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Introduction

This is the second report produced by Healthwatch Tameside, based on all the
information collected during the previous 12 months. We are looking at data collected
during 2015, with the exception of the answers to the GP/Hospital visits survey, for
which there is a separate detailed report.

This is a summary report.

Sources of information

e Patient Opinion - there are different ways for people to tell their story (or report
their experience) using Patient Opinion:

o They can type it themselves via the Healthwatch Tameside website or directly
onto the Patient Opinion/Care Opinion (referred to as Patient Opinion for the
rest of this report) websites.

o They can record comments on the NHS Choices website. Comments about some
providers will also show on Patient Opinion, but without a criticality rating (see
explanation below), because they have not been moderated.

o They can complete a paper form and send it to the Healthwatch Office.

o They can speak to a member of staff or Healthwatch Champion, who will record
the details.

When information is sent to the Healthwatch office, it is recorded on Patient Opinion
using a staff login, so maintaining anonymity, if requested.

When Patient Opinion receive a story, it is looked at by a member of their team and
moderated. The story is not usually changed, although anything which could be seen to
be defamatory may be reworded. They also allocate a level of criticality to the story.
This is not a level of criticism, but is based on the impact on an individual of something
going wrong. This ranges from 0 (not critical) through to 5 (severely critical). It will then
be published. A level 5 will result in the provider being contacted directly by Patient
Opinion, instead of waiting for them to see the story online.

e NHS Choices - stories posted on the NHS Choices website about GP practices do
not appear on Patient Opinion. We have collated this information to include in
our report.

e Do Not Publish - sometimes people want their story to be heard, but do not want
it publishing on Patient Opinion. We record this information on a spreadsheet, to
be used when we analyse data.
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e Surveys - Healthwatch Tameside have a survey form which asks questions about
which services have been used by people in the past 12 months. It also asks which
gave the best service and which the worst, along with what was particularly good
and how they think the services can be improved. There are two ways to
complete the survey:

o Online via the Healthwatch Tameside website.

o On a paper questionnaire. The details from the paper copies are then
manually added to the online data.

e Comments collected by Healthwatch Champions - these will be a few words
from a person, but not a full story. Sometimes the Champions record what they
have themselves seen and heard, whilst out in the community.

e NHS Complaints - Healthwatch Tameside assists people to access the complaints
system.

The total number of sources of data collected in 2015 is 890, split:
Patient Opinion - 226

NHS Choices - 283

Do Not Publish - 94

Surveys (excluding GP/hospital survey *)- 205

Comments - 34

Complaints - 48

Within each of these sources there can be multiple stories/experiences, particularly the
surveys.

A number of the complaints Healthwatch Tameside were asked to provide assistance
with occurred during 2014, although we were only approached in 2015. This is common
with complaints. Often a patient only commences the complaints process once they are
feeling better.

* 222 GP/hospital surveys were completed and analysed in a separate report.
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Information from Patient Opinion

Stories can be posted by anyone on behalf of a patient. This graph shows who posted the
information in each month. There are no ‘Posted by unknown’ stories in November and
December. This is because there was a problem with the transfer of stories from NHS
Choices to Patient Opinion, so the information has been added manually. We have
therefore been able to allocate the stories to the relevant section. The majority of
these stories were posted by the patient.
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The next graphs show how critical the experience was considered to be (refer to
introduction for explanation). The number of stories with a criticality rating of 3 or over
is small, with most of the stories being of low criticality, or criticality is unknown (from

NHS Choices).
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Average criticality score
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When completing the story, people are asked to say in a few words what they thought
was good and what they thought could be improved. These words have been grouped
together by Healthwatch Tameside into topics or themes.

What's good?
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We also looked at which providers the stories are about. There are very few stories
about GP practices. The GP stories posted on NHS Choices are shown separately in the
next few pages of this report, as these are not transferred across to Patient Opinion.
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Information from NHS Choices

We are now going to look at the information posted on NHS Choices about GP practices
in Tameside. We have used the information in the stories in the same manner as we
have used that in Patient Opinion Stories, to enable us to collate information.
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We do not have any criticality ratings for stories on NHS Choices.

The stories on NHS Choices are generally longer than those on Patient Opinion. The
people posting stories are not specifically asked what was good or could be improved.
We have lifted the words out of the stories, and grouped them in the same way we did
for Patient Opinion stories, to see what was good, and what could be improved.
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Information collected as ‘Do Not Publish’

As with the stories from NHS Choices, we have recorded the information from our Do Not
Publish stories in the same format as that used for Patient Opinion stories. This makes
comparison easier.

Most of the stories were told to us by the patients themselves.
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We have again looked at what people said was good, or what they thought could be
improved, about the service they used.
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What could improve?
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The majority of the people who told us a story they didn’t want publishing had used
either their GP or Tameside Hospital. However, we heard stories about a variety of
other providers too.
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Information from Surveys

The people who completed the general survey, used the services shown in the graph.
Many people used more than one service.

GP/family doctor
Pharmacy
Hospital (Outpatient)
NHS Dentist
Optician
Hospital (A&E)
Hospital (Inpatient)
Primary Care walk in centre
Out of Hours GP service
District Nurses and other Community Health Services
Adult Mental Health Services
Other
Other Adult Social Care
Patient Transport Services
Services for Carers (e.g. family/friends)
Children's Social Care Services
Residential Care (care homes & nursing homes)
Sexual health
Home Care (care workers at your home)
Child and Adolescent Mental Health Service (CAMHS)
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We asked people to rate their best service and worst service - very good, good, poor or
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More than three-quarters (81%) of the people who completed the survey, also completed
the question about age.

Age of respondent 2015

H under 16
m16to 25
m26to35
8, 5% 36 to 50
B 51to65

11, 7% W over 65

27,16%

A few more people answered this question (83%).

Gender of respondent 2015

60, 35%

B Female

m Male

111, 65%
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The next question asked whether the person completing the survey considered
themselves to be disabled. Nearly three-quarters (73%) of people answered this
question.

Are respondents disabled? 2015

36, 25%

HYes

® No

108, 75%

A similar number of people answered the question about ethnicity (69%).

L1% 30 Ethnicity 2015

B White British

® Dual heritage

= White Irish

1 Other White

W Pakistani

m Black Caribbean

H British Indian

126, 89%
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Information collected by Healthwatch Champions

We have looked at the services people have chatted to our champions about, when they
didn’t want to tell a full story.

Services used in 2015
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Information from Complaints

People contact Healthwatch Tameside to ask for assistance in navigating the NHS
complaints process. We have shown which services these people had used in the graph
below.

Compared to the total number of complaints made within the NHS, only a very small
number of people use the service we provide. The numbers shown in the graph below
may not be representative of all complaints.
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We have collated the information into broad themes. Some of the complaints have a
number of aspects included, and will therefore be included in more than one theme.

Themes included in complaints 2015

Treatment I 8
Appointments I 5
Medication/prescriptions IS 5
Staff attitude I 4
Diagnosis I 4
Other I 4
Referrals I 3
Surgery I 3
Mental health care N 2

Combined data from across the sources

We have combined the number of stories from Patient Opinion, NHS Choices and Do Not
Publish.

Number of stories 2015

89, 15%

H Posted by patient
6,1% M Posted by the service user

W Posted by parent/guardian (of a child)
8,1%

Posted by relative

44, 7%

B Posted by a staff member for a
patient/service user

M Posted by a staff member for a
carer/relative

35,6%__—
M Posted by volunteer/advocate
17, 3%

M Posted by a friend

0,
396, 66% M Posted by other

H Posted by unknown (e.g. via NHS
Choices)
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We have combined the data from Patient Opinion, NHS Choices, Do Not Publish and the
general survey, to see what is good and what can improve overall.

What's good? 2015 - Combined data

74, 6% 40, 3%

W Staff

B Communication & information

58, 5% 316, 26%

m Care
41, 4%

W Medication

34, 3%

M Admission (incl. A & E)
5,1%
M Inpatient wards/topics
13, 1%

76, 6% 1 Outpatient topics
, (]

[ Patient Experience
Environment
% GP appointments

534, 44%
Other

What could improve? 2015 - Combined data

W Staff
80, 9%

0,
127,15% B Communication & information

| Care

. B Medication
180, 21% 75, 9%

B Admission (incl. A & E)
H Inpatient wards/topics

9, 1% @ Outpatient topics

1 Patient Experience

23, 3% 0
209, 25% Environment

77, 9%
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30, 4%

0,
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We have combined the data from Patient Opinion, NHS Choices and Do Not Publish
stories to look at which providers have been included.

Which provider? 2015

10, 2%

6, 1%

= Tameside Hospital

~ /

221, 36% = Central Manchester University Hosps

FT

= Pennine Care NHS Foundation Trust
Stockport NHS Foundation Trust

= The Christie

= Tameside MBC

= NWAS

= GP practices in Tameside

337, 54% = NHS dentists in Tameside

= Unknown

Conclusion

This report summarises the information collected by Healthwatch Tameside during 2015.

The two services which feature most frequently in the stories are those provided by a GP
practice or Tameside Hospital (90% of all stories). This is not surprising, as many people
in Tameside primarily use these two services.

Looking at the combined data for ‘What is good?’, there are two themes which account
for 70% of the comments - ‘Staff’ and ‘Care’.

The combined data for ‘What could improve?’ also features these two themes, at a total
of 40%. Another theme where people feel improvements could be made is ‘GP
appointments’ at 21% (in the stories this referred to making an appointment, rather than
the appointment itself).

It would appear that some people are happy, and some people would like to see
improvements made, in relation to the same theme.
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Next steps

We are still collecting stories from people who use NHS or social care services in
Tameside. We will use this information to repeat the annual summary review at the end
of 2016, but we also speak to providers on a regular basis throughout the year. If we see
patterns emerging, or particular issues we would like to discuss with them, these are
taken to the providers concerned, sooner rather than later.

A summary of data collected in 2016 will be published early in 2017, followed by a
comparison taken from all the stories collected during 2014, 2015 and 2016.

We will be encouraging the sharing of good practice amongst all providers of NHS and
social care services.

Where there are a number of stories all requesting the same improvements, we will talk
to the specific providers of these services.

If we are to influence change, we need evidence to back up what we are saying. The
more information we have, the greater the opportunity for Healthwatch Tameside to
improve the NHS health and social care services used by the residents of Tameside. This
is particularly important going forwards, with all the changes being made, including
Greater Manchester Devolution and Care Together in Tameside.

If you have got a story about your experience of care during 2016 (whether you were
happy with the care, or not), please get in touch with Healthwatch Tameside. Our
contact details are on the front page.

Page 20 of 20



