2 December 2024 09:00 —12:00
Our approach

Building on our established relationships with health partners, Healthwatch Cheshire made contact with the key
individuals who manage the A&E department. We made the necessary arrangements to conduct our A&E Watch,
taking into consideration the busy workload of staff. Staff were aware of our visit upon arrival, Healthwatch team
members felt welcomed and staff were friendly and helpful.

Eight members of the Healthwatch Cheshire team, including three volunteers held conversations and completed
surveys with individuals whilst they were waiting to be seen. Survey results were then analysed to produce this
report.
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Who will this report be shared with?

The following report has been produced based on the responses from the 54 people who completed our survey.

A copy of the final report will be published on our Healthwatch Cheshire East website and sent to the below with
the recommendation that the information is used to provide intelligence for the planning of Accident and
Emergency services at Macclesfield Hospital and across the Health and Care System.

+ East Cheshire Hospitals NHS Foundation Trust

* Cheshire East Health and Care Partnership Board
«  North West Ambulance Service (NWAS)

« NHSTI

* Cheshire East Council Scrutiny Committee

+  Chair of the Health and Welllbeing Board

* Healthwatch England
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Summary of findings

The findings are based on analysis of the results of 54 survey responses Healthwatch representatives gathered
during their time at Macclesfield A&E.

Why people told us they attended A&E rather than other services

+ 65% of respondents had spoken to someone else before attending A&E. The majority had been advised to
attend by 111, their GP Practice or 999, similar to last year’s results.

+ 83% had spoken to someone for advice or treatment the same day as attending A&E and 11% the day before.
Other respondents had spoken to someone 2-7 days previously and some had accessed numerous services
before attending. Similar to last year’s results.

- Over half (67%) had been advised to go to A&E, compared to 74% last year. 19% sent for an ambulance
compared to 6% last year.

+ Of respondents who had chosen not to speak to anyone prior to attending A&E, 72% assumed A&E would be
the best place to be treated or felt it was too urgent to go elsewhere. This compares to 49% last year when
more had been advised to come by a medical professional.

 The majority 83% (45) were brought to A&E by a friend or relative or drove themselves. This is comparable to
last year (84%).
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People’s experiences of attending A&E

The maijority of people 83% (10) who came by ambulance were waiting less than 2 hours for it to arrive. Last
year all waited less than 2 hours. Of the 8 people who responded, all rated the care they received as
excellent. An improvement from 75% last year.

The maijority, 63% (31) of those waiting at A&E had been kept regularly up to date on waiting times.
A similar result to last year — 67% (37).

98% (51) of those who responded said they felt they had been treated with dignity and respect. This is similar
to last year, 97% (56).

The maijority of respondents 92% (49) thought the service they received in A&E was good or excellent.
This is an increase from 79% (78) last year. Positive themes included staff, facilities and short wait times.
Negative themes included long wait times, facilities and communication.

Over half of respondents had been to A&E in the last 12 months 56% (30), most had been once (48%, 14) and
5 had been more than 5 times. This is similar to last year, when 50% had been once and 3 more than 5 times.

Attendees were predominantly White British (94%) and Heterosexual (98%) with slightly more female than
male (54% versus 46%). Age demographics varied across the range with most being in the 25-49 and 65-79
categories.
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Survey results
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1) Before coming to A&E today, did you try speaking to anyone else, or try to go somewhere
else for advice or treatment?

Answered: 49

65% (32) of
respondents had
spoken to
someone else
before attending
A&E.

Compared to 70%
last year.
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2) If yes, who/where? (Please tick all that apply)
Answered: 37

NHS 111 Online I 2.70% Community Nurse I 2.70%

Walk<in centre | 0.00% GP Practice - Receptionist 5.41%

Pharmacy | 0.00% GP Practice - Nurse Practitioner  0.00%

. . . GP Practice - Practice Nurse | 0.00%
Minor Injuries Unit = 0.00%

111, 38% (14), GP Practice, 38% (14) and GF Practice - EConsul I 270%

999, 14% (5) were the most pOpU|GI’ Other (please specify):and add any additional _ 21.62%
places patients had gone for advice information here '
before attending A&E — the same top
three as last year.
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Other (please specify)
Answered: 7

“GP sent me to SDEC.”

“Private hospital.”

“Called private hospital.”

“Congleton War Memorial Hospital referred to SDEC.”
“Buxton hospital.”

“Paramedic from the GP Practice.”

“Called via The Christies hotline.”
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3) When?
Answered: 36

83% (30) of
respondents spoke
to someone the
38.89% same day they
attended A&E.

44.44%

This morning

This afternoon

This evening | 0.00% This compares to

78% last year.

Yesterday

1-3 days ago 2.78%

3-7 days ago I 2.78%

More than 7 days ago  0.00%
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Additional comments

Answered: 13
Advised by GP
“My GP said | needed to go to A&E - only an hour ago so we came straight here.”
“The GP sent me to SDEC on Friday. They did my bloods etc, but they couldn't scan me then. | was told to go
home then they would let me know when they could provide the scan. | had a call this morning, came straight
in and have already had a scan.”
'I spoke to my GP Practice and they sent the paramedic to see me. They came then called for an ambulance
for me.”
Advised by 111
“Called 111 at 1545 this afternoon - now 1800.”
“It's an accidental medicine overdose. They (111) asked questions then phoned me back and advised me to
come to A&E as my child was lethargic and not answering and responding to me.”
“Really good 111 service.”

“They were very quick to answer.”
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Additional comments
Answered: 13
General
“GP prescribed antibiotics three days ago due to a water infection, however still in pain.”
“Thought it was a heart attack. Pain in arms, fever, feeling sick.”
“Eye injury.”
‘This afternoon and yesterday afternoon. Been in and out for 4 months - yesterday given an inhaler by the GP.
Breathing still fast and ‘sucky in under ribs?’ May need steroids.”

“Chest infection in 1 year old.”
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4) What was the outcome?
Answered: 36

Couldn't speak with anyone l 2.78%

Appointment given - but felt too long to wait  0.00% 67% (24) of respondents had
been advised to go to A&E,

which compared to 74% last
year.

Advised to attend A&E

No appointments available for treatment I 2.78%

19% (7) had an ambulance
sent for, which compared to
6% last year.

An ambulance was sent for 19.44%

Other (please specify): . 8.33%
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Anything else you’d like to add?

Answered: 9

Contacted GP

“They called up (the GP) at lunchtime as | was in so much pain. | was told an appointment could be made for
the following Wednesday, or to call back at 8:00 the next day. They didn't feel they could wait, or risk not
getting an appointment the following day and so we came to A&E.”

“I spoke to the GP Practice this morning as | was concerned as my mum had had a fall on Tuesday and was
worried she was concussed. The receptionist said they didn't have anything available for today and to try
online tomorrow. | called 111 and was on the phone for about an hour. They were very thorough and said they
would contact our GP. The GP then called us and advised us to come to A&E for a scan.”

Contacted 111

“The 111 service was great. They offered to get an ambulance for me, but it was quicker to come myself.

I usually go to Leighton as I live in Cheshire West, but | was at work and here is closest.”

“Used the online service to contact the GP this morning. Heard nothing back so decide to call 111 an hour or so
later. 111 advised me to call my GP. Spoke to the GP on the phone at 2.30pm who advised us to come to A&E.”
“Advised to attend A&E.”
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Anything else you’d like to add?

Answered: 9

Previously been in hospital

“Went into Congleton War Memorial Hospital for routine catheter appointment at 14:30. They couldn't sort it,
despite using an assistant as well, so called a taxi to be transported to Macclesfield A&E. Taxi took a while so
got to A&E at 16:00.”

“Was in hospital last week - breathing and absence seizure.

General

“Took 7 mins for the ambulance to arrive.”

“Still in pain from Thursday, so have come straight here as I'm worried it's more than a water infection.”
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5) If you were told to attend A&E, were you advised that A&E would know you were coming?

Answered: 28

Yes and they were expecting me when |
arrived

Yes but they were not expecting me when |
arrived

No

Don't know

3.57%

7.14%

42.86%

Half (50%) of the
people who were told
to attend A&E were
advised that A&E
would know they were
coming.

For the majority (46%)
this was the case.

This is up from last
year when 23% were
advised A&E would be
expecting them.




healthwatch healthwatch

Cheshire West Cheshire East

Additional comments
Answered: 12

“I was told by the GP to come. When | arrived, | had to go through everything again.”
“They knew on reception and the nurse saw me quickly.”

“The paramedic rang the doctor for advice.”

“The GP rang the hospital to know if there was capacity then wrote a letter to take to the hospital.”
“I1l checked that there was availability - either in Macclesfield or Wythenshawe.”
“The GP phoned the hospital before we came.”

“I was impressed that they were expecting me.”

“The GP had informed them.”

“l was sent in with a letter from my GP, but they weren't aware | was coming.”

“I was told by Congleton War Memorial Hospital to come.”

“Had to answer some questions but they did seem to know we were coming.”

“I just answered a few questions at the desk and then went straight through to the waiting room.”
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6) If you didn’t try going anywhere else instead of A&E, why not? (Please tick all that apply)

Answered: 31

Because it's convenient | 0.00%

Of the 31 who responded,
I looked up my symptoms on the internetand | 5 599, 22 (72%) felt it was too
felt I should come urgent or assumed A&E
A friend or family member thought I should | ; 504 would be the best place
come tocome.
| didn't think | would be able to get an 6.45% This compares to 49% last
appointment with my GP ’ year when more had
| was previously advised to come to A&E by a 16.13% been qdwsed to c?me by
medical professional ' a medical profess!onal
(29% versus 16% this year).
| suspected | needed a scan/x ray - 9.68%
| assumed A&E was the best place to be 9.68%
treated for my symptoms '
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Why was this the case? Could you tell us a bit more?
Answered: 17
Advised to come by medical professional
“I was told to come by 111.”
“Phoned NHS 111 who advised to come.”
“We had seen the GP last week and they told us to come if the situation got worse.”
Limited alternatives at weekend
“It's a Saturday, the GP practice was closed.”
“I went to see the GP 2 days ago, and | did not get better. Today it's a weekend so | preferred to come to
A&E.”
General
“My GP hasn't been very nice.”
“I have breathing difficulties and other ongoing issues.”
“l was admitted last Friday then discharged but still not feeling right. Think | was discharged too early.”
“I have fixed appointments every 6 weeks at the SDEC.”
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Why was this the case? Could you tell us a bit more?
Answered: 17
“Came to A&E about a hernia emergency.”
“I injured my foot and cannot weight bear. It happened playing sport last night - I've been awake all
night, so came this morning.”
“Been unable to sleep. Been unwell since Sunday and got worse during the night.”
“I thought the GP would refer me so may as well come here.”

“| feel worse.”

GP told them to attend once he'd seen the child.
The child had a fall at nursery school, hit their head on the floor and was unconscious. Two staff members
from the nursery brought him in their car.

During a construction project, the patient hit himself on the floor and has been bleeding.
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7) How did you travel here today?

Answered: b4

The maijority, 83%
Ambulance/Paramedic - 14.81% (45) were brought
to A&E by a friend or
themselves. This is
Somebody else drove me (i.e. friend/family _ 44.44% comparable to last
member) year (84%).

Called an ambulance but then found my own 0.00%
wayto A&E

Public transport | 0.00%

Taxi 1.85%

Patient transport | 0.00%

Walked  0.00%
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7) Anything else you’d like to add?
Answered: 10
Car parking
“I found parking very easy.”
“I managed to find car parking easily.”
“Plenty of parking; | have a disabled badge.”

“Parking was very difficult.”

General

“My husband drove me.”

“NHS paid for a taxi there and back.”

“My wife travelled in the ambulance too.”
“The staff from day nursery brought us.”

“The ambulance waiting period was 4 hours.”

“Triaged quickly, blood test, ECG, X Ray and CT scan. Now have a 4 hour wait.”
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8) If you came to A&E after ringing NHS 999, how long did you wait for an ambulance?

Answered: 12

The majority of
people (83%, 10)
who came by
ambulance were
25.00% waiting less than 2
hours for it to
arrive. Last year all
waited less than 2
hours.

Less than 30 minutes 33.33%

30 minutes - 1 hour

1-2 hours 25.00%

2-3 hours  0.00%

3-4 hours 8.33%

4-8 hours 8.33%

More than 8 hours | 0.00%
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7) Anything else you’d like to add?

Answered: 6
“7 minutes.”
“Initially they said it would be a 4.5 hour wait - then they called back to see how | was, and they said it
would be with me in less than an hour - which it was. It arrived at 7.30.”
“Not sure - my wife called the ambulance when | was asleep. | woke up to the ambulance men there.”
“They were very quick - about 15 minutes.”
“It was 1.5 hours - they explained it would be that long.”

“It was quick - 35 minutes.”
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9) If you came by ambulance, how would you rate the care you received (1 being poor
and 5 being excellent)?

Answered: 8

Of the 8 people who
responded, all rated
the care they
received as
excellent.

An improvement
from 75% last year
(based on 4
responses).

®1 ©®2 3 @414 5
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9) Anything else you'd like to add?
Answered: 6
“The staff were lovely.”
“They were brilliant and looked after me.”
“They handled me very well. They needed to put me in a chair to bring me downstairs. They managed
very well.”
“They gave me pain relief. | can't fault them.”

“The ambulance was brand new. The crew were fantastic.”

The patient said the paramedics were excellent in both treatment of patient and spouse.
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10) Whilstin A&E, are you being/have you been kept regularly informed about waiting times
or delays?

Answered: 49 —
The majority, 63%

(31) of those
waiting at A&E had
been kept
regularly up to
date on waiting
times.

A similar result to
lastyear — 67%

(37).

@®Yes @ No
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If yes, how?
Answered: 36

Via the tannoy

“Tannoy announcement.”

“Tannoy announcement. Triage took 10 mins.”

“Via the tannoy.”

“Arrived at 14:40 and seen straight away for bloods and urine. General tannoy announcements since then.”
“Announcement over tannoy regarding wait times. Triaged quickly.”

“Announcement over tannoy told us.”

“Tannoy.”

“I have been informed through a tannoy system. It's helpful to know how long things are taking. It's been quick
- | was only here 15 minutes before my bloods were taken.”

On the board

“Via the board.”

“They have been updating the white board in the wait room.”

“Through the whiteboard - they have just updated the wait time. Waiting time currently 2-3 hours.”
“Saw the board. Been here an hour.”

“Written on the board, the waiting time is up to 6hrs.”

“Written on the board.”

“It was written on the board when we arrived, the waiting time 9 hrs at 7am, and now at 12 it's 5 hrs. I'm
waiting for blood results and see the Doctor.”
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If yes, how?
Answered: 36

Just arrived at A&E

“Not applicable as seen pretty much straight away.”

“Treated very quickly once arrived. Had blood test and ECG.”

“They just said they would see me as soon as they can. I've not been here long so that's OK.”
“Not been here that long.”

“Not been here long.”

Not informed

“No, not really. Told when first came in but not since.”

“There is not a board to tell you how long.”

“Was seen initially within 5 mins but then waited 45 for a doctor. There is no board telling you the wait times.
Was told by receptionist and triage nurse that it would be a long wait, but | was triaged as soon as | arrived.”

Staff informed me

“Waited 3 hours — they said 1 hour wait time when | arrived.”

“The nurse attended and informed me about everything there is to know.”

“Been told approx. one hour wait. Been told it's quiet.”

“The triage nurse informed me.”

“Yes - when | had my obs done | was told it's approx 3 hrs.”

“I have been triaged very quickly - within 10 minutes - told need to see the doctor, but not told how long the
wait is.”
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If yes, how?
Answered: 35

General

“Not been triaged yet. Incident happened at 4:20pm. Arrived at A&E at 6:15pm.”
“Been no delays - much better since the children dedicated A&E.”

“Yes, but a bit hit and miss.”

“To some extent - | know I'll be here for 3/4 days.”

“I've been seen very quickly. | was sent straight into a room. It was very good.”
“I've been here for 3.5 hours.”

The patient was initially seen very quickly — ECT and an hour later sent to ‘fit to sit’ area. They were going to
give her a bed at 2am, but she’s still at ‘fit to sit’ area. Not seen the doctor yet.
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11) Whilst in A&E, are you being/have you been kept up to date regarding your treatment and
care?

Answered: 47

The maijority, 79%
(37) of those
waiting at A&E had
been kept up to
date regarding
their treatment
and care. This is
slightly up from
last year — 70%
(38).

®ves O No
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Additional comments from those who answered ‘yes’ to previous question:

Answered: 26

Waiting for the doctor

“Only that we are to wait for next steps, to see Doctor.”

“Told awaiting Paediatric Doctor to come to see her.”

“Been triaged - had Nurofen to bring down my temperature. Waiting to see a doctor then will be able to go
home.”

“Just waiting to see if the doctor admits me or not.”

“I've been triaged and I'm just waiting to see the doctor.”

“I had a scan and am just waiting for the doctor.”

“Think I'm just waiting for the doctor to see me.”

“I'm waiting to see the doctor — it's quite a specialist case.”

“Yes, I've had my obs done and an ECG, now awaiting the doctor.”

‘We arrived at 6am, saw doctor at 9.30am. Now waiting for the doctor to speak with another hospital so don't
know how long it will be.”

Waiting for a bed

“I'm just waiting for a bed now.”

“The triage nurse cannulated me quickly to speed things up and bloods were taken straight away. The doctor
came 30 minutes ago and have given me anti sickness fluids. 'm going to be admitted - just waiting for a
bed.”
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Additional comments from those who answered ‘yes’ to previous question:

Answered: 26

Waiting for an x ray/scan/results

“I've had a chest x ray and am waiting for the results. | didn't know | was having an x ray - someone just came
to get me. Would have been good to have been told before.”

“Seen the nurse; waiting for results. Not been told how long.”

“Seen the nurse, now waiting for an x-ray.”

“I've had the scan and am just waiting for the results.”

“Now seen the doctor and told | need a chest x-ray.”

General

“Only been triaged so far. Given Calpol and told to sit back down and wait.”

“Not sure waiting for what now.”

“Been keeping him (my son) under observation. Allowed to go home but given open access to children’s
ward if needed.”

“I've had an x-ray and been given paracetamol. I've asked 4 times for more as I'm due for some, but they've
just been given to me now, 1.5 hours after | was due.”

“Been seen by a nurse practitioner who explained everything.”

“I've not been here that long - | just know I'm waiting to be seen.”

“I've already had a sandwich and cup of tea!”

“I was seen in a private consultation room.”

“Not spoken to anyone since 5am (12 hours ago).”
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12) Do you feel you have been treated with dignity and respect during your time at A&E?

Answered: 52

98% (51)of those
who responded
said they felt they
had been treated
with dignity and
respect. Thisis
similar to last
year, 97% (56).

® vYes ©® No O sometimes @ Don't know
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Please explain your answer in more detail:

Answered: 8

“This time triage staff were lovely, as was bloods person.”

“All been very good.”

“No issues.”

“Taken into separate room for consultations.”

“Taken into room for triage. Good changing facilities for young children.”
“l was seen in a private cubicle/room.”

“Always spoken to in private.”

Response from the respondent that answered ‘sometimes’
“In the ‘fit to sit’ area, you can hear everyone else and visualise their consultations. A room is needed not just
curtains.”
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13) Do you feel your privacy has been maintained as much as possible during your time at
A&E?

Answered: 53

The maijority
98%(525 of people
said their privacy
had been
maintained as
much as possible.
This is similar to
last year, 91% (52).

® vYes ©® No O sometimes @ Don't know
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Additional comments:
Answered: 10

“Nice person on reception, and only us there so private.”

“Went into separate room for care.”

“Always felt very safe here and been asked privately if everything is okay.”

“Taken into separate rooms for consultation.”

“Taken into private room for a chat.”

“We were taken into a private room for the consultation.”

“Taken into the private room for discussion.”

“Separate consultation room.”

“Everyone in this area can hear what the doctors/nurses are discussing with you.”

The patient explained that it had been maintained as much as is possible for everyone when giving details
in an open space.
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14) How would you rate the service you have received so far in A&E (1 being poor and 5
being excellent)?

Answered: 53

; I 1 89% The maijority of

respondents 92%
(49) thought the
service they
received in A&E
was good or

excellent.
5.66% o o o
This is an increase

from 79% (78) last

edar.

5 67.92%

2 0.00%

(95 ]

0% 10% 20% 30% 40% 50% 60% 70%
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15) How have you found your experience in A&E? Positives

Answered: 43

Staff

“The doctor has been good.”

“Found the staff very friendly and approachable. Great distractions (toys/interactive toys).”
“The staff have been brilliant.”

“Staff have been great.”

“The girl who took my blood was really nice.”

“Good staft.”

“Nice staff, plenty of explanations of what they need to do.”

“The staff has been very nice.”

“Staff, good care.”

"X ray - staff were excellent. Reception were superb - | felt they understood the situation.”

“Nurse was great. I'm fearful of hospitals - she even took the tubes and things out of the room when | was seeing
her to help me.”

“The staff have been brilliant.”
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15) How have you found your experience in A&E? Positives
Answered: 43

“I would give it a 10 if | could. They have all been brilliant. People have been amazing — it’s been a real education
and very positive.”

“The staff have been brilliant. 'm in a nice bay that's very comfortable and private.”
“Staff are very good, and the cleanliness.”

“All staff are good and nicely treated us, plenty of refreshment (coffee and tea) and cleanliness "
“Staff been lovely.”

“Food and the staff. I've had great care since I've been here.”

“Doctor was fine - | have confidence in them.”

“Staff have been very good.”

“Excellent staff, helpful.”

Facilities

“Amenities/area/sensory toys are fantastic.”

“Brought refreshments for patients.”

“Got fed. Children A&E are much better. Good facilities for children.”
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15) How have you found your experience in A&E? Positives

Answered: 43

“Good distractions such as TV and interactive play for the children.”

Seen quickly

“Very quickly seen. Always found staff very helpful and treatment great.”

“Quick and look after me always.”

“Seen quickly, very smooth service. It doesn't feel busy - | understand they have to prioritise.”
“Seen really quickly. The staff have been very good. I've been positively surprised.”

“Seen quickly by triage nurse.”

“Speed at being seen.”

“The service has been quick and the staff have been lovely. They've found out what's wrong with me too.”
“Triaged very quickly.”

“I've been seen very quickly”

“Quick and smooth process.”
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15) How have you found your experience in A&E? Positives
Answered: 43

Communication

“Got a cup of tea (from spouse). Nurse explained what was going to happen.”

“They keep you informed.”

General

“It's been really good. The problems in NHS are from the government, it's the government's fault. They are
underfunded - Health Service has been trampled on".”

“So far, can't fault it.”

“They are doing what they can in their capacity.”
“Pain relief given quickly.”

“I found the service better than what | thought.”

“They have given me pain killers when necessary.”
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16) How have you found your experience in A&E? Negatives

Answered: 23
Waiting times

“Long wait time.”

“Waiting times.”

“Been waiting for 3 hours since triage.”

“I suppose the wait times, but | expected it to be longer.”
“There is a very long delay.”

“Waiting 2 hours for blood test results.”

“Long waiting time.”

“Waiting times.”

It's boring as it's a long wait. Had to ask staff to put the TV on.”
Communication

“The communication between departments little bit slow that caused delay in service.”

“It would be good to know where you are up to. 'm scared to move in case | get called and I'm not here.”
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16) How have you found your experience in A&E? Negatives
Answered: 23

Facilities/Parking

“No vending machine in children’s A&E.”

“Not really. They could do with a cold water dispenser.” (Pointed out the trolley with water on it - she hadn't been
told about it and hadn't noticed).

“The vending machine not working.”

“Need more than two private rooms in paediatric department.”
“Parking; waiting times.”

“Parking.”

“TV not working for children.”

“Waiting area is very small and crowded with children and parents. Needed to lie down and not much room to do
this.”
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16) How have you found your experience in A&E? Negatives
Answered: 23

General

“No negatives from today at all. My wife was in 9 months ago and was sitting in a chair for 17 hours. Not so
good then but great experience today.”

“Its clear people are busy. You can tell the nurses are working hard and can sometimes feel the stress. It's not
them, it’s the situation. | have also heard laughter which is nice.”

Summary of patient experience from Healthwatch representative:

Waiting a long time. They explained that their score of 3 reflected that there had been good people, but also ‘in
the current circumstances, what more can you expect? The circumstances they referred to was their view on
the current funding of the NHS and pressures. We discussed that there had not been an offer of any drinks, hot
or cold, and no food offer. They had been waiting from 1:30, and it was now 6:15. As Healthwatch were leaving
the area at 6:20 we saw that the drinks trolley was moving around the waiting area offering hot drinks. The
couple had had a visit from a relative who was attending an appointment in another part of the hospital who
had brought them food and drink. Also noted that they hadn't been told that the drinks station in the area was
there for them to help themselves to - they weren't sure if it had to be offered to people by staff members. They
were then called away as they were told that they should have had a cannula, and that this had been missed.
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17) Have you used A&E in the past 12 months and if so, how many times?

Answered: 54 Answered: 29

48.28%

—

Over half of
2 e respondents had
been to A&E in the
last 12 months 56%
3 10.34% (30), most had

been once (48%,
14) and 5 had been
more than 5 times.
6.90% This is similar to
lastyear, when
50% had been

- 17.24% once and 3 more
® No than 5 times.

I
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18) Which GP Practice are you registered with?
Answered: 46

Alderley Edge Medical Centre x 4 St. Andrews House Medical Centre, Stalybridge

Biddulph Valley Surgery, Stoke x 2 Stewart Medical Centre, Buxton

Bollington Medical Centre x 3 The Village Surgery — Wolstanton, Newcastle under Lyme
Broken Cross Surgery Wilmslow Health Centre x 2

Chelford Surgery x 2

Cumberland House Surgery x 8
Handforth Health Centre

Holmes Chapel Health Centre x 2
Kenmore Medical Centre
Knutsford Medical Practice
Lawton House Surgery
Manchester Road Medical Centre
Meadowside Medical Centre x 4
Middlewich Road Surgery x 3

Park Lane Medical Centre x 4
Readesmoor Medical Group Practice x 7
South Park Surgery x 2
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Appendix -
Demographics of
survey respondents
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19) What is your postcode?
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20) Age
Answered: 54

Under 16 (completed with approval from
parent/guardian)

16-17
18-24
25-49
50-64
6579

80+

Rather not say

I 1.85%

0.00%

I 1.85%

11.11%

0.00%

14.81%

25.93%

healthwatch

Cheshire East

44.44%
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21) Gender

Answered: 52

@ Woman (including trans woman) @ Man (including trans man) @ Non-binary
@ Transsexual Transgender @ Rather not say
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22) Do you consider yourself to be a carer?

Answered: 52

® ves ©® No



healthwatch healthwatch

Cheshire West Cheshire East

23) Ethnicity

Answered: 52

Irish  0.00%

Other  0.00%

Indian I 1.92%

Pakistani 1.92%

African I 1.92%
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24) Do you consider yourself to have a disability/long term health condition?
Answered: 52

Of the 5 who answered
yes, conditions

included:
Yes 32.69% e Cancer
« Autism

+ Asthma

+ Angina and
Hypertension

* Knee replacement

No 67.31%
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25) What sexual orientation do you identify with?

Answered: bl

Bisexual I 1.92%

Gay 0.00%
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26) Time and date completed

Answered: 53

Thursday 28th November 17.00 > 20.00 43.40%

Saturday 30th November 12.00 > 15.00 m 18.87%

Monday 2nd December 09.00 > 12.00

37.74%
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Healthwatch Cheshire Feedback Centre can be
found at:;

= www.healthwatchcheshire.org.uk

Or contactus on:

@0300 323 0006

Email: info@healthwatchcheshire.org.uk

gd @HealthwatchCE and @healthwatchce.bsky.social

Healthwatch Cheshire CIC, Sension House, Denton Drive,
Northwich, Cheshire, CW9 7LU

Company No 7791174 Registered in England
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