‘ Aneurin Bevan Community Health Council

Public Feedback about
Issue 5 NHS services during
September 2020 the Coronavirus

National Survey

As your independent NHS watchdog, CHCs across
Wales want to continue to play a vital part in
reflecting people’s views and representing your
interests in the NHS at this critical time.

Your feedback will help make a difference.

We will share with the NHS what people and local communities are telling
us. This is so the NHS can see what people think is working well and take
action to make care better where this is needed - as quickly as it is possible
to do so. Please give us you NHS feedback by taking survey here:

https://tas.survey-me.com/take-a-survey/6mpilr

This is what you told us about in September
2020

Fifteen people contacted us in September to share
their views and recent experiences with NHS Services

Things that could have been better

e Some people commented on the need for hospital
appointment letters to include an explanation for how they
will be greeted at their clinics to make people “feel safe”
before their arrival. A site map may help some.

e Further comments were made about access to B12
injections usually administered by GPs. One person fel
there was inconsistent access between different GP si

Welsh Government - guidance:


https://tas.survey-me.com/take-a-survey/6mp1r
https://abuhb.nhs.wales/coronavirus/guidance-and-changes-to-individual-healthcare-services-and-divisions/
https://abuhb.nhs.wales/coronavirus/guidance-and-changes-to-individual-healthcare-services-and-divisions/
https://gov.wales/staying-home-and-away-others-guidance
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Things that could have been better

e A number of people commented on a lack of access
to follow-up appointments for “hands on”
physiotherapy and T&O.

® e« A number of comments were made by the same individual about early
discharges for a number of relatives. Whilst the early discharges were
understood, due to COVID measure, they felt that support at home for

catheter care for one relative was difficult to resolve and then
communication with the ward about a relative readmitted has not been
forthcoming.

e Some people are now asking for information about a pathway for post
Covid care when not hospitalised.

e Some people want to know when face to face appointments will resume
for both secondary and primary care.

e A few people shared experiences of delayed or awaited GP call backs for
telephone appointments. One person found the lack of a stipulate call
time unhelpful and another person was disappointed to not have
received a call back when indicated regarding her poorly daughter.

e A few people reported issues with obtaining Covid test appointments or
home testing kits.

The positives

e People shared with us positive stories about quick access to scans and
treatment.

e We received comments about positive outcomes and quick treatment
following primary care telephone consultations.

e We received a positive experiences of attending Nevill Hall Hospital
(ophthalmology) and Royal Gwent Hospital (GP referral).




The comments










“I'm a hairdresser and work with the
general public! I see up to 13 clients
per day! My trainee felt unwell and
tried booking a test with none
available!! Prioritise people who work
with the general public. As it could be
spread quicker otherwise”.
Blaenau Gwent resident

"My husband was admitted to hospital in March, pre lockdown, when he
left he was on a strong intravenous IV antibiotic , due to Covid they
(reasonably) wanted to get him off the ward and send him home, so

sorted out tablets to finish the course at home. The tablets made him
so ill he could not eat or drink, not even sips of water, the result was
that he became so weak and frail he could no longer walk or get to the
bathroom. In April I called 111, then on their advice the GP, who tried
to get frailty to call out to see him, they refused, so GP told me to call
an ambulance, it arrived, they tried to talk us out of him going in (again
reasonably) as the Royal Gwent was rife with Covid at this time,
eventually he agreed that he could not be left at home ... I could not
visit at this time and eventually... he phoned me at 8am to go and get
him. I sat in the car park most of the day and he finally come out at
about 4pm. because he could not walk unaided when he went in, and
they did not have time to take him to the bathroom they inserted a
caterer, he failed the TWOC on the day of discharge so they sent him
home with it, since then district nurses have had to call every 4 weeks
to change it, (each time they insist they will be back in a few months
and each time I have to point out that the box the caterer came in says
for use for 4 weeks, which they insist does not exit!!!). He has an
infection, for months, which is not going away, they catheter is still in
at the end of September. We have received a call to say that he has
been referred to Urology, but no idea of when that appointment may
be...” Newport resident
(Some details redacted to protect confidentially)




A round up of your feedback

’ The comments in this bulletin offer a snap shot of the
things people told us about. We'd like to thank
everyone who wrote to us to share their experiences,
this will be used to help the NHS learn from your
comments.

To sum up: we heard about the following themes:

contact us. Our publications are also available to download and order from our website.

- People are keen to see more information about a return to usual
services, such as face to face appointments, follow-up care and “hands
on” therapy.

- People would welcome additional information in the clinic letters about
the set up in departments for safety and social distancing, before they
arrive at their clinic.

- People had a mix of positive and less satisfactory experiences with
accessing their GP surgeries on the telephone.

- A further message about B12 injection access.

- A view that post-COVID pathways for those not hospitalised would be
welcomed.

Accessible formats
If you would like this publication in an alternative format and/or language, please
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http://www.patienthelp.wales.nhs.uk/aneurinbevan
http://www.patienthelp.wales.nhs.uk/aneurinbevan
mailto:enquiries.aneurinbevanchc@waleschc.org.uk
mailto:enquiries.aneurinbevanchc@waleschc.org.uk

