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"Questions appeared to be out of context and based on algorithms rather than the actual 

situation. Outcome was to attend A&E, which was inappropriate advice. Was left thinking 

that the call handler had no experience or knowledge".  

Woman, 25-49 years old, Northamptonshire 

"The person who answered the phone was efficient and understanding, I was promised a 

call back from a doctor within 45 minutes. It was over an hour before I got the call. I tried 

to understand that the service is busy, the epidemic is putting extra strain o n the medical 

services, there were worse cases than mine etc. But I didn't feel very understand ing.  It 

was three in the morning, I was alone and scared [because I] had no idea of the severity 

of my condition, all I knew was I needed help and that hour plus wait felt more like two 

plus hours." 

Woman, 50-64 years old 



"Incidentally in my area 111 cannot book an A&E slot. If by this you mean out of hours 

GP then yes they can. How do I know....well I'm an A&E nurse." 

Woman, 50-64 years old 

"A friend of mine in her 70's has had a fall this morning. She has damaged her hand and 

thinks she has broken her fingers. As instructed she rang 111, took over 30 mins to get 

through. Asked loads of questions and told they would ring her back. This they did and 

the member of staff had never heard of Trafford Urgent Care or that it only opened at 

8am. She asked for an appointment and was told they did not know what she was talking 

about and just to go. She did not need an appointment. … [I later discovered that] My 

friend had a good experience at Trafford.  

Feedback to Healthwatch Trafford, November 2020 

"I find the 111 First policy concerning. I don't ring 111 because it's life-threatening, but I 

also can't ring 999 (too confused). I can, however, book a taxi using an app on my phone, 

and taxi is the fastest way to get to hospital. 

Unfortunately, the 111 First policy means that walk ins are shamed and encourage d to go 

home (pre-triage), even if life-threatening and the patient needs to be in resus". 

Woman, 25-49 years old 



"My mother suffered hugely in lockdown. She lost weight. Was distressed. Lost. 

Bewildered. Since having contact again she is starting to thrive a little .... however with 

this new cruel decision to stop visits I fear she will be lost to us. Her soul will shrivel  and 

mum will be lost.  I know I’d take the decision to uphold people’s mental health and 

spiritual health. This is so institutionalised and cruel." 

Feedback to Healthwatch Gloucestershire  
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"My husband is in [a care home] and we have had sporadic visiting during July and 

August and it has been closed to visiting since October. This is having a very severe 

impact on my husband and his dementia. They have tried to use Facetime visiting but this 

isn't working because he can't place my voice with the screen and doesn't understand 

why [I am] not there. They did allow some visiting but again with the mask and face 

screen it was very difficult to communicate and now they want to use Perspex screens as 

well which will make it impossible" 

Feedback to Healthwatch Shropshire 

"User reported communication from the care home informing them that visits were put 

on hold with immediate effect (due to Tier escalation on 16/12) until further notice. User 

sent long message explaining the toll this had taken on their mental health and ho w 

distressed they were to find this out. The next day the care home emailed to correct the 

error and apologise for inconvenience caused."  

Feedback to Healthwatch Greenwich 

"It’s so hard not being able to visit Mum in her care home. She has dementia which 

makes it so much worse. The staff are wonderful but I want to be there for her too." - 

Woman, 50-64, Derbyshire 



"Hi, I am a Shift Leader in a Nursing Home…inside the [Nursing] Home has also been filled 

with stress of a different nature that appears to have been forgotten. The guidelines we 

receive almost daily from Public Health makes staffs lives complicated in and out of 

work. Our staff have also put their lives on hold to care for our residents by adhering to 

specific guidance for us to help keep our residents safe. The verbal abuse I …have 

received from families is appalling. It is not our choice to not allow visitors it is the law, 

we have been told we have no compassion towards families and the struggles they are 

going through. Like all other businesses we are following guidelines and un fortunately 

the visitor status has changed, it is not a choice that the Nursing Home alone has made. 

We strive everyday to ensure our residents feel loved and safe, we make personal 

sacrifices to ensure this. We do not do our job for thanks we do it because we care for 

our residents and now more than ever they have become our family. Please families 

understand the work and effort we are going to [in order to] ensure your loved one is 

safe, cared for and happy". 

Woman, 25-49 

"I work in social care, we had a terrible time when the virus first hit us, we lost a lot of 

residents due to corona. It was heart breaking to see how quickly previously “healthy 

people” quickly passed away . I used to dread going in for my night shift as I knew there 

would be a long list of people who had passed away from my previous night and another 

list of end of life . It was very scary as I  was terrified that I would take it home with me 

and infect my family." 

Woman, 50-64, Cumbria 
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