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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. 



A&E Watch Leighton – 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 Leighton Hospital 

A&E Enter and View Report and our Same Day Emergency Centre 

Report, which can be found at:

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

Macclesfield Hospital, 19th July 2021

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


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 - some that would be anticipated as busy times and others 
potentially quieter periods. 

• Thursday 5 December 2024  17:00 – 20:00 
• Saturday 7 December 2024   12:00 – 15:00 
• Monday 9 December 2024    09:00 – 12:00 

Our approach
Building on our established relationships with health partners, Healthwatch Cheshire contacted the key individuals 
who manage the A&E department. We made the necessary arrangements with senior staff members to conduct 
our A&E Watch, taking into consideration the busy workload of front-line staff. 

When we arrived each day staff had not been informed of our visit. 

Nine members of the Healthwatch Cheshire team including two volunteers, held conversations and completed 
surveys with individuals whilst they were waiting to be seen. Survey results were then analysed to produce this 
report. 



Who will this report be shared with?

The following report has been produced based on the responses from the 60 people who completed our survey. 

A copy of the final report will be published on our websites and sent to the below with the recommendation that 
the information is used to provide intelligence for the planning of A&E services at Leighton Hospital. 

• Mid Cheshire Hospitals NHS Foundation Trust

• Cheshire East Health and Care Partnership Board

• Cheshire West Health and Care Partnership Committee

• North West Ambulance Service (NWAS)

• NHS 111

• Cheshire East Council

• Cheshire West and Chester Council

• Cheshire and Merseyside Integrated Care Board

• Chair of the Health and Welllbeing Board

• Healthwatch England 



Summary of findings
The findings are based on observations from Healthwatch Cheshire staff and analysis of the results of the 60 survey 
responses. 
Results are compared throughout the report to our last Leighton A&E Watch, which took place on Tuesday 20, 
Wednesday 21, Saturday 24, Sunday 25 and Monday 26 September 2023. 

Why people told us they attended A&E
• 68% of all respondents had spoken to someone else before attending A&E – 8% more than last year. The 

majority had been advised to attend by their GP Practice, 111 or 999. Last year 111 was the primary referrer 
compared to GP Practice on this occasion. 

• 84% had spoken to someone for advice or treatment the same day as attending A&E and 13% the day before. 
This compares to 61% and 29% respectively last year. Other respondents had spoken to someone 2-7 days 
previously or had accessed numerous services before attending. 

• 69% of those who had spoken to someone, had been advised to go to A&E and 29% were sent an ambulance. 
This compares to 66% and 28% respectively last year. 

• Of respondents who had chosen not to speak to anyone prior to attending A&E, 44% felt the matter was too 
urgent to access another service and 36% had previously been told to attend A&E by a medical professional. 
This compares to 61% and 18% respectively last year. 



• Over half (58%) of the respondents had others drive them to A&E with the most popular other mode of transport 
being ambulance (28%). This compares to 57% and 30% respectively last year. 

People’s experiences of attending A&E
• Of those that arrived by ambulance, 89% said the ambulance arrived within two hours compared to 95% last 

year. 

• Of those who came by ambulance, 94% rated it 5 out of 5 for service (5 being excellent) compared to 79% last 
year. Nobody rated it less than 3 out of 5. 

• Over half (54%) said they hadn’t been kept informed of their wait time whilst in A&E, compared to 70% last year.

•  66% felt they had been kept informed of their treatment and care, compared to 58% last year. 

• 91% agreed that they had been treated with dignity and respect and 83% agreed their privacy had been 
maintained, the same as last year. 

• 75% rated the service they had received in A&E a 4 or 5 out of 5,  compared to 71% last year. 



• 53% hadn’t used A&E before in the past 12 months, compared to 48% last year. Of those who had, 51% had 
visited A&E over 3 times in the past 12 months, compared to 26% last year. 

• Positive themes were: Staff (majority of comments), being seen quickly and communication. These were 
similar themes to last year – environment was featured last year. 

• Negative themes were: Waiting times, communication, facilities and corridor care. Last year’s themes were 
similar but with more negative comments on system pressures. 

• Attendees were predominantly White British (76%) or Indian (10%) and Heterosexual (98%) with more female 
than male (63% versus 37%). Age demographics varied across the range with 56% being between 25-64. 



Survey results 



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: 56

68% (38) of 
respondents had 
spoken to 
someone else 
before attending 
A&E. 

Compared to 60% 
(63) last year. 

32% 

68% 



Answered: 44 GP Practice (50%), 
111 (28%) and 999 
(16%) were the most 
popular places 
patients had gone 
for advice before 
attending A&E. 

Compared to 111 
(42%), GP Practice 
(34%) and 999 (19%) 
last year. 

2) If yes, who/where? (Please tick all that apply)



2) Other (please specify) 
Answered: 4

“Private Clinic.”

“Health Visitor.”

“Social prescriber” x 2

“Physiotherapist & Macclesfield hospital.”



3) When? 
Answered: 45

84%(38) spoke to 
someone the 
same day they 
attended A&E. 13% 
(6) had spoken to 
someone the 
previous day. 

Compared to 61% 
and 29% 
respectively last 
year. 



3) Anything else you’d like to tell us about this? 
Answered: 19

Contacted/referred by GP Practice 
“Tried to get a GP appointment twice but no luck.”

“My GP referred me to A&E.”

“I rang the GP this morning (I have POTS). They told me to come here. I came and then went straight through 

for an ECG, following which they told me it was a 12 our wait to see a doctor so I discharged myself.  I spoke 

with my doctor again who has sent me back for urgent bloods.”

“I called the GP, but it was closed this afternoon. I started to go through to out of hours, but my symptoms 

got worse, and work called an ambulance.”

“I had a call from the social prescriber about my diet and constipation, and I was sent here for intravenous 

antibiotics.”

“I was at the GP when I took a turn for the worse.”

“GP referred me straight to SDEC - been here 5 hours, it is ridiculously hot.”

“4pm was at the GP surgery -  they referred me straight to SDEC.”



3) Anything else you’d like to tell us about this? 
Answered: 19

General 
“I had an injury playing football.  The referral came from Macclesfield hospital.”

“A very quick referral.”

“Called 999 at 3am.”

“Have only been here 15 minutes.”

“Have only been here 15 minutes.”

“At 8pm 111 said they would send an ambulance, and it came at 2.30am”

“It was late and too complicated for the pharmacy.”

“Have been here for a very long time and I’m in so much pain.”

“Arrived at 6.30am - been here 12 hours.”

The patient is visiting family from Asia. They tried to get an appointment with a private clinic today, but the 

clinic advised them to attend A&E.



3) Anything else you’d like to tell us about this? 
Answered: 19

The patient was discharged from hospital the previous day with a canular in. When the patient arrived home 

her daughter-in-law was worried about her wellbeing, and contacted the hospital and it was arranged for a 

district nurse to visit her home to remove the canular. The district nurse advised the family that their mother-

in-law should be seen by the GP. 



4) What was the outcome? 
Answered: 45

69% (31)of 
respondents had 
been advised to 
attend A&E and 29% 
(13) were sent an 
ambulance. 

This is similar to last 
year - 66% and 28% 
respectively. 



4) Anything else you’d like to add? 
Answered: 5

“Tried twice to get a GP appointment and due to the nature of the injury I came through to A&E.”

“Car paramedic first, then sent for an ambulance.”

“Took 45- 50 minutes which wasn't that big of a problem for us.”

“Had a letter from my GP but SDEC did not know I was coming.” 

Patient went to the GP for a medication review today as they had been experiencing heart pains, so advised to 

attend A&E. They are currently under a lot of stress, so they weren't sure if it was stress or something more serious.



5) If you were told to attend A&E, were you advised that A&E would know you were coming?
Answered: 43

For those who were told 
to attend A&E and were 
advised they would be 
expecting them, this 
was the case. 



5) Additional comments 
Answered: 5
“GP phoned hospital whilst I was there.”

“GP sent a letter to SDEC as well as giving me a letter of referral.”

“The GP said A&E would be too full, so they sent me straight to A&E SDEC.”

“They had all my details.”

“GP gave paperwork and called the clinical team.”



6) If you didn’t try going anywhere else instead of A&E, why not? (Please tick all that apply)
Answered: 25

Of the 25 who 
responded 11 (44%) 
thought the matter 
was too urgent to go 
elsewhere for help or 
advice and 9 (36%) 
were told to come to 
A&E previously by a 
medical professional. 

Compared to 61% and 
18% last year. 



6) Why was this the case? Please tell us more about this. 
Answered: 11

“Tried to get a GP appointment due to a spider bite, the bite happened in America and had been treated at 

home for a short period over the weekend. The bite had started to get worse so needed to seek help.”

"I looked up my symptoms via NHS website and it recommended I attend A&E. I came yesterday but there was a 

10hr wait. I have ADHD and couldn't cope in the environment so discharged myself and came back today as there 

is no improvement in my symptoms"

“Fell and hurt my right foot.”

“Advised by NHS 111.”

“Weren't able to get an appointment with the GP.”

“NHS 111 advised me to come.”

“GP is useless.”

Patient had passed out unconscious.

18hrs of sickness, dehydration made patient think it was an emergency. 

The child has been feverish for 4 days



7) How did you travel here today? 
Answered: 25

Over half, 35 
(58%) were 
brought to A&E 
by a friend or 
relative or drove 
themselves, 
with 18 (28%) 
coming by 
ambulance. 

Compared to 
57% and 30% 
last year. 



8) If you came to A&E by ambulance, how long did you wait? 
Answered: 18

89% of those who 
came by ambulance 
waited less than two 
hours. 

Compared to 95% last 
year. 



8) Additional comments 

Answered: 9

“Journey was fine.”

"Can’t fault the ambulance staff."

“Parked outside and wife helped me get in.”

“Parked in main parking, my own choice.”

“Couldn't park anywhere, I ended up parking on the street.”

“Parking was a nightmare.”

“Parking is terrible.”

A friend drove the patient, they are concerned as to how they will get home, and the cost of a taxi is expensive.

Patient has been coming back to A&E since Monday



9) If you came by ambulance, how would you rate the care you received (1 being poor 
and 5 being excellent)?

Answered: 18 All respondents rated 
the care they received 
by the ambulance 
service 3 or above with 
the vast majority, 17 
(94%) rating the 
service as excellent 
(5). 

Same as last year – all 
scoring 3 or above with 
majority rating the 
service as excellent (5). 



9) Why would you rate your ambulance experience as you have above?
Answered: 11
“Ambulance staff were professional, efficient and friendly. They look after patients and made the best out of a 
bad situation.”

“I think they took the long way round to get her and they were slow with medical checks.”

“They were brilliant - made me laugh.”

“They were amazing.  They looked after me so well and made me feel comfortable and relaxed.”

“They explained what they were doing.”

“Paramedics were very caring and put me at ease. They explained what they were doing, asked appropriate 
questions and kept observing me.”

“They have kept me informed with what they're doing, have listened, been sympathetic and very professional.”

“Can’t fault the paramedics.”

“Wonderful care, very good and warm journey.”

“The paramedics were very helpful.”

Daughter in law of the patient shared how fantastic the paramedic staff are.



10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times 
or delays?

Answered: 59
Over half, 32 (54%) 
of those who 
attended A&E had 
not been kept 
informed of 
waiting times. 

Compared to 70% 
last year. 54% 46% 



10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times 
or delays?
Answered: 34

Not informed 
“After being seen by triage, sent to the waiting room and told nothing. I have no idea what the procedure is.”

“Now in second waiting area. I had to ask the nurse who did my ECG how long the wait would be.”

"Arrived at noon been waiting 6.5 hours. Was told I needed to see a Cardiologist. Now been told he left at 

4.30pm, it’s now 6.30pm. Not sure why I'm still here or what I'm waiting for."

“Was left in a corridor, nobody told me anything, but I did get a cup of tea.”

“Not at all aware.”

“No, because we had to consistently ask; we were waiting to be seen in the triage for 3 hours.”

The patient has been at the hospital since 12 pm (it was 5.50pm). The patient had been moved around a lot 

from reception, streaming, triage, blood, triage and hadn't been in formed about any waits or delays. 

Patient hasn't been advised about wait times, just that there are lots of people waiting for bloods which need 

to be taken. 



10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times 
or delays?
Answered: 34
Informed via the screen 
“I've been told I’ll be waiting 2hrs for a blood test to come back.”

“Screen in the waiting area, but do not know how accurate it is.”

“Yes, via the screen.”

“Via screen.”

“Only what’s on the screen. However, this says no wait time, but I’ve been here 5 mins and not seen anyone.”

“Via the screen.”

“Via the screens and I have asked the staff.”

“No waiting times - screen in second waiting area.”

“Screen with waiting times.”

“Screens had wait times.”

“Have seen on the board, information pointless.”

“I have been referring to the wait time.”

“Through the screen, made aware that will be called shortly.”



10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times 
or delays?
Answered: 34
Verbally informed 
“If I go up and ask.”

“They said it would be an 8 hr wait but have said it’s more like 5.”

“Informed on wait on blood not waiting times.”

“Reception told me.”

Daughter in law has been with the patient the whole time, They arrived at the hospital at 12pm and were 

currently in the hospital corridor and have been advised it could be around a 12hr wait. 

Patient had to ask about waiting times and delays and were told to expect to wait around 5 hours -  they had 

so far been there 2 hrs.

General 
“Been waiting 6 hours.”

“It's been very quick.”

“Been here 1 and half hours.”

“It’s been quick - came at 11.”



10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times 
or delays?
Answered: 34

“Came straight in not been waiting long so far.”

Patient was worried about the waiting times as they had to leave their father who is in a hospice, and they 

need to get back to them as soon as possible. They had notified staff on the situation.



11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment 
and care? 

Answered: 58

66% felt they had 
been kept 
informed of their 
treatment and 
care. 

Compared to 58% 
last year. 

34% 

66% 



11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment 
and care? 
Answered: 36

Not informed 
“I’ve not been told anything – I have no idea what the procedure is.”

“No, I have not had any medical treatment.”

“Not been seen yet and been here 4 hours.”

“Not at all aware, only seen once and have previously experienced the same issue.”

“No information.”

Not been in A&E long/waiting for initial consultation
"Just waiting to see someone.” 

“No, I've not been seen yet. I've been here a few minutes. They say there is no wait time, but all I can hear is the 

nurse talking about her holiday to other staff.”

“Been here only 40 mins, told to listen out for my name but can't always hear staff.”

“Been triaged.”

“Not spoken to anyone yet but been here only 20-30 mins.”

“Not been seen yet.”



11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment 
and care? 
Answered: 36

“Been here 1 hour and been triaged.”

“Still waiting more than 2 hours.”

“Haven't been seen yet.”

Informed and waiting 
“Have been here 2-3 hours but have been x-rayed.”

“I need a blood test.”

“I’m waiting for bloods to come back.”

“Waiting for a surgeon but they are unsure if it will be today as they don’t know if they are still in work.”

“I’m waiting to see the surgical team.”

“This morning, I asked what I was waiting for and was told they need to do some stuff - no further information.”

“Just waiting for results.”

“I've been seen twice to do observations etc.”

“Been seen by a few nurses and GP out of hours.”



11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment 
and care? 
Answered: 36

“Not initially -  in second waiting area.  I was seen again at 6.30pm and told where I was in the system, and that 

I'll be seeing a doctor.”

"Arrived at noon been waiting 6.5 hours. Was told I needed to see a Cardiologist. Now been told he left at 4.30pm, 

it’s now 6.30pm. Not sure why I'm still here or what I'm waiting for."

“Had a blood test and ECG and been told I need to wait for a doctor.”

“Waiting for CT scan.”

“I have to stay and I've been told I need to go on a heart monitor machine so here another day.”

“Checked about the condition and health concerns.”

"Chest x-ray and bloods taken. Waiting for a CT scan. If it doesn't happen before 8pm I’ll have to come back 

tomorrow having been here from 6.30am until 8pm"

“I have been informed - I know what's happening next, just a long wait.”



11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment 
and care? 
Answered: 36

“Now just waiting for bloods to be taken. No idea when I will get the results.”

Patient was told that she would need a canular for anti sickness and pain relief, the nurse who took the blood said 

that she wouldn't be able to do it, she was only able to take bloods. The patient's mother had to find the original 

nurse to chase up the administration of anti-sickness and pain relief as this had not been communicated to the 

next step for the patient.

Some blood tests were taken, ECG had been performed and they were told to wait 2 hours for blood test results to 

come back. (at the end of the survey the patient was called back by a nurse) 

General 
“Moved from one waiting time to another.”

The patient told Healthwatch how they struggle in busy places and that they had informed the reception, this is 

why they were brought to the corridor to wait as it’s quieter. They also struggle to say what they mean so has been 

using their phone to write what they need to tell the staff and letting them read his phone.



12) Do you feel you have been treated with dignity and respect during your time at A&E? 
Answered: 56

91% (51)of those 
who responded 
said they felt they 
had been treated 
with dignity and 
respect. 

This is the same as 
last year. 



12) Please explain your answer in more details. 
Answered: 11

“Staff have understood the patient’s communication needs.” 

“Feel I have been penalised as I discharged myself yesterday.”

“Felt that our views were being disregarded.”

“I have not seen anyone.”

“The nurse explained the ECG procedure.”

“So far.”

“Absolutely.”

“Helpful and friendly. To be honest with you, I can't complain about the NHS.”

“Staff polite.”

“They talked nicely but haven't come back.”

“They have been courteous and nice.”



13) Do you feel your privacy has been maintained as much as possible during your time at 
A&E? 
Answered: 48

The majority 
(83%) of people 
said their privacy 
had been 
maintained as 
much as possible. 

This is the same as 
last year. 



13) Please explain your answer in more detail: 
Answered: 13

“I've only just booked in but there is no privacy when you tell them what the problem is.”

“Not seen anyone to answer the question.”

“I have overheard people being asked for samples, I would be embarrassed if it was me.”

“I've been taken somewhere quiet to speak to me.”

“I had blood taken in a private room and when triaged I was taken to a quiet area..”

“In the corridor - don't like lack of privacy.”

“Not been seen yet.”

“Being treated in the corridor.”

“Treated in the corridor.”

“I haven’t had to get undressed.”

“I’ve been seen in a private room and moved to Majors.”

“Concerns were discussed at reception, but it was fine because there was nobody around.” 

“Always been taken into a cubicle.”



14) How would you rate the service you have received so far in A&E (1 being poor and 5 being 
excellent)? 
Answered: 56

75% of people 
rated the service 
they received as 
good or excellent 
(scoring 4 or 5). 

A slight increase 
of 3% on last year. 



15) How have you found your experience in A&E? Positives

Answered: 37

Staff 
"Paramedics do their job well. Triage straight forward."

“Nurses are helpful and lovely.”

“Kind staff.”

“Responses have been quick.”

“Good staff.”

“The care has been excellent; the staff are very good.”

“Staff - efficient and caring.  Not had to wait long.  Clean.”

“Pleasant staff.”

“Staff are polite courteous and helpful.”

“Doing everything they can.”

“Wonderful staff.”

“Staff are professional.”



15) How have you found your experience in A&E? Positives

Answered: 37

“All staff are friendly.”

“Staff are very good, friendly and professional.”

“All staff are kind.” 

“Helpful, polite and working hard.”

“Good support and care.”

“Staff are very nice to talk to.”

“Nothing to add; they are doing what they can.”

“The attention we got was nice.”

“Staff have been courteous.”

“Staff are brilliant.”

“People have been very caring.”

“Been well looked after while waiting. Lovely staff. Trolley has been round 3 times. Once at lunchtime , mid 
afternoon and teatime."



15) How have you found your experience in A&E? Positives

Answered: 37

Communication
“Feel reassured, communication is ok.”

“Communication is good - the staff explain things.”

“Good communication.” x 2

Seen quickly
“Been told will be seen quite quickly.”

“How quickly I've been seen.”

“It was quite quick to be seen initially.  I feel well looked after, the staff are lovely.”

“Check in was quick and easy.”

“Very speedy and the attitude of staff has been very good.”

“Treated quickly, not long time for triage.”

“Got immediate treatment as my daughter had a fever.”



15) How have you found your experience in A&E? Positives

Answered: 37

“Staff have been fast.”

“Very on the ball.”

"No waiting so far. Offered food and drinks. I was expected and came straight through. Friendly staff“

General 
“Kept safe.”

“Everything is okay.”

“Very good care.”

“Hopefully be sorted soon.”

“Nicely run; clean.”

“Clean, friendly, was busy but not crowded.”



16) How have you found your experience in A&E? Negatives
Answered: 39

Waiting times 
“Waiting times.” x 9

“Waiting so long to find out what is the matter with you.”

“Very slow process.”

“Long wait times.”

“They haven't improved the wait time, the same issue 3 years ago.”

“Have been waiting for 2 hours and have no idea.”

“Wait time could be improved.”

“Wait times and poor coordination among the service providers especially GPs, paramedics, and the 
hospitals. Last time we had to wait 14 hours to be seen in the A&E and cardiology didn't have a bed.”

“Length of time to wait 12 hours so far.”

“Waiting times - it's boring.”



16) How have you found your experience in A&E? Negatives
Answered: 39

“I've been waiting a long time (2 hours) with my baby.”

“The waiting due to the volume of patients. It was busy when I got here but has gotten quieter now.”

“Waiting time after triage.”

“Waiting time or being informed about waiting time.”

“Waiting time - there are not a lot of refreshments."

“It’s busy – don’t like busy places.”

“It's very busy.”

Communication
“Waiting times, lack of communication and information not being passed on between professionals.”

“Nurse not seeing any patients but telling colleagues all about her holiday.”

"Very hot in the SDEC waiting room. Long wait and lack of information also conflicting information."

“Would like more communication.”



16) How have you found your experience in A&E? Negatives
Answered: 39
“Lack of communication on waiting and procedures and 3 hour wait.”

“There's no one you can ask what’s happening. Due to my condition I come regularly and the communication 
is not good.”

Facilities 
“Poor parking.”

“Not seen the drinks trolley at all and I've been here over 5 hours, the machines are too expensive.”

“Uncomfortable seating, people waiting a long time.”

“Parking could be improved.”

“Lack of signage from car park in the dark - not clear.”

Corridor 
“Lack of privacy on corridor.”

“Corridor treatment.”

“Receiving care in corridor.”



17) Have you used A&E in the past 12 months?
Answered: 58

Over half (53%) 
had used A&E in 
the past 12 
months. 

Compared to 48% 
last year. 

47% 53% 



18) If yes to visited A&E in past 12 months, how many times?
Answered: 33

Over half (51%) 
had visited A&E 
over 3 times in the 
past 12 months. 

Compared to 26% 
last year. 



19) Which GP Practice are you registered with?

Ashfields Primary Care Centre x 3

Baddeley Green, Stoke 

Bunbury Medical Practice

Cedars Centre Surgery, Alsager

Danebridge Medical Centre x 2

Earnswood Medical Practice x 2

Greenmoss Medical Centre x 2

Grosvenor Medical Centre x 5

Haslington Surgery x 2

Holmcroft Surgery, Stafford

Hungerford Medical Centre x 2

Kiltearn Medical Centre x 3

Merepark Medical Centre

Middlewich Road Surgery

Millcroft Medical Centre x 4

Nantwich Health Centre x 2

Rope Green Medical Centre x 2

Swanlow Medical Centre x 3

Weaver Vale Surgery x 2

Weaverham Surgery x 2

Wrenbury Medical Centre, Nantwich

Willow Wood Surgery x 2

Witton Street Surgery

• Work locally but live in Runcorn

• Visiting from Cornwall

• Visiting from Nantwich

• Just moved to the area from London – not registered yet

 

Answered: 50



20) Additional comments: 
“Came straight from ambulance into corridor care.”

“Can’t complain.”

“Very warm in the SDEC reception waiting area.”

Observations from Healthwatch representatives 
As a family, the daughter-in-law said they felt in panic when their mother-in-law was discharged from the 
hospital from the ward the day before (Wednesday). The patient was discharged unwell and still with a canular 
the hospital had missed taking out. They felt that the mother-in-law's care was neglected on Ward 4 and are not 
happy. If she hadn't been discharged unwell, then they wouldn't have been back in A&E the next day. 

The patient was very nervous didn't want to push them for too much information as I could see they were very 
anxious.

Upon finishing the survey I noticed that the patient had an envelope marked SDEC staff. I asked should she not be 
there instead of here. She stated that she had handed it in on reception and they just gave it back.  I suggested 
she speak with the streaming nurse, who sent her straight to SDEC.



20) Additional comments: 
The patient works for an airline company and was working in America when they were bitten the night before 
flying home by a spider. They treated the spider bite like a normal everyday bite once home, but it progressively 
got worse. They tried to get a GP appointment twice but were unable to get an appointment. Arriving at A&E 
Monday they saw GP Out Of Hours where they explained what had happened. The GP didn’t examine the patient, 
and the patient felt dismissed and was sent home with antibiotics. The bite continued to get worse and the patient 
was worried and in pain so returned to A&E Tuesday, where the triage nurse said it didn't look anything serious but 
they would take a look. The patient had been seen by a consultant and was told to be given pain relief and 
antibiotics IV, which weren't given. The consultant had to request them to be given again. The patient wanted to 
leave the hospital through exhaustion at 3am Wednesday morning, but the nurse advised them not to. Later 
Wednesday morning they left and came back when the consultant was on shift (Wednesday evening) and it was 
discussed that they needed to see a surgeon as the bite was getting worse. The patient said there have been lots 
of second opinions but due to the lack of communication of what happened and how long, they have been 
waiting and are frustrated with not knowing what is happening. They feel let down because the GP Out Of Hours 
didn't examine them and that the triage nurse lacked empathy towards them. The patient did say how great the 
consultant had been and wanted to also mention that the nurse who put in the canular was very rough and had 
left them with visual bruising. The patient was also taken for a second x-ray, then was told they had already done 
it - that was a mistake or lack of communication.



Appendix 

Demographics of 

survey respondents



21) What is your postcode? 

Answered: 57

Postcode information 
shows the spread of 
locations people were 
attending from during 
our visits. 

Additional locations:
Shrewsbury 
CW1 x 4 - Crewe
CW2 x 3 - Crewe
CW5 - Crewe
CW7 x 2 - Crewe
CW8 - Crewe
CW9 - Northwich
CW11 - Sandbach

cw8
Cw5
CW2
CW9
CW1
cw1
cw7
CW2



22) Age
Answered: 55



23) Gender
Answered: 55



91%

9%

24) Do you consider yourself to be a carer?

Answered: 53



25) Ethnicity 
Answered: 55



26) Do you consider yourself to have a disability/long term health condition?
Answered: 55



27) What sexual orientation do you identify with?
Answered: 55

98%



Service Provider Response 

I would like to extend my thanks to the team from Healthwatch Cheshire for their valuable work in gathering and presenting 
the experiences of patients attending our Accident and Emergency Department. Your ongoing engagement and commitment 
to ensuring patient voices are heard play a crucial role in shaping our own Healthier Futures. It is reassuring to see that many 
patients continue to report positive experiences, particularly in relation to the professionalism and compassion of our staff. The 
recognition of our team’s dedication is greatly appreciated, and we will continue to support them in delivering high-quality 
care under often challenging circumstances.

We also acknowledge the areas for improvement outlined in this report. As a listening organisation, we take this feedback 
seriously and are committed to taking steps to enhance and improve patient experience.

Alongside commitments in our Quality strategy as well as in response to other insight we receive from our patients, 
community and partners, we will:

• Improve communication on waiting times – While it is encouraging to see improvements in patients being informed, 
we will explore further ways to ensure all patients receive clear and consistent updates.

• Enhance privacy and dignity for patients – We will review how patient discussions at reception and in corridor care 
can be made more discreet while maintaining operational efficiency.

• Address concerns around waiting times – We recognise that long waits can be frustrating and are continuously 
working to improve patient flow and explore additional capacity solutions.

• Review accessibility and facilities – Issues such as car parking, signage, and patient comfort in waiting areas will be 
reviewed to identify improvements.

• Continue to refine processes for patients referred to A&E – We will continue our collaborative work with primary care, 
NHS 111, and ambulance services to streamline referrals and ensure a smoother journey for patients who need urgent 
care.



Ian Moston

Chief Executive Officer

Mid Cheshire Hospitals NHS Foundation Trust

We are proud of the progress made so far but recognise that there is always more to do. By working together with 
Healthwatch, our people and communities, we remain dedicated to providing safe, efficient, and compassionate care for 
all those who come through our doors.

Thank you again for your feedback and support. We look forward to taking the next steps together.



Healthwatch Cheshire Feedback Centre can be 
found at: 

www.healthwatchcheshire.org.uk

Or contact us on :

0300 323 0006

Email: info@healthwatchcheshire.org.uk

           @HealthwatchCW and @HealthwatchCE

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

Company No 7791174 Registered in England


	Slide 1
	Slide 2: Introduction
	Slide 3
	Slide 4
	Slide 5
	Slide 6: Summary of findings
	Slide 7
	Slide 8
	Slide 9
	Slide 10: 1) Before coming to A&E today, did you try speaking to anyone else, or try to go somewhere else for advice or treatment? 
	Slide 11: 2) If yes, who/where? (Please tick all that apply)
	Slide 12: 2) Other (please specify) 
	Slide 13: 3) When? 
	Slide 14: 3) Anything else you’d like to tell us about this? 
	Slide 15: 3) Anything else you’d like to tell us about this? 
	Slide 16: 3) Anything else you’d like to tell us about this? 
	Slide 17: 4) What was the outcome? 
	Slide 18: 4) Anything else you’d like to add? 
	Slide 19: 5) If you were told to attend A&E, were you advised that A&E would know you were coming?
	Slide 20: 5) Additional comments 
	Slide 21: 6) If you didn’t try going anywhere else instead of A&E, why not? (Please tick all that apply)
	Slide 22: 6) Why was this the case? Please tell us more about this. 
	Slide 23: 7) How did you travel here today? 
	Slide 24: 8) If you came to A&E by ambulance, how long did you wait? 
	Slide 25: 8) Additional comments 
	Slide 26: 9) If you came by ambulance, how would you rate the care you received (1 being poor and 5 being excellent)?
	Slide 27: 9) Why would you rate your ambulance experience as you have above?
	Slide 28: 10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times or delays?
	Slide 29: 10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times or delays?
	Slide 30: 10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times or delays?
	Slide 31: 10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times or delays?
	Slide 32: 10) Whilst in A&E, are you being/have you been kept regularly informed about waiting times or delays?
	Slide 33: 11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment and care? 
	Slide 34: 11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment and care? 
	Slide 35: 11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment and care? 
	Slide 36: 11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment and care? 
	Slide 37: 11) Whilst in A&E, are you being/have you been kept regularly informed about your treatment and care? 
	Slide 38: 12) Do you feel you have been treated with dignity and respect during your time at A&E? 
	Slide 39: 12) Please explain your answer in more details. 
	Slide 40: 13) Do you feel your privacy has been maintained as much as possible during your time at A&E? 
	Slide 41: 13) Please explain your answer in more detail: 
	Slide 42: 14) How would you rate the service you have received so far in A&E (1 being poor and 5 being excellent)? 
	Slide 43: 15) How have you found your experience in A&E? Positives
	Slide 44: 15) How have you found your experience in A&E? Positives
	Slide 45: 15) How have you found your experience in A&E? Positives
	Slide 46: 15) How have you found your experience in A&E? Positives
	Slide 47: 16) How have you found your experience in A&E? Negatives
	Slide 48: 16) How have you found your experience in A&E? Negatives
	Slide 49: 16) How have you found your experience in A&E? Negatives
	Slide 50: 17) Have you used A&E in the past 12 months?
	Slide 51: 18) If yes to visited A&E in past 12 months, how many times?
	Slide 52: 19) Which GP Practice are you registered with?
	Slide 53: 20) Additional comments: 
	Slide 54: 20) Additional comments: 
	Slide 55
	Slide 56: 21) What is your postcode? 
	Slide 57: 22) Age
	Slide 58: 23) Gender
	Slide 59
	Slide 60: 25) Ethnicity 
	Slide 61: 26) Do you consider yourself to have a disability/long term health condition? 
	Slide 62: 27) What sexual orientation do you identify with?
	Slide 63
	Slide 64
	Slide 65

