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Walsall A&E report

Purpose

Each year Healthwatch Walsall asks the public what their concerns are
around health and social care services. The public told us that they were
concerned about A&E at the Manor hospital by approximately 40% of
respondents. This predominantly relates to long waiting times for treatment,
bed blocking, the lack of staff in A&E and as a result, poor quality of care. This
became our first priority area of research and engagement due to the
numbers of people raising it as an issue.

Recommendations

That the Health and Wellbeing Board notes this report

Report detail

On the whole most people appear to have a reasonable experience in A&E at
the Emergency Department with most saying they were satisfied and would
bring a family member there for treatment.

However, there are areas that need attention such as ensuring all people are
asked if they are in pain and offered pain relief routinely regardless of whether
they arrive on foot or by ambulance. The same appears to be the case for
making sure people understand the triage process and how people will be
called in order of priority to ensure all people have this explained to them
regardless of how they arrive at A&E.

People arriving by ambulance were more likely to be offered pain relief as well
as being asked if they had any medication with them whereas arrivals by foot
were less likely to be asked this.

Another common theme appears to be around not being told how long they
would have to wait and how they would be kept updated though again people
arriving by ambulance were more likely to be told how long they might have to
wait. On the whole people found reception staff courteous and that they were
listened to by staff, with those arriving by ambulance mostly feeling that staff
showed empathy to them. Unfortunately, a third arriving by foot didn’t feel this.
Once people had been through triage and waiting to be seen by a Doctor over
two thirds said they were not told how long they would have to wait to be
examined or why they had to wait to be examined and four fifths said if they
did have to wait no one apologised.

Most people found they were given explanations as to what was wrong with
them and why they needed further tests or treatment with their views being
sought.




e Most people felt the hospital was clean but only half felt the same about the
toilets. Some report saying, they were not asked if they needed the toilet
facilities and under half said they were not able to get any water or
refreshments.

e The accompanying report contains the full findings of our research and
engagement with patients along with some recommendations.

4. Implications for Joint Working arrangements:
No implications.
4, Health and Wellbeing Priorities:

e This report supports meeting three of the current Health and Wellbeing Board
priorities:
o Priority 3: Enable and empower individuals to improve their physical
and mental health
o Priority 7: Remove unwarranted variation in healthcare and ensure
access to services with consistent quality
o Priority 8: Enable those at risk of poor health to access appropriate
health and care, with informed choice
e The report also supports a number of Marmot objectives namely:
1. giving every child the best start in life
2. enabling all children, young people and adults to maximize their capabilities
and have control over their lives
6. strengthening the role and impact of ill-health prevention.
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Executive summary

On the whole people’s experience at the reception desk in the emergency department was good.
However, just under half felt the reception staff didn’t explain to them what was going to happen. A
little over two thirds of people knew the current length of wait to be seen or where to find this out.

However, the majority reported that they were not told by the Emergency Department reception
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Walsall A&E report

staff that they would be kept updated. Some of comments by respondents that highlighted this

were:
Over half the people reported they didn’t see any hand gel to sanitise their hands at reception.

80% of people felt the courtesy shown to them at the receptions desk was good. Though over half
felt they were not asked about their medication/medical condition(s)/illness/accident and whether
they had medication with them. More worryingly 69% said they were not asked about being in pain
by reception staff. In just over half the cases was the triage process explained, conversely just under
half didn’t understand what would be happening, people told us:

“Yes told would be called.” “No, one and a half hour wait with chest pains for
Doctor.”

Just under two thirds said they felt the reception staff made them feel looked after. But of course
this means over a third didn’t feel this. Some of comments by respondents that highlighted this was:

“Yes definitely, really listened.” “No, felt left on own.”

All but one person felt the reception staff would keep them informed though this doesn’t reflect
some of the comments people made like ‘no doubt it’ and ‘no had to go to desk self’, this may be
linked to just having been asked if they felt they had been made to feel looked after.

7”7

“Could have been a bit more.” “No all open people can hear what you say.

Over 80% of people said they had enough privacy at reception though some people said:

The majority of people felt ‘the staff listened to what | had to say’. Some of comments by
respondents that highlighted the majority view and perhaps the few that didn’t agree:

“Receptionist did have great deal of knowledge.” Told by receptionist would be next in, [there have

been] 4 patients in since.”
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Two thirds coming in by ambulance said they were
told how long they would have to wait to be seen by “No, | was told to book him [my son] in and if after
a doctor or nurse. However, one of the comments 20 mins there was no response, to ask at reception
by a respondent highlighted the third of people that again.”

possibly weren’t told or didn’t understand:

The majority of people coming in by ambulance were asked about their medication/medical
condition(s)/illness/accident and whether they had medication with them. This is very different
experience than those who attend A&E by their own means.

Just over half of people coming in by ambulance said they were told about the triage/assessment
process which is similar to those making their own way to A&E.

The majority coming in by ambulance felt staff make them feel looked after and that they were
important to them. Three quarters felt confident staff would keep them informed.

Only half of people coming in by ambulance said they were kept informed about what was

“No Husband in corridor on trolley awaiting cubicle ~ “Not sure how long but have been kept in the
20 mins so far.” loop.”

happening and how long they had to wait with comments by respondents that said:

The majority coming in by ambulance felt they had enough privacy and that staff did listen to what
they had to say and that they had enough space between other people. Just under three quarters
said they were asked about pain relief.

Consultation process
Over half of people waited less than 30 minutes to be seen but others reported much longer waits.

Over two thirds of people were not told how long they would have to wait to be examined or why
they had to wait to be examined and four fifths said if they did have to wait no one apologised.

Over four fifths of nurses and doctors had name badges on. Of the four patients that were children
only one said they were introduced to a paediatric nurse or doctor with 2 saying no.

Over four fifths said the nurse/doctor did explain what was wrong with them (or were awaiting to
find out) and what was going to happen next. The majority said they understood the explanation
and that their views were taken into account by the nurse/doctor and that they didn’t feel that they
were treated as though not there. Four fifths said they were asked if they were in pain and offered
more pain relief where appropriate.

Of those that were sent for tests or x-rays three quarters said the nurse/doctor did explain why they
needed these. There were varying waits to be told the results but most people understood what the
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Walsall A&E report
doctors told them and if they needed further treatments with their views being sought and the
explanation as to what would happen next.
Hospital environment

Most people felt the hospital was clean but only half felt the same about the toilets. Over three
quarters saw hand sanitisers around and just over half saw posters promoting their use. Two thirds
recall staff using hand sanitisers.

The majority of people felt safe and that the hospital was quiet. Over two thirds felt that the
emergency department was well-organised. Some report saying, they were not asked if they
needed the toilet facilities and under half said they were not able to get any water or refreshments.

just under two thirds reported that they felt enough was being done to keep them informed of what

“[l] feel there should be more information about “No food fluids 9am to 13.10. Had 1 tea. Had to
waiting times.” ask 3 times for bed pan.”

was happening at all stages. However, some respondents reported that:

Overall

Over four fifths of people felt satisfied with their experience in the Emergency Department and that
they would be happy to bring a member of their family here for emergency treatment.

Conclusion

On the whole most people appear to have a reasonable experience in A&E at the Emergency
Department with most saying they were satisfied and would bring a family member there for
treatment.

However, there are areas that need attention such as ensuring all people are asked if they are in
pain and offered pain relief routinely regardless of whether they arrive on foot or by ambulance. The
same appears to be the case for making sure people understand the triage process and how people
will be called in order of priority to ensure all people have this explained to them regardless of how
they arrive at A&E though people arriving by ambulance were more likely to be offered pain relief as
well as being asked if they had any medication with them whereas arrivals by foot were less likely to
be asked this. There was one example of a person saying they had been waiting for one and half
hours with chest pains to see the doctor. It was clear this person did not understand why they were
waiting and at first glance people may consider this a cardiac issue as people are always told to seek
attention if they have chest pains. This may well have been a challenging wait for this particular

patient.
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Another common theme appears to be communication around not being told how long they would
have to wait and how they would be kept updated though again people arriving by ambulance were
more likely to be told how long they might have to wait. On the whole people found reception staff
courteous and that they were listened to by staff, with those arriving by ambulance mostly feeling
that staff showed empathy to them. Unfortunately, a third arriving by foot didn’t feel this.

Once people had been through triage and waiting to be seen by a Doctor over two thirds said they
were not told how long they would have to wait to be examined or why they had to wait to be
examined and four fifths said if they did have to wait no one apologised.

Most people found they were given explanations as to what was wrong with them and why they
needed further test or treatment with their views being sought.

Most people felt the hospital was clean but only half felt the same about the toilets. Some report
saying, they were not asked if they needed the toilet facilities and under half said they were not able
to get any water or refreshments.

Recommendations

e All patients to be asked if they are in pain and offered pain relief when booking in. If
this is only left until the triage assessment is undertaken people may be waiting in
pain for some time.

e All patients to be given an explanation of how the triage process works perhaps
supported with a small leaflet about the triage process.

e All patients to be given a waiting time to be called for triage and then given a waiting
time to see the doctor.

e All patients to be routinely updated if the waiting times are increasing for either
triage or to see the doctor with new times and explanations as to why they have
increased and where appropriate apologies given to people.

e If initial waiting times are increased those waiting should be checked to see if their
symptoms have got worse or changed so as to address the issue of one person
waiting one and a half hour with chest pains.

e All Emergency Department staff to be regularly reminded about the importance of
good customer care and the need to convey to people a basic element of empathy
and care

e For afresh survey to be undertaken in six months to see if people’s experiences have
been improved following these recommendations.

Introduction

Healthwatch Walsall (HWW) is the independent consumer champion for health and social care in

your local area, delivered by Engaging Communities (ECS). Our job is to Champion for the consumer
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interests of those using health and social care services across the county, and give local people an

opportunity to speak out about their concerns and health care priorities.

Our reports are designed to be transparent, clear, and easily accessible that create sustainable

improvements in the delivery of services.

Communities

Inspiring Change, Improving Outcomes

healthwatch engag i
Walsall
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Plan & Methodology

Methodology

The survey was undertaken across a three week period in the late summer within the Accident and
Emergency Department of the Manor Hospital in the waiting area and in the cubicles when people
were waiting to be seen by a doctor or had been for tests and were waiting for the results. In light of
the fact that people were either waiting to be seen or part way through their journey of having their
issues diagnosed we used a semi-structured interview technique with a set of questions to help the

interviewer talk to the patients and their families.

We did not insist that every question was answered as this greatly depended on how poorly the
person was and the level of capacity or engagement that they person was showing as we did not
want to put any pressure on any one patient so as to exacerbate their condition. In some cases we
only were able to ask a limited range of questions because of these factors but the information that
people gave us has been included irrespective of whether they completed the whole interview or

not.

We are very grateful to all the patients and their families who took that time to share their
experiences with us. Similarly, we are very grateful to the doctors and nurses that allowed us to and
supported us to be able to speak to patients as they moved through the A&E department on their

treatment and diagnosis journey.

A total of 84 interviews were completed. As numbers of responses per question varied, percentage
representation provided in this report will be based on a per-question approach. Findings of the
interviews are presented with a ‘word cloud’ showing all responses, along with the percentage
representation as well as the actual number of responses (presented by the ‘n’ value). Quotes from

the interviews are reflected in blue boxes in the text.

Quality plan

Healthwatch Walsall abides by the quality standards and data protection policy as set by ECS. ECS
has a responsibility to ensure that the research it undertakes and creates is of high quality and
aligned to best practice across the industry. Research ultimately provides the evidence on which
sound decisions should be made, which is why it is important to state up front how quality was
ensured during this project. The Research team underpins its research activities by applying the

Market Research Society Codes of Conduct (MRS, 2014). ECS is a company partner of the Market
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Research Society. During this project, Healthwatch Walsall adhered to a strict data protection policy

that ensured that:

- Everyone handling and managing personal information internally understands they

are responsible for good data protection practices;

- There is someone with specific responsibility for data protection in the organisation;
- Staff who handle personal information are appropriately supervised and trained;
- Queries about handling of personal information are promptly and courteously dealt

with if received;
- The methods of handling personal information are regularly assessed and evaluated;
- Necessary steps are taken to ensure that personal data is kept secure at all times

against unlawful loss or disclosure.

ECS have firm guidelines for data storage, data retrieval, data security and data destruction. There is
also a strict process in place should a data breach occur (which includes containment and recovery,
assessment of ongoing risk, notification of breach, evaluation and response). Where data is not

robust, it will be statistically suppressed to prevent disclosure.
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Findings

Participants in the interviews were asked a series of questions that are listed in these
following categories about their experience at the Emergency Department:

e Communication

e Consultation

e Tests and X-rays

e Test results and diagnosis
e Discharge

e Hospital admission

e Hospital environment

e Overall views

Communication

1. What was your experience like at the reception desk?

Excellent Fine
N I%ag Very Good
Quick D aft Miserable
Pleasant e I e p u
Pleasant ~ e :“Eﬁt:ery attentive
Miserable O k Ok F‘ he Exce"ent
f Friendly Confusion Really helpful Fine D aft
GOOd Nice Lovely Good
= \iserable Friendly |
Confusion
F I n e Good Good Helpful

» Very helpful g gvery nelpinl VISETADIE ey & T80 ot wtin g aroun Excellent y Friendl
Friendly 2. SOOCH"
very Good Really helpfu
Good Confusion
Very Good E(ECOegl’I:‘L}{SIDn

Pleasant

When asked about their experience at the reception desk of the emergency department,
out of the 46 responses, 82.6% (n=38) of interview participants report that the

experience was overall good.
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2. Did the Emergency Department reception staff member you spoke to explain to you

No

Take a seat Checked in
Not at first (300d

what was going to happen?

Take a seat Wait X-ray

Yes

Yes explained

No Signs do that

very informative

Leaflet g

sblems waiting fime 3 hours
.

referred with GP letter

Out of 32 responses, 53.1 % (n=17) of the respondents felt that the Emergency
Department reception staff member did speak to them to explain what was going to

happen.

3. Did you know where to sit - Blue chairs/Orange chairs/Children’s waiting area?

O bViOUS e Told to sit where a seat
Yes S

ANO told t0ﬁit wherever
N OLeaflet given
No told to take a seat
Take a seat
GOOd Brought through
Out of the 45 responses, 75.6% (n=34) of respondents felt that they did know where to

sit in the waiting area.
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4. Did you know the current length of wait or where to find further information regarding
waiting times and did the Emergency Department reception staff tell you they would

keep you updated?

Couple Of Minutes WO MInute‘

Banner

*****  Had fcan Waiting To fee Doctor
Screen With Waiting Times

50 Mins

Not Too Long

o Far Mot Tald How tong To Walt

NE_ S & min

Of

feen fign
150 Mins Wait 10 Mins fo Far

5 To 10 Minutes 45 ‘ Far
uTold Wait 15 To ZD No !\q age In Reception

- Irlfo Gwen Incorred

5 Mins

15 Mins
Not Very Good 3 Hours

30

With
Good

No 1 Hour

GIVQﬂ Leaflet

80 Mins

Out of the 45 responses, 68.9% (n=31) felt that they did know the current length of wait
or where to find further information regarding waiting times however, the majority
reported that they were not told by the Emergency Department reception staff that they

would be kept updated.

Some of comments by respondents that highlighted this were:

“Booked in over for triage another 2 hours wait. “No [l was not aware] but aware of banner with
Info given incorrect.” times on”
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5. Was there any hand gel to sanitise your hands?

Didn't see any

Not Looked
Yesal A
Not Sure

Don't know

Haven't Noticed Any

Not Seen

Out of the 48 responses, 56.3% (n=27) of respondents felt that they did not see any hand gel

to sanitise their hands.

6. How would you rate the courtesy of the A&E Department receptionist?

Quite Nlcever GOOd Generally

Really Nice SOutOf10
c teou Helpful
Brilliant

N d cOmment Diabolical Rea"l,] Good Alright B8 exceptional
: Fine
Falr -Medlocre
Yes 9 OUt Of Ten

ey EXCellent s2w8+™
7 Out Of 10

Out of the 54 responses, 79.6% (n=43) of respondents felt that they were rate the
courtesy of the A&E Department receptionist overall well. General comments for these

were, ‘Good’, ‘Courteous’ and ‘Excellent’.
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7. Did the Emergency Department reception staff ask you about your medication/medical
condition(s)/illness/accident and whether you had medication with you?

NoT NEeDED BuT OFFERED

DIDN'T ASK YE S

Hap A LetTer OF Forrow Up

O

GP SENT LETTER

ASKED WHY ANOTHER PATIENT BROUGHT HERE

ASKED WHY HERE

LETTER
DR NOTE

When asked if the Emergency Department reception staff asked them about their
medication/medical condition(s)/illness/accident and whether they had medication with

them, out of the 49 responses, 53.1% (n=26) of respondents reported no.

8. Did the reception staff ask you if you were in pain and were you offered any pain

relief?
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AT TRIAGE ASKED ABOUT PAIN
PATIENT SAID THEY WERE IN PAIN

No LEAFLET PROVIDED

Out of the 42 responses, 69.0% (n=29) of respondents reported that the reception staff
did not ask them if they were in pain and were not offered any pain relief. One of

comments by respondents that highlighted this was:

“At triage asked about pain. No leaflet provided.”

9. Did the Emergency Department receptionist explain the triage/assessment process,

how patients are prioritised to be seen and how long this would take?
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LEAFLE GIVEN
YES VERY SMALL PRINT

GooD

+YES NoT EXPLAINED

Ol n I ;\\m Dm Not NEeep To B ToLp HAD LETTER

LEAFLET FrOM DR
FoLLow Up

£s Torp Wourd Be CALLED

LEAFLET

-Y NoT TRIAGED

Out of the 42 responses, 52.4% (n=22) of respondents reported that the Emergency
Department receptionist explained the triage/assessment process, how patients are

prioritised to be seen and how long this would take. Some of comments by respondents

that highlighted this was:

“No, one and a half hour wait with chest pains for
Doctor.”

“Yes told would be called.”

10. Did the emergency department reception

staff make you feel looked after and that you were important to them?
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NEITHER
NoT YET OxkAY
GOOD
FRIENDLY

No NotT REALLY
NoT REALLY

LOOKED AFTER SELF
SorT OF

Out of the 47 responses, 63.8% (n=30) of respondents reported that the emergency
department reception staff made them feel looked after and that they were important to

them.

Some of comments by respondents that highlighted this was:

“Yes definitely, really listened.” “No, felt left on own.”
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11. Did you feel confident the Emergency Department staff in the reception would keep

5 ONLY BEEN \lnl\\uul

No NORMAL VERY 2 No DousTt IT

GO O D JusT SrTTING HERE AT MOMENT

CAME STRAIGHT THROUGH

No Hap To Go To Desk SELI
INTY T A¥

MAYBE

PROBABLY
YES POLITE

NoT REALLY ™

DIFFICULT TO ANSWER
I Wourp Horke So

NURSE To CALL For TRIAGE

you informed?

Out of the 43 responses, 97.7% (n=42) of respondents reported that they feel confident

that the Emergency Department staff in the reception would keep them informed.

12. Did you have enough privacy at the reception desk to explain your condition, ensuring

the conversation was confidential?
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NoT REALLY
No ALL OPEN PEOPLE CAN HEAR WHAT YouU SAY

CourLp HAVE BEEN A BiT MORE

B U T YES DEFINITELY G O O D

No. Y E Sex

D O NOT KNO WINDow OPENING MORE
QUIET

Out of the 45 responses, 82.2% (n=37) of respondents reported that they had enough
privacy at the reception desk to explain their condition. Some of comments by

respondents that highlighted this was:

“Could have been a bit more.” “No all open people can hear what you say.”

13. Do you feel the staff listened to what you had to say?

Smm l\m

{ECEPTIONIST DID HAVE GREAT DEAI )WLEDGE

SORT OF

g 1 r -9 1;.‘

L& .
i. B %, i |\ I

}f‘{ § '(l} fr Q‘ﬁ'- l

e’ A Y .| y

Yes [ THINK SO ¥ hwatch

1
H
|| j

]_"}\{\ o wlr i \ \ \ ERY \1[ CH
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Out of the 45 responses, 93.3% (n=42) of respondents reported that they felt that the
staff listened to what | had to say. Some of comments by respondents that highlighted
this was:

“Receptionist did have great deal of knowledge.” “Told by receptionist would be next in, [there have
been] 4 patients in since.”

14. If you needed a translator was this offered for a different language such as Punjabi or
BSL for example?

Unfortunately, translators were not used by participants.
15. Were you on a trolley or wheelchair?

Out of the 29 responses, 62.1% (n=18) of respondents reported that they were on a
trolley and 24.1% (n=7) on a wheelchair.

AMBULANCE
WHEELCHAIR

TROLLEY
WALKED

16. Did anyone explain how long you would have to wait to be seen by a doctor or nurse?
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IINUTES

Not LO\IQT}(I})! - X;\ rﬁﬂ YES
5 MINS
SIGN Up O

YES CAME STRAIGHT IN

No ExAMINED By PARAMEDIC

Out of the 28 responses, 67.9% (n=19) of respondents reported that they were told how
long they would have to wait to be seen by a doctor or nurse. However, one of the
comments by a respondent that highlighted this was:

“No, | was told to book him [my son] in and if after
20 mins there was no response, to ask at reception
again.”

17. Did the Emergency Department reception staff ask you about your medication/medical
condition(s)/illness/accident and whether you had medication with you?
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Out of the 25 responses, 88.0% (n=22) of respondents reported that the Emergency
Department reception staff did ask them about their medication/medical
condition(s)/illness/accident and whether they had medication with them.

YES ASKED BY AMBULANCE STAFF

NO

No WiIrE ToLD THEM

18. Did the Emergency Department staff member explain the triage/assessment process,
how patients are prioritised to be seen and how long this would take?

Out of the 23 responses, 52.2% (n=12) of respondents reported that the Emergency
Department staff member did explain the triage/assessment process, how patients are
prioritised to be seen and how long this would take.

NoO WAS SEEN STRAIGHT AWAY

12
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19. Did the Emergency Department staff make you feel looked after and that you were
important to them?

Out of the 29 responses, 93.1% (n=27) of respondents reported that the Emergency
Department staff make them feel looked after and that they were important to them.

YES

20. Did you feel confident the Emergency Department staff would keep you informed?

Out of the 24 responses, 75.0% (n=18) of respondents reported that they feel confident
that the Emergency Department staff would keep them informed.

StiLL WAITING NEXT LHTA(N O
Up To A PoinT BEEN WAITING 120 MINS
E SYES DEFINITELY

No BEEN HERE SINCE 12
NOT SURE
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21. Did the Emergency Department staff keep you informed about what was happening
and how long you might have to wait?

No HusBaND IN CORRIDOR ON TROLLEY AWAITING CUBICLE 20 MINS S0 FAR
Not Sure How LonG But Have BEEN KepT IN THE Loor

Out of the 20 responses, 50.0% (n=10) of respondents reported that the Emergency
Department staff kept them informed about what was happening and how long they
might have to wait. Some of comments by respondents that highlighted this was:

“No Husband in corridor on trolley awaiting cubicle ~ “Not sure how long but have been kept in the
20 mins so far.” loop.”

22. Did you have enough privacy to explain your condition, ensuring the conversation was
confidential?

Page |24
e,
e e healthwatch
Comgarey Pariner Walsall




Walsall A&E report

IN OwN HOME

NoOT AN ISSUE I E S

No CuURrTAINS OPEN

Out of the 29 responses, 96.6% (n=28) of respondents reported that they had enough
privacy to explain their condition, ensuring the conversation was confidential.

23. Do you feel the staff listened to what you had to say?

I DoN 'T SAY ALOT

YES VERY GooD ToDAY

YES PAID ATTENTION

Out of the 28 respondents, 92.9% (n=26) of respondents reported that they felt that the
staff did listen to what they had to say.

24. If you needed a translator was this offered for a different language such Punjabi or BSL
for example?

Unfortunately, respondents highlighted that translators were not used at all.

25. Did the staff ask you if you were in pain and were you offered any pain relief?

Out of the 15 responses, 73.3% (n=11) of respondents reported that the staff asked them
if they were in pain and were offered pain relief.
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No IN AMBULANCE TILL DIAGNOSISN O

YES

YES WHEN NEEDED
WAas IN AMBULANCE

26. Was there enough personal space between other people?

Out of the 22 responses, 95.5% (n=21) of respondents reported that there was enough
space between other people.
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DON'T KNOW

YES

YES COMFORTABLE

FINE

Consultation

1. From the time you first arrived at the A&E Department, how long did you wait before being
examined by a doctor or nurse?

5 To 10 M[NS

STRAIGHT IN ]_ 2 0 INS 31161'(1)*8%85 MINS

150 Mins StiLL NoT SEEN
IMMEDIATE 10 Mle RLALLY GooD
15 MIN PRETTY QUICKLY
ZOQMINS 2 MINS
UICK
> | (1) E%IJSR INITIAL TRIAGE ES 60 MINS
105 MINS NoT
2 MINUTES VERY QUICK

MINUTES S LEss THAN 60 MINUTES 5 To 10 MINUTES

STRAIGHT WAY
NS QUIET PERIOD 5 MINS

OVER 60 MINS
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The average waiting time was approximately under 15 mins (33.3%, n=15) or 30 mins (17.8%,
n=8), of the total number of respondents for this question (n=45). This was also mainly regarding
an adult (91.1%, n=41) rather than child (n=4).

2. Were you told how long you would have to wait to be examined?

No Just BE BACK SHORTLY

No Just TurNED Up 5{ E S
NoT LONG
No SEEMED VERY QUICK
NoO ON SCREEN
STRAIGHT IN

No Si6N Saip 1 To 2 Hours

IMMEDIATE

YEs Up To 3 HOURS

Out of the 36 responses, 69.4% (n=25) stated that there were not told how long they would
have to wait to be examined.

3. Were you told why you had to wait to be examined?

No VERrRY Busy Dr SAID
DIDN 'T WAIT

()No

YES

Out of the 30 responses, 70% (n=21) of respondents stated that they were not told why they
had to wait to be examined.

YEs ExPLAINED WHAT HAPPENING
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4. |If you did have to wait did someone apologise for the wait?

NoT YET

NoT CONSIDERED LONG TIME

YESNO

No 2 HOuRSs So FAR

YES TRIAGE NURSE DID

Out of 25 responses, 80% (n=20) of respondents stated that if they did have to wait, no one
apologised.

5. Did the nurse/doctor have name badges on and did they introduce themselves?

NotT TAKEN NOTICE

Don T Know But Dip INTRODUCE THEMSELVES

(GUESS SO

YEAY EOS

DIipDN 'T NOTICE
No HAD To Ask

Out of the 42 responses, 85.7% (n=36) of respondents stated that the nurse/doctor did have
name badges on and that they did introduce themselves.
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6. Ifit was for a child did the nurse/doctor say they were a paediatric nurse or doctor — someone
who specialises in looking after children?

WAITING RESULTS

Out of the 4 respondents, 2 respondents stated no, 1 stated yes regarding whether the person
they were introduced to were a paediatric nurse or doctor

7. Did the nurse/doctor explain what was wrong with you and what was going to happen next?

Stict, Warring To Be Torp

Ecc AND BLOODS TAKEN
ASKED PATIENT WHERE HE HURT

Gome To Have A Look SEE WHAT CAN FIND

AWAITING RESULTS

Torp NEEDED SCAN
D\ ES BLooDS TAKEN

AWATTING TEST RINESUS

Hap A FarL NegpeD X Ray
T Know YET
KNEW WHAT PROBLEM WAS O N OT YE T

STILL INVESTIGATING
Out of the 41 responses, 82.9% (n=34) of respondents reported that the nurse/doctor did

explain what was wrong with them (or were awaiting to find out) and what was going to happen

YES X RAay

YEs GIVEN INFO

XRAY

STiLL WAITING

next.
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8. Did you understand the explanation?

YES

Out of the 27 responses, 92.6% (n=25) felt that they understood the explanation.

9. Were you asked for your views and if so were they taken into account by the nurse/doctor?

STiLL WAITING

DEFINITELY N O
I I l’ : ; NoOT REALLY
NoO WASN 'T ASKED

PrREvVIOUS CONDITION

CIRCUMSTANCES OFFERED

Out of 31 responses, 71.0% (n=22) of respondents reported that they were asked for their views
and that is was taken into account by the nurse/doctor.
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10. Did you think the nurse/doctor knew enough about your condition?

YEs I THINK SO
STILL INVESTIGATING

THINK SO l E

AWAITING XRAY To DETERMINE
WHEN XRAYS ARRIVED

Out of the 30 responses, 70.0% (n=21) of respondents felt that the nurse/doctor knew enough
about their condition.

11. Did you feel the nurse/doctor deliberately did not tell you some things about your condition?

sz Ggssne. YRS
NO

DipN 'T KNOwW

Out of the 23 responses, 82.6% (n=19) of respondents did not feel that nurse/doctor
deliberately did not tell you some things about your condition.
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12. Did the nurse/doctor speak in front of you as though you weren’t there?

No FuirLry INVOLVED

EXPLAINED
SrpokKE To ME

NO

A LITTLE

YES

Out of the 30 responses, 83.3% (n=25) of respondents did not feel that the nurse/doctor spoke
to them as though they were not there.

13. Did nurse/doctor ask you if you were in pain? Did they offer any more pain relief?

OFFERED

NOT SUR ‘- .7 CANFEELSHATAREA

5 COORDINATED

Out of the 25 responses, 80.0% (n=20) of respondents reported that the nurse/doctor asked
them if you were in pain and offered more pain relief where appropriate.
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14. Did the nurse/doctor send you for any tests/x-rays?

Broons AND URINE

X EcGg AND BLO§

Dont Knvow YET HAVE To SEE DIFFERENT DR

AWAITING CT SCAN

CT SCAN >
No E S TESTS

BL Broons WAai ;§ For RESULTS

Out of the 25 responses, 92.0% (n=23) of respondents reported that the nurse/doctor did send
them for tests/x-rays.

Tests and X-rays

1. Did a nurse/doctor explain why you needed these test(s) in a way you could understand?

ES

INJURY

Of the 26 responses, 76.9% (n=20) of respondents said that the nurse/doctor did explain why

WAITING

No Not READY
No TorLp HAvVING

they needed these tests.

Page |34
‘w&_ I
ggm il healthwatch
Compeny Partrer id Walsall




Walsall A&E report

2. How long did you wait for your tests to be carried out?

BrLo ODS NoT Surr

120 MINS

CouprLE OF MOMENTS
STARI(xHT THEB O D

NoT QHNBY DRY] T \\H“N
]

STRAIGHT A

40 To 50 M1

On average, the most commonly reported
waiting time was reported as 30 minutes “Patient here 1.20pm till 17.55pm not happy.”

for tests to be carried out. However, one
patient wrote:

3. Did a member of staff explain why you had to wait for your tests to be carried out?

YES

Brooops To SEE

Out of 12 responses, 41.7% (n=5) of

respondents reported that a member “Tickets given out but no one calling out tickets.
of staff did not explain why they had to Had to collect chairs to sit on.”

wait for their tests to be carried out.

One respondent stated that:

4. Did the staff doing the tests/X-rays make you feel looked after and that you were important to
them?

There was only one response to this question and the respondent reported that they were made
to feel looked after and that they were important to staff.
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Test results and diagnosis

1. How long from having your tests/X-rays did you have to wait to be seen by a nurse/doctor to
explain what your results told them?

NOTHING BROKEN

10 MINS

ES

1 HOuURr SO FAR
15 Mins So FAR

StiLL WAITING

WAITING EcG
WAITING FoOrR RESULTS

90 MINS

VERY SHORTLY AFTER

Out of 13 responses, 15.4% (n=2) of respondents stated it was under 15 minutes, while another
15.4% (n=2) reported that it had been over an hour from having their tests/X-rays to being seen
by a nurse/doctor to explain what the results told them.

2. Did they explain in a way you could understand?

No ONLY HAD 5 MiINs Wi1TH DOCTOR

Out of the 10 responses for this question, 90.0% (n=9) said they were explained in a way they
could understand.

Page |36
3, .
L 4%  healthwatch
w Compeany Partner Engag!'n_g?:\j" Walsall

Communities



Walsall A&E report

3. Did they say you needed more treatment and did they ask for your views?

JustT BANDAGED UP

YES

TorLD NEEDED ForLow Up
ToLD PLAN OF ACTION

Of the 8 responses for this question, 87.5% (n=7) reported that they were told that they needed
more treatment and were asked for their views.

4. Did they explain what would happen next?

YES WAITING FOR RESULTS

NoY ES

Of the 9 responses, 88.9% (n=8) felt that staff did explain what would happen next.
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Discharge

For this section and the section regarding hospital admission, only 2 respondents completed the

guestions. Therefore, results will report both of the answers.

1.

If you were able to go home did they give you any information leaflets?
Both respondents reported that they were given information leaflets.

Did they give you any medication? If yes did they explain what it was for and how to take
it and of any side effects?

One reported that they were given medication and that they were given an explanation
about what it was for and how to take it.

Did they give you advice on how to look after yourself?

Both respondents reported that they were given advice on how to look after themselves.
Did they advise you about pain management?

Both respondents reported that they were advised about pain management.

Did they tell you that you would have to come back to see another clinic or department?
Did they explain why? Did they book an appointment for you?

One respondent reported that they did not have to come back, while the other has an
appointment the following week.

Hospital admission

1. Did the nurse/doctor explain to you why you needed to be admitted to hospital and was it
in in a way you could understand?
One respondent reported waiting for a bed and the assessment process while the other
reported that the nurse/doctor did explain why they needed to be admitted to hospital in a
way they could understand.
2. How long did you wait in the Emergency Department before you were taken to a ward?
No responses were provided for this question.
3. Did anyone explain to you why there were delays if you did have to wait a long time?
One respondent reported that no one explained why there were delays.
4. Did anyone check you regularly to see if you were warm, comfortable/worried?
One respondent reported that staff have been in and out with information and to check on
them regularly.
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Hospital environment

1. Overall how clean was the hospital?

OK

VERY CLEAN Haprpy WiTH IT

Ko i GO OD VERY GOOD
VERY NICE E S

BrLooD L}\ FL()UH I\c:o Q LE/ _WLH

‘HU\IH\ (“[1;\[\

C CLEAN AT MOMENT

LEAN

Out of 31 responses, 90.3% (n=28) felt it was clean.

2. If you used the toilets how clean were they?

VERY SMELLY

OK

eyt
GOOD

Out of a total of 26 responses, 56.5% (n=13) felt the toilets were clean.
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3. Did you see hand sanitisers around for people to use?

YEs But EMPTYN O
oY S

NoOT NOTICED

Out of 28 responses, 78.6% (n=22) reported that they saw hand sanitisers around for people to
use.

4. Did you see any posters about using hand sanitisers?

HaDp GLOVES ONN O
NOT SURE
NoT NOTICED

DIDN 'T NOTICE

Out of 23 responses, 56.5% (n=13) said that they did see posters about using hand sanitisers.
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5. Did you see any staff using them before they examined you and after they had finished?

UseED GLOVES

YES SEEN sEVERALNO
YES

No HAD GLOVES ON

Out of 18 responses, 66.7% (n=12) felt staff used the hand sanitisers.

6. Did you feel safe or did other people using the Emergency Department threaten you by their

YES SAFE

YES

No LARGE NUMBER OrF RowbDYy LADS

SAFE

actions?
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Out of 26 responses, 96.2% (n=25) felt safe using the emergency department.

7. Was it quiet in the Emergency Department?

No DUE To NUMBER OF PEOPLE

NoOT ALL STAFF

YES But BUSYI E S

IT HAS BEEN OKAY

Out of 29 responses, 82.8% (n=24) said it was quiet in the emergency department.

8. Did staff wear name badges?

YES

OT NOTICED

Out of the 21 responses, 90.5% (n=19) of respondents reported that staff wore name badges.
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9. Were there enough seats for everyone who was waiting?

No Hap To GET OwWN

oY ES

Out of 17 responses, 82.4% (n=14) of respondents stated that there were enough seats for

everyone who was waiting.

YES

10. Did you feel safe in the waiting area?
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Out of the 14 responses, 85.7% (n=12) said that they felt safe in the waiting area.

11. Did you feel the emergency department is well organised?

YESs SEEMS To BE

STILL HERENO
THINK SO
SEEMS To BE I i: E ;
ONCE PASSED RECEPTIONIST
SEEMS CHAOTIC
SUNDAY

LiTTLE BIT

TopAay NoT PrREVIOUS

Out of 23 responses, 69.6% (n=16) of respondents felt that the emergency department was well-
organised.

12. Were you asked if you needed the toilet facilities?

Out of 11 responses, 63.6% (n=7) said they were not asked if they needed the toilet facilities.

YES BED PAN

NO

YES

MRS B idonen S
Y @  healthwatch
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13. Were you able to get any water or refreshments?

NoT TRIED

Not ALLOWED DUE To CONDITION

TeEA AND SANDWICH
Y NoT ASKED
ToLD WHERE Is
YES TEA

CHECKING IF CAN HAVE Foop OR DRINK

Not AT THIS

YEs DrRINK AND SANDWICH OFFER

Out of 24 responses, 45.8% (n=11) of respondents said they were not able to get any water or
refreshments.

Overall views

14. Do you feel enough was done to keep you informed of what was happening at all stages? Can
you tell me why? Or how it could have been better?

WH1zzED THROUGH LESs THAN 180 Mins
No Happy WITH EVERYTHING
FEEL SHoUuLD BE MoORE INFO ABoUT WAITING TIMES
NoT IN RECEPTION BUT ELSEWHERE

No COMMUNICATION

ALL VERY POLITE

No LAack OF INFO

ONLY WAITED SHORT TIME LHEY DON'T KNOW YET

Out of 19 responses, 63% (n=12) reported that they felt enough was being done to keep them
informed of what was happening at all stage. However, some respondents reported that:
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15. Were you satisfied with your experience in the ED? Please explain why

YES CARING
In CuBicLe WiTH No BED

ALrL Do WONDERFUL Jos

YES TREATED WELL

YES VERY GooD

VERY

REASSURANCE
NoOT IMPRESSED

RIGHT
So FAR

I i SYES So FAR
YEs Upto YET

ALMOST SAME OLD MANOR

No Hoist WrONG SLINGS For CONDITION
YEs EVERY ONE LOVELY

Out of 21 responses, 85.7% (n=18) felt satisfied with their experience in the Emergency
Department.

16. Would you be happy to bring a member of your family here for emergency treatment? Please
explain your answer.

YES DEFINITELY

YES No CHOICE
YES EVERYONE LOVELY
HAVEN 'T REALLY GOoT MuUcH CHOICE

No RATHER GO

No NeveErR CoME Back OnLY HERE For ForLLow Up

YES BEEN BEFORE

Out of 22 responses, 81.8% (n=18) reported that they would be happy to bring a member of their
family here for emergency treatment.

Conclusion
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On the whole, most people appear to have had a reasonable experience in A&E at the Emergency
Department with most saying they were satisfied and would bring a family member there for
treatment.

However, there are areas that need attention such as ensuring all people are asked if they are in
pain and offered pain relief routinely regardless of whether they arrive on foot or by ambulance. The
same appears to be the case for making sure people understand the triage process and how people
will be called in order of priority to ensure all people have this explained to them regardless of how
they arrive at A&E however people arriving by ambulance were more likely to be offered pain relief
as well as being asked if they had any medication with them whereas arrivals by foot were less likely
to be asked this. There was one example of a person saying they had been waiting for one and half
hours with chest pains to see the doctor. It was clear this person did not understand why they were
waiting and at first glance people may consider this a cardiac issue as people are always told to seek
attention if they have chest pains. This may well have been a challenging wait for this particular
patient.

Another common theme appears to be communication around not being told how long they would
have to wait and how they would be kept updated though again people arriving by ambulance were
more likely to be told how long they might have to wait. On the whole people found reception staff
courteous and that they were listened to by staff, with those arriving by ambulance mostly feeling
that staff showed empathy to them. Unfortunately, a third arriving by foot didn’t feel this.

Once people had been through triage and were waiting to be seen by a Doctor over two thirds said
they were not told how long they would have to wait to be examined or why they had to wait to be
examined and four fifths said if they did have to wait no one apologised.

Most people found they were given explanations as to what was wrong with them and why they
needed further test or treatment with their views being sought.

Most people felt the hospital was clean but only half felt the same about the toilets. Some report
saying, they were not asked if they needed the toilet facilities and under half said they were not able
to get any water or refreshments.

Recommendations
e All patients to be asked if they are in pain and offered pain relief when booking in. If
this is only left until the triage assessment is undertaken people may be waiting in
pain for some time.
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e All patients to be given an explanation of how the triage process works perhaps
supported with a small leaflet about the triage process.

e All patients to be given a waiting time to be called for triage and then given a waiting
time to see the doctor.

e All patients to be routinely updated if the waiting times are increasing for either
triage or to see doctor with new times and explanations as to why they have
increased and where appropriate apologies given to people.

¢ Ifinitial waiting times are increased those waiting should be checked to see if their
symptoms have got worse or changed so as to address the issue of one person
waiting one and a half hour with chest pains.

e All Emergency Department staff to be regularly reminded about the importance of
good customer care and the need to convey to people a basic element of empathy
and care.

e All people to be able to access refreshments if needed and appropriate to have.

e For a fresh survey to be undertaken in six months to see if people’s experiences have
been improved following these recommendations.

Appendix one

Quick reference statistical findings
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82.6% (n=38) of interview participants report that the experience was overall good.
53.1 % (n=17) of the respondents felt that the Emergency Department reception
staff member did speak to them to explain what was going to happen

75.6% (n=34) of respondents felt that they did know where to sit in the waiting area.
68.9% (n=31) felt that the did know the current length of wait or where to find
further information regarding waiting times however, the majority reported that
they were not told by the Emergency Department reception staff that they would be
kept updated.

56.3% (n=27) of respondents felt that they did not see any hand gel to sanitise their
hands.

79.6% (n=43) of respondents felt that they were rate the courtesy of the A&E
Department receptionist overall well.

When asked if the Emergency Department reception staff asked them about their
medication/medical condition(s)/illness/accident and whether they had medication
with them, 53.1% (n=26) of respondents reported no.

69.0% (n=29) of respondents reported that the reception staff did not ask them if
they were in pain and were not offered any pain relief.

52.4% (n=22) of respondents reported that the Emergency Department receptionist
explained the triage/assessment process, how patients are prioritised to be seen and
how long this would take.

63.8% (n=30) of respondents reported that the emergency department reception
staff made them feel looked after and that they were important to them.

97.7% (n=42) of respondents reported that they feel confident that the Emergency
Department staff in the reception would keep them informed.

82.2% (n=37) of respondents reported that they had enough privacy at the reception
desk to explain their condition.

93.3% (n=42) of respondents reported that they felt that the staff listened to what |
had to say.

62.1% (n=18) of respondents reported that they were on a trolley and 24.1% (n=7)
on a wheelchair.

67.9% (n=19) of respondents reported that they were told how long they would
have to wait to be seen by a doctor or nurse.
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88.0% (n=22) of respondents reported that the Emergency Department reception
staff did ask them about their medication/medical condition(s)/illness/accident and
whether they had medication with them.

52.2% (n=12) of respondents reported that the Emergency Department staff
member did explain the triage/assessment process, how patients are prioritised to
be seen and how long this would take.

93.1% (n=27) of respondents reported that the Emergency Department staff make
them feel looked after and that they were important to them.

75.0% (n=18) of respondents reported that they feel confident that the Emergency
Department staff would keep them informed.

50.0% (n=10) of respondents reported that the Emergency Department staff kept
them informed about what was happening and how long they might have to wait.
96.6% (n=28) of respondents reported that they had enough privacy to explain their
condition, ensuring the conversation was confidential.

92.9% (n=26) of respondents reported that they felt that the staff did listen to what
they had to say.

Translators were not used at all.

73.3% (n=11) of respondents reported that the staff asked them if they were in pain
and were offered pain relief.

95.5% (n=21) of respondents reported that there was enough space between other
people.

Consultation

The average waiting time was approximately under 15 mins (33.3%, n=15) or 30
mins (17.8%, n=8). This was also mainly regarding an adult (91.1%, n=41).

69.4% (n=25) stated that there were not told how long they would have to wait to
be examined

70% (n=21) stated that they were not told why they had to wait to be examined.
80% (n=20) of respondents stated that if they did have to wait, no one apologised.
85.7% (n=36) of respondents stated that the nurse/doctor did have name badges on
and that they did introduce themselves.

Out of the 4 respondents, 2 respondents stated no, 1 stated yes regarding whether
the person they were introduced to were a paediatric nurse or doctor

82.9% (n=34) reported that the nurse/doctor did explain what was wrong with them
(or were awaiting to find out) and what was going to happen next.

92.6% (n=25) felt that they understood the explanation.

Out of 31 responses, 71.0% (n=22) of respondents reported that they were asked for
their views and that is was taken into account by the nurse/doctor.

70.0% (n=21) of respondents felt that the nurse/doctor knew enough about their
condition.

82.6% (n=19) of respondents did not feel that nurse/doctor deliberately did not tell
you some things about your condition.
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83.3% (n=25) of respondents did not feel that the nurse/doctor spoke to them as
though they were not there.

80.0% (n=20) of respondents reported that the nurse/doctor asked them if you were
in pain and offered more pain relief where appropriate.

92.0% (n=23) of respondents reported that the nurse/doctor did send them for
tests/x-rays.

Test and X-rays

76.9% (n=20) of respondents said that the nurse/doctor did explain why they
needed these tests.

The most commonly reported waiting time was reported as 30 minutes for tests to
be carried out.

41.7% (n=5) of respondents reported that a member of staff did not explain why
they had to wait for their tests to be carried out.

One respondent reported that they were made to feel looked after and that they
were important to staff.

15.4% (n=2) of respondents stated it was under 15 minutes, while another 15.4%
(n=2) reported that it had been over an hour from having their tests/X-rays to being
seen by a nurse/doctor to explain what the results told them.

90.0% (n=9) said they were explained in a way they could understand.

87.5% (n=7) reported that they were told that they needed more treatment and
were asked for their views.

88.9% (n=8) felt that staff did explain what would happen next.

Discharge

For this section and the section regarding hospital admission, only 2 respondents
completed the questions.

Both respondents reported that they were given information leaflets.

One reported that they were given medication and that they were given an
explanation about what it was for and how to take it.

Both respondents reported that they were given advice on how to look after
themselves.

Both respondents reported that they were advised about pain management.

One respondent reported that they did not have to come back, while the other has
an appointment the following week.

Hospital admission

One respondent reported waiting for a bed and the assessment process while the
other reported that the nurse/doctor did explain why they needed to be admitted to
hospital in a way they could understand.

No responses were provided for this question.
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e One respondent reported that no one explained why there were delays.
e One respondent reported that staff have been in and out with information and to
check on them regularly.

Hospital environment

e 90.3% (n=28) felt the hospital was clean.

e 56.5% (n=13) felt the toilets were clean.

e 78.6% (n=22) reported that they saw hand sanitisers around for people to use.

e 56.5% (n=13) said that they did see posters about using hand sanitisers.

e 66.7% (n=12) felt staff used the hand sanitisers.

e 96.2% (n=25) felt safe using the emergency department.

o 82.8% (n=24) said it was quiet in the emergency department.

e 90.5% (n=19) of respondents reported that staff wore name badges.

e 82.4% (n=14) of respondents stated that there were enough seats for everyone who
was waiting.

e 85.7% (n=12) said that they felt safe in the waiting area.

® 69.6% (n=16) of respondents felt that the emergency department was well-
organised.

e 63.6% (n=7) said they were not asked if they needed the toilet facilities.

e 45.8% (n=11) said they were not able to get any water or refreshments.

e 85.7% (n=18) felt satisfied with their experience in the Emergency Department.

e 81.8% (n=18) reported that they would be happy to bring a member of their family
here for emergency treatment.

Appendix two

Semi Structured Interview Prompts
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Please complete section 1 if you have not arrived via ambulance. Only complete section 2 if you did
arrive via ambulance.

Patients not arriving via ambulance

Communication

Section 1
Prompts:

e What was your experience like at the reception desk?

e Did the Emergency Department reception staff member you spoke to explain to you what
was going to happen with regards to

e Where to sit - Blue chairs/Orange chairs/Children’s waiting area?

e Waiting times — the current length of wait, where to find further information regarding
waiting times or whether the Emergency Department reception staff would keep you
updated?

e Was there any hand gel to sanitise your hands?
e How would you rate the courtesy of the A&E Department receptionist?

e Did the Emergency Department reception staff ask you about your medication/medical
condition(s)/illness/accident and whether you have pain or other medication with you?

e Did the reception staff ask you if you were in pain and were you offered any pain relief?

e Did the Emergency Department receptionist explain the triage/assessment process, how
patients are prioritised to be seen and how long this would take?

o Did the emergency department reception staff make you feel looked after and that you
were important to them?

e Did you feel confident the Emergency Department staff in the reception would keep you
informed?

e Did you have enough privacy at the reception desk to explain your condition, ensuring the
conversation was confidential?

e Do you feel the staff listened to what you had to say?

e [f you needed a translator was this offered for a different language such as Punjabi or BSL for
example?

Section 2
Patients arriving by ambulance

e Were you on a trolley or wheelchair?

Page |53
..‘_'P;;_
gm healthwatch

Walsall



Walsall A&E report

Did anyone explain how long you would have to wait to be seen by a doctor or nurse?

Did the Emergency Department staff ask you about your medication/medical
condition(s)/illness/accident, if you were in pain/have pain or other medication with you?

Did the Emergency Department staff member explain the triage/assessment process, how
patients are prioritised to be seen and how long this would take?

Did the Emergency Department staff make you feel looked after and that you were
important to them?

Did you feel confident the Emergency Department staff would keep you informed?

Did the Emergency Department staff keep you informed about what was happening and
how long you might have to wait?

Did you have enough privacy to explain your condition, ensuring the conversation was
confidential?

Do you feel the staff listened to what you had to say?

If you needed a translator was this offered for a different language such as Punjabi or BSL for

example?
Did the staff ask you if you were in pain and were you offered any pain relief?

Was there enough personal space between other people?

Section 3

Being seen by a nurse/Doctor?

From the time you first arrived at the A&E Department, how long did you wait before being
examined by a doctor or nurse?

Was this for an adult or child?

Were you told how long you would have to wait to be examined?

Were you told why you had to wait to be examined

If you did have to wait Did someone apologise for the wait?

Did nurse/doctor have name badges on and did they introduce themselves

If it was for a child did the nurse/doctor say they were a paediatric nurse or doctor —
someone who specialises in looking after children

Did the nurse/doctor explain what was wrong with you and what was going to happen next
Did you understand the explanation?
Were you asked for your views and if so were they taken into account by the nurse/doctor

Did you think the nurse/doctor knew enough about your condition?
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e Did you feel the nurse/doctor deliberately did not tell you some things about your
condition?

e Did the nurse/doctor speak in front of you as though you weren’t there?
e Did nurse/doctor ask you if you were in pain? Did they offer any more pain relief?
e Did the nurse/doctor send you for any tests/x-rays?
Tests/X-rays
e Did a nurse/doctor explain why you needed these test(s) in a way you could understand?
e How long did you wait for your tests to be carried out?
e Did a member of staff explain why you had to wait for your tests to be carried out?

Results/diagnosis

e How long from having your tests/X-rays did you have to wait to be seen by a nurse/doctor to
explain what your results told them?

e Did they explain in a way you could understand?
e Did they say you needed more treatment and did they ask for your views?
e Did they explain what would happen next?

Going home

e If you were able to go home did they give you any information leaflets?

e Did they give you any medication? If yes did they explain what it was for and how to take it
and of any side effects?

e Did they give you advice on how to look after yourself?
e Did they advise you about pain management?

e Did they tell you that you would have to come back to see another clinic or department? Di
they explain why? Did they book an appointment for you?

Hospital admission

e Did the nurse/doctor explain to you why you needed to be admitted to hospital and was it in
in a way you could understand?

e How long did you wait in the ED before you were taken to a ward?
e Did anyone explain to you why there were delays if you did have to wait a long time?
e Did anyone check you regularly to see if you were warm, comfortable/worried?

Hospital environment

e Overall how clean was the hospital
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e If you used the toilets how clean were they

e Did you see hand sanitisers around for people to use?

e Did you see any posters about using hand sanitisers?

e Did you see any staff using them before they examined you and after they had finished?
e Did you feel safe or did other people using the ED threaten you by their actions
e Was it quiet in the Emergency Department?

e Did staff wear name badges?

e Were there enough seats for everyone who was waiting

e Did you feel safe in the waiting area?

e Did you feel the emergency department is well organised?

e Were you asked if you needed the toilet facilities?

e Were you able to get any water or refreshments?

Finally

e Do you feel enough was done to keep you informed of what was happening at all stages?
Can you tell me why? Or how it could have been better?

e Were you satisfied with your experience in the ED? Please explain why

e Would you be happy to bring a member of your family here for emergency treatment?
Please explain your answer.
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