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HEALTH CARE COMMISSION ANNUAL HEALTH CHECK 2008 - 09

Comments from Individual Members

of Wolverhampton LINk
On the

WOLVERHAMPTON CITY NHS PRIMARY CARE TRUST

Background
In previous years the Patient and Public Involvement Forum (PPl Forum) submitted a

Third Party Commentary relating its Work Plan activities to the Core Standards in the
Annual Health Check. In April 2008 PPl Forums were replaced by LINks (Local
Involvement Networks).

In Wolverhampton the LINk is Hosted by Wolverhampton Voluntary Sector Council,
who have been supporting Stage One of Wolverhampton LINks development, this
has included the formation of an Interim Steering Group whose main focus has been
the development of the LINk Governance Processes and the recent LINk Launch
Event. In April 2009 the LINk will move into Stage Two this will involve the election
of the Wolverhampton LINk Board and the development of the LINk Work Plan based
on public feedback from the launch event.
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Process
This being the first year of operation Wolverhampton LINk is unable to submit a
Third Party Commentary based on the Wolverhampton LINk Work Plan.

Not wanting to miss the opportunity for the public to feedback views and
experiences of health care services, Wolverhampton LINk Host Organisation (WVSC)
taking guidance from the *LINks Gui
has gathered the views and experiences of individual LINk Members to form this
Third Party Commentary as follows:

Survey
During November 2008 a survey was sent out to all LINk Members, a copy of the
survey is attached. 17 LINk Members returned the Survey.

Briefing Session
6 LINk Members attended a briefing session with our local Health Care Commission
Lead Officer.

Health Scrutiny Panel Health Care Commission Workshop

A LINk Member and Member of Staff from the LINk Host Team attended the Health
Scrutiny Panel Workshop, where they received presentations by Wolverhampton City
Primary Care Trust, Royal Wolverhampton Hospitals NHS Trust and the West
Midlands Ambulance Service NHS Trust on their performance against the Core
Standards.

The 17 Survey Responses, information received at the Health Scrutiny Panel
Workshop, along with feedback following on from the Briefing Session and the LINk
Launch event have been used by Wolverhampton LINk Host (WVSC) and reviewed by
the LINk Interim Steering Group Members, to make Comments on the
Wolverhampton City NHS Primary Care Trust against the Health Care Commissions
Annual Health Check Core Standards.
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SAFETY

Core Standard C20 — Care environment and amenities

Health care services are provided in environments which promote effective care and

optimise health outcomes by being;

a) A safe and secure environment which protects patients, staff, visitors and their
property, and the physical assets of the organisation; and

b) Supportive of patient privacy and confidentiality.

LINk Annual Health Check Survey Question:
Think about a time you have been to
Did you feel safe when you were there?
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Did you feel safe when you were there?

Yes No Not Sure No Answer

Response
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Comment:

When asked to think about a time t
Hospital this year... did they feel safe, 16 out of the 17 Survey Respondents said that
they felt safeand 1 respondentd i dn’ t answer .

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C20.
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TREATMENT

Core Standard C5 - Clinical and cost effectiveness Health care organisation ensure:

a) They conform to NICE technology appraisals and, where it is available, take into
account nationally agreed guidance when planning and delivering treatment and
care;

b) Clinical care and treatment are carried out under supervision and leadership;

c¢) Clinicians continuously update skills and techniques relevant to their clinical work;

d) Clinicians participate in regular clinical audit and reviews of clinical services.

LINk Annual Health Check Survey Question:
Think about a time you have been to a Health Service, D r
Were you happy with the treatment that you got?

s or Hospi
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got?

Were you happy with the treatment that you

Yes No Not Sure No Answer

Response

GL Y @OSNEB LI SIFaSR ¢AO0K Dt { SNZateteSted
and concerned GP. Might have to wait to see him (slightly past ajppent time)
but always worth the wait. He gives time to patients and sometimes people
more time for difficult problems, so things take longer. But | know | would ge
time if | needed it. Elderly relative registered at same practice probems at all.
lftgle&a GAYS YR @Ararta d K2YS AT NI

G 5 2 O 2P08K Lack of continuity of care. Impossible to see the same doct
successive visits, unable to make an appointment ... patient has to see wi
available - ridiculous state of affair when patient has long standing chromesk

and has irpervious times always deat A 0 K | A LISOAFAO R20
Ol f f Q R2 S atgeQiiocatedtirhezagperisk @jent note and get an inform
background.9 El YLX SY F Dt gl a GFf1Ay3 (G2 )
@S| NAé¢
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Comment:

When asked to think about a time they have been to a Health Service, Dr ’

Hospital this year... Were you happy with the treatment that you got?, 14 out of the
17 Survey Respondents said Yes they were happy with the treatment they got and 1
Respondent said No they were not happy and 2 Respondentsd i dn’ t ans

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C5.

However, when collating the feedback from the Survey, Briefing Session and Launch
Event the LINk Board may consider accessand continuity of
Plan topic.

q

R
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DISCRIMINATION

Core Standard C13 — Patient Focus Health care organisations have systems in place
to ensure that: Staff treat patients, their relatives and carers with dignity & respect.
Core Standard C18 — Accessible and responsive care Health care organisations
enable all members of the population to access services equally and offer choice in
access to service and treatment equitably.

LINk Annual Health Check Survey Question:
Think about a time you have been to

Have you ever felt discriminated against by the health services? (Discrimination could be
on the grounds of disability, mental health, learning disability, age, gender, ethnicity or sexuality)
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services?

Have you ever felt discriminated against by health

Yes No Not Sure

Response

GThere is a PatienfPractitionerpower imbalance. Give P&ty i a ( KS LJ2
their Practitionerd o P dd P ¢

Briefing Session Feedback was received regarding concerns about the over
representation of Young Black Males on the Psychiatric In-patient Intensive Care
Unit, the LINk Board may consider looking into this as a future Work Plan Topic.

Comment:

When asked to thinkabouta t i me you have been to
this year..... Have you ever felt discriminated against by the health services?

15 out of the 17 Survey Respondents said No they had never felt discriminated
against, 1 Respondent said Yes they had (see above comment) and 1 Respondent
said they were Not Sure.

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C13 and C18.
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COMPLIMENTS & COMPLAINTS

Core Standard C14 - Patient Focus

Health care organisations have systems in place to ensure that patients, their

relatives and carers:

a) Have suitable and accessible information about, and clear access to, procedures to
register formal complaints and feedback on the quality of services;

b) Are not discriminated against when complaints are made; and

c) Are assured that organisations act appropriately on any concerns and, where
appropriate, make changes to ensure improvements in service delivery.

LINk Annual Health Check Survey Question:
Think about a time you have been to
Were you given information about how to make a compliment or complaint?

Were you given information about how to make a
compliment or complaint?

Yes No Not Sure No Answer

Response

I3

a L y FtdNidrdn the wall but everyone should have individual info. Inclu
TSSRol Ol &aKSSu¢
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Gl F @AYy 3 R2y S A ai®phait tolpas dh fthe §oddand bad,
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a ttients and Carers should be given the opportunity post discharge, whe
have had time to reflect and not feeling they could be intimidated if maki
complaint. Would give them time also to reflect on thlesesof hospital
aSNIAOS | YR &dzLJLI2 NI ¢

& h the whole | think the services provided are good. As usual fund
always an issue, everyone trying to get the small amounts on offer. Ger
staff are kind and polite, and doctors try to give you options. | think it sk
publicise what is goodnd done well, of course there are problems and pe
g At Ffglrea 1y201 OGKIFIGX odzi 6KSYy
nothing. Health is always difficult everyone has a view, experience
different maybe when people use the service inatelrer capacity
questionnaires should be completed (if this is not already dohiink being
approachable, upfront, honest is always best. | have experienced gog
bad, but like any big organisation change improvement always relate
dinosaur tatics and bureaucracy is a minefield. That why people give up,
could take 10 days/weeks/months takes 10 years and by then there is alv
new priority etc that takes over.

Comment:

When asked to think about a time you have been to a Health Service,Dr' s or

this year..... Were you given information about how to make a compliment or
complaint?, 6 out of the 17 Survey Respondents said Yes they were given
information, 4 Respondents said No they were not given information, 4 Respondents
wereNot Sure i f they had been given i1

When collating the feedback from the Survey, Briefing Session and Launch Event the
LINk Board may consider looking into, accessible information about, and clear access
to, procedures to register formal complaints and feedback on the quality of services;
as a future Work Plan topic.

Page 8 of 18



PATIENTS VIEWS

Core Standard C17
The views of patients, their carers and others are sought and taken into account in
designing, planning, delivering and improving health care services.

Survey Comment
Gt GAS )[l'j & O A Somad adt dedriot bésﬂﬁelvéci?\tcﬁaﬁcﬁjWistakes bein
repeatedb &

Comment:

Wolverhampton City NHS Primary Care Trusts Patient and Public Involvement Lead
has regular meetings with the LINk Host Co-ordinator to discuss ways that the LINk
can become involved in the design, planning, delivering and improving of services.

Places have been allocated for LINk Representatives on the PPINg (Patient and Public
Involvement Networking Group) and the Health and Wellbeing Partnership Board.

Di scussions have t ak e nPatipnt Addce andiwiaitoh) tof
discuss mechanisms for reporting to the LINk Board (once it is established).

The LINk Host is kept informed of any Patient and Public Involvement consultations
i.e. New Health Buildings and LINk Members are invited to Locality Health Panel
Meetings.

Representatives from Wolverhampton City NHS Primary Care Trust recently
supported the LINK Launch event and facilitated two round table discussions, where
they shared the top ten priority areas for the PCT, answering peoples questions and
thinking about ways that the LINk could work alongside them to help shape, develop
and improve the services they deliver by responding to issues raised by the
communit

N L4 t R
Photos taken at the LINk Launch Event of Wolverhampton City Primary Care NHS T
representatives, facilitatinground table discussions.

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C17.
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DIGNITY & RESPECT

Core Standard C13 — Patient Focus

a) Health care organisations have systems in place to ensure that:

b) Staff treat patients, their relatives and carers with dignity and respect;

c) Appropriate consent is obtained when required for all contacts with patients and
for the use of any patient confidential information; and

d) Staff treat patient information confidentially, except where authorised by
legislation to the contrary.

Core Standard C20 — Care environment and amenities

Health care service are provided in environments which promote effective care and

optimise health outcomes by being;

a) A safe and secure environment which protects patients, staff, visitors and their

property, and the physical assets of the organisation; and

b) Supportive of patient privacy and confidentiality.

LINk Annual Health Check Survey Question:
Think about a time you have been to
Did you feel that you were treated with dignity and respect?

12

10 -

Did you feel that people treated you with dignity and
respect?
=}

. i
0 L] L
Yes No

Not Sure No Answer Yes & No

Response

oPhoenixCentrec Nov 08¢ Receptionist upstairs did not tell me that | had to
report to her¢ | had an ear infectiog she made no attempt to contact me
SPSYy G(K2dzZaAK L O2dz RyQil KSINIIFYyR A
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a bw Cross & West Park HospitaLack of privacy at GP when clerical s
asking questions. Could ask other patients standing close to counter t
back to allow privacy. Staff also talk too loud, non empathetic and as

W

many probing questionsthA & & K2dz R 6S R2yS o8&

Comment:

When askedtothinka bout a ti me you have been
this year..... Did you feel that you were treated with dignity and respect? 10 out of
the 17 Survey Respondents said Yes they were treated with dignity and respect, 3
Respondents said No they were not, 1 Respondent said they were Not Sure, 1
Respondent said Yes and No and 2 Re:s

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C13 & C20.

However, when collating the feedback from the Survey, Briefing Session and Launch
Event the LINk Board may consider looking into, Patient Respect and Privacy at
Reception Desks as a future Work Plan topic.
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CHOICE

Core Standard C18 — Accessible and responsive care
Health care organisations enable all members of the population to access services
equally and offer choice in access to services and treatment equitably.

LINk Annual Health Check Survey Question:
Think about a time you have been to
Were you able to take part in making choices about your treatment and care?

12

10 -

Were you able to take partin making choices about
your treatment and care?
=}

Yes No Not Sure No Answer

Response

Briefing Session Feed-back — was received regarding the lack of Specialist Services in
Wolverhampton for individuals with an Acquired Brain Injury, this may be an issue
that the LINk Board consider as part of its Work Plan.

Comment:

When asked to think about a time you have beentoaHea |l t h Ser vi ce
this year..... Were you able to take part in making choices about your treatment and
care? 11 out of the 17 Survey Respondents said Yes they were able to take part in
making choices, 4 Respondents said they were Not Sure,and 2 Respon
answer.

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C18.
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ACCESS TO SERVICES

Core Standard C18 — Accessible and responsive care

Health care organisations enable all members of the population to access services
equally and offer choice in access to services and treatment equitably.

Core Standard C19 — Accessible and responsive care

Health care organisations ensure that patients with emergency health needs are able
to access care promptly and within nationally agreed timescales, and all patients are
able to access services within national expectations on access to services.

LINk Annual Health Check Survey Question:
Think aboutatimeyou have been to a Health Ser
Is it sometimes difficult for you to get the health services that you need?

Is it sometimes difficult for you to get the health
servicesthat you need?
I
1

Yes No Not Sure No Answer

Response

Gb20 adaNBE ¢KFId Aa I @FAflofSé

G 5 NJ ! LILJZ Nof awagsyaile to get appointméon day. Have to rin
NextRII &8 G2 &4SS AT [FLIWLRAYGYSYd A& | ¢

a D¢ unable to see doctor of choice, unable to make appointments in ady
when GP has said see me in e.g. 1 month.... GP should then mak
appointmentci KS& (y26 GKSANI RAI NB ®é
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GaSyialt | Sk o©njoig-{THe Nddtihdsai care is a problem, the
Is a void from crisis to recovery, you are left in limbo not sure where wihgg
to contact. Staffing is a problem, the turnover is high, | have spoken to
people in this situation also care plan® arotconsistente.g. updated properly
322R AYUSNBSY(GA2ya odzi AYy Yé OASH
“Osteopathy should be available on the NHS as in other areas e.g. Hu
daughter had treatment at Hull, Wolverhamptonwve had to pay privatg. As
a result of her superb treatment my daughter is now able to completg
medical degree. lamratefuld K 0 ¢S O2dz R I FF2NR

G2 Sad LI NJR008cHkid Skriide Should be combined with New G
Hospital,surelyit is better to fave all HealthCare Serviceon one site, plu
GIKSNE A& y2 YSRAOFE O2@SNJ I yA3IAK
GLYLINZE@ISYyXT YSRAOAYSA F2NI bl { t I dA

GLGO A& &a2YSackesdSB{ RAF¥ i Daza Kr ¢ &

G5 NDa ¢f284M/A8% MBwife onlyavailableoneRI & | ¢SS d

Comment:

When asked to think about a time yo
this year..... Is it sometimes difficult for you to get the health services that you need?
6 out of the 17 Survey Respondents said Yes it is sometimes difficult, 7 Respondents
said No it was not difficult, 1 Respondent said they were Not Sure and 3 Respondents
didn’t answer.

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C18 & C19.

However, as previously mentioned when collating the feedback from the Survey,
Briefing Session and Launch Event the LINk Board may consider looking into, access
and continuity of GP’"s as a future )
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CLEANLENESS & COMFORT

Core Standard 21 — Care environment and amenities

Health care services are provided in environments which promote effective care and
optimise health outcomes by being well designed and well maintained with
cleanliness levels in clinical and nonclinical areas that meet the national specification
for clean NHS premises.

LINk Annual Health Check Survey Question:
Think about a time you have been to
Cleanliness —Was the Service Clean? Comfort —Was the Service Comfortable?

16 Cleanliness - Was the Service Clean?

iy Comfort - Was the service comfortable?

1 H Cleanliness H Comfort

10 -

Cleanliness and Comfort?
oo
1

a0

Yes Not Sure No Answer

Response

Cleanliness
Gt | NJ FAkt R 65 RIBLIOE S|y €
dadzOK AYLINROISR GKAa &SI NE

Comfort

& D¢ 2008¢ Lack of comfort, hard woodeseats particularly uncomfortable
individual has arthritis or problem with hips/buttocks. Worse thanrch
LISo & d¢

oPhoenixCentreq 2008¢ Waiting Area Seating most uncomfortable and lac
of space between rows of seating’rotrudinge.g. at end of rows. Safe
KFTIFTNR 2 StRSNI& |yR RAAlIOf SRDE
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Comment:

When asked to think about a time you havebeento a Heal t h Serv
this year..... Cleanliness — Was the Service Clean? Comfort — Was the Service
Comfortable?

Cleanliness
14 out of the 17 Survey Respondents said Yes the service was clean, 2 Respondents
said they were Not Sure and 1 Respondentd i dn’ t answer .

Comfort
14 out of the 17 Survey Respondents said Yes the service was comfortable, 1
Respondent sai d that the service w
answer.

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C21.
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FOOD

Core Standard C15 — Patient Focus

Where food is provided, health care organisations have systems in place to ensure

that:

a) Patients are provided with a choice and that it is prepared safely and provided a
balanced diet; and

b)Pati ent s’ i ndi vi dual ndietary requirenoent aré met,
including any necessary help with feeding and access to food 24 hours a day.

LINk Annual Health Check Survey Question:
Think about a time you have been to
If you were given a meal did it meet your dietary needs?
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Yes No Not Sure N/A No Answer
Response

Comment:

This question was not applicable to the Survey respondents.
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YOUR HEALTH

Core Standard C22 — Public Health

Health care organisations promote, protect and demonstrably improve the health of

the community served and narrow health inequalities by;

a) Co-operating with each other and with local authorities and other organisations;

b)Ensuring that the | ocal Di r eirfotns their
policies and practices; and

c) Making an appropriate and effective contribution to local partnership
arrangements including Local Strategic Partnership and Crime and Disorder
Reduction Partnerships.

LINk Annual Health Check Survey Question:
Please can you tell us what you think the service could do to help you get healthier?

G CNEcsdi 2 J2YQEA Kk &6 AYYAY 3 publiSitidd WEHIS
availabeAy @2 dzNJ I NBI oYl &86S FfteSNhR Ay
G¢CKS &aSNIIAOS O2dzf R LINBEitbhissSt a{rdagonale
cost, to support people whaannot afford a slimming club but need grol
0 KSNJI LR d¢

GhTFSNI Y2NBE T A leytBilyeatingddrdgrandnt@sofier patiants]
K2g G2 0221 LINRBLISNI F22R F2NJ OKAf R

Gl 2t Aa0A0 {dzLILI2NI k GNBFGYSYyd R2

z

andR2 Yy Q@SN SAIKG y20 fglea RdzS G2
GwS3dzA F NJ at yRIFIG2NE | §FfGK OKSOY dzL

& h ysfop advice centre for a range of issuese.g. Benefits, housing
counseling I R@2 0O 0ésx fS3alf FROBAOS SiGO

Comment:

When asked to think about what the services could do to help you to get healthier 4
of the respondents mentioned access to fitness classes / healthy eating programmes
/ slimming clubs, similar suggestions were also made at the LINk Launch Event, When
collating the feedback from the Survey, Briefing Session and Launch Event the LINk
Board may consider looking into the above as a future Work Plan topic.
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