
Mersey and West Lancashire Teaching
Hospitals NHS Trust - Feedback Report. 
June - December 2023

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



Contents

Item Page No

Who are we 4

What are our core beliefs? 4

Listening to you 4

Your views and feedback 5

Sentiment 5

Key Themes 8

Staff 9

Access to services 10

Treatment and Care 11

Communication 12

Facilities and Surroundings 13

Provider responses to reviews on the Healthwatch Sefton
Feedback Centre 

14

Issues/Themes raised by our Southport & Formby Community
Champion Network and engagement activities

15

Summary of key issues 16

Thank You 17



Contents

Item Page No

Response from Mersey and West Lancashire Teaching Hospitals
NHS Trust. 18

Share your experiences and stories with us 21

Access information, support and guidance 21

Get involved 21

Recommend us to your friends and family 21

Reviews for Ormskirk District General Hospital 22

Reviews for Southport & Formby District General Hospital 26

Review for St Helens Hospital 44

Appemdix One: Healthwatch Sefton Feedback Form 45



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. 

Who we are

What are our core beliefs?
We believe that health and social care providers can best improve
services by listening to people’s experiences
We believe that everyone in society needs to be included in the
conversation, especially those whose voices aren’t being listened to
We believe that comparing lots of different experiences helps us to identify
patterns and learn what is, and isn't working
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
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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
shared by patients (50),  
Carers (4), relatives/friends
(3), a visitor (1) and one (1)
member of staff. Some
people shared their ethnicity;
19 people told us they would
describe their ethnicity as
White British. Everyone else
preferred not to say. 

Sentiment 



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

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). 
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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. 
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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. 

Key themes.



* 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. 
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Staff

“I have been coming here for a long 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.“

“I attended Ormskirk hospital for a biopsy after a referral
from my GP. I waited 8 weeks. It was alright and they were

very good. The staff were very welcoming and the treatment
and care was explained.“

Some of the comments you shared are below:



* 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. 
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Access to services

“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. “

“Three times appointments have been cancelled by St Helens
Hospital. My eye appointments are supposed to be at regular

intervals to check for changes. I feel stressed by this.“

Some of the comments you shared are below:



* 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. 
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Treatment and Care 

“It was all excellent, the doctor was really good and friendly,
it was 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.“

Some of the comments you shared are below:



* 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. 
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Communication  

“ 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 a response. No one helps, discharge support team haven't

given what they offered, no befriending support, I am on my
own.“

Some of the comments you shared are below:



* 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.
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Facilities and Surroundings 

“ 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 present in Audiology  
department. I just wonder if this is still necessary especially in

a department where hearing is the main issue.“

Some of the comments you shared are below:
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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
(6) for Southport Hospital and eleven (11) for Ormskirk hospital. Below shows
examples of feedback shared and the response from the trust. 

Review. 

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

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. 

Accessible information

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. 

Small wards of 6 beds was perceived as positive for patients with
mental health conditions
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. 
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.
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. 
Patients prefer Ormskirk hospital as staff are kinder. 
Examples of x-ray letters being unclear about location of 

      appointment

Issues relating to Southport hospital
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Summary of key issues for Mersey and West Lancashire
NHS Teaching Hospitals to review and respond to. 

You shared 59 reviews with us between June and December 2023. 
You shared 45 reviews relating to Southport hospital, 13 about Ormskirk
Hospital and one review about St Helens hospital. 
The majority of reviews about Ormskirk hospital related to accessing
outpatient appointments. 

Summary

Issues we would like the provider to review and respond to

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. 
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. 
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. 
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. 
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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.
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. 
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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/)

It is really quick and easy to share your stories and experiences and
they will remain anonymous. 

Access information, support and guidance

Get in 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.

Get involved

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.
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Reviews for Ormskirk District Hospital
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Reviews for Southport & Formby District General Hospital.

Accident and Emergency Department 
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Audiology Department. 
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Ear, Nose and Throat
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Ophthalmology

Orthopeadics 
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Various departments / Other 
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Outpatients 
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Trauma/Orthopeadics

Urology
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Wards/Inpatients 
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X-Ray 
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Review for St Helens Hospital.



Appendix One - Healthwatch Sefton
Feedback Form
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