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1 All percentages have been rounded up or down to nearest whole number 
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2 Signposting has not been included in analysis apart from in communication methods of respondents on Page 2, and in 
the ‘signposting’ section of the report on Pages 9 and 10 
3 A total of three interactions were between Healthwatch Northumberland and other professional groups. These 
interactions have been omitted from analysis as they have not been recorded consistently. 
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Local Area Council Number 

Tynedale 2 

Castle Morpeth 2 

North Northumberland 3 

Ashington and Blyth 2 

  Number Percentage 

Under 18 1 2% 

19-24 0 0% 

25-49 3 5% 

50-64 3 5% 

65-79 9 16% 

80+ 8 14% 

Unknown 34 59% 

 
4 Postcodes only counted by postcode prefix, the number of postcode prefixes may be greater than 7 
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 Who is the feedback from? Number Percentage 

Individual 13 50% 

Client Relative/Friend/Carer 10 38% 

Advocate 1 4% 

Local Campaigner 1 4% 

Other 1 4% 

 
5 Responses related to ‘signposting only’ have been excluded from this section of the report 

Male, 19%

Female, 
46%

Unknown, 
35%
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6 Quotes with negative or mixed sentiment are presented later in the report.  

Positive: 
“All staff at Gas House Lane practice are extremely 

helpful and efficient. If deemed urgent we are always 
seen on the same day. This is most reassuring - 

especially when attention is needed for elderly relatives. 
Wish to convey thanks to receptionists, nurses and GPs 

for excellent service.” 
Patient, Castle Morpeth. 

 
Neutral: 

“Need for Hearing Loss training in Northumberland” 
 Anonymous feedback we received at our conference. 

Negative, 
88%

Neutral, 4% Positive, 4%
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7 Where more than one service type and sentiment has been collected per record, it has been presented on the chart. 
There were more than 58 total sentiments expressed because some people fed back about more than one service. 
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Primary Care and Secondary care, Negative 
Comments: Access Case Study  
 
Patients got in touch with Healthwatch 
Northumberland about access 17 times this 
quarter. Eight of these related to primary care and 
were negative comments.  
 
Primary Care comments made about access ranged 
from: access to medication for patients who are not 
able to travel, access to a PPG group for a patients’ 
local GP surgery, difficulties communicating with 
receptionists due to physical barriers, and access to 
a GP surgery for a patient who felt they had been 
unfairly banned. 
 
Secondary Care comments made about access 
ranged from: two patients reporting difficulties 
making an appointment with a physiotherapy 
service, as was disclosed last quarter; to difficulty 
accessing a podiatrist; to difficulty accessing 
mental health services for children and young 
people. 
 
These show a range of different issues despite 
showing a theme. For this reason Healthwatch 
Northumberland dealt with these issues on an 
individual basis.  

Access: Let’s Talk 
 
“Caller […] is unable to drive for a month. He asked 
his GP practice if the District Nurse could administer 
[regular injections] but was told not and that he 
could miss a week and it would be all right. He is 
concerned that his health will suffer and he will not 
be able to look after his wife. We rang the surgery. A 
GP will ring the patient to discuss the situation.” 
Engagement Officer about patient, Castle Morpeth. 
 
“On notes that patient can't walk to upstairs room. 
When GP appointment made was told would be in 
downstairs room. On day of appointment downstairs 
room not available. Explained to practice needed 
notice in order to get upstairs as difficulty accessing.” 
Engagement Officer about patient, Tynedale. 



 

 

8  

Service Type Frequency Percentage 

Primary Care 8 27% 

Secondary Care 5 17% 

Mental Health 1 3% 

Social Care 3 10% 

Urgent and Emergency Care 5 17% 

Other 8 27% 

Quality, 
35%

Access, 
65%
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Organisation signposted to Service Type 
Number of times 
signposted to 

Signposted to in 
Oct-Dec 19/20 

Adapt NE Voluntary Sector 2 No 

Age UK Northumberland Voluntary Sector 1 No 

Alnwick Medical Group Health 1 No 

Alzheimer's Society 
Northumberland Office Voluntary Sector 1 No 

Ashington Leisure Centre Public Services 1 No 

Autism Northumberland Voluntary Sector 1 No 

Continence Service 
Northumbria NHS Trust Health Trust 1 No 

Coram Voice Voluntary Sector 1 No 

Equipment and Loans Service Health Trust 1 No 

Getabout Voluntary Sector 1 No 

ICAN Voluntary Sector 2 Yes 
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In It Together Voluntary Sector 1 No 

LGBT Hexham Voluntary Sector 1 No 

Northumberland Clinical 
Commissioning Group Health 1 Yes 

Northumbria Healthcare NHS 
Foundation Trust Health Trust 1 Yes 

Patient Transport Service  Health Trust 1 No 

Reengage Voluntary Sector 1 No 

Seaton Deleval Community 
Centre Voluntary Sector 1 No 

 Mentioned in July-Sept 19/20 

Berwick Infirmary No 

Burn Brae Care Limited Yes 

Care Managers No 

Gas House Lane Surgery No 

mailto:CarolineJ@HealthwatchNorthumberland.co.uk
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JMAPs Yes 

Laburnum Medical Group No 

Morpeth Health Centre No 

North East Ambulance Service No 

Northumberland Clinical Commissioning Group No 

Northumberland Tyne and Wear NHS Foundation Trust Yes 

Northumbria Specialist Emergency Care Hospital Yes 

NTW CYPS Northumberland No 

Patient Transport Service  No 

Prudhoe Podiatry No 

Riversdale Surgery No 

Talking Matters Northumberland Yes 

The Newcastle Upon Tyne Hospitals NHS Trust No 

The Rothbury Practice No 

Thomas Knight Care Home No 

Wansbeck General Hospital No 

Service Category Mixed Negative Neutral Positive Total 

Ear, Nose and Throat 0 2 1 0 3 

GP practice 1 4 0 1 6 

Patient Transport 0 2 0 0 2 

Physiotherapy 0 2 0 0 2 

Urgent care services 0 1 0 0 1 

Northumbria CCG 0 2 0 0 2 

Child & Adult Mental Health Services (Other Services) 0 3 0 0 3 

Care at Home 0 2 0 0 2 

End of Life Care 0 4 0 0 4 

Acute services without overnight beds / listed acute 
services with or without overnight beds 0 1 1 0 2 

Nursing Care Home 0 1 0 0 1 

Podiatry 0 1 0 0 1 

Hospital 0 1 0 0 1 

Total 1 26 2 1  

 
8 Where more than one service type and sentiment has been collected per record, it has been presented in the table 


