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Healthwatch Derby is an independent consumer 
champion for  health and social care services in 
the city of Derby. We are not the NHS, or the 
city council, or a pressure group.  
 
Our team carries out a number of different engagements 
in the community to gather patient feedback. This 
quarterly newsletter gives a summary of our activities 
and local intelligence for the period January to the end 
of March 2016. 
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mailto:info@healthwatchderby.co.uk


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

                                                                                                                                                                                                                                         

                                                  Local Intelligence Newsletter Vol. 4  

Our Engagements 

 

 

Healthwatch Derby's engagement team visits 
all 17 electoral wards in Derby city, to hear 
directly from patients, carers, and families 
about their experiences of using local services. 
We also speak to community and voluntary 
groups, if you would like us to visit your group 
please contact us on 01332 643988. 
 
We also visit local libraries and community 
centres, as well as host bespoke sessions to 
hear your opinions. Between January to the 
end of March 2016, we completed 92 
engagements and reached 2468  residents 

within Derby city.  

 

 

We believe local services will improve when local voices 
are heard ð and our engagement activities ensure that we 
reach out to all parts of Derby city.  
 
Some of the comments we have received recently from 
patients:  
 

 I am unhappy with the complaints process  
 I have been waiting for over an hour to see my 
consultant  

 I cannot get any information and have found it 
difficult to register with a dentist  

 I went to see my optic ian, the service was very good  
 My pharmacist is extremely helpful, and takes time 
to answer my questions 

 I find parking is very expensive when I come for an 
appointment  
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Enter & View  
One of our duties as a local Healthwatch is to conduct 'Enter & View' 
assessments.  
 
These are snapshots of the service that we observe on the day. We visit 
hospitals, care homes and nursing homes to observe services. We speak to 
patients/residents, staff and visitors. We then present a full report to the 
service for their response.  
 
Enter & Views are conducted by our staff and volunteers. More details 

about volunteering can be found in Page 9.  

 

 

Healthwatch Derby regularly conducts Enter &  View assessments at Derby Teaching 
Hospital's Royal Derby Hospital and London Road Community Hospital sites.  
 
We work collaboratively with Trust colleagues to ensure that no planned 
treatments, appointments or patients are disrupted in any way during the se visits. 
Our observations on the day of assessments has led to many minor issues being 
reported and rectified on the day itself. We have also produced detailed reports 
about what patients, visitors, and staff have reported to us.  
 
Our Enter & View repor ts also highlight areas of best practice, emerging trends and 
recommendations.  
  

Derby Teaching 
Hospitals NHS 
Foundation 
Trust  
 
Enter & View 

Profile  
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Local Intelligence Summary ð January to the 
end of March 2016  
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Themes Emerging:  
 
× Access to dental 

appointments  
 

× Complaints processes 
at Derbyshire 
Healthcare NHS 
Trust 
 

× GPs access concerns 
 

×  Concerns regarding 
maternity services at 
Derby Teaching 
Hospitals Trust 
 
 
 
 

A selection of your comments:  
 
"I am constantly being put on hold or 
told no dentist is available, or passed 
around ð no one is listening"  
 
"I am worried my relative is being 
bullied by staff, and my complaint is 
being ignored full stop"  
 
"I have tried to call my GP's surgery no 
less than 30 times to get through for 
an appointment. Staff are rude and do 
not help. Getting an appoint ment is a 
lottery"  
 
òMy labour nurse was rudeó 

 
 
 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 

                                                                                                                                                                                                                                         

                                                  Local Intelligence Newsletter Vol. 4  

Self Care Week ð Choosing the right pathway  

November 2015 saw Healthwatch Derby organise five different 
engagement activities fo r Self Care Week. We engaged with 114  
members of the public during this period by hosting different 
activities. We worked in partnership with major healthcare 
providers. Our activities included asking the public about where 
they would go if they needed med ical help and advice.  
 
We have now analysed your comments about what treatment 
pathway you would choose for some common health conditions 
such as Diahorrea, Sore Throat, Insect Bite, Generally feeling 
unwell, Ear Ache, Sprain, Chest Pain.   

Not all of the answers indicate a full awareness of what services are on offer in the 
city. For instance, A&E is not the best place to go if you have suffered from an 
insect bite, have a sore throat, ear ache or a sprain. More patients have indica ted 
that they would rather go to A&E for a sprain than to their pharmacy, GP or to the 
Walk in Centre (urgent care). This demonstrates the high demand on A&E services 
because other options such as pharmacies and Walk in Centres are not being used as 
often . Healthwatch Derby continues to highlight the difficulty of accessing GP 
appointments which further contribute to a greater demand for the city's A&E 
services.   
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PATIENT EXPERIENCE: 
 
"I was poorly on Boxing Day 2015 and was breathless. Went to bed.  I left my 
husband and son to do the rest of the washing up as was not feeling well enough. I 
went to my GP Park Medical Centre. My GP was fantastic. Cannot fault him.  
GP referred me for an X Ray which took place the very next day. X Ray revealed I 
had a litre and half of water in my lungs. I took  the X Ray back to my GP. He gave 
me tablets for water in lungs. ECG done at the GP's surgery. GP put me on 
medication  to thin blood. Then I was given a 'choice and book' option of various 
cardio help locations, none of which could see me for the next 8 weeks. Waiting 
time for my appointment was a full eight weeks. My husband did not want to wait 
so long. We decided to go private at Nuffield health. I was seen immediately, and 
another ECG was done. I was given medication  which helped improve the heart 
and allowed me to walk. However this resulted in me breaking my ankle!  
 
Ambulance came and took me to Royal Derby A&E. The treatment was absolutely 
fabulous. Patched up and admitted as an inpatient for nearly four we eks. Service 
was brilliant. Consultant came and explained why my ankle was not to be 
operated right away. Too swollen. They looked after me over a week before it 
went down fully and then it was operated. Ten days after my admission, I was 
operated on. Post  Op I spent two and a half weeks in the Royal Derby Hospital. 
Again fantastic service. Food of good quality and plenty of choice. Experience at 
discharge from start to end was very good. Day before was advised of discharge. 
Family advised and kept updated by phonecalls. I was asked if there was transport 
to take me home. My husband brought a wheelchair kindly lent to him by a friend.  
 
The hospital even gave us advice on how to get wheelchair inside the house. 
District nurse came out to me every day at firs t, and then less often. They were 
very good. I had a sore on my bottom from hospital which the nurses looked after. 
At the hospital they were aware of the sore and they gave a special mattress and 
cushion to help me. I was made to feel very comfortable. I developed the sore due 
to lying in one position while my ankle was mending. Once my ankle was better, 
the sore also recovered. I went to the DRI for occupational therapy. I was sat on 
an old sewing machine with foot paddles as part of my therapy. I could e xercise 
my feet on it and it was fun to paddle! 2 plates 11 screws in my foot. They have 
made me a pair of corrective shoes for my feet which are just fantastic. I quite 
like the choice of footwear it isn't boring. I love the fact that my ankle is fully 
supported. I would say I have received a faultless service"  
PROVIDER RESPONSES IN THE FOLLOWING PAGE 
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Case Study 

PROVIDER RESPONSES 
 
"It is lovely in these times when we all hear so many negative stories about 
the NHS and Healthcare in general to hear of a patient having such a good passage 
through her illness journey, and it is very kind of her to take the time to kindly say 
so as well. It means a great deal to me to hear such stories " 
 
Dr J Cox, Park Medical Centre 
 

Many thanks to Healthwatch Derby City fo r providing this invaluable feedback. 
There are a few points we would like to make in response, as follows:  
 
Firstly, let me apologise that there was going to be a long wait (approx. 8 weeks) 
for cardio treatment prompting the patientõs decision to go private for treatment. 
Most of our services (including cardio) are seeing record levels of demand, though 
most patients are still treated within the national target of 18 weeks from referral 
date. We appreciate, however, that 8 weeks can be a dauntingly long t ime to wait 
for an individual and we can only apologise for that.  Secondly, I am very pleased 
to hear that your experience in our A&E department and as an inpatient was a 
pleasant one. I would be most grateful if you could provide the ward number/s so 
that  we can share the feedback with frontline staff. I am particularly pleased to 
note the food quality was good as we do get mixed feedback in this regard. We 
are making improvements all the time in collaboration with our meals provider ð 
both to the menu its elf and to the cooking and serving processes. It is good to hear 
when we are getting it right.  Thirdly, I am delighted to hear your discharge was 
swift and personable. This, again, is something we get mixed feedback about and 
are making steps to improve th e process all the time. Again, it is good to hear 
when we get it right for our patients.  Finally, I am delighted to hear that our 
occupational therapy service met your needs, especially as the therapy you 
received (sitting at a sewing machine) was quite in novative. We pride ourselves at 
Derby on not being afraid to try new things and I am pleased it worked for this 
patient. It is also assuring to know that patients are being given a personable 
service with patient choice a key consideration.  
 
Sarah Todd, Patient Experience Manager ð Derby Teaching Hospitals NHS 
Foundation Trust  
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Healthwatch Derby will continue to highlight detailed patient experiences both 

negative and positive, and provide a balanced view of what is being reported.  
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You Said We Did 

You gave us detailed patient 
experiences highlighting 
negatives around the 
Complaints processes of 
Derbyshire Healthcare NHS 
Foundation Trust, and shared 

safeguarding concerns. 

Healthwatch Derby organised a      
meeting to discuss Complaints 
concerns in detail which was 
attended by the Trust and 
patients. We have also completed 
and submitted safeguarding 
referrals. Healthwatch Derby 
continues to work closely with the 
Trust, Safeguarding Board, and 
Hardwick CCG to amplify your 

voice.  
You spoke to us in large 
numbers highlighting 
difficulties with 
accessing dentists, and 
lack of accurate 
information available to 
patients about dental 

care in Derby city.  

Healthwatch Derby has taken the 
lead highlighting concerns to NHS 
England and requesting dental 
commissioners take note of an 
emerging problem. We are 
working closely with providers of 
dental care services to help 
create awareness and empower 

patients.  
You asked us for more patient 
forums, and for opportunities 
to speak directly to us ð you 
wanted our membership to be 
able to speak to us 
highlighting issues and patient 

experiences. 

Apart from our routine 
activities, we have now set up a 
quarter ly Healthwatch 
Reference Group. This is an 
open patient forum  (also open to 
carers/family of patients)  where 

you can speak to us directly.  
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Make your voice count!  

Volunteering opportunities with Healthwatch Derby  
  
If the answer to any of these questions is yes, you could become a Mystery 
Shopper.  Visit our YouTube page to find out how you can help by sharing your story ð 
watch our 'Cyril & Nuttella' cartoon! You can also contact the office directly on 
01332 643988. 
 
Become a Healthwatch Champion  
You can volunteer with us in various ways:  

¶ visit health and social care establishments;  

¶ become a Mystery Shopper by completing short surveys relating to services you 

have recently visited  

¶ help us to promote Healthwatch Derby at events;  

¶ collect peopleõs views and experience of Derbyõs health and social care 

services; or 

¶ represent us at meetings and forums.  

 

Become a Healthwatcher  
Sign up to our  newsletter and be the first to find out about meetings, events, 
consultations, surveys and other opportunities to help your voice be heard.  

For more information contact us on 01332 643988. 

Is your regular visit 
to the hospital 
coming up? 

Are you due a 
dental or an 
optical check 
up? 

Have you got an 
appointment with 
your GP soon? 

Do you need to visit 
your local pharmacy 
soon? 
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Looking Ahead  

 

 
× Healthwatch Derby will 

continue to visit your local 
area and hear directly from 
you.  

× We will publish reports for 
A&E services, due June 2016.  

× We will publish reports for 
pregnancy, maternity and 
children's services, due June 
2016.  

× Our team will undertake  
Enter & View assessments of 
local services.  

× We will send your views to 
service inspectors for Derby 
City.  

× We will hos t our AGM in June 
2016  

 

Email:    info@healthwatchderby.co.uk  
 
Telephone:   01332 643988  
 
Address:    Healthwatch Derby, 1st Floor, Council House,     
                              Corporation Street, Derby, DE1 2FS 
 
Visit our website:  www.healthwatchderby.co.uk   
Visit our b log:  www.facebook.com/Healthwatchderby  
Facebook:  www.facebook.com/Healthwatchderby   
Twitter:    www.twitter.com/HealthwatchDby  

 

Healthwatch Derby Contact Details:  


