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This report shares feedback that you, the residents of
Sefton, shared with us about:

Southport & Formby District General Hospital
Ormskirk District General Hospital
St Helens Hospital
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Who we are

We are your health and social care champion. If you use GPs and hospitals,
dentists, pharmacies, care homes or other support services, we want to hear
about your experiences. We have the power to make sure leaders and other
decision makers listen to your feedback, and improve standards of care. We
also help people to find reliable and trustworthy information and advice and
have an Independent Complaints Advocacy Service, to support residents who
need support to make a complaint about an NHS service.

What are our core beliefs?

e We believe that health and social care providers can best improve
services by listening to people’s experiences

e We believe that everyone in society needs to be included in the
conversation, especially those whose voices aren’t being listened to

e We believe that comparing lots of different experiences helps us to identify
patterns and learn what is, and isn't working

e We believe that feedback has to lead to change, listening for listening’s
sake is not enough

Listening to you

We wanted to give you the opportunity to share your feedback on accessing
health and care services provided by Mersey and West Lancashire Teaching
Hospitals NHS Trust. We have listened to you, and you have shared both good
experiences, and those where improvements could have been made.

You may have shared your feedback on our online feedback centre
(https:/[healthwatchsefton.co.uk/services/), spoken to a member of our team
when we have been out and about across the borough or shared your
feedback over the phone.

We have listened to you and shared your feedback within this report with
Mersey and West Lancashire Teaching Hospitals NHS Trust, local
commissioners of NHS services for Sefton residents (NHS Cheshire &
Merseyside) and Healthwatch England, our national body.
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Your views and feedback

59 3

Reviews for this period Services reviewed this period

Between June 2023 and December 2023, 59 reviews were uploaded onto the
online feedback centre about the following three (3) services which you had
accessed:

Southport & Formby District General Hospital
Ormskirk District General Hospital
St Helens Hospital

The reviews that you shared
show that the average rating
for this six month period was
3 (out of 5), which is the
same as the overall rating for
this provider. Reviews were

Average Rating:

WY

Average rating for this period (3.2373) shared by patients (50),
Based on 59 reviews Carers (4), relatives/friends
(3), a visitor (1) and one (1)
W W e member of staff. Some
BNEIGONEEgE people shared their ethnicity;

19 people told us they would
describe their ethnicity as
White British. Everyone else
preferred not to say.

37% 5%

46%

Positive Negative Neutral




As you can see, 46% of comments were positive, 37% were negative, with 5%
being neutral. 12% of comments were mixed.

rCluaIity of treatment Q Q ﬁ ﬁ ﬁﬁ )

based on 38 responses

Staff Attitude Q Q Q ﬁi\? ﬁ

based on 39 responses

Cleanliness Q {? Q Q {j

based on 20 responses

Quality of Food & Drink (if {? Q i:? i\? R’:J?
Applicable)

based on 8 responses

Communication {? Q Q ﬁ il’f:f

based on 35 responses

Discharge Q Q {n\f’ 3{,\7 ﬁ

based on 7 responses

Quality of Environment ﬁf? ﬁ Q ﬁ ‘tﬁ

based on 25 responses

Appointment (waiting times) Q ﬁ ﬁ ﬁ ﬁ

based on 24 responses

\. J

The above indicates optional star ratings which you may have provided. This
could be for example if you had accessed food and drink, how long you waited
for your appointment and if you were discharged from hospital. Each
additional rating also shows how many responses were provided.

For those who engaged with us at events and groups, the Healthwatch Sefton
feedback form will have been completed. A copy of this form can be found in
appendix one (1).




Service Service Type Reviews Pasitive Megative Meutral Rating

General Hospital

Trust (Southport & Crmskirk
Hospital NHS Trust)

Southport and Formby District Hespital 45 42.2% 37.8% 4.4% e

Ormskirk & District Hospital NHS Hospital 13 61.5% 30.8% 7.7% ‘:& ﬁ Q ,~ .'_,-

St Helens Hospital Haspital 1 0% 100.0% 0% =

You shared 45 reviews about Southport hospital, 13 about accessing Ormskirk

Hospital and one Sefton resident accessed St Helens Hospital.

Although there were less reviews for Ormskirk Hospital, 62% of your feedback
was positive. 42% of reviews for Southport hospital were positive. The one review

about St Helens Hospital was negative.

Top 10 Themes

I Positive (%) I Negative (%) Neutral (%)

Access to senvices |
Administration  [IEREGNGNGE
Communication |
Continuity and integration of care [
Diagnosisrassessment [N
Dignity and Respect I
Discharge NI
Facilties and surroundings
Referrals NI
Safety/Safequarding/abuse [
. __________________|
Treatment and care |
Remote appointments and digital services [l
Triage and admissions [}
Carer (impact on unpaid Carer or family member/friend) [l
Accessibility and reasenable adjustments [
Cancellation [l

0 5 10 15 20 25 30 35 40 45 50
% of Reviews

60




Key themes.

Theme Counit Positive Megative Mewtral

Access to services ua 15% 1% 4%

Administration 11 2T% 73% 0%

Communication 41 44% 56% 0%

Continuity and integration of cane 12 L] 92% 0%

Diagnosis/assessment & % 1003 0%

Dignity and Respect 15 40% G0% 0%

Discharge & 25% 5% 0%

Facilities and surroundings i B0% 45% 5%

Referrals & 15% 50% 13%

Safety/Safeguarding, Abuse 1 % 100 0%

Staff 46 1% 16% 4%

Treatment and care 51 63% 29% 8%

Remote appointments and digital services 2 B0% 50% 0%

Triage and admissions 1 ] 100 0%

Carer (impact on unpaid Carer or family member/friend) 2 0% 0% 0%

Aocessibility and reasonable adjustments 1 ] 100 0%

Cancellation 1 % 100 0%

You shared 59 reviews about services provided by Mersey and West
Lancashire teaching Hospitals NHS Trust. The above table shares the key
themes you told us about, how many times they were mentioned and how
you rated your experience.
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Theme Count Positive Negative Neutral

Staff 56 61% 36%

Attitudes 41 68% 29%

Capacity 4 0% 100%

General 53 50% 33%

Staffing levels 1 0% 100%

Suitability 4 75% 25%

* missing % in the table above relates to mixed feedback.

You mentioned staff 56 times within the feedback with staff attitude being a
key theme. You rated staff attitude positively at 68%. Staffing levels and
capacity are negatively mentioned.

Some of the comments you shared are below:

“l have been coming here for along time and staff are always
very nice and bright and breezy. “

“Was referred to Southport A&E by GP and told to go urgently
and that we would not be held waiting in A&E as this was an
urgent GP referral and would be treated accordingly. We were
triaged and then waited for 6 hours to be seen by a doctor.
Abysmal service and a complete lack of empathy when
asking politely for an update.”

“] attended Ormskirk hospital for a biopsy after a referral
from my GP. 1 waited 8 weeks. It was alright and they were
very good. The staff were very welcoming and the treatment
and care was explained.”
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Access to services

Theme Count Positive MNegative Neutral

Access to services 54 35% 61%

Convenience/Distance to travel 5 20% 80%

Information and Advice b 33% 67%

Lack of 3 0% 100%

General 3 00% 0%

Patient choice 9 11% 89%

Waiting times 24 42% 50%
_

* missing % in the table above relates to mixed feedback.

You mentioned Access 54 times within the feedback with waiting times
being a key theme. Lack of access was mentioned three (3) times, each one
relating to a different hospital site but two (2) sharing how private
healthcare decisions had been made to continue care and treatment.

You told us that there are issues with convenience/distance to travel
between the Southport and Ormskirk sites and the difficulties this creates.
The one (1) review you shared about St Helens Hospital relates to repeated
cancelled appointments for Ophthalmology.

Some of the comments you shared are below:

“Low level monitoring appointments for prostate cancer. Itis
difficult to travel to Ormskirk from Southport and this adds
stress to the appointment, especially if you have a disability.
A shuttle bus would be helpful. “

“Three times appointments have been cancelled by St Helens

Hospital. My eye appointments are supposed to be at regular
intervals to check for changes. | feel stressed by this.”

10
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Theme

Treatment and care

Experience
Quality
Safety of Care/Treatment

Treatment Explanation

Count

21

18

Positive Megative Meutral

29%

33%

11%

100%

33%

* missing % in the table above relates to mixed feedback.

You mentioned Treatment and Care 51 times. Experience of treatment and
care you received was 62% positive with the quality of care received being

72% positive.

Safety of care/treatment was mentioned three (3) times, all being negative.
When looking at the reviews, they relate to treatment and care at the
Southport Hospital site in the following departments; x-ray, Accident and
Emergency Department and Outpatients.

Some of the comments you shared are below:

“Itwas all excellent, the doctor was really good and friendly,
itwas not a frightening experience, they explained
everything and we know the next steps now.”

“The triage system was really slow, it took about 3 hours for
someone potentially having a heart attack to be seen. She
was then discharged and made to feel as if we were wasting

peoples time.”
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Communication

Theme Count Positive Negative Neutral

Communication 41 449 56%

General 27 67% 33%

Interpretation Services 1 0% 100%

Lack of 13 0% 100%

* missing % in the table above relates to mixed feedback.

You mentioned Communication 41 times. As you can see from the above
table, you shared that there had been instances where there had been a
lack of communication and this related to both Southport and Ormskirk
hospital sites, with four (4) specific to the x-ray department. One (1) review
related to Interpretation services and describes how staff at Southport
hospital were able to support a patient when there was a language barrier.

Some of the comments you shared are below:

“ From the health care assistants to the consultants they all
were very friendly and very knowledge. Good
communication.”

“Have complained before to PALS and head of hospital, didn't
get aresponse. No one helps, discharge support team haven't
given what they offered, no befriending support, lam on my
own."

12
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Facilities and Surroundings

Theme Count Positive Negative Neutral
Facilities and surroundings 38 50% 45%
Car parking 1 0% 100%
Cleanliness (Environment) 8 75% 25%
Disability Access 1 | 0% 100%
Equipment 1 0% 100%
Food & Hydration 8 25% 50%
General 18 619% 39%

* missing % in the table above relates to mixed feedback.

You mentioned issues relating to facilities and estates 38 times within the
reviews that you shared with us. 50% related to positive feedback, with 45%
being negative. Cleanliness of the hospital environments was 75% positive.
Food and hydration was mentioned eight (8) times and received 50%
negative feedback. The feedback relating to disability access related to
wheelchair access for car park A. Wheelchair access was reported as poor
due to ongoing work and it was difficult to access the hospital due to large
holes in the road. This was reported in July and hopefully the issue has
already been addressed.

Some of the comments you shared are below:

“ Whoever is in charge now is making a difference. The
hospital is looking better than it has done previously.”

“Only issue is that screens still presentin Audiology

department. | just wonder if this is still necessary especially in
adepartment where hearing is the mainissue.”

13
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Responses from Mersey & West Lancashire Teaching
Hospitals NHS Trust.

During this period, the trust responded to the feedback you left/ was
uploaded onto our online feedback centre. 17 reviews were responded to, six
(8) for Southport Hospital and eleven (11) for Ormskirk hospital. Below shows
examples of feedback shared and the response from the trust.

Review.

Overall Rating: 4

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Outpatients

Title of review: Outpatients

Review:

Low level monitoring appointments for prostate cancer. It is difficult to travel to
Ormskirk from Southport and this adds stress to the appointment, especially if you
have a disability. A shuttle bus would be helpful.‘

Response from the provider.

Thank you for taking the time to let us know about your
experience of care. If you wish to discuss this further, please
contact our Patient Advice and Liaison Service (PALS) on 01704
704703 or soh-tr.pals@nhs.net and we will look into the
concerns you have raised.

14
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Issues [ themes raised by our Southport & Formby
Community Champion network and engagement activities.

Accessible information

At our July Community Champions meeting, network members raised
concerns about access to accessible information/ alternative formats for
appointment letters/ general correspondence. An example provided had
been a request made for 24 font size and yellow paper and the patient had
been told that this could not be provided as systems did not allow for this.

Care and treatment - patients with cancer

Patients undergoing chemotherapy are told to attend the accident and
emergency department at Southport hospital and find themselves left in
waiting rooms with other patients. This is when they have been told to attend.

The network has also shared that patients receiving treatment for cancer
report difficulties in travelling to various sites after receiving their initial
diagnosis from clinicians at Southport hospital diagnosis.

Issues relating to Southport hospital

e Small wards of 6 beds was perceived as positive for patients with
mental health conditions

e Experience shared of a nine (9) hour wait in the accident and
emergency department with poor communication. Staff had been
approachable and kind, and the patient who was an older citizen had
been treated with respect and dignity. There are also issues relating to
a lack of refreshments/ hydration offered within the department.

e Staff attitude is good, but feedback had been provided that a porter
had moved an older citizen with a hearing impairment at midnight to
a different ward and this led to confusion and the patient feeling
vulnerable.

e Nurses at Southport hospital are reported as being so busy, not having
time for patients. A high volume of nurses from other countries who
don’t understand you working at Southport hospital has been reported.

e Patients prefer Ormskirk hospital as staff are kinder.

e Examples of x-ray letters being unclear about location of
appointment

15
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Summary of key issues for Mersey and West Lancashire
NHS Teaching Hospitals to review and respond to.

summary

e You shared 59 reviews with us between June and December 2023.

e You shared 45 reviews relating to Southport hospital, 13 about Ormskirk
Hospital and one review about St Helens hospital.

e The majority of reviews about Ormskirk hospital related to accessing
outpatient appointments.

Issues we would like the provider to review and respond to

e We would like you to share the positive feedback in this report with your
staff, there being many positive examples of positive treatment and care
and staff attitude.

e We would like you to consider the key themes raised within the report,
and examine them alongside the patient experience feedback you
receive internally to ensure any improvement areas can be strengthened.

e We would like to you look into those reviews relating to the x-ray/scan
department and how the dignity and privacy of patients is affected by
staff attitude. There also appears to be an issue relating to
communication and information within appointment letters about the site
location of appointments. Ratings for this service area are low. On 12th
October, we shared this feedback at the quarterly meeting the trust holds
for local Healthwatch. The day after the meeting we raised this issue with
the patient experience matrons for the Southport and Ormskirk hospital
sites. We were told that the issue would be escalated as soon as possible
to senior managers. We request an update on what happened after we
shared feedback.

e Travel to and between the two hospital sites continues to be raised within
the feedback as an issue. with travel for patients receiving cancer
treatment and the issues this causes also being shared with us. There is a
suggestion of a shuttle bus between the two sites.

16



e We fed back that patients undergoing chemotherapy who are told to
attend Southport A & E are left in the waiting rooms with other patients,
with potentially life threatening illnesses such as sepsis. We have
previously shared this with and it was agreed that you would have a
discussion with the cancer team to highlight this so that patients are
triaged, Accident & Emergency pathways are used and the 20 side rooms
utilised depending on capacity, so that patients are isolated. We would
like an update on this.

e We request an update on how the trust provides information in accessible
formats to support patients under the accessible information standard
and examples of how you ensure that information in presented in formats
which help patients to understand condition specific information and
information about treatment and care and appointments they need to
attend.

Thank you

We would like to thank everyone who shared their feedback and experiences
with us. This includes patients, carers, their family members, staff members
and our community champions across Southport and Formby.
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Response from Mersey and West Lancashire NHS Teaching
Hospitals.

Mersey and West Lancashire
Teaching Hospitals

Mersey and West Lancashire Teaching Hospitals MHS Trust
Southport and Fomby Distict General Hospital

Town Lane

Southport

Merseyside

PRE 6PN

March 2024
Dear Diane,

Manythanks forcompleting and sharing the June-December 2023 Healthwatch report.

It is always nice to hear positive feed back and we will continue to learn and improve our senices
when patients, families and carershave shared their concems.

As requested, please see below ocur response to the concerns you have highlighted for
feedback/updates.

Izsues relating to the x-rAy/scan department and howthe dignity/privacy of patients is
affected by staff attitude.

The feedback given to the matron for patient experience was immediately shared with the radiclogy
department for reviewand action. It has also been shared with the relevant staff and app ropriate sieps
hawve been taken to ensure the correct preparation ofpatients forDEX A scans.

Any further concems received reg arding this procedure will be shared immediately at the request of
the RadiclogyDirectorate Manager.

Izsues relating to the communication and information aboutthe site and location of
appointments.

When thisfeed back was initially received in October it was identified th at there were newstafiin post
within the radiclogy deparment. As a result of the feedback staff were immediately reminded
regarding the comect location for DEX A scansas to ensure the correct hospital site iscommunicated.
We apologise forany inconvenience thatthismistake caused to patients and their families.

Thedepartment are commencing a pilot ofatext system in the near future which will o fier a further
reminder afthe correct site for ap pointments.

Thedepartmentwill also beinstalling a second CT scanner on the Southport site before the end of
the year which will increase the opportunities for Sefton patients to have planned” CT scans on the
Southport site as opposed to travelling to O rmeskirk.

disability

ML

18
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Travel to and between the two hospital sites continues to be mised within the feedbackas an
izzue, with travel forpatients receiving cancer treatment and the iszues this causes. There is
a sugqgestion of a shuttle bus between the two sites.

There are no current plans to move the Medical Day Unit back to the Southport site orto provide a
shuttle bus service. We would not advise patients who are immunocompromised due to cancer
treatments travel on shared transport with other patients with difienng medical conditions p articularhy
during peaksofseasconal infectionssuch as norovrus and fiu.

We are aware that appointments at the Ormskirk hospital site can cause issues for some palents
whao live in the Sefton area and we apologise forthisinconvenience. Staffdo their upmost to mest
patient requests. However, to support the number ofpatients on cancer pathways and other palents
to have timely appointments itis necessary to maximise the use ofall clinic and medical avail ability
across sites.

As highlighted abowe, a second CT scanner is planned for installation towards the end ofthe year
which willincrease the opportunities of ap pointments for cancersurveillance scanson the Southport
site.

Patients undergoing chemotherapy whoare told to attend Southport A+E are left in the waiting
rooms with other patients, with potentially life-threatening illness such as sepsis. We have
previously shared this and it was agreed that you would have a discugsion with the cancer
team to highlight this so that patientsare triaged, A+E pathwaysare used and the side rooms
utilized depending on capacity o that patients are isolated.

There is no current spediic pathway in use forthose patients who are receiving chemotherapy and
attending the Accident and Emergencydepartment. The Cancer serdcesmatron has liaised with the
St Helens and Knowsleyteams and regional cancer nebwork s forany examples ofbest practice within
this clinical area.

All patients who attend the Accident and Emergency Department will report to reception. They are
then recorded on to adigital system called Care Flow Medical and nursing staffcan then viewifthe
patientdisclosesthey are undergoing cancertreatment and the primary problem they are presening
with.

All patients are then triaged where initial assessment takes place including medical history,
observations and blood tests where required. Apathway is available to support patient assessment
forthose that are displaving signs of sepsis. Ifthe patient triggers’ on thispathway theywill be moved
into the depardment where imelytreatment will be commenced.

Forotherunwell patients, ifblood results showany signs ofbeing immunocompromised p atients will

be moved to a side room atthe earliest opportunity. Howewver, in line with the actiity o fthe d epariment
and the high number of patients who present with infections such as norovirus, flu and covd the abiliby
to place allinto side roomstimely can be challenging at imes.

19
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How does the Trust provide information in accessible fomrmats to support patiemts wnder the

accessible information standard and examples of how you ensure that infomrmation is

prezented on fommats which help patientz understand condition gpecific_ information and

infommation about treatment and care and appointments they need to attend.

The Trustis able to provide inform ation in multiple form ats:

Large font letters can be provided at a patients request and lefters can also be printed on
vellowp aper forth ose with visual impairments. This information is recorded onto the patients
electronicrecond.

Adigital accessibiity toolis in place onthe Trust website.

Patients have access to language and Basic Sign Language interpreters over a 24/7 period.
Patientinformation leaflets and otherinform ation can be translated to anylanguage, braille or
audio recorded at request.

Easy read information is available for patients with alearning disability. Thisis developedin
partnership with avolunteerwith lived experience.

Alerts for any communication support can be applied to the patient’s hospital record. This is
currently being reviewed to support implementation of a reasonable adjustments fiag and
sup poting inform ation.

MNew Care FlowConnect live’ boards on wards allowwdiscrete identification of patients with
Dementia, Learning Disability, Visual and Hearing Impairments to suppor communicaion
needs.

The Dementia and Delirium team intreduced a communication box to allinpatient areas which
include items such as — The British Red Cross Translation Guide and the Hospita
Communication Book with physical aids such as amagnifierand assisted heanng devices o
supporthearing impairments.

TheTrusthas procured Deaf awareness sessions which are currently being d elivered by the
local Deafmess Resource Centre. These sessions are attended by both clinical and non-clinical
staff to extend their knowledge reg arding the most appropriate ways to suppo patients with
a hearing impairment.

| hopethatthe above gives you clarity in response to the concernsraised. Please do not hesitate o
contact us with anyquestions.

Kind Regards

Carol Fowler

Deputy Director of Hursing Midwifery and Therapies

Sefton

20



Share your experiences and stories with us.

 We would like you to share your feedback on GP Access. Share this on
our website (www.healthwatchsefton.co.uk/services/)

« Itisreally quick and easy to share your stories and experiences and
they will remain anonymous.

Access information, support and guidance

+ Getin touch with Mandy, our Signposting & Information Officer who can

provide you with information and support. Telephone: 0800 206 1304 or
email info@healthwatchsefton.co.uk.

Getinvolved

* You can join us to receive regular updates about both local and
national health and care services.Sign up on-line
https://healthwatchsefton.co.uk/get-involved/online-membership/
Or give us a call on 0800 206 1304

Recommend us to your friends and family

Healthwatch Sefton - We act on feedback and drive change. Listening has to
positively affect outcomes and influence important decisions about people’s
care.

healthwatCh Committed

W to quality

Sefton )
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Reviews for Ormskirk District Hospital

Overall Rating: 2

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Outpatients

Title of review: Left waiting after referral

Review:

| waited 2 years following a referral to Aintree hospital for dental treatment for
tooth removal. After this time | then asked to be referred to Ormskirk hospital due
to the distance to travel. | went 4 weeks ago for an assessment. | had red spots in
my mouth and was made another appointment for 2 weeks later which was
subsequently cancelled as the dentist was off sick, another appointment was made
for 3 weeks later, so | am still waiting from the original referral to Aintree 2 years
ago. Fortunately | have no pain. | do understand Covid has had an impact on all

 this.

Overall Rating: 5

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Dermatology (Outpatients)

Title of review: Very good

Review:

Ormskirk dermatology department were very good. They gave excellentcancer
advice on what to look out for. | am signed off from the service now.

Overall Rating: 5

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk

Hospital NHS Trust)

Department (if known):

Title of review: Biopsy.

Review:

| attended Ormskirk hospital for a biopsy after a referral from my GP. | waited 8

weeks. It was alright and they were very good. The staff were very welcoming and

the treatment and care was explained. | received a friends and family test phone
all after the nrocedure from Ormskirk to share my feedback]

22
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Overall Rating: 2

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Physiotherapy

Title of review: Physio self referral service

Review:

| went to my GP in January and was unable to put weight on my right leg. | had
been struggling with a knee injury for 6 months. Was not examined by my GP just
told to self refer to Physio at my local hospital. Had to buy a wheelchairto get me
from the car to Physio. He would not look at my private MRI report which said my
arthritis was severe. Told me | would not get an operation on it, when | said | was
unable to do stairs in my house, he told me to get a second bannister, gave me a
leaflet and that was that. | paid privately for Physio which really helped, a
complete contrast.

Overall Rating: 1

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): X-ray

Title of review: Visited on Sunday for scan sent to Southport

Review:

| booked via the xray department booking line for a Dexa scan. The call handler
gave me directions to the dept. at Ormskirk. It was a Sunday appointment and
there were no staff or other patients there when | arrived, so | took a seat. A
clinician came over after about 5 minutes and aksed why | was there, when | said it
was for a Dexa scan he went away and then came back and said | was in the wrong
place and needed to go to Southport hospital, | could just drive there now. |
wasn't asked if I'd come by car, though | had, so really inconvenientand a waste of
time but luckily | could drive to Southport. | knew it wasn't my error as | had very
specific directions to Ormskirk's xray department. There was no apology for the
error or my wasted time or cost of travel. | accepted the Sunday appointment
when booking as there are long waiting lists, but really poor experience.

23
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Overall Rating: 1

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known):

Title of review: Dental op. left in pain, swollen for weeks

Review:

| was fast tracked by dentist as | had pain in myjaw. Sent to hospital and told it
was an impacted wisdom tooth, ok we will remove next week with local injection.
The actual procedure took over an hour, the technicians had to send for the
specialist, ..he did something which | was later..many weeks later told he had to
break part of my jaw bone to remove it! | was told it should have been done as a
day patient on a general anesthetic. Somethingto do with my using medically
prescribed morphine products for complicated back problems. My face was so
swollen for a long tome, eyes closed, couldn't eat or drink from a cup..well |
wouldn't having a broken jaw that nobody told me about until about 6 weeks later
at my post-op. | have photos to prove the state of my face.

Overall Rating: 4

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Outpatients

Title of review: Outpatients

Review:

Low level monitoring appointments for prostate cancer. It is difficult to travel to
Ormskirk from Southport and this adds stress to the appointment, especially if you
have a disability. A shuttle bus would be helpfu|.|

Overall Rating: 5
Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Outpatients

Title of review: Excellent

Review:
Very happy with treatment generally
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Overall Rating: 4

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known):

Title of review: Excellent

Review:
Cataract surgery at Ormskirk hospital. | also attend monthly appointments at
Ormskirk and Southport.

Overall Rating: 2

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known):

Title of review: | have to travel to Ormskirk now.

Review:

Attended pain clinic/ musculoskeletal assessment (physio).

Loss of facilities at Southport means | now have to travel to Ormskirk to access
these services. | am unable to drive so public transport is not easy, there is not a
straight forward route. The GP and self referral for physiotherapy was ok. | waited
six weeks for an appointment.

Overall Rating: 1

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Outpatients

Title of review: Poor follow up communication

Review:
| had an appointment at Ormskirk and was then told i will be sent a follow up
appointment for Southport. | have had no appointments through yet.
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Overall Rating: 5

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known):

Title of review: | had 2 eye operations at Ormskirk hospital.

Review:

They were fantastic, 5 stars, brilliant staff and treatment and care. | sent them a
card to thank them.

Overall Rating: 5

Hospital site: Ormskirk & District Hospital NHS Trust (Southport & Ormskirk
Hospital NHS Trust)

Department (if known): Outpatients

Title of review: Excellent

Review:
Audiology department. Excellent treatment and care. Staff very good.

Reviews for Southport & Formby District General Hospital.

Accident and Emergency Department

Overall Rating: 4

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident & Emergency

Title of review: Wonderful A&E responses.

Review:

Fantastic diagnostic treatment planning and delivery of stem cell transplantation
and aftercare reviews (Clatterbridge).

Wonderful A&E responses.
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[Overall Rating: 2

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident & Emergency

Title of review: A & E

Review:

Was referred to Southport A&E by GP and told to go urgently and that we would
not be held waiting in A&E as this was an urgent GP referral and would be treated
accordingly. We were triaged and then waited for 6 hours to be seen by a doctor.
Abysmal service and a complete lack of empathy when asking politely for an
update. Do not understand how you can be considered as requiring urgent
medical care by your GP prompting a panicked dash to A&E and then be left in an
uncomfortable waiting room for 6 hours with no obs taken etc. Finally saw a
doctor who confirmed admission was required along with CT scan and waited
another 12 hours for a bed on a ward to become available.

Overall Rating: 1

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident & Emergency

Title of review: Accident & Emergency broken wrist

Review:

Broken wrist set incorrectly. Mum (matron) removed some of the cast and the
hospital was not pleased. The consultant asked why and | said it was cutting off
my circulation.

| was transferred to Ormskirk and they were astounded at the way the cast was put
on. Had to cut some off as it was cutting into joint of elbowl

[Overall Rating: 3

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident & Emergency

Title of review: Long wait in A & E, good treatment on ward.

Review:

My husband was in a small ward for treatment which was good. He had to return
back to A & E 2 weeks later and we waited for 9 hours, they were supposed to
have been notified by the consultant but weren't and didn't have a bed.
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Overall Rating: 5

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident & Emergency

Title of review: Attended A & E/ outpatients appointment

Review:

Despite nurses being overworked and lacking capacity they are always helpful. |
have to go to A & E if | cannot get an appointment at my surgery when i need it.
There is a long wait but staff are always polite and accepting.

My outpatients appointments was also good.

Overall Rating: 5

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident & Emergency

Title of review: Excellent

Review:

| attended Southport A & E as an emergency, outpatients and as an inpatienta
number of times. They are really good. The best experts and technology are at
Southport hospital. The doctors are very attentive and would go through notes on
the ward day and night. The staff are very good.!

Overall Rating: |

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident and Emergency department

Title of review: A and E department

Review:

Horrendous. My elderly parent came in at 10 am in the morning with a suspected
heart attack in an emergency ambulance. She was stuffed in a side room for 36
hours. | stayed with her, they let me, in their defense. She was too scared to stay
on her own as there was fighting in A & E and she was terrified. The triage system
was really slow, it took about 3 hours for someone potentially having a heart attack
to be seen. She was then discharged and made to feel as if we were wasting
peoples time.|
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Overall Rating: 1

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident and Emergency department

Title of review: Discharged after fall less than 12 hours

Review:

| am unhappy with recent treatment at Southport hospital. Went in after a fall.
Had a mark on my head, she had fallen at night so cold and couldn't get up.
Ambulance brought me in. | didn't get any scans or checks to head.

Moved to discharge lounge next morning by 8am. Felt very shaken and not ready
to be discharged. Staff there said if you get home and then if feel unwell ring
ambulance and come back in. two staff stood around not doing anything.
Disgusting. Have complained before to PALS and head of hospital, didn't get a
response. No one helps, discharge support team haven't given what they offered,
no befriending support, | am on my own. Falls team should be supporting me.|

Overall Rating: 5

Hospital site: Southport and Formby District General Hospital
Department (if known): Accident and Emergency department

Title of review: Staff were very nice

Review:

| fell over and dislocated my arm and went to A & E. | only waited an hour. |
stayed in overnight until the next day in the afternoon. The food was very good.
They gave me some supplies when i was discharged, which included small boxes of
cereals, milk, bread, cri5p5.|

Overall Rating: 3

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident and Emergency department
Title of review: Had wrong email for dementia nurses

Review:

| was trying to contact the hospital dementia nurses to check on an elderly relative
with dementia in A&E overnight. We live 300 miles away, so wanted reassurance. |
wonder if they could shorten the email address soh-
tr.dementiaanddeliriumteam@merseywestlancs.nhs.uk’ and maybe update their
website with the email address.

It's ridiculously long and doesn’t seem dyslexia friendly or even spelling friendly. It
took us 2 goes to get it right]
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Overall Rating: 2

Hospital site: Southport and Formby District General Hospital

Department (if known): Accident and Emergency department

Title of review: Autistic adult, bad experience, sepsis risk.

Review:|

| was sent to A&E Southport on Friday evening by the GP at Ainsdale Medical
Centre. | had been on antibiotics for 4 days already for an infected cyst on my
chest and they had made no difference, indeed it was getting worse.

| waited more than 5 hours (which | totally understand is unavoidable) but as | am
autistic (Which is on my records) this meant my stress levels were very high.
Eventually | was seen and bloods taken, waited another hour or so, then told to
come back at 9am because there was 'not much’ sign of infection. AT NO POINT
WAS ANAESTHETIC MENTIONED.

My friend was with me and specifically asked if | needed to bring anything for an
overnight stay or if it would just be a minor day case. We were told just a day case
and he would have to get his seniors to look at it. | therefore assumed as nothing
else had been mentioned, that it would be a case of going to ‘minors' and having it
drained and the cyst removed under local anaesthetic.

As requested | returned to A&E at 9am yesterday morning. | would have expected
to wait for a short while, but as it was a planned return | was not expecting to be
left all morning in a hot stuffy waiting room, nil by mouth, and sitting amongst
people who were loudly vomiting and smoking.

| spoke to the Triage nurse again (short dark hair, didn't get her name) about 11.30
and she was disgusted that I'd been left all morning, and said she was going to put
a complaint in herself. | couldn't stay in the waiting room any longer as it was
causing me to panic and feel faint. She took my number and let me go outside.
That was a big help and | would like to thank her for her concern.

After a while an anaesthetist phoned and he told me | was down for a general
anaesthetic. | was horrified as this was not what | was expecting at all.

| need clear communication, this stressed me hugely as | was on my own and had
no support. He could only cover the anaesthetic side of things so got the surgeon
to come and speak to me. This unfortunately is where things went downhill fast.
Firstly | found it difficult to understand what the surgeon was saying as his English
wasn't the best so on top of already being panicked, that didn't help. Then he
made me feel like | was being awkward for needing things explaining. He also did
NOT explain things clearly and talked about 'sedation’ rather than 'general'. As far
as | am concerned those are two very different things. | have PTSD from failed
sedation years ago during IVF egg collection. | felt everything but could not move
or scream. NEVER AGAIN.

30



healthwatch

Sefton

Despite telling him this he still used the word 'sedation’ and seemed to fail to
understand the problem. He may well be a good surgeon but he was a poor
communicator. | therefore could not trust him. | also felt he was interpreting my
autistic overwhelm and panic as 'aggression’ which was absolutely NOT the case. |

have had years of being gaslighted by 'professionals’ and | will not tolerate it any
more. | felt under pressure to make a decision which | did not feel safe to do, and
felt like | was wasting their time. Believe me, that's the last thing | wanted to do. |
fully support the NHS and am well aware they are under huge pressure.,

| felt | had no option but to leave as | was on the verge of total breakdown. So |
left. During this time, the abscess on my chest had burst. It is continuing to weep
puss and blood, so now | have a pus filled abscess leaking through my clothes, and
2 days of non-working antibiotics left.

If it had been communicated properly in the first place that | would likely need a
general and would also need to be operated on twice as they could not remove
the cyst while everything was inflamed, and if | hadn't been left waiting in excess of
8 hours total, then | might have been able to cope.

| wonder if staff (including surgeons) are trained in Autistic communication? | have
had to raise this issue before when | brought my autistic son in Sept 2022 with a
broken collar bone. We had to leave prematurely then too and he was left in agony
because staff had zero understanding. It's disappointing to be in the same
situation again.

Audiology Department.

Overall Rating: 5

Hospital site: Southport and Formby District General Hospital

Department (if known): Audiology

Title of review: Audiology Department

Review:

Repair to Mother's Hearing Aid needed. Mother in Care Home so unable to attend.
Appointment made within 2 days for Hearing Aid to be seen. Staff lovely and job
done within 10 minutes.

Only issue is that screens still present in department. | just wonder if this is still
necessary especially in a department where hearing is the main issue.

31



healthwatch

Sefton

Overall Rating: 4

Hospital site: Southport and Formby District General Hospital

Department (if known): Audiology (outpatients)

Title of review: Audiology- outpatients

Review:
| have visited 4 or 5 times over the last few years for my hearing aids. During the

pandemic staff attitude was not good but it has got better. My hearing aids broke
and i got an appointment the next day at 08:45am, very good.

Overall Rating: 5

|-Iospital site: Southport and Formby District General Hospital
bepartment (if known): Audiology (outpatients)
Il'itle of review: Very good
eview:
attended the audiology clinic and it was very good.
he space was very convenient.
received a personable service at the clinic- the best in the area.
ppointments were on time- i was seen within 10 months,

Ear, Nose and Throat

(Overall Rating: 1

IHospital site: Southport and Formby District General Hospital

IDepartment (if known): Ear Nose and Throat

ITitIe of review: Incorrect diagnosis

Review:

| went to Southport Hospital as | had swallowed a piece of plastic. It was my own
fault | bit a piece of Brie cheese in a plastic wrapper, | didn't see the plastic stuck to
the cheese until too late and swallowed the cheese and plastic. | tried to bring it
up with pop (burping) or swallow by eating dry crackers. Went to doctors who
sent me to hospital. Waited to see first doctor who told me it would eventually
disintegrate. Went straight back to GP who sent me on NHS to Renacres, the
doctor saw the notes and rolled his eyes. He put camera up nose down throat,
said it was breaking and got some out, but said throat now "marked". You could
see plastic bobbing up and down in my throat.|
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Ophthaimology

verall Rating: 5
l-lospital site: Southport and Formby District General Hospital
bepartment (if known): Ophthalmology
Il'itle of review: Great treatment and care. Staff helpful.
Review:

have glaucoma and | attend every three or four months for eyesight field tests
and six monthly appointments with the consultant. | was there last week and it was
Fine, it was a bit of a long time since | last saw the consultant but | saw the nurse
and | saw the registrar.|

Overall Rating: 1

Hospital site: Southport and Formby District General Hospital

Department (if known): Ophthalmology

Title of review: They don't provide the clinic anymore

Review:

Aintree hospital - everywhere has been great. | go to ECC for my eyes and other
outpatient departments. It has always been brilliant and they have nothing to
improve.

| live in Churchtown, Southport but | have to travel here for the eye clinic. Years
ago | used to be able to go to Southport hospital but they stopped it.‘

Orthopeadics

Overall Rating: 5

Hospital site: Southport and Formby District General Hospital
Department (if known): Orthopaedics

[itle of review: Orthopedics outpatients

Review:

No one answers the phone. Mail box is full- periodically. Unable to change
appointments. Text messages are good. | like the texts.r
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Various departments [ Other

[Overall Rating: 5

h—lospital site: Southport and Formby District General Hospital
bepartment (if known): Other

Title of review: 14B/ 11A, A & E ambulance

eview:
Fverybodyi have had contact with has been excellent. Food excellent.

fOverall Rating: 1

IHnspitaI site: Southport and Formby District General Hospital
IDepartment (if known): Other

I'I'itle of review: Staff not wearing name badges.

Review:

l\lot many staff with a name badge which they used to have,|

(Overall Rating: 3

|Hospital site: Southport and Formby District General Hospital

|Department (if known): Unknown

Title of review: Very supportive of carers

Review:

| have attended A & E and as an inpatient a number of times. The hospital is very
supportive of carers as my husband has dementia. You are allowed to stay with
the person you care for 24 hours a day if you want. The nurses are under too much|
pressure. My husband had 6 weeks reablement that the hospital arranged when
discharged. This worked well. The consultant was good but discharge was delayed
because we had to wait to see the consultant. It is very busy in A & E during the
night and patients have a long wait.
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Outpatients

Overall Rating: |
I-Iospital site: Southport and Formby District General Hospital
bepartment (if known): Outpatients
Il'itle of review: | feel disappointed
Review:
am disappointed in Southport hospital. | was referred in Oct 2021 by my GP and
asked to be referred to Aintree but was sent an appointment for Southport
hospital which was for May 22. The consultant at the appointment said they would
have to get in touch with Aintree, as they did not have my history and were not
sure how to proceed with this, as | have had treatment at Aintree prior to this.
Then in February 2023 i was booked in for a doppler test for June 2023 at
Southport. | had an appointment booked in for August 2023 for follow up from
his, but in July 2023 it was cancelled. | have received another appointment for
ctober 2023, | worry that this appointment may be cancelled as well! This is 2
ears on from the original referral. There could be administration problems in my
pinion.

Overall Rating: 4

'-Iospital site: Southport and Formby District General Hospital

bepartment (if known): Outpatients

Il'itle of review: Hospital outpatients clinic
eview:
had to ask if | had missed my appointment as | had been to the toilet. | waited
ne hour for an appointment at urology,

Overall Rating: 5

I—Iospital site: Southport and Formby District General Hospital
bepartment (if known): Outpatients

Il'itle of review: ECG- reqgular yearly appointment

eview:
ood communication. | was told the results on the day.
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[Overall Rating: 2

h—lospital site: Southport and Formby District General Hospital
bepartment (if known): Outpatients
Title of review: Outpatient visit waste of time no treatment
eview:
have unresponsive Crohn's colitis, at present, | am on biological medication, the
irst infusion in June, gave me such breathing difficulties | ended up back in a walk-
n centre, unable to breathe. My new diagnosis is diabetes 2, hypertension, and
ifficulty breathing, my specialist nurse booked me in for an appointment to see
hat everything is okay. Today | managed to see a nurse whom | had never met
efore after hours of waiting, who had no idea why | was there. She asked me to
ait outside to chat with a consultant, at 15.05 pm, | got up and left the hospital.
his was a total waste of my time and energy, and it is a great danger to my health
eing treated with such flippancy. All the skeleton staff that was present were just
iscussing pay and working conditions, you could openly hear patients in nearby
ards shouting for help.

(Overall Rating: 2

IHuspitaI site: Southport and Formby District General Hospital
|Department (if known): Outpatients

Title of review: Outpatients appointment

[Review:

Staff were really helpful. Did not wait long following referral from the GP.

Overall Rating: 5

l-lospital site: Southport and Formby District General Hospital

bepartment (if known): Outpatients

Il'itle of review: ACU- ambulatory care unit

Review:

had appointment last week and was told to come back today, Perfect treatment
bnd care, they couldn't do enough for me. No waiting times today. Last week i
had to wait 4 hours for the in house pharmacy. However, this week i got a
rescription for Rowlands pharmacy so i can go and get it myself.
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(Overall Rating: 1

Hospital site: Southport and Formby District General Hospital

Department (if known): Outpatients

Title of review: Outside car park A

Review:

Wheelchair access poor due to ongoing work.

Patient with wheelchair found it difficult to access hospital due to large holes in the
road. May be temporary but still needs reviewing.|

[Overall Rating: 4

IHnspitaI site: Southport and Formby District General Hospital

IDepartment (if known): Outpatients
itle of review: Outpatients

Review:

Routine- diabetic eye screening. | attend every 6 months, it is very good, staff havej
good attitude.

| have been coming to Southport hospital for 40 years. They are short staffed in
he health service, and staff are stressed.

| was with Southport cardiology for over 2 years and had 2 telephone
ppointments. Telephone appointments are not good as there is no reception. |
as discharged back to my GP.|

Overall Rating: 4

'-Iospital site: Southport and Formby District General Hospital

bepartment (if known): Outpatients

Il'itle of review: Pulmonary physiotherapy
eview:
have not been before and unfortunately | waited a year from the referral from my
P to the appointment. Waiting times for referrals are not good.
owever, at my appointment staff were lovely, treatment and care is fine, staff
xplained my treatment plan well. | have to come back.
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Overall Rating: 5

Hospital site: Southport and Formby District General Hospital

Department (if known): Outpatients

Title of review: Cardiology

Review:

Outpatients 1st visit. | didn't wait long until after my GP referral. It was good, no
waiting time. From the health care assistants to the consultants they all were very
friendly and very knowledge. Good communication.

Overall Rating: 5

l-lospital site: Southport and Formby District General Hospital

bepartment (if known): Outpatients

itle of review: Fracture clinic

eview:

ediatrics fracture clinic at Southport. | asked why we couldn't be seen at Ormskirk
s i live in Skelmersdale and there was nothing for children at the clinic at
outhport.|

Overall Rating: 3

I—Iospital site: Southport and Formby District General Hospital

bepartment (if known): Outpatients

Il'itle of review: Outpatient department

eview:

patient was unable to understand how to book another appointment at Aintree
ospital and the information provided on booking the surgery date at another
ospital. This was due to a language barrier. The patient was given the phone
umber and information but was unable to access this due to the language barrier.
he receptionist did try to help by ringing the administration department at

intree hospital but there was no reply. However, a member of staff at Southport
ospital intervened and helped to resolve the issue for the patient]
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Overall Rating: 5

'—Iospital site: Southport and Formby District General Hospital

bepartment (if known): Outpatients: Stroke/Gastroenterology/Orthopedics

Title of review: Outpatients- Southport
eview:
fter a stroke i was taken to hospital in an ambulance to attend the Aintree
pecialist Centre. | have had a follow up appointment today in Southport
utpatients. It was all excellent, the doctor was really good and friendly, it was not
frightening experience, they explained everything and we know the next steps
ow. Communication is very g_;ood. No complaints what so ever.|

[Overall Rating: 4
l-lospital site: Southport and Formby District General Hospital
beparl:ment (if known): Respiratory Clinic
Il'itle of review: Outpatients appointment- respiratory clinic
eview:
y appointments used to be at Ormskirk, now they are at Southport and i live in
ormby so it works well for me.
Il fine, very good, young consultant, with a very comprehensive treatment
xplanation. It was efficientwith no waiting times. | had more phlebotomy tests
or allergies.
ignposting- It was difficult to find the respiratory department in Southport
ospital as the signs were not clear to follow.

pvera" Ratlng: 4

'-Iospital site: Southport and Formby District General Hospital
bepartment (if known): Respiratory Clinic
h’itle of review: Cardiology respiratory- outpatients.
eview:
have attended a number of visits, i was half an hour early today and didn't wait
ong at all. | saw the nurse quickly to get weighed etc. Dr Youzguin was very good|
nd knew exactly what the problem was and referred me to ENT. | have been
oming here for a long time and staff are always very nice and bright and breezy.
hoever is in charge now is making a difference. The hospital is looking better
han it has done previously.
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[Overall Rating: 5

IHaspitaI site: Southport and Formby District General Hospital

|Department (if known): Trauma

Title of review: Trauma and orthopeadics

Review:
ery short wait, my appointment was at 11:30 am and i was seen and in and out by
11:40 am. The consultant Mr Zuned Ahmed Hakm is the clinic lead but i saw
nother member of the team today. | have been over a number of months. | was
ery pleased, i was offered surgery but | declined due to my work demands. The
consultant asked me to come back in 6 months and to think about my treatment,
hey were very understanding, they are keeping me under the team to monitor me,
if i need to be seeni can ring for an appointment.l

Urology

Overall Rating: 5

Hospital site: Southport and Formby District General Hospital

Department (if known): Urology

Title of review: Service very good.

Review:

The service is very good. | have had 4 visits to this hospital in the last 4 months.

A & E in an ambulance, and the outpatients for 3 appointments. Outpatients
appointments were very quick and it was a good experience. Parking at Southport
hospital could be better. The Ormskirk hospital parking is good. Staff have been
very approachab[e.l
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(Overall Rating: 4

IHospital site: Southport and Formby District General Hospital

|Department (if known): ward

Title of review: Staff were alright once you get to know them

Review:

| thought | was going to stay on a particular ward but they put me on a different
ward. | wasn't happy at first but it was fine. But | had to do as | was told. The
porter came and moved me at 12 o'clock at night. | was asleep at the time and |
felt confused and vulnerable. It wasn't nice.l

Overall Rating: 5

IHospitaI site: Southport and Formby District General Hospital

|Department (if known): Ward (In patient)

I'I'itle of review: Room for improvement but very good.

Review:

hen i was in the hospital my surgery had to be cancelled and the top consultant
came to see me at 5 pm after i had been fasting all day. The consultant apologised
profusely. | thought this was great that they were taking an interestin me
personally and as an individual.

Consultants are always really good and respectful to older people and treat them
ith dignity and do not dismiss them as old or stupid. They respect patients
dignity which is essential as they can be made to feel not listened to.

ards are alright generally. Staff are wonderful and always kind. | witnessed a
nurse who was so lovely and kind to a patient with dementia. We are very lucky to
have our hospital and medical treatment in Southport. The quality of hospital food
could be improved but they are trying their best,l

Overall Rating: 2

I-Inspital site: Southport and Formby District General Hospital

bepartment (if known): Ward (In patient)

Il'itle of review: Speaking as a visitor.

Review:

Speaking as a visitor- the ward is absolutely devoid of any atmosphere, there are
no windows and nothing to help patients experience a pleasant environment. From
an outsider point of view regarding treatment there could have been better
rommunication with the family.|

Sefton
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X-Ray

[Department (if known): X-ray

Title of review: Sarcastic, uncaring radiographer

Review:

| arrived here having been given the wrong location when booking an
appointment for a Dexa scan on a Sunday. I'd arrived at Ormskirk xray dept. and
then told | was in the wrong place, so | could drive to Southport hospital, no
apology or discussion as to whether I'd driven, and could | how get to Southport.
On arrival at Southport x-ray there were no staff or other patients around just a
sign to say take a seat. After about 5 minutes a clinician came and asked if | was
there for a Dexa scan and had | gone to Ormskirk first? | said yes as I'd been given
the wrong information when | booked. Again no apology for error, though |
appreciate not his, it is the entire trust's error and they are all one team, so very
poor service and attitude. No discussion of the time and money lost in wasting
time going to Ormskirk to then drive to Southport. He then said, yes, I'm going to
miss my coffee break now. | found this unprofessional, inappropriate and rude.
There were no other patients waiting so unless he was completing desk work |
assume he could have had a coffee before | arrived, or after my appointment. Plus,
when we are told NHS staff are under such intense pressure it's jarring to hear
someone complaining that they'll miss their coffee break because they have to
complete your appointment. | went in for my scan there were no other staff
present, so had | required a female to be present this wouldn't have been possible
| had worn appropriate clothing as advised prior to not require a gown, (scan was
of pelvis and hip area) but was then asked if | was wearing a bra, which | was and
told | needed to remove it. | had a shoulder tendon injury/capsulitis at the time
and this was fairly painful for me unaided. | had the scan a matter of minutes. |
was then directed to a toilet outside of the test room, if | wanted to put my bra
back on which | couldn't unaided and left. The experience was without care from
start to finish. | am fairly confident, and | found the treatment unsettling, but it
concerns me that other more frail and vulnerable patients should receive this kind
of poor treatment.‘
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(Overall Rating: 1

IHospitaI site: Southport and Formby District General Hospital
|Department (if known): X-ray
Title of review: Appalling abusive treatment
Review:
| attended for a bone scan. In spite of my obvious disabilities and voiced
limitations, it was rush, rush, rush! Nothing | tried to say mattered, even when | saidj
s loudly as | can " | understood | can put a gown on as all my clothes have zips
etc” and then | had to say " you are barking at me!”
| was told abruptly to undo my underwear and get on a table. No time whatsoever
o accommodate my individual needs which meant maintain my safety.
fter the scan | tried to communicate again but the door was opened and | was
ushered out with my clothing unfastened and in a state of disarray.
My husband waiting in the waiting room was shocked to see me sent out into a
public area with my clothing out of place and obviously upset.
It seems that individual needs of patients are of no concern. | was just a nuisance
or daring to say | preferred to wear a gown and not try to undo items of
underwear. | would describe the whole experience as one of humiliating abuse.

(Overall Rating: 1

IHospitaI site: Southport and Formby District General Hospital

|Department (if known): X-ray

Title of review: Discharged from A&E no treatment for fracture

Review:

| went to a and e by ambulance in March after a fall | was in great pain and could
not get up or stand. | was told by Dr that my pelvis showed no fracture and was
discharged without analgesia and unable to stand

No help given. After 5 months, still in pain, my gp asked for x Ray report.
Fractured inferior and superior pubic rami. Result filed away and | was not
informed.

Recuperation would have been very very different had | been informed of the
fracture. | now have had to see a private consultant and pay for another xray to see
why | am in pain. | need extensive physio which | will have to pay for. | have
suffered for 5 months in pain not knowing | had sustained a fracture.l

Sefton
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(Overall Ratlng:z

Hospital site: Southport and Formby District General Hospital

Department (if known): X-ray

Title of review: Rude, uncaring radiographer

Review:

| visited for a DEXA scan. The radiographer was male and didn't want me to use a
gown. | felt very intimidated and he was quite rude. | had to remove my
underwear, | had a fracture and was in a lot of pain. He hurried me onto the bed
for the scan. There was no female nurse there to assist. It was awful, he hurried
me out and without anywhere for me to put my underwear back on. Dreadful
experience.

|

Review for St Helens Hospital.

[Overall Rating: 2

.—Iospital site: St Helens Hospital

bepartment (if known):

Il'itle of review: Eye appointments cancelled three times

eview:

hree times appointments have been cancelled by St Helens Hospital. My eye
ppointments are supposed to be at reqular intervals to check for changes. | feel
tressed by thi5.|
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Appendix One - Healthwatch Sefton healthwatch
Sefton
Feedback Form

healthwatch

Sefton

Have
your voice

This is your opportunity to influence health and soclal care
services. Your feedback will be anonymoasly featured on our
feedback centre (www healthwatchsefton.couk)

and used to make recommendations for change

You can also call 0800 206 1304 with your feedback.
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Alternatively if vou would like to leave vour feedback via our website
please visit www healthwatchseftoncoaik

Summary of your experience [ few key words)

Please tell us aboul your experience

In relation toyour comments are you a (pleases k)

Patient Carer Staff Relathie Visitar




Stay in touch

Would you lilee bo sign up bo our newsleier? (please tickcd)

Would you lilee bo sign up as & comamumily mernbser ¥ (please Hek)
Please ensyare you lene your debils below

Mame

Address

Email Fhome:

Inakaring ibe.a-ows. vour deinils will e ooeded oo e Feaitheesich Salon CTRT TR dslalzass.
Flam s rmfar koS0 D Fromecoios: dimsrme s hedow anc. e R ideesich Salfon Frrececy Somermnsi.

Are you Male or Female (pheass tick) Age
Male Farrsale

Do you consider yoursedf to hone a disabdlity? (pleses ek
Yoy Ko Presfer pol o say

How would you describe your sexual orentation? ( please bok]
Heteroseual Gy Leshian S TR |

Yes Mo Prefer not to sy

I you would like moee information about Healtiwalch Sefton plesse contact us using the details bedow:

Email: inforhealthwatchsefton.conk Fhone: 0151 920 0726 extension 240
Website: www healthwatchseftonoonk Text 07434 810438

Freephone 0800 206 1304

This leaflel is avadable in alermative formats oo mequest inchding different languages. aodie foemal,
large print and easy read.

Please return this form tous using the address below (no stamp required:

Healthwatch Sefton Registered Office: FREFPOST RTOG-HGXH-LHRAS,
Sefton Council for Volumtary Servios (CVS), 3nd Floor, Suite 3B, North Wing,
Burlington House, Croshy Boad North, Wateroo, L22 OLG.

Heakiranrs Safcn. Compasry Dl by Cearasies Beg. B MHATIS
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