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Before coming today, did you use any other health service 
first for this condition? 
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“I would have seen the GP, but you can never get an appointment.” 



Greater confidence in tests and additional services that may 
need to be accessed so preferred coming here rather than 
waiting for scheduled GP appointment. 
Positive experience so far, I prefer Conquest to EDGH
(I) live equidistant to other hospitals but choose Conquest as 
a preference.
I usually go to Lewes UTC - quick and good
I prefer Eastbourne to the Conquest. 

Service preference:
Some patients expressed preferences for certain services or 
locations which they felt delivered a good service, and this 
influenced their decisions to attend a ED/UTC and which one they 
attended.

Triage was quick, but nothing since then. 
I was triaged in less than an hour, but I’ve been waiting 6 
hours since. 
The wait is concerning, the system is the problem.
Where is the doctor? I’ve been waiting over 3 hours. 
This morning it said a 9 hour wait. 
Waited 10 hours now, triage was quick, but nothing since, wait 
time keeps climbing.

Wait Times: 
Patients told us ED/UTC triage was generally quick and efficient, 
but wait times after triage were very long, with the longest wait 
time recorded as over 10 hours. Patients find waiting times are 
frustrating, especially when updates on changes in waits are not 
communicated. 



All staff have been excellent so far. 
Staff have been very kind and professional.
I’m grateful for the NHS. 
Theres a lack of communication, I’m worried.
The doctor was brilliant. 
They (hospital staff) are doing their best. 

Interactions with staff: 
Most patients we spoke to praised staff and told us they were 
generally happy with the care they received, highlighting staff 
empathy and professionalism. 

The main issue highlighted in comments was a lack of 
communication while patients waited to be seen, with limited 
updates and limited checks to see if patients circumstances or 
condition had changed.

I don’t have confidence in the GP or 111 – I struggle to get an 
appointment when calling at 8am. 
I came to A&E because I didn't think that it would be possible 
to get an appointment with my GP. 
I’m more confident in the tests and services (at the hospital) 
so preferred coming here rather than waiting for my 
scheduled GP appointment..
(I) felt it wouldn't be possible to get a GP appointment
Based on previous, negative experience with GP, I felt they 
couldn't help and wanted to be seen quickly.

Lack of confidence: 
Some patients told us they didn’t feel confident in their ability to 
get an appointment with their GP, even if they tried, with some 
expressing greater confidence in getting timely treatment in 
ED/UTC compared to other primary care services. 
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