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Enter and View Report

Background

This report has been produced following Healthwatch Cheshire’s follow-up
visit to our A&E Enter and View report at the Macclesfield Hospital in
November 2024.

The visit focused on the Service Provider’s response section of the report.
Particular emphasis during the follow-up visit was paid to patient
experience and environmental improvement in the Accident and
Emergency Department.

This follow-up document is intended to form part of the appendix to
Healthwatch Cheshire’s Enter and View report on Macclesfield District
General Hospital Accident and Emergency Department. It builds on the
findings, recommendations and provider responses set out in the earlier
report, providing an updated account of progress against the actions
recommended.

This section sets out Healthwatch’s recommendations alongside the issues
identified, the service provider's response to those recommendations, and
Healthwatch’s own observations during the follow-up visit.

Healthwatch Recommendations

and Follow-Up Findings

1. Put live waiting times on the NHS A&E Live Waiting Times app

Issue Reported
Patients did not have access to live waiting times on the NHS app, meaning
they relied on notice boards within the department.

Service Provider Action
Live waiting times are not available on the NHS App.
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Healthwatch Observations
Healthwatch noted that the trust did not have information available on the
NHS App at this time.

2. Introduce real-time waiting time monitors in the
department

Issue Reported

The waiting times available on
a board were useful but did not
provide the same level of detail
as digital monitors for Majors
and Minors.

Service Provider Action

No monitors have been set up;
notice boards are currently
being used.

Healthwatch Observations
While the notice board provides some information, it does not offer the
same level of visibility and reassurance as real-time digital monitors. The
notice board lacked the clarity and accessibility of the live monitoring
system, which the Healthwatch team has seen effectively used at Leighton
Hospital. Healthwatch therefore continues to recommend reintroducing a
real-time monitoring system to give patients greater transparency
regarding their wait.

3. Ensure privacy when discussing sensitive information at
reception and triage
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Issue Reported m

Because of the open layout of
. . et O

reception, some conversations

could be overheard by others

nearby.

ED RECEPTION NOTICE

We understand that some concerns are
sensitive or personal.
Service Provider Action

A notice offering a private space
was displayed at the reception
(image on the right).

If you would prefer to discuss your health
issue in a private space, please let a member
of our reception team know.

Healthwatch Observations

Healthwatch observed that conversations at the reception and triage desk
could sometimes be overheard, particularly when queues formed.
Healthwatch welcomed the introduction of the notice at the reception
offering a private space to discuss sensitive concerns.

4. Share staff achievements visibly in the main department

Issue Reported
Messages celebrating staff achievements were not always in prominent
places, meaning patients and families might not see them.

Service Provider Action
The Trust told us that the Notice Board has been moved, but not to the
main waiting room.

- Healthwatch Observations
Healthwatch noted that patients
had little opportunity to see or
engage with these positive
messages. Displaying staff

. successes more prominently in
the main waiting area would
enable patients and families to

= share in celebrating the
department’s work.

5. Provide a welcome sign in multiple languages, with
information on interpretation services
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Issue Reported

We only saw limited signage in languages other than English, which could
make it harder for some patients to know how to request interpretation
support.

Service Provider Action
No signage displayed.

Healthwatch Observations
During our previous visit in
November 2024, Healthwatch
noted signage in Polish only.
During this visit, we did not see
this sign or any other multilingual
signage.

Of the five recommendations made by Healthwatch during our A&E visit in
November 2024, only one had shown progress during the follow-up visit in
August 2025.



