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What  patients told us
The following themes emerged 
when talking with groups about 
health and social care services: 

Acute and Primary Care
Accessing GP Services - Students and teachers 
said that it was difficult to obtain an appointment 
with their doctor, many saying that they had to book 
weeks in advance. People told us that they often 
had to wait up to an hour after their appointment 
time to be seen by the doctor. Students and 
teachers shared their increased frustrations with the 
doctors not being helpful and compassionate and 
felt they were prescribed medication without any 
care for them as a person. 

Accessing Dentists - Some students expressed 
concerns about finding an NHS Dentist. Issues 
were raised about how long it takes to obtain 
an appointment and the cost of the dentist was 
expressed as worry. Some students who had been 
treated by a NHS Dentist were unhappy with the 
service and treatment they had received. 

“I was discharged from 
LRI and then had to wait 
for a prescription for my 
medication. This took hours 
and I was waiting around the 
hospital. Why can patients not 
be given a prescription and 
take it to a pharmacy of their 
choice? Why does it have to be 
dispensed at the hospital?”

“Finding a good NHS Dentist is 
a nightmare. I felt let down by 
my dentist, as the treatment I 
received was not good. I’m now 
with a private dentist because I 
do not trust the NHS but I don’t 
want to worry about the cost of 
my dentist bill every time I go”
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Patient Care
Communication - Students said that they did not 
feel listened to by their doctor. Students told us that 
GPs talk to their parents and not directly to them 
about their illnesses. Students expressed concerns 
that they were not taken seriously by the doctors 
and often made to feel that they were making 
things up and not being treated with care, feeling, 
compassion and respect. 

Young Mothers - A number of female students 
at South Leicestershire College said that they were 
being judged because they were a teenage parent. 
A number of them had experiences where their 
child had been ill and the healthcare professionals 
did not take their concerns seriously and they felt 
undermined as a parent. They would like to have 
more time for appointments with their midwives and 
health visitors so that they did not feel rushed.

“ I went to see my doctor 
regarding the pill I was taking 
as I wanted to change as I was 
unwell on this brand. The 
doctor would not change my 
medication. I was not listened 
to. I have decided that I am not 
going to take the pill now, as I 
know that this one is not for me”

“I struggle to get an 
appointment at my doctor. 
When I do take my children to 
see the doctor, they are always 
prescribed calpol when they 
are ill” 
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What we heard from the 
Winter Wellbeing Fairs
What we did
Winter Wellbeing Fairs were held in December 2014 for Leicestershire 
residents to share their experience of local services with us. The Fairs took 
place in Loughborough on Thursday 4 December and Market Harborough 
on Thursday 11 December 2014.
Local people had an opportunity to get free health checks for hearing and blood pressure as well as talk to 
staff from Leicestershire’s health and social care services such as Ambulances, Social Services, GPs and Dentist. 

DISTRICT/BOROUGH LOCATION OF EVENT ENGAGED WITH

Charnwood Town Hall, Loughborough  50
Harborough Methodist Church, Market Harborough  30

We spoke to 

80
people

We held 2 wellbeing fairs

 2
30 stakeholders came along with 
information stands 

 30
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What  patients told us
The following themes emerged 
when talking with groups about 
health and social care services: 

Acute and Primary Care
GPs  - Patients felt that GP’s could at times neglect 
patients and that waiting times to receive an 
appointment were far to long in many cases. 
Loughborough Hospital Urgent Care Department 
was said to be excellent as well as the ambulance 
and A&E services. 

Patient Care
Support for patients

The care a patient receives can impact on their 
whole experience of using a service. Patients told 
us that they had been advised to use Google for 
information by healthcare professionals and to 
go home because walk-in centre staff were too 
busy. People had experienced being left in hospital 
corridors for hours with no food or drink and family 
members being sent home from hospital with no 
support and a lack of information.

Social Care
Support Services

We were told that there is a lack of consistency 
in support workers and information sharing from 
mental health home treatment and crisis resolution 
services. Social Services and Adult Mental Health 
Services worked together excellently for partners 
and children, to keep parents experiencing adult 
mental health safe.

Providers that attended the events 
made the following comments:

“A useful networking 
session plus interest from 
potential volunteers and 
clients”

“Had some good 
engagement with 
participants – also useful 
to network with potential 
partners”

“Super opportunity to 
network – needs more 
publicity to professionals in 
future events to promote 
their attendance as well as 
public”
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What we were told from the 
New Start, New You campaign

The campaign was based upon a proactive partnership, with each organisation involved taking a lead role in 
their area of expertise. HWL was able to capture patient experiences and signpost people to the wealth of health 
information available. 

The places that we visited to gather experiences were: 

DISTRICT/BOROUGH ACTIVITY ENGAGED WITH

Charnwood ASDA, Thurmaston, Charnwood  50
Charnwood Loughborough Market, Loughborough  60
Hinckley & Bosworth Hinckley Market, Hinckley  10
North West Leicestershire Morrisons, Coalville  20
North West Leicestershire TESCO, Ashby-de-la Zouch  3
Hinckley & Bosworth Woodlands Garden Centre  15

We listened to

158
people

What we did
As part of the ‘New Start, New You’ campaign, we travelled across West 
Leicestershire with a bus offering health information and giveaways. We 
worked with West Leicestershire Clinical Commissioning Group (WLCCG), 
district councils, Voluntary Action LeicesterShire (VAL), Public Health and 
Leicestershire County Council (LCC) in order to provide advice, support 
and information. Patient Participation Groups (PPGs) from across West 
Leicestershire also supported us on the bus.

Many visitors to the bus had a free mini health check 
including blood pressure, body mass index and 
more. Experts offered advice on many aspects of 
staying fit and well, as well as how to ‘Choose Better’ 
and get the right treatment, in the right place at the 
right time.
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What  patients told us
The following themes emerged 
when talking with groups about 
health and social care services: 

Acute and Primary Care
GP Services - People spoke highly of their GP Practice 
and gave positive feedback. However, some patients 
could not always get appointments or had a long wait 
(up to 3 weeks) before they could see their GP.

Pharmacy - A number of people told us that Syston 
Pharmacy does not always stock medication that is 
needed or have repeat prescriptions ready when the 
patient goes to collect their medication. Members of 
the local PPG said that it was the pharmacy’s policy to 
hold minimum stock, which was causing problems for 
patients. 

Local services - Concerns were raised around wider 
NHS services and some people were not aware of all 
the services available to them in their local area. Once 
they were made aware of services such as the Urgent 
Care Centre in Loughborough they said they would 
definitely use them.

“As a young mother I felt 
that the aftercare at the 
General Hospital Maternity 
Ward could be improved. 
I did not receive any help 
breastfeeding and was 
instead given a DVD to 
watch and not the practical 
help I would have liked. I did 
not feel cared for and felt 
left to my own devices. At 
one point my baby was not 
feeding and I felt that she 
needed additional support 
and that I needed more 
information before being 
discharged”. 
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Conclusion
We engaged with a diverse range of groups and communities as well as 
recruiting members and raising the awareness of HWL. 

In order for us to challenge and scrutinise providers and commissioners of services, we 
continually seek opportunities to listen to the patient and public voice. We will share the 

experiences of the public and the key issues raised in this report with those that provide 
services and commission services. 

We will work with stakeholders to address the issues of Acute and Primary care in regards to 
GP appointments, waiting times and mental health services. We will also discuss the quality of 
care from the patient perspective and the issues surrounding discharge processes. 

At a time when so many improvements are being made within the health care system, it 
is vital that we as local Healthwatch have a strong voice and are able to influence decision 
makers. 
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Healthwatch Leicestershire
Voluntary Action LeicesterShire
9 Newarke Street, Leicester
LE1 5SN

0116 2574 999
info@healthwatchleics.co.uk
www.healthwatchleicestershire.co.uk


