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“It was really quick 

and a good service. 

I have arrived, been 

seen and leaving 

within one hour.”

“It’s so busy. I 

was waiting in 

the corridor 

when I arrived by 

ambulance.”
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Introduction 
 
This report brings together feedback and findings from the six individual A&E reports that 
Healthwatch Lancashire and Healthwatch Blackpool conducted from December 2016 to February 
2017. 
 
The aim of this programme of work was to investigate people’s views and experiences of using 
A&E departments in Lancashire, particularly in relation to: 
 

• If patients chose the A&E closest to their hometown 
• How people travelled to A&E 
• If people had taken advice before deciding to attend A&E; 
• Of those that had gained medical advice, what advice had they been given 
• If patients were happy with the service they had received. 

 
In total, 153 people shared their experiences with us across each A&E department in 
Lancashire. Below is a list of the hospitals we visited: 
 

• Blackpool Victoria Hospital (of which we received 10% of the responses) 
• Royal Lancaster Infirmary (of which we received 18% of the responses) 
• Royal Blackburn Teaching Hospital (of which we received 29% of the responses) 
• Ormskirk and District General Hospital (of which we received 10% of the responses) 
• Chorley and South Ribble Hospital (of which we received 20% of the responses) 
• Royal Preston Hospital (of which we received 13% of the responses) 

 
In addition to this combined report, Healthwatch Lancashire and Healthwatch Blackpool reported on 
each A&E department individually. These reports can be found on the following Healthwatch 
websites: 
For A&Es in Blackpool visit: http://www.healthwatchblackpool.co.uk/publications/reports-and-
reviews/ 
For A&Es in the rest of Lancashire please visit: 
http://healthwatchlancashire.co.uk/reports/reports/ 
 
Please note, this report reflects the views of 153 people that we spoke with at each A&E 
department in Lancashire, however, not all surveys were completed in full. This is often due to the 
patient being called in during the completion of the questionnaire. As such, the total number of 
people that answered each question will be detailed in brackets under the results of each question. 
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Why we undertook this project? 

A report was published in April 2017 on winter pressures on NHS acute hospitals trusts in England 
in 2016/17. Some of the findings indicate extreme pressures within A&E across the country 
which may impact on patient experience. Some of the findings were that: 

‘21% of patients at England’s emergency departments (type 1 A&E) spent longer 
than 4 hours in A&E between December and February. This compares with 16% in 
winter 2015/16, 14% in winter 2014/15, and 7% in winter 2013/14. In total, there 
were 750,000 waits of over 4 hours between December 2016 and February 2017 
………[and that] The number of 12 hour waits was almost double the same period 
last year’. 

In Lancashire, Blackpool Victoria Hospital had amongst the highest percentage of patients in England 
spending over four hours in A&E at 38.2% between December 2016 and February 2017.   

(Source: http://researchbriefings.parliament.uk/ResearchBriefing/Summary/SN07057) 

In light of these statistics, Healthwatch Lancashire and Healthwatch Blackpool felt it was important 
to gain insight from the public about their experience of using A&E departments during the winter 
period. 

Reference for the reader - STP and LDPs explained 

Throughout this report, we refer to Local Delivery Plan (LDP) areas. The five LDPs operate 
as part of the Healthier Lancashire and South Cumbria Sustainability and Transformation 
Partnership also known as the STP. 

The STP is a group of organisations including Local Healthwatch who work together to 
improve health and care in our region. For more information visit 
www.lancashiresouthcumbria.org.uk. 

Information in this report is provided to organisations within the STP to ensure that the 
public voice is used to influence change in service improvement and redesign. 

Map of Local Delivery Plan area	

Below	are	the	areas	of	each	LDP	footprint	in	Lancashire:	

• Bay	Health	&	Care	Partners:	Lancaster	and	Morecambe
• Pennine	Lancashire:	Burnley,	Pendle,	Rossendale,	Hyndburn,	Ribble

Valley	and	Blackburn	with	Darwen
• Central	Lancashire:	Preston,	Chorley	and	South	Ribble
• West	Lancashire:	Ormskirk	and	Skelmersdale
• Fylde	Coast:	Blackpool,	Fylde	and	Wyre
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Summary of findings 
 

Here is a summary of findings from the visits to A&E departments across the Lancashire and South 
Cumbria STP area: 
 

• The majority of patients were attending the A&E within their LDP area. 
 

• Chorley and South Ribble Hospital and Royal Blackburn Teaching Hospital had a small 
percentage of patients from outside of the STP footprint. Ormskirk District General Hospital 
had a large percentage of patients travelling from outside of the STP footprint as Ormskirk 
hospital provides the children’s A&E service for Southport and Ormskirk Hospitals Trust. 

 
• Most patients arrived at the department by car, the next most common mode of transport 

was people being provided a lift and dropped off or accompanied. 
 

• 45% of patients had not gained medical advice prior to attending A&E whilst 55% of patients 
had been in contact with or accessed a medical service (from GP, NHS 111, ambulance 
service, walk-in centre, attending follow up appointment or on an NHS website) 
 

• Of the patients who commented that they had gained medical advice, 97% had been advised 
to attend. 

 
• On average 95% of patients we spoke with said they were happy with the service they had 

received up to the point of us speaking with them. 5% said they were not happy, with the 
majority discussing waiting times. 
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Section 1 – Location 
 
Healthwatch Lancashire and Healthwatch Blackpool were keen to identify if the patients we 
spoke to had travelled outside of their LDP area to attend an A&E department. The chart 
below shows each hospital that we attended and the distribution of which LDP area patients 
came from. 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
(Findings from 152 people) 
 
Our findings show that most patients were attending services within their own LDP area. Chorley 
and South Ribble Hospital and Royal Blackburn Teaching Hospital had a small percentage of patients 
from outside of the STP footprint. Ormskirk District General Hospital had a large percentage of 
patients travelling from outside of the STP footprint, as this hospital provides the children’s A&E 
service for Southport and Ormskirk Hospitals Trust. 
 
Below are some of the comments received on location and choosing an A&E: 
 
"I've attended here because it's quieter and easier to get to than Royal Preston Hospital." – Patient 
at Chorley and South Ribble Hospital 
 
“I phoned the switchboard thinking I'd been put through to Chorley A&E but they put me through to 
Preston A&E without my knowledge. They didn't say when I phoned that they were putting me 
through to Preston A&E and the person didn’t answer saying Preston A&E. So, when we were told to 
come down we went to Chorley A&E and it was a waste of time. Eventually they said they didn't 
have a psychiatrist at Chorley A&E anymore so we had to come to Preston A&E.” – Patient at Royal 
Preston Hospital 
 
“I went to the Liverpool A&E near where I work. The waiting time was longer than here so I came 
to closer to home.”- Patient at Royal Blackburn Teaching Hospital  

“We've come here because Bolton is horrendous with a four hour wait, it's usually really long 
there." – Patient at Royal Blackburn Teaching Hospital 

 

0 10 20 30 40 50
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Royal	Lancaster	Infirmary

Chart	1:	Location	of	patients	and	
A&E	chosen
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Section 2 – Travel 
 

We wanted to find out how people travelled to A&E. The chart below shows each hospital that we 
attended and the distribution of transport used to travel to each A&E.  
	

	
	
(Findings from 149 people) Please note, percentages have been rounded to the nearest whole number 
and therefore do not add up to 100%. 
 
Our findings show that most patients either drove themselves to A&E or received a lift from family or 
friends.  
 
Below are some of the comments received on travelling to A&E: 
 
“There was a bit of a wait for the ambulance.” - Patient at Royal Preston Hospital 

 
“No issues with the care so far, but the car park is a nightmare, I had to park miles away and walk 
to the hospital.” - Patient at Royal Preston Hospital 
 
“I rang NHS 111 and was told they would arrange an ambulance for me.” – Patient at Blackpool 
Victoria Hospital 
 
“We got a taxi because we only came from around the corner. Triage asked why we hadn't rang an 
ambulance, we didn't want to waste the resource because we had such little distance to come.” – 
Patient at Chorley and South Ribble Hospital 

Car Lift Taxi Ambulan
ce Walked Bike Bus Patient	

Transport
Police	
escort

Royal	Preston	Hospital 47% 37% 0% 11% 5% 0% 0% 0% 0% 
Chorley	&	South	Ribble	Hospital 40% 33% 13% 0% 10% 0% 3% 0% 0% 
Ormskirk	District	General	Hospital 69% 13% 0% 19% 0% 0% 0% 0% 0% 
Royal	Blackburn	Teaching	Hospital 36% 16% 11% 30% 0% 2% 2% 0% 2% 
Royal	Lancaster	Infirmary 60% 28% 0% 0% 8% 0% 4% 0% 0% 
Blackpool	Victoria	Hospital 73% 7% 0% 7% 13% 0% 0% 0% 0% 
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Chart	2:	How	people	travelled	to	A&E
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Section 3 – Medical advice prior to attending A&E 
	
We were keen to discover whether the patients we surveyed had gained medical advice prior to 
attending A&E and whether there were any differences in the findings across the different hospitals. 
Chart 3 below shows each hospital that we attended and the different services patients gained 
advice from, prior to attending A&E. Chart 4 shows the distribution of services contacted across all 
A&Es. 
 

 
 
(Findings from 146 people) Please note, percentages have been rounded to the nearest whole number 
and therefore do not add up to 100%. 

	
	
(Findings from 146 people) Please note, percentages have been rounded to the nearest whole number 
and therefore do not add up to 100%. 
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Chart	3:	Which	services	people	contacted	prior	to	
attending	A&E
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attending	A&E
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One of the main findings shown in chart 4 was that 45% of the patients we surveyed had not contacted 
any other medical service prior to attending A&E. The most common service contacted was GP services 
at 24% with the second most common being NHS 111 at 15%. We did not speak to anyone that had 
taken advice from pharmacy services.  
 
The below chart shows the percentage of patients that said they were advised to attend A&E after 
receiving advice from a medical service. 

	
(Findings from 79 people) 
 
119 patients made additional comments when asked if they had contacted another 
service prior to attending A&E, of which: 
	

49% of patients talked about being advised to attend A&E by a medical service 
 
Below are some of the comments received: 
 
"The advice on the website was to get my injury checked out." – Patient at Chorley and South Ribble 
Hospital 
 
“NHS 111 told us to come and the website said if my nose does not stop bleeding after 20 minutes 
of pinching my nose to seek medical advice. We phoned NHS 111 and they said to come here. I take 
Warfarin and other medication so that's probably why.” – Patient at Royal Preston Hospital 
 
“The ambulance came to my house and I was passing out so they brought me here.” – Patient at 
Royal Blackburn Teaching Hospital 
 
“I spoke to a GP over the phone, and he said it was an emergency and to come to A&E.” – Patient at 
Royal Blackburn Hospital 

 
“It was an emergency situation. CAMHS advised me that I needed to bring my daughter but I didn't 
feel like this was the right place for her. They told me to bring her as soon as possible. I wanted to 
book her an appointment with CAMHS but they couldn't offer her one.” – Patient at Royal Preston 
Hospital 

	

97% 

3% 

Chart	5:	Percentage	of	people	advised	to	attend	
A&E	following	medical	service

Yes No
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32% of patients talked about how or why they felt A&E was the most appropriate service for them 
or after gaining advice from friends, family or a first aider  
	
Below are some of the comments received: 
 
"I've just come straight off the motorway as I was having chest pains." – Patient at Chorley and 
South Ribble Hospital 
 
“I never know whether I should take my child to the walk-in centre or here. It’s so hard to judge 
with children and I don’t want to take any chances, so that is why I decided A&E.” – Patient at 
Ormskirk District General Hospital 
 
“The first aid person at work advised me to go to A&E.” – Patient at Royal Lancaster Infirmary 
 
“The GP gave my child tablets but I was not convinced by the dosage so I wanted a second opinion.”  
- Patient at Royal Lancaster Infirmary 

“I felt I needed to come here to be treated and it couldn't wait over the weekend.” -  Patient at 
Royal Blackburn Teaching Hospital 
 
“I had a fall and I knew I had broken something so had to come to A&E.” – Patient at Royal 
Lancaster Infirmary 

“My ankle has been swollen really badly and has been really painful. I've been taking pain killers to 
help. The swelling has gone down now but I felt I needed to come to get it checked out.” - Patient 
at Royal Preston Hospital 
 
“I have a heart condition so if required I go straight to A&E.” – Patient at Royal Lancaster Infirmary 
 
"I've come with a friend, he had lots of symptoms so I've brought him straight to A&E, he was seen 
straight away.” – Patient at Chorley and South Ribble Hospital 
 

13% of patients talked about being advised to attend A&E as other services could not treat them 
 
Below are some of the comments received: 
 
“After waiting two and a half hours at the Whitegate Walk-In Centre, I was asked to come to 
Blackpool Victoria Hospital as they did not have the right equipment to treat me.” - Patient at 
Blackpool Victoria Hospital 

“I went to Accrington Victoria Hospital and they couldn't fully treat me so I was sent here with a 
letter from them.”- Patient at Royal Blackburn Hospital 

“I have been waiting in Accrington Victoria Hospital Walk-In Centre for one and a half hours then 
was sent here because no doctors there could see us.” - Patient at Royal Blackburn Hospital 

“I went to the walk-in centre in Accrington but they couldn't fully treat me, so I was sent here with 
a letter from them.” - Patient at Royal Blackburn Hospital 
 
“My son has a high temperature and was being violently sick so we were advised to come here as 
the GP was closed.” – Patient at Ormskirk District General Infirmary 
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“It has been quite quick so far. I came the other day and it was less than 3 hours. They are getting 
overfill in A&E due to people not being able to get appointments at their GP. I have started to use 
patient access now which is making things easier because you can book a week in advance but the 
service is no good for same day appointment or if you forget, because you ring up at 8am and all 
the appointments have gone.” – Patient at Royal Blackburn Hospital 

“I waited in Accrington Victoria walk-in centre for 3 hours and I have been waiting here at Royal 
Blackburn Hospital for 2 hours. I have not yet had a scan.” - Patient at Royal Blackburn Hospital 

“I felt like we needed a second opinion as I don't feel like they have covered everything. If my mum 
isn't better in a few days’ time we will be coming back here.” – Royal Preston Hospital 

“An X-Ray is needed and they couldn't do that at the walk-in centre so I was advised to come to 
A&E.” – Patient at Ormskirk District General Infirmary 

5% of patients talked about returning to A&E due to a deterioration in a condition or for a follow 
up appointment 
	
Below are some of the comments received: 
 
“They told me to come back if I had further problems.” – Patient at Royal Blackburn Teaching 
Hospital 
 
“I came to this A&E on Sunday and was advised to return if there were any problems.” – Royal 
Lancaster Infirmary 
 
"It's a follow up appointment from last week." - Patient from Chorley and South Ribble Hospital 

 
Please note, the percentages for this section have been rounded to the nearest whole 
number and therefore do not add up to 100%. 

 
Section 4 – Patient experience 

 
The House of Commons report from November 2016 entitled “Winter pressure in accident and 
emergency departments” stated that:  

	
“The	decline	in	performance	of	emergency	departments	which	is	usually	associated	with	winter	
pressures	has	become	the	norm	for	some	NHS	trusts.	In	addition,	the	Care	Quality	Commission’s	
State	of	Care	report	showed	that	the	majority	of	A&E	services	in	England	have	been	rated	by	the	
regulator	as	inadequate	or	requiring	improvement.”	

	
(Source: 
https://www.publications.parliament.uk/pa/cm201617/cmselect/cmhealth/277/277.pdf) 
 
In response to this Healthwatch Lancashire and Healthwatch Blackpool were keen to discover 
whether the patients we surveyed were happy with the service they had received up to the point of 
contact with a Healthwatch representative.  
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Below are the findings when we asked patients ‘Are you happy with the service you have received so 
far?’: 
	

95%	said Yes	 	 	 	 	 5%	said No	
	
(135 patients answered) 
 
The below chart shows the distribution of this finding by hospital: 
 
 
 
 
 
 
 
 
 
 
 
 
 
(Findings from 135 patients) 
 
The chart shows that the high majority of patients were happy with the service they had received. 
However, 20% of patients attending Blackpool Victoria Hospital A&E department said they were not 
happy, predominantly due to waiting times. 
	
90 patients made additional comments when asked if they were happy with the 
service they had received so far. These have been split into negative or neutral 
comments and positive comments.  
 
Of the 39 patients who gave negative or neutral comments: 
	

72% of patients spoke to us about the waiting time 
 
Below are some of the comments received: 
 
“I am waiting to see the consultant, it has been one and a half hours so far. I have had bad 
experiences here before so I did not want to come here again. I am still waiting for a paracetamol 
which I requested a long time ago.” – Patient at Blackpool Victoria Hospital 
 
"It's just the waiting that's the issue." – Patient at Chorley and South Ribble Hospital 
 
“There are just long waits. I have been waiting an hour and half for the doctor now.”- Patient at 
Ormskirk District General Hospital 
 

0% 20% 40% 60% 80% 100% 

Blackpool	Victoria	Hospital

Chorley	and	South	Ribble	Hosipital
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“There is usually a long wait of about six hours.” – Patient at Royal Blackburn Teaching Hospitals 
 
“I am still waiting to be seen, it has been around two hours.” – Patient at Royal Lancaster Infirmary 
 
“It seems slow and I have not seen anyone yet. I’ve been here for one hour.” – Patient at Royal 
Preston Hospital 
 

21% of patients spoke to us about difficulties with communication 
 
Below are some of the comments received: 
 
“I could do with an update.” – Patient at Blackpool Victoria Hospital 
 
“I’ve been here for about four hours. I have seen the nurse and the doctor, but I’m still waiting for 
my results, tests, and to ask questions and get answers.” – Patient at Royal Blackburn Teaching 
Hospital 
 
"I've been triaged twice and am unhappy with this process. I’ve been triaged by GTD Healthcare and 
again by A&E, and have been waiting for an hour and a half since the second triage. I am concerned 
about what will happen if they decide I need a cast as there are no staff in the fracture clinic.” – 
Patient at Chorley and South Ribble Hospital 
	

8% of patients spoke to us about the environment or accessibility of the department 
 
Below are some of the comments received: 
 
“I went to urgent care first and they referred me to A&E.  I am sitting here in pain waiting to be 
seen in a small waiting room. The chairs are awful and painful to sit on when you are in pain. My 
son has autism so struggles with the environment.” – Patient at Blackpool Victoria Hospital 
 
“The department is not wheelchair friendly.” – Patient at Chorley and South Ribble Hospital 
 
“I have no issues with the care so far. The car park is a nightmare though; I had to park miles away 
and walk to the hospital.” – Patient at Royal Preston Hospital  
 
“Now she is over the age of 16 we have to come to the adult A&E but feel the child side would be 
more appropriate. Although she is supported by CAMHS until 18 and classed as an adult at A&E it is 
very confusing.” – Patient at Royal Preston Hospital 

Please note, the percentages for this section have been rounded to the nearest whole number 
and therefore do not add up to 100%. 
 
Of the 51 patients who gave positive comments: 
	

36% of patients spoke positively about the waiting time 
 
Below are some of the comments received: 
 
“I have not waited long but I have already been seen by the nurse.” – Patient at Blackpool Victoria 
Hospital 
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“They're really good and they see the kids really quickly.” – Patient at Royal Lancaster Infirmary 
 
“It was really quick and a good service. I have arrived, been seen and leaving within one hour.” – 
Patient at Royal Preston Hospital 
	

33% of comments were about staff in the A&E department or ambulance service. 100% of 
comments about staff in this project were positive. 
 
Below are some of the comments received: 
 
“The staff have been excellent, I have been waiting one and a half hours so far but I have no 
issues.” – Patient at Blackpool Victoria Hospital 
 
“We are waiting to see the doctor but have seen the nurse. They all seem friendly.” –  Patient at 
Ormskirk District General Hospital 
 
“The ambulance staff, nurses and doctors have been brilliant.” – Patient at Royal Blackburn 
Teaching Hospital 
 
“It has been nice. The people who are taking care of my arm have been nice so my arm doesn't hurt 
as much. (Name) is very friendly. He let me have my x-ray standing up and they gave me 
chocolates.” - Young person/patient at Royal Lancaster Infirmary 
 
“The ambulance crew were amazing and very helpful.” – Patient at Royal Preston Hospital 
	

21% of patients made a positive comment about their overall experience 
 
Below are some of the comments received: 
 
“I have been a few times. They are always really good.”- Patient at Ormskirk District General 
Hospital 
 
“I’m very happy with the service.”- Patient at Royal Blackburn Teaching Hospital  
 
"Always been happy here." – Patient at Chorley and South Ribble Hospital  
 

7% of patients made a positive comment about the environment or accessibility of the 
department or service 
 
Below are some of the comments received: 
 
"I was here three months ago, I'm happy with the staff and the environment. I'm waiting to see the 
doctor to see if I need an x-ray or if I'm okay to go home. I prefer this sort of system to GP 
services." – Patient at Chorley and South Ribble Hospital 
 
"I just prefer coming here. ……and it is accessible, the parking is easier and it's just a positive 
experience." - Patient at Chorley and South Ribble Hospital 
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2% of patients spoke positively about the communication 
 
Below are some of the comments received: 
	
“I have been kept updated, I have had no issues.” – Patient at Blackpool Victoria Hospital 
 
Please note, the percentages for this section have been rounded to the nearest whole number 
and therefore do not add up to 100%. 
	
	
	

How we will use this report 
 

The experiences and views shared by people in this report will be sent to the hospitals visited 
throughout Lancashire.  
 
This report will also be shared with: 
 

• Clinical Commissioning Groups in Lancashire 
• NHS England 
• Care Quality Commission 
• Joint Strategic Needs Assessment (JSNA) in Lancashire 
• Sustainability and Transformation Programme (STP) 
• Healthwatch England to help generate a picture of public views on A&E services 

across England 
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