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Healthwatch Sefton

Healthwatch Sefton exists to make health and social care services work for the
people who live in Sefton or use services based in Sefton.

Everything we say and do is informed by our connections to local people. Our main
aim is understanding the feedback and concerns of people of all ages who use
services, and to speak out on their behallf.

Our role is to ensure that local decision makers and health and social care services
put the experiences of local people at the heart of their work. We believe that asking
people more about their experiences and encouraging them to feedback can identify
Issues that, if addressed, will make services better.

Healthwatch Sefton is set up as a private company limited by guarantee, a
subsidiary company of Sefton Council for Voluntary Service (Sefton CVS). There is
a small staff team and a large team of volunteers who work together to ensure the
organisation works towards its priorities.

We are uniquely placed as we have a national body, Healthwatch England. Both
organisations have significant statutory powers to ensure that the voice of people
who want to have a say about health and social care services is strengthened and
heard by those who commission, deliver and regulate health and social care
services. Healthwatch Sefton works with Healthwatch England to ensure the voice
of Sefton residents is represented at national level. Healthwatch England picks up
national issues and works with Healthwatch Sefton to help provide a national
picture. We also work as part of a Cheshire & Merseyside and a regional North West
Healthwatch network.
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Healthwatch Sefton Feedback Centre

This report details the feedback which patients; family; staff and visitors have shared
with us about the Liverpool Heart & Chest NHS Foundation Trust. All of the
feedback shared with us has been added to the Healthwatch Sefton Feedback
Centre. This web based tool helps members of the public to rate the services they
use and provides Healthwatch Sefton
with real time feedback which
supports us in identifying trends and
issues which we can act on.
www.healthwatchsefton.co.uk

The majority of the feedback we
receive is through local
engagement and outreach y =@ - R
activities. For example, we hold
engagement stands at local
events, attend groups and talk to
people and we hold engagement
stands at local hospitals and
health centres.

For this report, Healthwatch Sefton attended the Liverpool Heart & Chest hospital
and spoke to patients; family members; staff and visitors within the outpatients
department. Stands were held in the day during morning and afternoon clinics. We
continue to engage with our community and record all feedback by using our
feedback forms and encouraging local people to leave feedback online. A copy of
the feedback form can be found in appendix one. Information shared via feedback
forms is entered onto the Healthwatch Sefton feedback centre. All of the feedback
received within this report is the actual wording of the people we have spoken with/
as shared online. The only exception to this is if an individual can be identified by
what has been written. If an individual has been spoken about negatively, their
name will be removed.
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http://www.healthwatchsefton.co.uk/

The following information provides a snapshot of the information provided between
July 2018 to June 2019. During this period Healthwatch Sefton received 130
reviews relating to the Liverpool Heart & Chest NHS Foundation Trust.

As can be seen from the information below the Trust has achieved an average score
of 4.51 out of 5 stars.

Quality of treatment and staff attitude scored an average individual rating of 5 out of
S stars.

Reviews Services
1 Total Reviews 1 Total Services reviewed
reviews for July (Since July 2016) services reviewed (Since July 2016)
2018-June 2019 this period
Average Rating Average Individual Ratings
Average rating for July 2018-June 2019 (4.5076923076923) Quality of treatment 2 6 6 & ¢
= 6.6.6.6 5 PP
Cleanliness 1’2 8 & & I
Overall average (3.8570378537302)
' & & 6 B¢ Quality of Food & Drink (if % % W WY
Applicable)
Communication 2 & & & ¢
Discharge 'S 8 & & I
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Sentiment Analysis

As well as our Feedback Centre providing an overall star rating which is based on
the ratings given by local people, the online service also uses sentiment technology.
This technology looks at each piece of anonymous feedback shared and reviews the
positive, negative and neutral sentiments. This technology combines full linguistic
analysis with a comprehensive, fully customisable and transparent sentiment
knowledge base. It covers nearly 60,000 sentiment-carrying expressions and
concepts, and a set of sentiment logic rules that cover English grammar. Information
within this report shares overall analysis and analysis broken into key themes.

Sentiment for July 2018-June 2019

Positive Words

Positive Negative Neutral
very clean upiifting oo good randy superd
friendly fantastic lovely
o ood

6 5 A) 1 0% patients  all very good gwmw
amazing Allak nicest

—excellent:
better polite  pycq
all good brilliant no problems no complaints  Nad bad

I Negative [ Positive Neutral really nice vew nappyvery frigndly all lovely ~cam

' Negative Words

Swugg|a WOoImes very difficult oo MS)’ then gone
emergencies problems  nothing improve mess lost ™*°
ver‘y ﬁred confusing broke 1 abysmal heart failure

fallure ] n naver got
taared d Iﬁlcu It problem
genarally rubblsh delaying

harrandous pain crazycomplaints  costly panic bad poor
Insuficlent  long delay never recelved not courlasy

not effective

As can be seen from the above table, the sentiment of the reviews are analysed as
containing 65% positive, 10% negative with 25% neutral sentiments.

Healthwatch Sefton Feedback Report Page 6



Key Themes

> Theme Count Positive Negative Neutral Subthemes

(4] Treatment and care 90 3% Sub-Themes >

(4] Facilities and surroundings 82 40% Sub-Themes >

© Staff 66 2% Sub-Themes >

© Access to services 53 28% Sub-Themes >

o Administration 38 39% Sub

-Themes >
© Communication 24 46% Sub-Themes >
o Finance 7 86% Sub-Themes >
[+ Dignity and Respect 5 20% Sub-Themes >
() Discharge 4 50% Sub-Themes >
© Continuity and integration of care 3 67%

() Diagnosis/assessment 2 0% Sub-Themes >

Please note that the theme ‘staff’ relates to feedback received about staff and does
not relate to feedback made by staff.

During July 2018 — June 2019 there was a total of 130 reviews shared, with the
Trust achieving 4.51 out of 5 stars overall for services provided.

The above table shows the main areas of feedback received is themed around
‘“Treatment and Care’, with 90 comments resulting in 96% positive feedback.
‘Facilities & surroundings’ was the second highest feedback area, receiving 82
comments, achieving 43% positive feedback. ‘Staff’ received 66 comments resulting
in 98% positive feedback.

‘Access to services’ received 53 comments, resulting in 49% positive reviews and
administration receiving 38 comments which resulted in 42% positive reviews.
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Treatment and Care

£
Top 10 Themes
I Positive (%) [ Negative (35) Neutral (%)
o _
o _
. -
0 5 10 15 20 25 30 a5 40 45 50 55
No. of Reviews
> Theme Count Positive Negative Neutral Subthemes
© Experience 26 96% 0% 4%
© Quality 55 96% 4% 0%
© Treatment Explanation 9 89% 1% 0%

Overall there were a total of 90 comments resulting in 96% positive feedback.

As can be seen from the above table, feedback relating to ‘“Treatment and Care’ has
been broken down into three sub categories, experience, quality and treatment
explanation. All areas received a high number of positive comments (see table
above)

Some of the comments received are quoted below:

Quality of Treatment:

“ attend every 3 months. | am attending the sarcoidosis clinic. Quality of treatment
and staff attitude is excellent.”
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“They really deserve the excellence award. Treatment is fantastic.”
“Liverpool Heart and Chest have looked after me with great care.”

Treatment explanation:

“Procedures included x-ray, ECG etc. Seemed very efficient.”

“Tests were carried out efficiently before seeing the consultant. Consultant
appointment was very informative.”

“Dealt with quickly and efficiently. Everything was explained about my procedure.
Staff were very nice and polite. Pre-assessment clinic DCC.”

“Waiting time for the Echo is great, we sat and down and were called in.”

Experience of treatment:

“Very happy with the out-patients department. Everything is all fine. They booked 3
appointments for us all in the one day which is very convenient.”

“Alexandra wing - very good.”
“Out-patients cardiology today - | am very happy with all aspects of this service.”

“In my experience all have been exceptional. So far | have been in outpatients.”

Please see the ‘Reviews’ section for all feedback.
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Facilities and Surroundings

Buildings and Infrastructure

Car parking

Cleanliness (Infection Control)

Cleanliness (Environment)

Disability Access

Equipment

Food & Hydration

General

Top 10 Themes

P Positive (%) [ Negative (%6)

Meutral (%)

0 5 10 15 20 25
No. of Reviews

> Theme Count Positive Negative Neutral Subthemes

Q Buildings and Infrastructure 25 68% 28% 4%

Q Car parking 25 20% 48% 32%

(] Cleanliness (Infection Control) 1 0% 100% 0%

(] Cleanliness (Environment) 6 83% 17% 0%

(] Disability Access 5 0% 100% 0%

(4] Equipment 5 40% 40% 20%

(4] Food & Hydration 1 45% 27% 27%

© General 4 25% 50% 25%

Facilities and Surroundings is a key theme with 82 comments shared resulting in
43% positive feedback. 25 comments related to buildings and infrastructure which
resulted in 68% positive feedback with car parking receiving the same number of
comments but receiving 48% negative feedback.

Healthwatch Sefton Feedback Report

Page 10



Food and hydration was mentioned in 11 comments and received 45% positive
feedback. Cleanliness of the environment received 6 comments and gained 83%
positive feedback.

Disability access received 5 comments which were 100% negative.

Some of the comments received are quoted below:

Buildings and Infrastructure:

“The waiting room for the scan is not good. There is not much space and it was
packed and hot. Maybe an idea would be to allow patients to sit in the out-patients
area and an intercom or screen to let you know it is your turn.”

“The waiting area is very relaxed and you can get a drink.”

“l could not find a better hospital and waiting area.”

‘ have been an in-patient here and the rooms and service are like a hotel.”

“ had my own room, it was en-suite, TV, X-Box, comfy chairs, it was excellent.”

Car parking:

“Car parking - there are a lot of double yellow lines which people just park on and it
seems nothing is done about this.”

“The car park paying facilities need to be addressed as could not pay by debit card.”
“The distance to the car park is bad, especially when your breathing is bad.”
‘It is a long walk to the car park for someone with a heart problem.”

“The car park gets busy. It is difficult to access disabled bays. | have a blue badge
but haven't used it.”

“We have found parking easy here.”
“They could do with improving the car parking. It is fortunate | had someone to drop

me off outside as | could not walk here from the car park.”
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Food & Hydration:

“They even looked after my husband when he visited me and brought him a
sandwich when | was eating. The food was really nice. You have your own kitchen
and chef.”

“When | was on Oak ward recently the food was not so good.”
“The food is expensive here as well, it should be cheaper in a hospital. The Royal
Hospital is cheaper, imagine if you had kids and had to come here. They need a
water cooler in here people should not have to pay for water when waiting for their

appointment.”

“We could do with having a tea trolley selling sandwiches and crisps. The main cafe
is also expensive.”

Cleanliness of the environment:

“The cleaning was spotless, they cleaned everywhere.”
“Nice, clean hospital.”

“After surgery | was admitted to EIm ward after a short spell on ICU. Staff,
cleanliness and communication was of a high standard.”

“We walked past 3 hand gel dispensers today. 2 were broke and 1 was empty. They
could do with putting up the hand cleaning gels on the glass walk way.”

Disability Access:

“Also the chairs in the scan waiting area are not good. They are too small for people
especially with joint problems. They are not fit for purpose, the backs are too low
and the seat is too shallow. The chairs do not provide enough support for people.

“l waited for the shuttle bus but other people were there with walking aids so | let
them get on. Walking up the hill is difficult for me.”

“My only suggestions would be more disabled parking near out-patients”

Please see the ‘Reviews’ section for all feedback.
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Top 10 Themes

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

Attitudes

Suitability

No. of Reviews

> Theme Count Positive Negative Neutral Subthemes
[+] Attitudes 62 98% 2% 0%
[+] Suitability 4 100% 0% 0%

There were 66 comments relating to staff which resulted in 98% positive feedback.
This category has been broken down into two categories, attitudes and suitability
with both areas having really positive feedback.
Some of the comments received are quoted below:
Attitudes:
“So far we have seen one surgeon and he was wonderful.”
“There are always staff around to speak with and they are very helpful.”
“A nurse stopped and helped us. She provided tea and cake for patient (elderly

gentleman) then helped to get us a wheelchair and porter to bring us to the right
place. She was fantastic.”
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“ am at Dr Gupter's clinic today. Excellent service. They were so kind to me when
my husband had his procedure. It is so reassuring for the family that everyone here
is so helpful. There are always staff on hand to help with patients who are less
mobile in the out-patients part.”

“This is my first visit here. All the staff are so kind and smiling. | have just been in
and seen the doctor. His name is Dr Rob, | think he gave me his first name to make
it easier. He knew English was my second language and he tried to use simple
words, he was very kind to me.”

“Friendly and helpful staff at all levels.”

“At the Heart and Chest there is always a staff member ready to help you.”

Suitability:

“They make me feel at ease. The staff are very friendly and competent.”

‘Staff were very friendly, informative and easy to speak to. | was reassured and felt
happy on leaving.”

Please see the ‘Reviews’ section for all feedback.
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Access to services

Top 10 Themes

P Positive (%) I MNegative (%) Neutral (%)

Convenience/Distance to travel ._
Opening Times .
Inequality
Information and Advice ..
General -
Patient choice -

0 5 10 15 20 25 30 35
No. of Reviews

> Theme Count Positive Negative Neutral Subthemes
[+] Convenience/Distance to travel 10 10% 50% 40%

[+] Opening Times 1 100% 0% 0%

(4] Inequality 1 0% 0% 100%

[+ ] Information and Advice 2 50% 50% 0%

© General 2 100% 0% 0%

© Patient choice 3 100% 0% 0%

(4] Waiting times 34 53% 26% 21%

As can be seen from the above table, feedback relating to ‘Access to services’ has
been broken down into sub themes. Overall there were 53 comments relating to this
theme, resulting in an overall 49% positive feedback.

‘Waiting times’ is a key theme, with 34 comments resulting in 53% positive
feedback. Convenience/Distance to travel related to 10 comments shared, receiving
50% negative feedback.
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Some of the comments are quoted below:

Waiting times:

“Waiting times can vary depending on who you have to see. Dr X's clinic can be a
long wait.”

“Dealt with quickly and efficiently.”
“Waiting time for the Echo is great, we sat and down and were called in.”
“l think there is a long wait between appointments. | had my heart attack in June and
there just seems to be no flow through the tests. The only way is to ring up if your

symptoms get worse.”

“The waiting times are never too long and if clinics are running late staff always
provide updates.”

‘Appointment is running late so far. At first it said 40 mins late then it said 47 mins
late now it is 1 hour 4 mins late. | hope the waiting times doesn't keep going up. |

can't get a signal on my phone to call my wife.”

Convenience/ distance to travel:

“The courtesy bus is excellent. We parked in a disabled space and brought here by
the bus. The bus is a great help.”

“ think it is a really good idea that they have a satellite clinic at Southport hospital,
you get to see the same consultant as well.”

“The distance to the car park is bad, especially when your breathing is bad. | waited
for the shuttle bus but other people were there with walking aids so | let them get on.
Walking up the hill is difficult for me.”

“They could do with improving the car parking. It is fortunate | had someone to drop
me off outside as | could not walk here from the car park.”
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“We ended up on the top floor of multi-storey, | was driving up and down as could
not find a disabled space. We had to park in a normal space in the end. He had to
come down the stairs and there were no times displayed for the courtesy bus so he
had to walk. It was crazy. Is there a bus to take us back?”

“They have nothing to improve internally it is just on the route here, they could do
with working with the council to have signs put up for the hospital. We came in from
Wrexham and seen hardly any signs.”

“He would have to get 2 buses from Widnes. Even if they just laid on one bus per

hour direct he wouldn't mind getting here really early and waiting. He comes here as
he has had a heart attack and stents fitted.”

Please see the ‘Reviews’ section for all feedback.
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Administration

L

© © o o

Admission Procedure

Appointment availability

Boeking appointments

Management of service

(=]
w

Theme

Admission Procedure

Appointment availability

Booking appointments

Management of service

Top 10 Themes

P FPositive (%) [ Negative (%)

10

Count

Meutral (%)

15
No. of Reviews

Positive Negative Neutral
43% 40% 17%
0% 100% 0%
20% 40% 40%
100% 0% 0%

Subthemes

Overall, there were 38 comments relating to ‘administration’, resulting in 42%

positive and 39% negative feedback.

There was a mixed response (see table above) relating to ‘admission procedure’. 5
comments were shared relating to booking appointments, with 40% being rated
negatively.

Some of the comments are quoted below:

Admission procedure:

“The person | have brought in for her appointment did not know how to use the self
check-in but it didn't matter as the reception staff helped no problem.”

Healthwatch Sefton Feedback Report
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“If my uncle had to come by himself he would not be able to check-in or know when

he was being called in. | cannot see the new screen system. Neither of my parents

would be comfortable with this either. | have brought my uncle today otherwise he
would not know when it was his turn.”

“Some people may not be used to technology (new calling in patient system), mainly
older people may not be used to it. There should be an assistance button for
patients on the check-in machines.”

“At the Liverpool Women's they use a bar code on patients letters to be used at the
check-in. This is a good and easy way to check-in. This is a suggestion for out-
patients here as they already have the check-in machines.”

“The new calling patients in system in out-patients is very good. It saves staff time
coming out and having to call patients.”

“We used the self-check in today and then we were shouted in by a member of staff.
We did not even notice the screens. | would not be able to see them. If not told you
wouldn't look. We always use the self check-in as it is easy and no queue.”

“l cannot see the new screens for calling in the patients, even with my glasses on. |
can see the name at the bottom but it flashes up and then gone too quickly. | think a
lot of older people would not see it. They need to let you know about this new
system in your appointment letter because we self-checked in and didn't know about
it. We didn't know what the noise was. The check-in screens are good and a lot
faster but they definitely need to keep the welcome desk for people who would
struggle to use the screens.”

“l am not able to hear very well in the waiting area. The acoustics are not good. |
have not been told about the waiting times today. | overheard from a fellow patient

but when | asked reception they were not aware.”

Booking appointments:

“They booked 3 appointments for us all in the one day which is very convenient.”

“l was sent a letter for my appointment but | never received it. | phoned the secretary
to sort out my appointment.”

Please see the ‘Reviews’ section for all feedback.
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Communication

e

Top 10 Themes

P FPositive (%) [ Negative (%) Neutral (%)

General

Lack of

(=1
w

No. of Reviews

> Theme Count Positive Negative Neutral Subthemes
[+ General 14 64% 14% 21%
Lack of 10 0% 90% 10%

As can be seen from the above table, feedback relating to ‘communication’ has
been broken down into two sub themes ‘General’ and ‘Lack of’.There were 10
comments relating to ‘lack of communication, 90% being negative.

In total there were 24 comments received, with 46% being negative.

Some of the comments are quoted below:

“They need to think about distance. There are currently diversions on the M62. It
would be helpful if they could add something to the reminder text to tell patients
there are roadworks and to allow extra time for their journey.”

“We could not find the out patient clinic. The letter states diagnostic Spirometry
clinic. There were no signs. We have been walking everywhere. Our letter tells us
nothing. There is no border visible between Broadgreen and Heart and Chest. |
showed a member of staff my letter and she said | should be in Broadgreen. My
letter does state Heart and Chest. We have not been told if the clinic is running late
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or on time, we were just told to wait for the green room. What happens if you are
colour blind. We are parked in a disabled space but that is way away from us now.”

“Are there any signs by the car park to tell patients about the shuttle bus? We did
not see any.”

“The electronic board to call patients in needs explaining. Maybe it should be
mentioned in the appointment letters.”

“ like the colour coding to find your way. | like the site map, it was sent to us with
our appointment letter. It was easy to get here.”

“In patient on Cherry ward. As soon as he was admitted we were spoken to by staff
and updated on everything. They also said for us to bring to their attention anything
on our minds as they would do everything possible for us.”

“It is our first visit here. It took us nearly an hour to park with a blue badge. We could
not find car park H. We ended up ringing out patients to tell them we could not park.
When | phoned them they were not clear on instructions. | finally found somewhere
and then we had to wait in a bus shelter for 15 minutes. Then there were no
wheelchairs available, we were in a panic and | had to leave him alone whilst | tried
to find one. We have traveled quite far and we feared we would be turned away. |
have checked him in on the self check in but we don't know if he will get seen.”

“After having the appointment for my mother cancelled, and us not receiving a letter
to let us know, on arrival discovering this, the staff did all they could to make sure
we were seen by another doctor at his clinic. Thank you. (long enough drive from

North Wales).”

“l have come here by train and walked up. I did not know about the courtesy bus, |
have been walking everywhere. The lady in the cafe has just told me about it. This
information needs to be included in the appointment letter.”
“Occasionally there has been a delay in seeing a consultant but that has always
been communicated and has never caused me an issue.”

Please see the ‘Reviews’ section for all feedback.
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Department Rating |Title Review
Birch ward 5 Birch ward - | was on Birch ward approx 3 months ago. The staff and treatment was
fantastic all fantastic. The cleaning was spotless, they cleaned everywhere. They

even looked after my husband when he visited me and brought him a
sandwich when | was eating. The food was really nice. You have your
own kitchen and chef.

Birch Ward 4 Stayed on Birch | stayed on Birch ward which was a 5 bed bay. | was treated well by staff
Ward and always kept up-to-date. Husband stated visiting was all good and
could turn up anytime.

Improvements - Somewhere for relatives to make a drink. We think there
was a day room but maybe better communication about this needed.

The sent me home with a leaflet re: heart failure. Further down the line |
was told | wasn't suffering with heart failure. There is a gap in being told
information. | was told to go home and rest but what does that mean.
What can you do?

Cardiology 4 Cardiology At out-patients cardiology today.
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Cardiology

Possible
confidentiality
iIssues

Self-check in desks - If the patient does not press close, their personal
details stay on the screen for the next person to see?

Fire exit information - | cannot see any signs or information for what
patients need to do if the fire alarm goes off.

Staff - go over and beyond for patients.

Food and drink is expensive.

overall great

Cardiology Waiting area - TV | Mr Mohan' clinic
difficult to see The waiting area - it is difficult to see the TV screen for appointments. It
Is very loud as well.
Cardiology Out patients - Out patients - cardiology
cardiology
Cardiology Cardiology | have no complaints, my experience was all good.
Cardiology Cardiology - Overall service has been great.

| like the idea of the electronic patient calling system. If the clinic is
highlighted on the screen as grey or green that means you are being
called for tests. Orange clinics are the consultant appointments. | figured
this out for myself. The board also displays the waiting times which is
good.

| have a blue badge so if | am lucky | get to park in a bay.

Healthwatch Sefton Feedback Report
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Improvements - | think there is a long wait between appointments. | had
my heart attack in June and there just seems to be no flow through the
tests. The only way is to ring up if your symptoms get worse.
Cardiology 4 Cardiology out- All fine - no problems.
patients
Cardiology 5 Cardiac out- Professional and efficient.
patients | came to this hospital as my brother became ill and we found an issue
with hearts in family members. | travel from South East of England to this
hospital as it is superb.
Cardiology 5 Cardiac out - All great.
patient
Cardiology 4 Blood tests had to | Attendance for both ECHO and cardiology OPD.
be repeated Had bloods taken at the GP surgery in advance of appointment with heart
failure consultant but those bloods were not accessible to the consultant
so the blood had to be repeated. This is wasting money and also
delaying decision to treat.
Overall well organised apart from the bloods above.
Friendly and helpful staff at all levels.
Cardiology 4 Cardiology out | have always been seen more or less on time before but this was very
patients bad. | had an appointment for 12.50 pm for echo cardio which was done
on time. My next appointment with Dr Cooper's clinic was for 2 pm is
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already a wait but probably the best they could do.

| was seen so late and then had a quick assessment with the pacemaker
clinic which it was kind of them to fit in but surely should have been
thought of beforehand.

As | travel from Chester by public transport the whole thing took 6 hours.
| was very tired when | got home and the next day.

Holly and 5
Mulberry suite
and out-patients

5 stars

We have been in the Holly suite for an initial consultation and this was
really good. We have also been on the Mulberry suite which was really
good.

We have found parking easy here.

Today we are dropping off a monitor. The out patient waiting area is very
pleasant with the coffee shop. The signage is good. The staff here are
very good and helpful.

To improve - coffee shop to provide toast.

at both Trust's

Holly suite 4 Heart related care |l have stayed on the Holly suite- very friendly, comfortable, efficient and
caring. As the patient's wife | felt well supported in a caring environment.
In patient 5 Very pleasant stay | AVR surgery

Admitted Royal - 2nd week December

Discharge to Heart & Chest end of December

Discharged Heart & Chest middle Jan after minor procedure to improve
heart function.

Re-admitted Heart & Chest end April 2019 for two valve repairs and one
replacement.
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Could not fault the hospital or staff in any way. Most pleasing experience
all round from admission to after care.

In patient and out
patient

Staff - excellent

| have been to cardio, Holly Suite and out-patients.
The quality and dedication of staff and facilities.
Holly Suite - made to feel relaxed and put at ease. Staff were excellent.

In patient and out
patient

There is always a
staff member
ready to help

Heart and Chest - | have never had a complaint here. The stroke ward -
once | got here from the Royal hospital | started to improve 100%. The
Royal was not good and the attitude of staff there needs to improve.
Sister of patient stated - from coming in here that very night my sister was
a different person. It is really good here no matter what department you
visit, it is a really nice atmosphere an always very clean. | would give it
98% for being tidy and 100% for being clean.

| hope when the new Royal opens services here don't move there. Staff
at the Royal are too busy chatting to each other, it fees like you have to
interrupt but they then just dismiss you.

At the Heart and Chest there is always a staff member ready to help you.
It is packed in here today (out-patients) but we have been seen on time.

In-patient - Cherry
Ward

This hospital is
unique

In patient on Cherry ward.

As soon as he was admitted we were spoken to by staff and updated on
everything. They also said for us to bring to their attention anything on
our minds as they would do everything possible for us. | never once had a
problem visiting they let me in anytime. (Patient) - | had my own room, it
was en-suite, TV, X-Box, comfy chairs, it was excellent. All the staff
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were lovely. We have been private in the past but we could not of had
better treatment than here.

(Relative) - they take your worries away from you. This hospital is
unique. All our family and children were made to feel welcome.

Inpatient and
outpatient

Excellent pre op
and post op

Between April 18 - May 19. Catheter ablation with overnight stay.
Excellent room and attention

Intensive care &
out-patients

Treatment is
fantastic

From Formby the hospital is very difficult to get to. Treatment is fantastic,
was in intensive care for 11 weeks. The patient call in screens in out-
patients are fantastic.

Oak Ward -
inpatient

Problems with
aftercare

Oak Ward

My sister was discharged without any after care plan during her stay in
hospital. The pain relief plan was not followed.

Additional comments:

Quality of treatment 1 star - after care was poor

Staff attitude 1 star - some staff were rude

Discharge 1 star - discharged without after care plan after major surgery

Out patients

Privacy and
dignity maintained

Alexandra wing - very good. Privacy and dignity was maintained
including the use of the sun shower for the dermatology treatment.

Out patients today - Cardiology - very good.
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Out-patient and 5
in-patient

Satellite clinic is
good practice

| was an in-patient and here for a check-up. The staff are lovely and
helpful.

When | was on Oak ward recently the food was not so good.

When | was discharged it was a long wait for my prescription.

| think it is a really good idea that they have a satellite clinic at Southport
hospital, you get to see the same consultant as well.

vary

Outpatients 5 Very happy with Very happy with the out-patients department. Everything is all fine. They
out-patients booked 3 appointments for us all in the one day which is very convenient.
Outpatients B Worried about not | It is my first tine here in a long time. | am worried | will not hear them call
hearing my name |my name. My husband dropped me off quite close so | could get here.
Lovely hospital, don't remember a hospital every being so equipped.
Outpatients 5 The courtesy bus | The courtesy bus is excellent. We parked in a disabled space and
Is excellent brought here by the bus. The bus is a great help. Appointment waiting
times are fine, nothing to improve.
It will be difficult to get here from where we live when | have to visit (PR8)
him in hospital.
So far we have seen one surgeon and he was wonderful.
Outpatients 4 Waiting times can |l have been coming here 12 - 18 months. Waiting times can vary

depending on who you have to see. Dr X's clinic can be a long wait.
The waiting area is lovely and comfortable and you can always get a
seat. There are always staff around to speak with and they are very
helpful.
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Car parking - there are a lot of double yellow lines which people just park
on and it seems nothing is done about this. There are some free disabled
spaces, but the disabled car park you have to pay for. All disabled
spaces should be at a charge.

Outpatients 4 Not able to hear | This is my first visit and | have not been seen yet. | am not able to hear
well in waiting very well in the waiting area. The acoustics are not good. | have not
area been told about the waiting times today. | overheard from a fellow patient

but when | asked reception they were not aware.

Outpatients B Staff were very Dealt with quickly and efficiently. Everything was explained about my
nice and polite procedure. Staff were very nice and polite.

Pre-assessment clinic DCCV

Outpatients 5 Excellent | attend once yearly. Dr Morrison and team are excellent.

Outpatients 5 | was given a | was sent here from the Bluebell clinic. | had a choice of appointment
choice of which was good.
appointments

Outpatients 5 The nurse was We got here and we were in the wrong place, we were all over the place.
fantastic A nurse stopped and helped and us. She provided tea and cake for

patient (elderly gentleman) then helped to get us a wheelchair and porter
to bring us to the right place. She was fantastic.
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(family called away unable to finish form).
Outpatients 5 The staff are The waiting room for the scan is not good. There is not much space and

lovely it was packed and hot. Maybe an idea would be to allow patients to sit in
the out-patients area and an intercom or screen to let you know it is your
turn. Also the chairs in the scan waiting area are not good. They are too
small for people especially with joint problems. They are not fit for
purpose, the backs are too low and the seat is too shallow. The chairs do
not provide enough support for people.
The staff are all lovely and it is an excellent service.
The pain management clinic here is brilliant.
The parking here is generally rubbish and the multi-storey car park is too
far away. The disabled car park is also too far, does the bus stop here?
The need to think about distance.
There are currently diversions on the M62. It would be helpful if they
could add something to the reminder text to tell patients there are
roadworks and to allow extra time for their journey.

Outpatients 5 Only waited 2 This is my first appointment and only waited 2 weeks for it.
weeks for my
appointment
Outpatients 5 Car park paying The car park paying facilities need to be addressed as could not pay by

facilities debit card.

| was sent a letter for my appointment but | never received it. | phoned
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the secretary to sort out my appointment.

always been good

Outpatients 4 Staff are really Car parking is not really good. Not many spaces and had to drive around
friendly and the multi-storey twice.
helpful The waiting area is nice and cool and trendy. The staff are really friendly
and helpful. The person | have brought in for her appointment did not
know how to use the self check-in but it didn't matter as the reception
staff helped no problem.

Outpatients 3 Car park issues The distance to the car park is bad, especially when your breathing is
bad. | waited for the shuttle bus but other people were there with walking
aids so | let them get on. Walking up the hill is difficult for me.

Outpatients 5 5 stars | was given my appointment via Aintree within 2 weeks.

Outpatients 5 Treatment has It has always been fine here. Some people may not be used to

technology (new calling in patient system), mainly older people may not
be used to it.

Treatment has always been good and the staff are really nice. | don't like
hospitals but the staff make it better here.

There should be an assistance button for patients on the check-in
machines.
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Outpatients 5

Check-in system

At the Liverpool Women's they use a bar code on patients letters to be
used at the check-in. This is a good and easy way to check-in. Thisis a
suggestion for out-patients here as they already have the check-in
machines.

Outpatients 4

Treatment has
been good

Treatment has been good in out-patients. It is the first time we have used
this new system (calling patients in) and we think it is quite good. My
appointment was 10.00 am and | was seen at 10.15 am. The board
stated it was on time.

Car parking is ok but it was a long walk for us. We only found out about
the shuttle bus when we got here. Are there any signs by the car park to
tell patients about the shuttle bus? We did not see any.

Outpatients 5

The new calling in
system is very
good

The new calling patients in system in out-patients is very good. It saves
staff time coming out and having to call patients. Treatment is brilliant
and staff are all good. The waiting area is very relaxed and you can get a
drink.

We have parked outside on the road, you get 2 hours and that works for
us. They have nothing to improve internally it is just on the route here the
could do with working with the council to have signs put up for the
hospital. We came in from Wrexham and seen hardly any signs.

Outpatients 5

Treatment is great
here

We used the self-check in today and then we were shouted in by a
member of staff. We did not even notice the screens. | would not be able
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to see them. If not told you wouldn't look. We always use the self check-
in as it is easy and no queue. Treatment is great here, it is excellent and
we are always seen on time. For the first time today we got a free
disabled space.

The staff are always wonderful here.

We walked past 3 hand gel dispensers today. 2 were broke and 1 was
empty. They could do with putting up the hand cleaning gels on the glass
walk way.

It is a long walk to the car park for someone with a heart problem.

Outpatients B

All lovely nurses
and examination

It has all been lovely, nurses and examination. All the staff are very nice.
They have lovely surroundings and the chairs in the waiting area are very
comfy. | couldn't see writing on the new boards but can see the names
appear in larger print when being called.

Parking is a problem if you have to walk, they could do with more
disabled spaces by out-patients. There is a but but | have waited in the
past but never got it.

My appointment was an hour ago but they have been out to tell us about
the delay. We have never waited before.

| think this is the best hospital in Merseyside.

Outpatients 5

Treatment is

| cannot see the new screens for calling in the patients, even with my

fabulous glasses on. | can see the name at the bottom but it flashes up and then
gone too quickly. [ think a lot of older people would not see it. They need
to let you know about this new system in your appointment letter because
we self-checked in and didn't know about it. We didn't know what the
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noise was.

The check-in screens are good and a lot faster but they definitely need to
keep the welcome desk for people who would struggle to use the
screens.

| am going to Orange room 9 and the sign above the door points left. The
clinic is not left at the door it is straight ahead.

The treatment here is fabulous and everything is wonderful.

Outpatients 5 Dr Rao - excellent | Dr Rao is excellent and perceptive to patient needs. The staff are
motivational and give you an uplifting feeling that everything will be ok.
Outpatients 3 Difficult to access |The car park gets busy. It is difficult to access disabled bays. | have a
disabled bays blue badge but haven't used it.
The calling in screen for your appointment is only small writing and
perhaps the colour is wrong.
Outpatients 5 Excellent service |l am at Dr Gupter's clinic today. Excellent service. This waiting area is

fantastic, you can not fault this place at all. If we lived closer we would
volunteer here. They really deserve the excellence award. Treatment is
fantastic. They were so kind to me when my husband had his procedure.
| stayed at the Robert Owen house, it was wonderful so | could be here
all the time with him. It is so reassuring for the family that everyone here
Is so helpful. There are always staff on hand to help with patients who
are less mobile in the out-patients part.

The new calling patients in system is fabulous and we just sit here and
see staff helping people all the time.
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My only suggestions would be more disabled parking near out-patients
and for staff to tell family members about the Robert Owen House. |
found out about it from the staff at the cafe.

Outpatients 5

Consultant is great
and supportive

Mr Muir's clinic.

The new patient calling system is very good and more efficient. 1 like the
colour coding to find your way. | like the site map, it was sent to us with
our appointment letter. It was easy to get here.

This is a lovely waiting area with a coffee shop. You can sit and have a
relaxing coffee whilst you wait.

The consultants are great and very supportive. We have also been in
the Holly suite and they could not do enough for us. The staff make you
feel so reassured and relaxed at what can be a difficult time. So far today
the nurse has been out to see us twice to update us on the waiting times.

Outpatients 5

Fantastic and
friendly

| really like the new patient calling in system in out-patients. All hospitals
should have this. This is the nicest and most relaxing hospital from the
waiting area to the appointment.

All the staff are fantastic, friendly and helpful. We could not ask for a
better hospital, it is like being a private patient.

Outpatients 5

Patient electronic
appointment
system

We have an appointment with Mr Mohan. We have used the self-check in
and sat down but looking at the patient electronic appointment system he
has 3 clinics running. One is showing on time. One is showing 1 hour 45
mins delay and the 3rd showing a delay. Which clinic are we in? As a
patient you don't know.
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Staff and treatment have always been good, the staff are very polite and
accommodating. Especially the girls on the floor who are up and down
the waiting area.

We have traveled by car today and the parking was good.

Outpatients 5

It is always great
here

Out-patients today. It is always great here but seems very packed today.
The checking screen for appointments is good. The staff are all brilliant
and really look after you.

Outpatients 5

Parking was awful

We ended up on the top floor of multi-storey, | was driving up and down
as could not find a disabled space. We had to park in a normal space in
the end. He had to come down the stairs and there were no times
displayed for the courtesy bus so he had to walk. It was crazy. Is there a
bus to take us back?

The treatment and staff are all good, no problems. We have today
already had our first appointment before our time. It is just the parking.
Scored the environment as a 1 star due to parking.

Outpatients 5

out-patients

Out-patients

Outpatients 5

Heart failure nurse
- Lorraine

Seeing the heart failure nurse - Lorraine.

Outpatients 5

Everyone is lovely

Appointment with Dr Mohan's clinic.
Everyone is lovely and Dr Mohan is fabulous.
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Disabled parking is horrendous - not enough spaces for one area. (7)

Outpatients 5

Out patients -
treatment and staff
excellent

Out patients - treatment and staff are excellent. There are 5 clinics
showing up on the electronic board for Mr Field, how do we know which
clinic we are? We checked-in on the self check-in but it does not tell you
which room on there.

Outpatients 5

Doctor was
brilliant

This is my first visit here. All the staff are so kind and smiling. English is
not my first language so it is good | can see all the screens and the
colours. ltis great for me.

| have just been in and seen the doctor. His name is Dr Rob, | think he
gave me his first name to make it easier. He knew English was my
second language and he tried to use simple words, he was very kind to
me.

The waiting area is very hot.

| would give the staff double the stars for their communication.

Outpatients 4

Fantastic service

Chest - out patients department

| think it is a good idea to have the screens as | have a hearing issue. |
can see good improvements over the last few years and | have been
coming here for over 10 years. They are doing more multi and holistic
working e.g physio.

Outpatients 2

It is our first visit

It is our first visit here. It took us nearly an hour to park with a blue
badge. We could not find car park H. We ended up ringing out patients
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to tell them we could not park. When | phoned them they were not clear
on instructions. | finally found somewhere and then we had to wait in a
bus shelter for 15 minutes. Then there were no wheelchairs available, we
were in a panic and | had to leave him alone whilst | tried to find one. We
have traveled quite far and we feared we would be turned away. | have
checked him in on the self check in but we don't know if he will get seen.
Just been the female toilet and it is a mess.

The staff have been helpful.

| have rated cleanliness based on the toilet.

Communication - based on trying to park and find our way around
Quality of environment - on parking.

Outpatients 4 Better facilities Treatment is great and staff are good.
needed for They need a bigger parking area for disabled users close to out patients.
disabled parking |Itis hectic trying to find a disabled bay close by.
They have a great check in system and electronic display for
appointments. Waiting time for the Echo is great, we sat and down and
were called in.
Outpatients 5 Staff very helpful |Liverpool Heart and chest - we have had a problem trying to find our way

around, we have been all over the hospital. Signposting needs
iImproving. A member staff asked us if he could help us and then did
bring us all the way here. The courtesy bus stopped and asked us twice
if we needed help. The difference between here and Aintree is
outstanding. Waiting times are bad at Aintree but you don't wait here.
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This is also a great waiting area.
Outpatients 3 Heart clinic People and staff are quite helpful.
Outpatients 4 Out-patients staff | Staff are lovely and helpful. | come here on a regular basis with my
are lovely and mother and | have always noticed that staff are always helpful.
helpful
Outpatients 5 Out-patients all This is my 3rd visit and | have no complaints. The environment is clean
staff kind and and bright, lovely waiting area and coffee bar. All staff have been kind
friendly and friendly. Everything is explained when you go in and you are not left
in doubt. You can also ask questions.
| see Mr. Mehta.
We have also managed to park each time as you can park on the street
outside.
Outpatients 5 Out-patients ECG | The waiting area is relaxed and calm environment. The waiting times are
& Echo never too long and if clinics are running late staff always provide updates.
ECG & Echo were done on time and the staff were great.
Outpatients 3 Out-patients - Appointment is running late so far. At first it said 40 mins late then it said
running late 47 mins late now it is 1 hour 4 mins late. | hope the waiting times doesn't
keep going up. | can't get a signal on my phone to call my wife.
| did have a diagnostic test on my last visit and | was in and out in 5
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minutes and the staff were great.
It took a bus and 2 trains to get here from over the Wirral.

Outpatients 5 Dr Gupta's clinic - | Dr Gupta's clinic - very impressed, so different from my home area. Dr
very impressed Gupta was impressive and re-assuring. All the staff in the department
(PVI procedure) were equally pleasant and helpful.

Outpatients 3 Friendly staff After having the appointment for my mother cancelled, and us not
receiving a letter to let us know, on arrival discovering this, the staff did all
they could to make sure we were seen by another doctor at his clinic.
Thank you. (long enough drive from North Wales).

Outpatients 5 Out-patients clinic | They give me a choice of times and this helps me as | travel here from

Northwich.

| was seen 20 minutes early today for my pacemaker check so | am just
having a sit and cup of tea in the cafe area.

| think it must be difficult for people with the nurses calling out names in
such a large open area. (Patient was not aware of the electronic calling
system on the screens). Once explained patient stated he felt the noise
on the screen needs changing as it just sounds like a computer sound
which people would ignore. Also the Trust needs to tell patients about
this system, | did not know. Perhaps they could tell patients by either on
their appointment letter, notices on the coffee tables, notice on the
check-in screens.

Also the TV screen is right in the corner, this needs moving as it is not
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obvious.

Outpatients 4

Cafe facilities

| have just brought my partner and already called in for initial tests.

| think we need a cheaper cafe for food and drinks. It costs a fortune
here. He would have a long way to travel by bus if | did not bring him. He
would have to get 2 buses from Widnes. Even if they just laid on one bus
per hour direct he wouldn't mind getting here really early and waiting.

He comes here as he has had a heart attack and stents fitted.

We could do with having a tea trolley selling sandwiches and crisps.

The main cafe is also expensive.

He seems really happy with his treatment here.

Outpatients 4

Can appointments
be closer together

We have travelled from Wrexham for an early morning appointment. We
were all done by 11am and it was an excellent service. But now my next
appointment is not until 3 pm and the clinic is already saying it is running
late. Why could the appointments not be closer together? We are both
very stressed and very tired. My wife does not drive but there are no
rooms available here at the hospital for her to stay over but they have
said they will look for a nearby hotel. | am coming in for the operation on
Monday.

| will be so tired driving home after today and we will be in all the traffic
again and we have to get through Chester.

Wife: | am panicking as he is being admitted Monday and | want to be
with him. The staff have put me on the reserve list and have been really
nice.
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We have been over to the restaurant today and it is really nice.
(Note: before conversation ended they received a text saying a room had
been found in a nearby hotel).

Outpatients 4 One of the best So far the clinic is running 35 minutes late but the screen states that it is
places | have on-time. | have previously stayed in Alexandra House and could not fault
come to it at all. | think this is one of the best places | have come to. | have had

friends who have been seen here and they have all been treated well.
| think the car parking is costly and the cafe is expensive.
The out-patient calling in system is excellent.

Outpatients 4 Nice, clean Nice, clean hospital. Very busy at my appointment time. Excellent level
hospital of service although a lengthy wait to see a consultant.

Outpatients 5 Staff are brilliant |1 have come here by train and walked up. | did not know about the
and caring courtesy bus, | have been walking everywhere. The lady in the cafe has

just told me about it. This information needs to be included in the
appointment letter. This is my first visit to out-patients.

| was treated brilliant as an in-patient. (ward unknown) The staff were
brilliant and caring. There is nothing they could have done to improve my
stay.

Outpatients 5 Always a good Always a good experience, staff are friendly, helpful and understanding. |
experience have visited this department on a number of occasions, both before and

after my surgery. | have always found all the staff to be friendly, helpful
and overall lovely! From the girls behind the counter serving the coffee to
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the nurses, HCA and consultants. | can truly say | have never had a bad
experience here. Occasionally there has been a delay in seeing a
consultant but that has always been communicated and has never
caused me an issue.

Outpatients 5 Very informative, |l had two appointments, both were arranged to be at the same time. Staff
quick and friendly |were very friendly, informative and easy to speak to. | was reassured and
felt happy on leaving.

Outpatients 5 Helpful, kind and || had been admitted with AF and had an ablation procedure. The staff
supportive were excellent.

Outpatients 5 Staff are very They make me feel at ease. The staff are very friendly and competent.
friendly and Here for a pre-op appointment
competent

Outpatients 5 Great staff and | have found the waiting times to be excessive but the service of the

nice environment | hospital staff to be fantastic.

| was referred here in 2017 after being diagnosed with SUT, my issues
were addressed quickly and | had my surgery arranged in 2017. The
process was smooth from the beginning and | have felt well looked after.
Even though | only have check-ups now, | feel comforted knowing I can
come back if there are any issues.

Great staff and nice environment
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Outpatients 5 Quality care with |l was admitted for an ablation. | had the procedure in October. | feel it
great has been successful and | am back here today for a post op visit.
communication

Outpatients 5 Great hospital This hospital has really looked after my dad regarding his heart. Highly

recommend.

Outpatients 4 Needs clear Cardio diagnostics, out-patients
signage to An improvement | would recommend clear signage / communication of
outpatients the most appropriate entrance to the unit. It was not clear which was the

nearest entrance to use and also car park. Also to tell you distance you
have to walk.
Otherwise all very good.

Outpatients 5 Every time it is Every time | come here it is great. This is a great hospital.
great - outpatients | (patient called away not finished)

Outpatients 1 Star rating based |Although the coffee is nice (out patients) it is expensive for patients. Also
on expense the car parking is too expensive here and at all hospitals.

Outpatients 5 Fast, effective and | Treatment here for a heart attack.
polite Recovering from an MI, being seen in out patients today. | can't help

wondering why this hospital and Alntree don't share information, seems a
waste of time and money.
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Outpatients 2

Feeling anxious
about calling in
system

This is my first time here at out-patients. The calling-in system is
confusing and my eyes are not very good. | asked at reception how it
works and if | am called and don't see it. He said my name would just
keep coming up. | don't know where to go when my name comes up. |If
my son was not with me today | would just have gone home.

The food is expensive here as well, it should be cheaper in a hospital.
The Royal Hospital is cheaper, imagine if you had kids and had to come
here. They need a water cooler in here people should not have to pay for
water when waiting for their appointment.

This is my first visit and | have not been seen as yet. Star rating based on
calling-in system and expense of cafe.

been smashing

Outpatients 5 EIm Ward - After surgery | was admitted to Elm ward after a short spell on ICU. Staff,
difficult time made |cleanliness and communication was of a high standard.
good It was a difficult time made good for me as possible. The attentiveness of
staff and communication through to discharge was excellent.
Outpatients 3 Appointment call- |Free parking would be helpful!
in not effective Appointment call-in not effective. Not aware that we were being called.
Wastes staff time as they need to come and call patients. Probably
Increases appointment delays.
Outpatients 5 This hospital has | The signs from main reception to here need improving. Yesterday |

managed to make it but today | struggled again. This hospital is local to
me and has been smashing. | have been treated very well here. The
check-in system works well and waiting times are brilliant. | always get
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here early so not rushing.
They have explained all the treatment and given me all the leaflets.

Outpatients 5 Out-patient | had a 24 hour heart monitor fitted, was told to bring back at 9.30 am
appointment following day so they could analyse the data, however, my appointment
with the specialist was at 11 am so | had to wait time of 1 hour and 30
mins. Not ideal.
Outpatients 5 Professional, Out-patients follow up appointment to treatment.
reassuring, Appointment to follow-up from treatment in December 2018 with Dr
excellent Palmer's clinic. Directions received in the post were insufficient. Postcode
for Sat Nav did not bring up out-patients and it was a long walk for heart
patient.
Waiting area very pleasant, staff efficient and appointment on time.
Discharge meeting - clear explanations and all questions answered.
Outpatients 4 1st visit - Straight forward and been seen on time. All ok with the consultant. It was
everything run my first visit and everything run smoothly.
smoothly Travelled from Norris Green and when the buses are running late they
will just pass you and leave you.
| feel you can get lost on this site as many buildings. The bus drops you
at the side and you have to walk all around. | looked at the map but it did
not really tally up.
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Outpatients 5 Mr Poullis clinic - | All staff were very helpful and friendly. Procedures included x-ray, ECG
all staff very etc. Seemed very efficient.
helpful
Outpatients 5 No problems Out-patients Mr Zeinah's clinic. No problems.
Would like free car parking for out-patients.
Outpatients 5 Staff and Staff and treatment been good.
treatment been Induction loop (patient thinks it is called this). It is like a small bullet in
good your chest and linked up to a monitor and your phone. They did not want
the monitor back and did not tell me what to do with it. There must be a
cheaper way, this seems wastage.
| like this hospital and they are usually on time. They have a good
production line.

Outpatients 5 Excellent care | have been to out-patients for a few appointments and the staff are
always nice. The consultants are excellent here. Parking was good
today although we do think it is a long walk and not well signposted. We
know our way now.

Outpatients 4 Communication | did not get the details of what | was getting done on the day. | thought |

was an issue was going for one thing and | wasn't but the hospital and staff are good.
Parking here is difficult, so it stresses you out a bit.
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Outpatients 4 Parking is 100% |Heart and chest outpatients. All very good apart from the parking.
bad Everything medical is exceptional but the parking situation is 100% bad.
Outpatients 4 Positive Tests were carried out efficiently before seeing the consultant.
experience Consultant appointment was very informative and a positive experience.
Overall experience positive but finding the hospital was difficult due to
lack of signposting.
Mr Mediratta's clinic
Outpatients 4 4 stars | was booked in Dr Todd's clinic and | saw Dr Pearman a member of his
team. He explained everything very well and said he could only deal with
certain aspects. Booked a procedure to be done July 2019 at this
hospital.
Outpatients 4 Positive We have had several experiences of this hospital. The staff without
experience except |exception have been cheerful, helpful and knowledgeable. The only
for parking downside has been the abysmal lack of parking. So far today this visit
has been very good.
Outpatients 5 5 stars No further comments
Outpatients 4 First visit to cardio || was very quick to be seen. Very good service. Busy but efficient.
dept (diagnostics)
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Outpatients 5 Exceptional In my experience all have been exceptional. So far | have been in
outpatients.
Outpatients 5 All good work at Further comments related to a different Trust.
the Heart & Chest
Outpatients 4 Overall good, staff | Wait times for consultant are always at least 30 mins behind. Visiting as
are brilliant much as | do becomes very frustrating and | am here a lot.
Secretaries to manage the appointments better. They forgot to book me
in so echo on one day, results the next when the consultant specifically
asked for the same day.
The staff and consultants are amazing, very friendly.
Outpatients 5 Always friendly No further comments.
and polite
Outpatients 5 Excellent staff, all | Out-patients chest.
amazing We still get lost once in the hospital but again staff very helpful when
asked.
Outpatients 5 Dr Gupta - out Very polite and helpful staff.
patients
Outpatients 3 3 stars - Good No comments
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Outpatients 5 Environment clean | Out-patients
& comfortable Environment clean & comfortable, Staff are very helpful.
Outpatients 5 Excellent Out-patients cardio - Excellent.
Outpatients 5 Excellent Mr Muir's clinic
All appointments have been dealt with quickly and efficiently.
Outpatients 4 Impressed with Out-patients
the service | have only come along as support for my brother-in-law and | was very
Impressed with what | have seen. My brother-in-law said he was happy
to say he liked it.
Outpatients 5 Very good service | Pacemaker clinic
Very good service, very helpful staff.
Outpatients 4 My first visit to this | This is my first visit to Dr Muir's clinic today.
clinic today
Outpatients 5 Check-up for Check up for diagnostics and clinic appointment.
cardiac
diagnostics
Outpatients 3 | just wanted a Wife attended with her husband who was in a wheelchair and brought in
by NWAS.
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kind face

Positive - was brought by ambulance with an ambulance wheelchair.
Negative - 'dumped' on corridor, did not know what to do.

Positive/ Negative - ambulance told reception but relative stated was still
unsure re:system as no one approached them.

Positive - another patient sat close by described the process to them.
Positive - ambulance left the wheelchair with them.

Relative stated ' | just wanted a kind face'.

Outpatients 4 Delay in clinic was | It was a long delay whilst previous history was found and read. Then
long more tests required. But communications were fair as staff informed of

delay and reason why.

Outpatients - 5 Very happy Out-patients cardiology today - | am very happy with all aspects of this

Cardiology service.

Outpatients - 5 This hospital is Cardiology out-patients

Cardiology outstanding This hospital is outstanding. Treatment has been excellent and the staff
are all lovely. Car parking could be improved as it is too far to walk to
out-patients from the multi storey.

Outpatients - 5 Cardiology - Cardiology is excellent - no complaints.

Cardiology/ excellent | have also been on ICU and Oak Ward. All excellent.

ICU/Oak ward The electronic board to call patients in needs explaining. Maybe it should
be mentioned in the appointment letters.
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Outpatients - 2
Spirometry

Could not find the
clinic

We could not find the out patient clinic. The letter states diagnostic
Spirometry clinic. There were no signs. We have been walking
everywhere. Our letter tells us nothing. There is no border visible
between Broadgreen and Heart and Chest. | showed a member of staff
my letter and she said | should be in Broadgreen. My letter does state
Heart and Chest.

We have not been told if the clinic is running late or on time, we were just
told to wait for the green room. What happens if you are colour blind.
We are parked in a disabled space but that is way away from us now.

good

Outpatients today, B They have looked |Liverpool Heart and Chest have looked after me with great care.

previously in- after me with great | Sometimes there is a delay at appointments but it is due to either

patient care emergencies or workload. As an in-patient staff worked really hard taking
care of some really sick patients. The doctors explain everything in
understandable language.

Pre-Op 5 This hospital is too | This hospital is too good. My appointment is at 11 and it is only 10.55 am

now and | have already been seen by two clinicians.

| could not find a better hospital and waiting area. The electronic board
tells you how long you will wait.

They could do with improving the car parking. It is fortunate | had
someone to drop me off outside as | could not walk here from the car
park.

| have been an in-patient here and the rooms and service are like a hotel.
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in system out-

Sarcoidosis clinic 5 Treatment and | attend every 3 months. | am attending the sarcoidosis clinic.
- Outpatients staff attitude is Quality of treatment and staff attitude is excellent.
excellent The environment is colourful.
5 Overall 5 star There were roadworks nearby. Overall 5 star rating
rating.
2 2 stars re: calling | If my uncle had to come by himself he would not be able to check-in or

know when he was being called in. | cannot see the new screen system.

patients Neither of my parents would be comfortable with this either. | have
brought my uncle today otherwise he would not know when it was his
turn.
So far his clinic is running an hour late.
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Equality & Diversity Data.

Age range:
16 — 24 years = 3 25 - 49 years = 10 50 — 64 years = 10
65— 79 years = 14 80+=2 Did not say =91

Do you consider yourself to have a disability?

Do you consider yourself to have a
disability?

Prefer not

to say
2%

7 patients shared that they considered themselves to have a disability with 36
sharing that they didn’t. 3 patients preferred not to say, with 84 patients not
answering the question.
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Gender
e 23 patients identified as Female
e 24 patients identified as Male

e 83 patients did not answer this question

How would you describe your sexual orientation?

e 40 patients stated Heterosexual
e 1 patient stated Gay

e 1 patient stated Bi-Sexual

e 88 patients did not answer

Do you currently live in the gender you were given at birth?

e 36 patients shared that they did

e 94 patients did not answer the question.
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Summary and Recommendations

The Liverpool Heart and Chest NHS Foundation Trust scored an average
Healthwatch Sefton rating of 4.51 out of 5 stars during the period of July 2018 to
June 2019. 130 reviews were gathered from patients, staff and visitors during this

period. ﬁi\zﬁi\zﬁ

Over all the Trust scored 5 out of 5 stars for average individual ratings for:

e Quality of Treatment
o Staff attitude

Healthwatch Sefton continues to work in partnership with the Trust and on-going
engagement at the hospital continues.

The main areas of feedback received is themed around ‘Treatment and Care’, with
90 comments resulting in 96% positive feedback. ‘Facilities & surroundings’ was
the second highest feedback area, receiving 82 comments, achieving 43% positive
feedback. There were 66 comments relating to staff resulting in 98% positive
feedback. Staff at the Trust should be congratulated on how they engage with
patients and visitors.

‘Access to services’ received 53 comments, resulting in 49% positive reviews and
administration received 38 comments which resulted in 42% positive reviews

Although there were only 7 comments relating to the theme ‘finance’, 4 of the
comments relate to patients and visitors finding the cost of food and drinks
expensive via the food outlets based in the hospital. The other 3 comments all
related to waste of NHS resources.

In reviewing the comments relating to ‘dignity and privacy’, there was one comment
which the trust may want to review and this related to the self check in service; “If a
patient doesn’t press the ‘close’ button, their personal details stay on the screen for
the next person to see.”

Recommendations
e [or the Trust to respond to the areas for improvement or consideration.
e For Healthwatch Sefton to continue to work in partnership with the Trust and
gather patient, family, staff and visitor feedback on an on-going basis.
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Areas for improvement or consideration

Please see below the 'areas for improvement or consideration' shared with the Trust within the reporting period of July 2018

to June 2019 with the responses received.

Area of improvement for
consideration

Trust response/ action

Further comments
(optional)

Further comments

Car parking/ convenience—
we know there is little you can
do about the location of the car
park but patients have shared
that distance from the car park
to the hospital can be difficult
with heart and chest problems.

We are currently working with
Liverpool University Hospital Trust
to see how best we can improve the
current service provision from all
patients and staff alike, this includes
shuttle bus provision.

Shuttle bus — we are aware
that there is a shuttle bus in
place to support patients and
visitors to get to the hospital. A
number of patients shared that

Could this service be included
in appointment letters / more
signage on site displayed?

Healthwatch Sefton Feedback Report

this should be advertised more.

Posters have now been developed.
We have also requested for this
information to be shared in the
patient letters.
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Area of improvement for
consideration

Trust response/ action

Further comments
(optional)

Further comments

Shuttle bus — an issue which
has been presented to the
Healthwatch Steering group
from a local group is the need
for the shuttle bus to be
available for evening
appointments.

We have been informed that
evening appointments have
started at the Liverpool Heart
and Chest Hospital and the
shuttle bus service for the
hospital site ceases to operate
at 17:00. Therefore, those
patients, many of whom have
heart problems are faced with
long walks on the site when
they use public transport/
hospital car park to get to the
hospital entrance.

There are very few evening
appointments for patients therefore
there will be more available car
parking spaces close by to the
outpatient department. We are
currently working with LUFT so see
how we improve the situation.
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Area of improvement for
consideration

Trust response/ action

Further comments
(optional)

Further comments

Food and Hydration — there
were comments made relating
to this and also within
comments relating to finance
that the costs to patients and
visitors who need to buy food
and drinks on site is expensive
and is perceived to be more
expensive that other local acute
trusts they have visited.

The nutritional steering committee

are already sighted on this issue and

have been working with the local

food providers across the trust to see

how we support patients and staff
who require food and drink at low
cost. Access to free water is
available in all patient areas.
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Response from Liverpool Heart & Chest NHS Foundation Trust

Please accept my apologies for the delay , our nurse lead Jo Shaw was on sick
leave at the deadline but | believe has now completed the response. Please let me
know if you would like a copy.

Many thanks for the report , we very much value Healthwatchs’ time and advice and
absolute patient focus.

Kind regards,

Jane Tomkinson OBE.
Chief Executive.

Liverpool Heart & Chest Hospital NHS Foundation Trust.
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Address: Healthwatch Sefton, Sefton Council for Voluntary Service (Sefton CVS),
3" Floor, Suite 3B, North Wing, Burlington House, Crosby Road
North,Waterloo, Liverpool L22 OLG

Phone number: 0151920 0726 (ext 240)
Freephone: 0800 206 1304
Text: 07434 810438

Email: info@healthwatchsefton.co.uk

Website: www.healthwatchsefton.co.uk

@HWatchSefton

@HWSFindServices

I i www.facebook.com/healthwatchsefton2013/

-y
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Appendix 1: Feedback form

healthwatch

Sefton

Have
your voice

This is yvour opporiunity to influence health and social care
services. Your feedback will be anonymously featured on our
feedback centre (www healthwatchsefton.couk)

and used tomake recommendations for change.

You can also call 0800 206 1304 with your feedback.
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What service wonld yvou ke to comment on?
For example care at home, GP practice, hospital or army other health or soisl care service.

Can you give us more information
For example which department, ward, clinic, commumnity team or coumncil department.

Your ratings (Pleass crclel

Quality of food and drink (if applicable)

Communication

Discharge {if applicable)

Crnality of environment

X X Ko X X e 0 X
X Xp X N o XK X X
Xp X X 0 0 06 26 X
Xp Xp X o X X T X
Rp Xp Xp X X 0 X X

Appointment {(waiting times)
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Alternatively if vou would like to leave yvour feedback via our website
Dlease visit www healthwatchsefton.conk

Summmiary of vour experences (3 few key words)

Please tell ns aboart vour experience

Inrelation to your comments are wou a (please tick)

[ ] patient [] carer [] stast [] Belative [] wisitor
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Stay in touch :

Would you like to sign upto our newslstter? (pleasetick) | |

Would you like to sign up as a commumity member? (please ickd [ |
Please ensure you leave your details belonar

HName:

Address:

Email- Phone

Iz sharing B aboe. your detalls will be Teorded on the Healhwaith Sefmn TV 1M dathbas
Fleo= rdar b e Maia ProlecSon sialement bedow and B Healhrwarh Sofon Frovacy Bafoment.

Arewoun Male or Female (pleass tickd) Ape

[ ]osate [ ] Femte [ ]

Do yvou conslder yoursel to hawe a disability? (please Hdd

|:| Yes |:| No |:| Prefernotto say

How would you desaibe vour sexnal orientation? (please tick)

Do vou crrently ive in the gender you were given at birth? (please tick)

[[] ves [ ] e [ ] prefernottosay

i wou wionld like more infosmation about Healthrwatch Sefton please contact ns nsing the details balow:

Emadl: informhealthwatchseftoncounk Phone: 0151 9200726 axtension 240
Website: wwrwhealthwatchsafton.conk Text: 07134 310438

Freephone: @00 206 1301

large print and easy read.

Please retum this form tous us=ing the address below (Do stamp required

Healthwatch Sefton Registered Office- FREEPCET RTCG-HENH-LHAS,
Sefton Coundl for Voluntary Service (CWED 3rd Floor, Suite 3B, North Wing,
Bartington House, Crosby Road Morth, Waterloo, LZZ 0LG.

Haalttnegich Salton. Company Lid by Coomanios Bog. Mo 3537

Dok Protecton

Healthwaich Counc for VAsdamiary Servics I0VE Do Prodection poti Tomes Fory persoeal orsersttee tefoerraion
=Ll mareiy by ot = oL Priwecy Moo fon hethaer datzils o wiww haaEoasis ek ey B you v

Yy SOOI QUi piemsecontani s
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