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https://www.england.nhs.uk/wp-content/uploads/2019/03/CRS-Interim-Report.pdf
https://www.england.nhs.uk/wp-content/uploads/2019/03/CRS-Interim-Report.pdf


 

submission to the NHS Mandate Refresh for 2018/19
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https://www.healthwatch.co.uk/sites/healthwatch.co.uk/files/20171012_nhs_mandate_refresh_2018_-_2019_final.pdf
https://www.healthwatch.co.uk/sites/healthwatch.co.uk/files/20171012_nhs_mandate_refresh_2018_-_2019_final.pdf
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Trust C 

"Full explanation about what had happened and what to look for in the future - very 

clearly explained and leaflet given." 

 

Trust F 

"Very impressed by communication at all stages. Seemed very organised - told what 

would happen next. A&E was very crowded, but everyone stayed very calm. When there 

was a hold up, a nurse explained the situation."  

Trust A 

"I was unconscious, have not been told what is wrong."  

 

Trust B 

"She doesn’t want to hassle people, but is still waiting for nurse to advise about waiting 

time or drip and needs that information to re-organise hospital transport. Staff don't 

seem to understand that she will be stuck now that she can't get to the 12.30 pick -up and 

doesn't know how she will get home when drip finishes. Needs more information and 

help contacting patient transport." 



Trust C 

"Have had usual checks and x-ray, now waiting for results. In the meantime, have started 

steroids but wasn't sure what they were for." 

 

Trust E 

"There was so much confusion about whether I was staying here or not. I'm type 1 

diabetic and had hypo. Wife could have gone home [if we knew I was staying here]." 

 

Trust F 

"Waited 2.5 hours approximately in total, including triage in x-ray. Did not understand 

why as there were no other people in both departments." 
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polling conducted for this project

Trust D 

"It Is a lot quieter than expected, thankfully."  

 

Trust F 

"I expected to wait longer before being seen. Waited for a short while, communication 

also much better than expected."  

Trust A 

"Screen says 0 minutes but its 8-9 hours to see a Dr, but we have been seen by staff and 

they have told us all what's going on." 

 

- A patient who has been in the department four and half hours so far and rated their time 

in department four out of five, commenting "they are doing a good job under immense 

pressure." The patient also rated their overall experience as a five out of five.  

https://www.healthwatch.co.uk/report/2019-03-11/peoples-views-ae-waiting-times
https://www.healthwatch.co.uk/report/2019-03-11/peoples-views-ae-waiting-times
https://www.healthwatch.co.uk/news/2019-10-31/people-share-what-good-ae-experience-looks
https://www.healthwatch.co.uk/news/2019-10-31/people-share-what-good-ae-experience-looks


 

Trust C  

" Saw a nurse +HCA very quickly. Treated with empathy. Observations, bloods were done 

very quickly. Had an X-ray then the Doctor came […] He has been kept well informed. He 

is satisfied. Feels that he has been dealt with quickly this time, as although he has been 

here since 03:00 he has been investigated. Feels that the actual discharge may hold him 

up." 

 

- A patient who has been in department for seven hours, and rated their time in 

department and overall experience a four out of five.  

 

Trust D 

"Spoke to the front desk. Saw navigator nurse after 3/4 hour. Very helpful and polite. 

The experience has been better than expected. Quiet and relaxed atmosphere."  

 

- A patient who spent more than four hours in the department but did not mention their 

overall wait and rated their time in department and overall experience four out of five. 

Trust E 

"Nothing has been too much trouble… I've received good care so far… It's quite surprised 

me really - they've been very good and above my expectations. They explain as they go 

along. They are all happy and nice to you. I'm quite happy but in pain."  

 

- A patient interviewed in the AAU who spent seven hours in ED and rated their overall 

experience five out of five.  

Trust A 

"I know It's busy and I know I have to wait." 

 



Trust B 

"Quicker would be nice but understand why it is as it is.  

 

Trust F 

"A couple more hours to wait. Yes, I was expecting a lots of hours as A&E are usually 

busy." 
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Trust F  

"Listened to me when I explained what I am worried about. Listened when I said I want 

to stay overnight." 

 

Trust C  

"The doctor has informed me of choices available to me, and changed my pain relie f 

medication after discussion." 



Trust E 

"They tend to talk over you although they weren't that bad and they did apologise." 

"They work hard - they don't get the time for conversation." 

Trust A 

"Grateful to be here. NHS a wonderful thing. Little things would make it a lot better." 

 

Trust E 

"We are so lucky to have this service." 

A&E patient experience survey

found

https://www.cqc.org.uk/sites/default/files/20191023_uec18_statisticalrelease.pdf
https://www.cqc.org.uk/sites/default/files/20191023_uec18_statisticalrelease.pdf
https://www.kingsfund.org.uk/publications/what-does-public-think-about-nhs
https://www.kingsfund.org.uk/publications/what-does-public-think-about-nhs


Trust C 

"Now sat waiting for blood results, which doctor said he can't find. Yes staff have cared 

for me would say about 50/50. 

 

Trust D 

"Thought there would be more examination by triage." 

 

Trust F 

"Arrived and been laying down in agony (pregnant). Blood test done. Still waiting. 

Provided pain relief but nothing happened. Very scared, no-one helping." 
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Trust A 

"Knew it would be a long time, they have to prioritise if someone's had an accident."  

 

Trust C  

"Was expecting to be seen quicker but understand there are people with more urgent 

clinical conditions need to be seen ahead of him." 

 

Trust D 

"Wait was what I expected. People who arrived after go in before me. Waiting time 

board not kept up to date (last done 7.30am, now 3.45pm!)." 

Trust A  

"Mixed, staff have been helpful but my mum has an ongoing heart condition and I didn't 

get the impression that they were taking it that seriously though."  

 

Trust C 

"Not what was expected. Feels his situation (badly and deeply cut arm that won't stop 

bleeding) warrants more urgent clinical attention." 

Trust B 

"No special allowance for disability. Worried that getting bored and uncomfortable in 

wheelchair. Like getting hoist ready but hasn't happened, but have provided a packed of 

sandwiches."  



national polling

Trust C 

"Contacted own GP at 8.10 and triage nurse rang back about 10am. Was offered a triage 

nurse app in 4 days and GP after 7 days. I thought I would come to the UTC and see if can 

get it sorted before appointment and then will cancel GP appointment." 

 

Trust D 

"Local medical centre at 11am. Phoned 111. Optician, no appointment available. Came to 

QA [Queen Alexandra Hospital]. Eye department shut! Referred to A&E 1pm."  

Trust B 

"Thought had been referred by GP. Been told that should have had a letter with her."  

 

https://www.healthwatch.co.uk/news/2019-10-31/people-share-what-good-ae-experience-looks
https://www.healthwatch.co.uk/news/2019-10-31/people-share-what-good-ae-experience-looks


Trust D 

"Didn't expect to be referred to QA [Queen Alexander Hospital] but to be dealt with at 

the walk-in unit." 

Trust D 

"The nurse contacted the eye specialists who said they won't come and see the patient 

until the same tests done today at Specsavers are repeated by a health professional in 

hospital. Kept informed but not happy about it." 

 

Trust F 

"Already spent the night in A&E Liverpool due to swollen knee/very painful. We are now 

having to go back to square one as the notes do not transfer. I live in London (was in 

Liverpool for work). Plus one full night in Liverpool going through the exact same 

process. Shared notes on a system between hospitals would save so much time and 

money." 

Trust A 

"Transport a 4 hour wait! Excellent A&E." 

 

Trust E  

"Waiting for physio and occupational therapist to make sure what I need as I live on my 

own - they won't let me out till all this is done." [Patient had been In A&E for 7 hours] 



Trust A 

"Feeling hungry - what's happened? Not told what is going to happen. Perhaps a 

note/poster could be put up 'Please ask if you would like a drink'."  

 

Trust F 

"No option to go out and eat - not easy facilities for parents with children or babies. No 

accessible food or water." 

Trust B 

"Machine out of order. People going out to get refreshments - missing being called." 

 

Trust C 

"Was not offered any food or drink and didn't want to walk the long distance to get 

something in case they missed the medical staff coming back with results."  

Trust C 

"Uncomfortable chairs in a waiting area." 

 

Trust D 

"Nowhere to sit. Stood in doorway." 



Trust F 

"Everyone sat in together, don't know who has infections. I have an immune disorder o n 

suppressants and doctor said would separate us, but hasn’t yet."  

Trust B 

"Lady came round with drinks and snacks - very helpful." 

 

Trust E 

"At the end I had sandwiches - unexpected and very gratefully received." 
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https://healthwatchsuffolk.co.uk/news/ae-experience-based-on-more-than-just-waiting-times
https://healthwatchsuffolk.co.uk/news/ae-experience-based-on-more-than-just-waiting-times
https://www.ipsos.com/sites/default/files/publication/1970-01/SRI_Health_FFT_Qualitative_Research_Report_July_2014.pdf
https://www.ipsos.com/sites/default/files/publication/1970-01/SRI_Health_FFT_Qualitative_Research_Report_July_2014.pdf
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Darnley v. Croydon Health Services NHS Trust

https://resolution.nhs.uk/2018/10/10/supreme-court-judgment-darnley-v-croydon-health-services-nhs-trust/
https://resolution.nhs.uk/2018/10/10/supreme-court-judgment-darnley-v-croydon-health-services-nhs-trust/
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