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This report outlines qualitative and quantitative patient experience data gathered 

regarding Altrincham General Hospital over January – August 2015 using the 

following methods: 

 3 drop-ins (March – May 2015) conducted by Healthwatch Trafford at the 

hospital; 

 Healthwatch Trafford online feedback centre, emails and phone calls where 

members of the public give patient feedback independently  

 Healthwatch Trafford face to face engagement at diverse public venues   

 

Services at Altrincham General Hospital are provided by Central Manchester 

Foundation Trust. In April, 2015, Altrincham General Hospital moved from it’s 

premises to a new site at Railway Street. One of the Healthwatch Trafford drop-ins 

took place at the old site and two were carried out at the new hospital. 

The figure below shows the total number of patients and hospital visitors engaged 

with at the drop-ins.  

 

The overall rating for the hospital on the Patient Feedback Centre (Healthwatch 
Trafford website), based on 36 patient reviews, is 4 stars (very good). 36 patients 
gave permission for their comments to be placed on the website and 4 did not. 
Appendix 1 is the paper copy form of the online feedback centre. This paper copy 
form is used to record all patient feedback during face to face engagement.  
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Screen shot of the Healthwatch Trafford website [August 2015] showing the 4 star average 

rating given by patients / hospital visitors. 

 

Further quantitative analysis of all patient experience data collected through the methods 

described above shows that :  

 

 

 

 

 

 

 

There were many positive comments given in the patient feedback form (see Appendix 1). 

Breakdown of this qualitative data can be found overleaf.  
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Areas highlighted for improvement are summarised below. 
 

               
 
 
               
 

 

 

Patients experienced problems in 
Blood Service at the old and new 
Altrincham hospital sites:  
 

 
The main issues in Blood Service 
concerned: 

- long waiting times due to the 
drop-in system, (service use is 
very heavy in the morning), 
causing problems for people 
fasting to have blood taken 
and accessibility problems for 
people in employment 

- shortage of staff taking bloods 
(observed by patients) 

 

Positive comments included: 
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(August 2015) 

1. The accessible stair strips placed at the top of the accessible ramp outside 

the hospital be removed (in the UK they indicate that someone is at the top 

of stairs and are therefore not appropriate at the top of a ramp) to avoid 

accidents for visually impaired visitors using a cane. 

 

Response: This will be looked into by CMFT staff  

 

2. Healthwatch Trafford continue to work alongside Central Manchester 

Foundation Trust (CMFT) managers and staff to ensure that issues identified 

in this report are included and addressed in the current CMFT action plan 

for Blood Service; 

 

Response: CMFT staff will share the Blood Service action plan with 

Healthwatch Trafford and further discussions will take place at liaison 

meetings between both organisations. 

 

From September 2015, GP Surgeries will be giving patients a User Guide 

informing patients of the Blood Service opening times and quieter periods 

when patients may wish to consider accessing the service. Information 

regarding parking availability at Altrincham General Hospital will also be 

included.  

 

3. Improve signage – directing people to different departments as well as lifts / 

stair area as they enter through main hospital entrance. For example, some 

people are queueing for Blood Service drop-in at main reception when, with 

better signage, they would go straight to first floor Blood Service services; 

 

Response: New signage was placed in the hospital over the last week and 

more signage will be put up in late August 2015. 

 

4. Signs indicating floor numbers to be in large print for visually impaired 

people; 

Response: New signage was placed in the hospital over the last week and 

more signage will be put up in late August 2015. 

 

5. Notification of anticipated waiting times to be developed for patients 

accessing Minor Injuries Department & patient comments regarding Minor 

Injuries scheduling to be reviewed; 
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Response: a whiteboard on the ground floor in waiting area 2 will be 

updated with names of consultants, dates and approximate waiting times. In 

the future, information screens will be put up with this information.  

 

6. Hospital information leaflets in a range of accessible formats to be 

produced, including information on disabled parking that can be distributed 

widely (including GP Surgeries)1 

Response: A new outpatient information leaflet is currently being produced 

incorporating information on disabled car parking. A new Altrincham only GP 

user guide has been sent to all GP’s with parking information. Disabled 

parking posters are widely displayed in all waiting areas. Also there is a 

working party currently reviewing all patient appointment letters to include 

information on parking.  

 

Healthwatch Trafford is a consumer champion in health and social care services for 
Trafford residents. Statutory activities include: 

 Providing advice and information regarding health & social care services 

 Taking people’s experiences to decision-makers to influence positive change 

 Involving people in decision making about local services 

 Involving people in monitoring health and social care services 
 
Healthwatch drop-ins at Altrincham General Hospital commenced in March 2015 
through liaison with the hospital manager. Staff and trained Healthwatch Trafford 
volunteers were present at the drop-ins.  

 

 to obtain and collate qualitative patient experience data regarding a range 
of health / social care services, in particular Altrincham General Hospital; 

 to identify where Altrincham General Hospital and other local services are 
working well and where improvements can be made; 

 to work with Altrincham General Hospital management and staff to 
encourage improvement to service design and delivery where identified; 

 to share and promote examples of good practice locally, regionally and 
nationally 

 to raise the profile of Healthwatch Trafford, increasing public awareness of 
the service; 

 to signpost people to relevant health /social care or voluntary sector 
services. 

                                                           
1 This should conform to the Accessible Information Standard, 2015, a formal guidance 
document which health and social care organisations must follow by law. 

http://www.legislation.gov.uk/ukpga/2012/7/section/250
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Drop –ins 
At the old hospital (March 2015), Healthwatch representatives spoke to patients 
while visiting areas of the hospital including Blood Service, minor injuries and 
physiotherapy. At the new hospital, (April – June 2015), Healthwatch Trafford staff 
and volunteers  set up a market place stand and pop-up banner in the hospital 
entrance. Healthwatch leaflets, free resources (stress balls and pens), and other 
resources, including information sheets on PALS were available. 
 
Patients, family members and carers were approached by Healthwatch 
staff/volunteers, or vice versa, given leaflets and engaged in discourse around 
Healthwatch and their patient experiences. Where appropriate, paper copies of 
feedback forms were distributed and support offered in completing them (see 
Appendix 1). Paper copy feedback forms mirror the online Healthwatch Trafford 
Feedback Centre; respondents are asked to rate the service using a five star rating 
system for overall satisfaction, given the option to rate specific elements of their 
treatment and then asked to leave comments on their experience.  
The star rating system: 

 
    

                
       Poor       Ok      Good     Very   Excellent 

       Good 

 
Face to face engagement 
This is carried out at a range of local community venues with residents from 
diverse areas and backgrounds by the Healthwatch Trafford Engagement Worker, 
employing the same methodology as at hospital drop-ins.  
 
Telephone calls & emails from Trafford residents 
These are made by residents and answered by Healthwatch Trafford staff. Phone 
calls range from information and signposting requests to residents wishing to 
report concerns, comments or compliments regarding health and social care 
services. Where concerns regarding services are heard, they are recorded and 
wherever possible, passed on to service providers to influence positive change.  
 
Online feedback 
This can be given by members of the public independently using the 5 star rating 
system, (explained above), on the Patient Feedback area of the Healthwatch 
Trafford website: www.healthwatchtrafford.co.uk. 
 

  

http://www.healthwatchtrafford.co.uk/
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90 service users and 12 members of hospital staff were engaged by Healthwatch 
Trafford and 10 patient experiences were received, (3 of which related to 
Alt’cham Hospital and others related to CAMHS, Moorside Unit, Patient Transport & 
GP Surgeries). 2 of these patient experiences were sent to us in the post after the 
drop-in. 3 of these service users engaged were young people (14-16 years) and 1 
was a child (aged 8 years).

We spoke to 130 people and recorded 20 patient experiences (17 relating to 
Altrincham Hospital, 2 for GP practices and 1 for Wythenshawe Hospital). 2 of 
these patient experiences were forms returned by post. 2 residents were 
signposted to other organisations by contacting them after the drop-in. A further 2 
residents gave their views using our online feedback centre.  

133 service users were engaged at the June drop-in and 7 patient experiences 
were recorded (all of which related to Altrincham Hospital). 2 patients were under 
the age of 18 years.
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Below are examples of collated patient feedback gathered at drop-ins, via 
website, emails and telephone calls from public. 

General feedback  

 
 (Bowden resident, March 2015) 

 
   (Stretford resident, March 2015) 

 

  (March 2015) 

 

Minor Injuries 

 
  (Altrincham resident, March 2015) 

 

 
Blood Service 

 

 
(Timperley resident, March 2015) 

 

(March 2015)
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(Altrincham resident, April 2015) 

 
General feedback  

 
 (Old Trafford resident, May 2015) 

 

 
 

  (April 2015) 

 

” (Sale, May 2015) 

  (May 2015) 
 

 

 (Altrincham resident, May 2015) 
 

  (Altrincham resident, May 2015)  
 

  (Chadderton, 
May 2015) 
 

 
 (Timperley resident, May 2015) 

 

  (June 2015) 

 

 (June 2015) 
 

 
 (Wythenshawe resident, June 

2015) 
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  (June 2015) 
 

  (Sale Moor, 
June 2015) 
 

 
 (Urmston resident, visually impairments 

August 2015) 

Minor Injuries 

  (May 2015) 

 

 

 (June 2015) 

 
 

  (Altrincham, May 2015)  
 

   (June 2015) 
 

   
(Sale resident, June 2015) 
 

  (Altrincham resident, May 2015) 
 

 
 (Altrincham resident, June 

2015) 
  (Timperley resident, June 2015) 

 
 

 (Altrincham resident, 
June 2015) 

 
  (Timperley 

resident, June 2015)  
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Physiotherapy 

  (May 2015)  

 

Audiology / ENT  

 

 (May 2015) 
 

 (BSL Interpreter, June 2015) 

  

 

  (May 2015) 
 
 

 
General  

 

 (Partington resident, June 2015) 

 

 

 (Urmston resident, August 2015)  

 

Blood Service  

 
   (April 2015) 
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(June 2015)
 

  (May 2015) 
 

 

(June 2015)

 

 

 (May 2015) 

 

  (June 2015)  

 

 

(Sale resident, May 2015) 

 

  
(Trafford, May 2015)  

Minor Injuries 

 

 (CMFT staff, June 2015)  

 

Staff attitudes 

  (Altrincham resident, June 2015)

 

(Altrincham, June 2015) 

 

Waiting times & procedures 

 
 (Sale resident June 

2015) 
  (Bowden resident, June 2015) 
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  (June 2015)

  (June 2015)  

 
 (Timperley 

resident, June 2016) 
 

Signage 

  (four 
residents, June 2015) 

 

  (May 2015)  

 

Accessibility / disabled parking  

 

(June 2015) 

 

  

  
 

 
(Stockport resident, June 2015) 

 
 (Sale, May 2015) 

 
 

 (Sale Moor resident, June 2015) 
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(Urmston resident, August 2015)
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