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Introduction 

Healthwatch are here to listen 
to you. We want to know what 
you think of health and social 
care services.  

We can also help you find 
services that you need. 

We gather your experiences 
and write them into reports 
like this one. 

We give our reports to the 
organisations who run and pay 
for health and social care 
services. 

By reading our reports, 
organisations can see what 
they are doing well and what 
could be improved. 
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About this project 

Healthwatch know that it is 
very important to listen to 
people with a learning 
disability and autism, their 
support workers and their 
families. 

We decided to visit different 
people to find out what they 
thought of services in their 
area. 

Many people told us that they 
had some difficulties in 
hospital. 

We spoke to over 300 people 
between June and September 
2017, to find out what they 
thought of their local hospital. 

We wanted to know what 
could be done to make the 
hospital experience even 
better. 
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What is a Hospital Passport? 

What did we find out? 

The aim of the hospital 
passport is to assist people 
with learning disabilities to 
provide hospital staff with 
important information about 
them and their health when 
they are admitted to hospital.
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Over half of the people we 
spoke to told us they had a 
negative experience in 
hospital. 

Most people with a learning 
disability and autism said they 
thought the hospital staff 
were good and excellent. 
They also said staff are what 
make being in hospital good. 

Most people said they did not 
have a Hospital Passport. 

Most people who do have a 
Hospital Passport said that 
they didn’t think it was used 
when they were in hospital. 
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Half of people said they 
thought their Hospital 
Passport makes a difference 
to their hospital experience. 

Most people told us that 
hospitals need to get better at 
communication and being 
aware of learning disabilities 
and autism. 

This includes; easy-read 
appointment letters, more 
staff training and using 
Hospital Passports more. 

Most support workers and 
family members told us that 
hospitals need to get better at 
communication. This includes 
giving up to date information 
about waiting times. 

Many support workers and 
family members also said they 
would like somewhere quiet 
to wait when they are 
supporting someone in 
hospital.  
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Natalie’s Story 

“This was a planned appointment. The hospital sent me a letter 
asking me to come in for a check-up. The letter was quite clear as 
there were not too many words, but I also had a support worker 
who helped me to read it. 

When I got to the hospital, I was sent straight to the x-ray 
department. I was waiting for about 30 minutes to be seen, the 
waiting wasn’t too bad but the x-ray itself was a little bit 
uncomfortable. The staff were absolutely brilliant, they were 
helping me into the right positions for the x-ray, so I was more 
comfortable. They weren’t patronising, and they were very helpful. 

I thanked the staff for helping me and I went back to the 
Orthopaedics department where I handed in my x-ray card. I saw a 
consultant, who knew about my learning disability. He spoke to me 
and not my support worker, and he wasn’t distracted by his phone 
or his computer (as some consultants can be), so I felt that he was 
really listening to me. He was very polite too. 

Natalie told Healthwatch about her 
experience of visiting Royal Lancaster 
Infirmary Hospital.
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I was given my diagnosis and some advice on things I could do to 
help myself, like exercises. The consultant took the time to go 
through different exercise sheets with me and my support worker, 
so I would remember when I got home. The consultant said if I was 
experiencing any pain I could go back to my GP and get another 
referral to the hospital. 

I couldn’t fault the receptionists, there were no negative or 
detrimental attitudes. The nurses and assistant nurses were 
amazing. Overall, I would say it was a very positive visit and a 
positive experience. 

I wouldn’t say any improvements could be made to my experience, 
but I would say for the hospitals to make sure to keeps this standard 
of care up for everyone with a disability and also for elderly people 
too because of a lot of elderly people visit this hospital.” 

Natalie also told Healthwatch she had recently attended a 
University of Morecambe Bay Hospital Trust event called ‘Improving 
Care in Hospitals Day’ (12th October 2017). Natalie said; “I was 
given a copy of a hospital passport to fill in, I think it’s absolutely 
brilliant. I will try filling it out as much as possible on my own and 
then ask my support worker to help me out with the rest. We also 
got some information about flagging systems in the hospitals and 
annual health checks at GPs. I think the ‘reasonable adjustments’ 
section is great. It was a very good event and very informative.” 
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What did the hospitals tell us? 

We spoke to professionals who 
work in the hospitals to find 
out what they are doing to 
help the learning disability 
community when they are in 
hospital. 

The hospitals said they have 
trained staff and volunteers 
who know a lot about learning 
disabilities and autism. 
Sometimes these are called 
Learning Disability Champions. 

Staff can see if someone with 
a learning disability or autism 
is coming into hospital on 
their hospital database 
(sometimes this is called the 
Intranet), so that special 
arrangements can be made if 
needed. 

The hospitals are also doing 
work with community groups 
outside of the hospital. 
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What’s next? 

All hospitals have a Hospital 
Passport template that can be 
used. 
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Our report will be sent to the 
organisations that are 
involved when someone with 
a learning disability is 
admitted to hospital, so that 
your voice can be used to 
improve services.  

Healthwatch will reflect on 
this project and look at ways 
we can improve our projects 
in the future. 

Healthwatch will use the 
findings from this report to 
help us listen to people’s 
experiences in other projects. 
Healthwatch will also use the 
extra findings from this 
project to investigate other 
issues and concerns. 
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If you would like more information about Healthwatch or 
this report, you can contact us by phone, email or post: 

Phone: 01524 239100 

Email: 
enquiries@healthwatchblackpool.co.uk 

Post: Healthwatch Blackpool
Empowerment, 
333 Bispham Road, 
Blackpool FY1 2AP




