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1. Introduction
This report examines the feedback received by Healthwatch Milton Keynes concerning children and young people between 1st April 2014 and 31st March 2015.  In this one year period all feedback was recorded on the Healthwatch Milton Keynesissues database and analysed.
Feedback covers comments/concerns, queries, praise and complaints.  During the year none of the feedback was complaints.  Several of the issues have been followed up with providers and commissioners with positive outcomes.

In addition Healthwatch Milton Keynes attended events at which it asked young people about specific issues as well as taking general comments which are recorded on the database.  

2. Summary
·   While parents and carers made many comments about the quality of care received at GP practices the young people themselves are more concerned about the difficulties in getting an appointment.
·   Feedback about services at MK Hospital is mixed.  While there was quite a lot of praise there were also a number of concerns about the quality of service received.

·   Most feedback about mental health services for young people was concerned with difficulties in accessing the Child and Adolescent Mental Health Service.
·   From outreach at events it is clear that young people are not aware of their rights to access health services and are unsure about confidentiality.
3. Method
Feedback comes to Healthwatch Milton Keynes via the online form on its website, through telephone calls and from outreach work by two members of the Healthwatch staff.
During the period April 2014 – March 2015, the following outreach was undertaken specifically with parents/carers of young people:

· Carers’ Group at Carers MK in CMK
· Redway School parents meeting in Netherfield
· National Autistic Society Milton Keynes branch meeting in Bletchley
· SEND Information Day at Wolverton Mill
Other comments were also picked up at general outreach activities and at the following events with young people:
· Volunteering Expo at The Buszy in CMK
· Health Fair at Hazeley Academy

· MySay:MK event in Oldbrook
· Big Youth Debate at The Dons Stadium in Denbigh North
· Outreach at Stantonbury Campus
4. Trends

During the year Healthwatch Milton Keynes logged 74 contacts and 80 issues from young people and their parents/carers.  The difference is accounted for by the fact that some contacts covered more than one issue.

These issues broke down into the following categories:

Compliments 

14
Concerns/comments
64
Queries


2
Complaints

0
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Healthwatch Milton Keynes records each issue under a theme.  These themes are:

Appointments/waiting time; Quality of care/treatment; Moving between services; Physical access; Lack of service; Assessment/funding; Other.
The breakdown of the issues received during the year was as follows:

Quality of care/treatment

27
Lack of service


20

Appointments/waiting time

13
Moving between services

6
Physical access


2
Assessment/funding


0
Other
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In terms of services covered, the issues broke down into the following categories:
GP practices


16
MK Hospital


35
Mental health services

12
Community services

3
Dental services


2
Sexual health services

3
Children’s social care

4

General/other comments
5

Comments about GP services

The 16 comments about GP services broke down into the following categories:
Quality of care


11
Appointments/waiting time
3

Other comments


2
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4 pieces of feedback were praise and 12 were concerns.
Those practices that received praise were:  Watling Vale, Kingfisher, Wolverton and  Milton Keynes Village.

Those receiving criticism were: Purbeck, Parkside, Broughton and Hilltops (x2).  7 general complaints were also received, 3 of these were concerned with the difficulties around getting appointments with a GP. 


Comments about Milton Keynes Hospital

The 35 comments about Milton Keynes Hospital broke down into the following categories:

Quality of care


11
Appointments/waiting time
8

Lack of service


7

Moving between services

4
Physical access


2

Other comments


3
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7 pieces of feedback were praise and 28 were comments or concerns.

Of the 7 pieces of praise,  5 pieces were for the paediatric service, 1 for the walk-in centre and 1 for the dental service.

Comments or concerns were expressed about: paediatrics (x6), the Child Development Unit, Physiotherapy (x2), A&E (x2), Occupational Therapy (x7), the Walk-in Centre and the dental service (x4).  One comment was about an unknown department and 3 were general comments.
Comments about mental health services

The 12 issues were raised about mental health services broke down into the following categories:

Lack of service


7

Quality of care 


2

Moving between services

1

Other comments


1
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One piece of feedback was a query.  

Of the 11 comments, 10 related to the Child and Adolescent Mental Health Service (CAMHS) and 1 was a general comment.  The majority of comments about CAMHS related to young people being turned away when referred.



Comments about other services
Comments about other services covered:
Community services

3
Dental services


2

Sexual health services

3
Children’s social care

4

General/other comments
5


Community services
Of the 3 comments received 1 praised the wheelchair service and 1 was a concern about waiting times to access the service.  The third comment was about not being able to access a specific therapy on the NHS.

Dental services

Of the 2 comments received one was praise and one a comment about difficulty in getting dental appointments.  It is not known to which practice either comment related.

Sexual health services

All of the comments related to a discussion at Stantonbury Campus about whether sexual health services should be located in GP practices or not and what the young people thought of the service provided by Brook.

Children’s social care

Of the 4 comments about children’s social care 1 was praise and 3 were comments about the lack of respite care.

General/other comments

One piece of feedback was a query about horse therapy.  One was a complaint about lack of local activities for young people with special needs and one a comment about deputyships when a young person becomes 18.  

Two comments were about services for people with Autistic Spectrum Disorders.  One comment was a complaint about services being poorly joined up for young people diagnosed with ASD.  The other was an observation that if there was a database of young people with ASD in Milton Keynes it would help in the planning and commissioning of services for them.
5. Outcomes
Of the issues received, 10 were signposted to another organisation or given information and 3 issues were raised with a provider or commissioner.  

3 issues have been followed up by staff to ensure satisfactory service has been delivered.  All of these have received a positive outcome.

6. Next steps

Healthwatch Milton Keynes will continue to provide information on the issues it has received.  This information will be shared with Healthwatch England as a national hub.

The reports will also be shared with staff from:

Milton Keynes Clinical Commissioning Group 
Central and North West London NHS Foundation Trust
Public Health Milton Keynes
Milton Keynes University Hospital NHS Foundation Trust

and will be available on the Healthwatch Milton Keynes website.

As a result of the feedback from the young people themselves, the Healthwatch Officer, Children and Young People, has developed and is working on a project to raise awareness among young people in Milton Keynes about their rights under the NHS constitution.  
“Wolverton Health Centre is fantastic.  I have a really good doctor there.”


Carer at


SEND event





“My daughter has a lot of health problems.  In a 10 minute appointment with a locum the doctor can spend 9 minutes reading the background notes.”


AS





“It can take a long time to get a GP appointment.  And when you get through on the phone there are none left.”


Young Person at


MySay:MK event





“Access to CAMHS is a problem.  My GP wrote twice.  It has taken us 4 months to get help for her.”


SN








“My child had two referrals to CAMHS turned down.  The head teacher at his school has now referred him so at the third attempt he is receiving help.”


Carer at 


SEND event





“The paediatrician at the hospital is fantastic.”


Carer at


SEND event





“When my son was admitted I was told there would be a traffic light at the end of his bed to show that he needed special provision but he did not get one.”


NS





“My son had dental surgery at the hospital.  He had a good experience.  We had been dreading it.”


Parent of


Autistic child





“The CAMH service is good.  I can’t fault it.”


SD
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