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Introduction

Healthwatch Cheshire, consisting of Healthwatch Cheshire East and Healthwatch Cheshire West, are helping to plan, shape
and improve local health and care services. We're gaining feedback and starting discussions to influence decision making,
using your voice to encourage those who run health and care services to act on what matters to you.

Healthwatch Cheshire’s Citizens Focus Panel enables us to get feedback on current topical issues from a set group of
Cheshire residents on a regular basis. Our panel is made up of a wide range of people from all across Cheshire and
continues to grow; we're always looking for new volunteers to join us.

Healthwatch Cheshire were approached by NHS Cheshire CCG to ask our panel their opinions on the Choose Well Cheshire
campaign. In recent years, the NHS in Cheshire has joined with its local authority, Healthwatch and voluntary sector partners
to run a multi-media winter communications and advertising campaign, called Choose Well Cheshire. This has been run
across social and digital media as well as in high profile locations throughout Cheshire. The purpose of the campaign is to
support people to choose the right care at the right time when they fall ill so they get better quickly. It also aims to empower
Cheshire residents to be confident to make the right choices for them, their families and communities.

The purpose of this survey is to help the NHS and its partners to evaluate and understand the impact of the 2021-22
campaign and find ways to improve it in future years. It also asks about attitudes to using healthcare services and how
people access advice and information. The survey was distributed to our panel members in June 2022, and we received 35
responses. This report detailing what our panel told us will be shared with those that plan and deliver services and
communications. This includes, NHS Cheshire and Merseyside, Cheshire East Council, Cheshire West and Chester Council and
local NHS Foundation Trusts, as well as our colleagues at Healthwatch England, the Care Quality Commission, and voluntary
and community sector organisations.

To view previous reports, please visit:

healthwatchcwac.org.uk/what-we-do/our-reports

healthwatchcheshireeast.org.uk/what-we-do/our-reports healthwatch healthwatch
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Summary of findings

23 of our 35 respondents told us that they mainly use the internet for self-care and treatment advice, with GPs being the second most common

source with 6 respondents. People cited online information as being quick and easy to access, with the NHS website being described as reliable.
Conversations with health and care professionals was the next most common way of people accessing the advice they need due to them being
well-qualified and trusted.

Just over half of our panel members said that they feel comfortable accessing healthcare services currently, comfortable for reasons such as the
improvement in the COVID-19 picture making people confident to attend, and positive experiences of contacting GP Practices and Pharmacies. 10
people said that they feel uncomfortable, due to a perception that the NHS is busy and others may require support more then themselves, or
because of a difficultly to get appointments to be seen by a professional.

One-third of respondents told us that they had seen or heard about the Choose Well campaign, whilst almost half (16 people) said that they had
not. A further 6 people said that they were unsure, which suggests either that they were also unaware of the campaign, or that it had not had a
memorable impact on them. The low response rate of only 35 respondents to our survey and the low completion rate of some of the questions
suggests that many of our panel members had not heard of the Choose Well campaign.

Almost half of respondents to the particular question (13 people), rated the Choose Well campaign'’s effectiveness as ‘neither effective nor
ineffective’, whilst 10 people rated the campaign as ‘fairly ineffective’ or ‘very ineffective’. When panel members were asked to elaborate on their
answer, responses indicated that many people were unaware of the campaign.

The vast majority of people said that they had seen the campaign on an NHS, Council, or Voluntary Sector website, which suggests that the
majority of our respondents who had heard about the campaign were already engaged with NHS and local authority messaging and
communications, or perhaps work in related sectors. Most people either tended to agree or neither agree or disagree that the campaign had left
them clearer as to where to go for advice or how to access services, suggesting that the impact of the campaign was relatively limited in
achieving its aim, at least amongst our panel members.

Only two people said they had heard of the NHS CATCH app. However, only one respondent said that they were a parent or carer of pre-school
children, who the app is aimed at. More targeted research is therefore required into awareness of the NHS CATCH app.

Some of our panel members suggested that a more pro-active approach to communications, including face-to-face events such as roadshows,
would be good to spread the message. Other suggestions to make the campaign more effective included more social media activity, advertising
and leaflets. These are methods the campaign has already used, so this could indicate that activity either needs to be more widespread or

targeted. healthwatch healthwatch
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Survey Results



Where do you mainly get your self-care/treatment advice and

information?
Answered: 35 Skipped: 0

5.7%

Friends/family

| Self-care
guides/books
W Internet

8.6%

E Pharmacy

mGP

23 of our 35 respondents told us that they
mainly use the internet for self-care and
treatment advice, with GPs being the second
most common source with 6 respondents.

This shows the importance of technology and
online information, as well as conversations
with trusted health and care professionals, as
the best ways to reach people with the
guidance they need.

As is demonstrated by responses on the next
page, our panel members indicated that this
was for reasons such as the internet being
quick and easy to access, providing different
perspectives, and the NHS website in particular
being trusted and reliable. Those who mainly
get their information from health and care
professionals mentioned that they do so
because they are well qualified and trusted.
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Why do you mainly use this source of information?
Answered: 34 Skipped:1

People told us that they use the internet for information because:

* Quick and easy to access at a time convenient to me.

* Quick and if you use NHS it's reliable.

« Only use the NHS website which is quick to find the information.

+ Easily accessible. Provides a variety of sources. Particularly trust the NHS information.

« Accessible and not disturbing busy staff.

« Greater range of information.

« Easy to find results for different things/ailments/conditions.

* Quick. Easy. A range of advice to consider. Feedback from others to take into account. Can access advice at my convenience. GP
appointments would take forever. Pharmacies busy and not always confidential.

+ Easy as a first port of call to find information. May follow up subsequently via pharmacy or GP.

« It's quick and easy - it helps me decide if | need to speak to a GP/other.

* Lots of information there and people’s stories.

« Easily accessible, don't feel the need for medical intervention for any of my current needs.

* Quick and easy, if use NHS site, medically evidenced.

People told us that they get their advice from health and care professionals at GP Practices and Pharmacies because:

* Health care professionals are part of my family and friends.
« It's who we have regular contact with.

+ Medically qualified and academically trained.

+ | have got a rare disease, other options are not available.

* Because | also use Pharmacy and my own judgement.

* Husband is a doctor.

+ | prefer to talk to a specialist at the doctors.

« | can trust what they tell me. healthw tch healthw;;tch
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How do you currently feel about accessing healthcare services? (e.g. GPs,
hospitals, pharmacies)

Answered: 34 Skipped:1
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18 of the 34 respondents to this question said that they feel comfortable accessing healthcare services currently, as opposed to
10 people who said that they feel uncomfortable. This is in contrast to our findings to similar questions in 2020 and early 202],
when many people did not feel comfortable attempting to access services during the COVID-19 pandemic.

When asked to elaborate, people told us they were comfortable for reasons such as the improvement in the COVID-19 picture
making people confident to attend, and positive experiences of contacting GP Practices and Pharmacies. People told us they
were uncomfortable for reasons such as a perception that the NHS is busy and others may require support more then
themselves, and also a perception that it is difficult to get appointments to be seen by a professional. These responses are

included on the following two pages.
healthwatch healthwatch
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Can you tell us why?
Answered: 33 Skipped: 2

People told us that they are currently comfortable accessing healthcare services because:

| feel things have improved since the pandemic and if | needed medical support | would not be afraid to
visit my GP.

I have an ongoing degenerative condition and have no real trouble accessing my GP who helps when
needed.

Covid-19 now at a very low level. So happy to do face to face consultations, etc.

Why not, they're open and an available service.

Just feel that if | need help from my doctor or hospital | will get it.

We are encouraged to ring 111, which | have had to do recently. Didn't want to go to hospital and GP closed
on the weekend. Resulted in Home Visit by Out of Hours Doctor.

My surgery has responded well when | have contacted them. | have had phone calls and face-to-face
appointments and it has been very straightforward.

Very difficult to access a GP, so use a pharmacy.

I know all safety protocols are being followed.

From what | have heard the health services especially my GP seem very accessible.

I have a background career in Health and Social Care and | am confident in my approach for services.

healthwatch healthwatch

Cheshire West Cheshire East



People told us that they are currently uncomfortable accessing healthcare services because:

* Feel there is so much strain on the NHS feel others might need help more than myself.

« Don't have internet and feel | am mithering.

* NHS has manifestly failed locally.

+ I need to see a GP, but | know there will be a long wait, even though | don't really need much - just onward referral -
and trying to book an appointment in for the future is tricky as | don't know for sure | can get out of work then. So I've
just put it off.

« Accessibility is a problem, | have private healthcare and although it is expensive | feel reassured having it.

* Feel guilty to contact GP as you hear about how busy they are and about long waiting lists, so unless it was absolutely
desperate | would not feel comfortable contacting them at the moment.

* In recent couple of years, inaccessibility, short appointments with variable professionals, not really supporting persons
with limited mobility, some staff seem to have attitude of disrespect, especially towards older people (even ex-
colleagues!!).. Maybe | have too much internal knowledge of way things work in NHS just now.

* Hospital is not covid secure, GP is not interested.

Other comments include:

+ Fit & healthy! No ongoing medical issues, no repeat prescriptions...

* Had to access A&E for my husband who was obviously very ill and the experience was horrendous - far worse than in
a third world country. Once he was admitted, the service was much better. The lack of realistic triaging was so
disappointing after efforts had been put in to this process.

+ Know about the present pressures on all the services. Dental services have been hard to access and deteriorating
teeth have been the result.

+ Long waiting times on the telephone and you need to be very direct sometimes to get an appointment.

healthwatch healthwatch
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Have you seenfheard about the Choose Well campaign?

Answered: 33 Skipped: 2
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One-third of respondents to this
question (11 people) said that
they had seen or heard about the
Choose Well campaign, whilst
almost half (16 people) said that
they had not. A further 6 people
said that they were unsure, which
suggests either that they were
also unaware of the campaign,
or that it had not had a
memorable impact on them.
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Where have you seen/heard about the Choose Well campaign?

Answered: 17 Skipped:18
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Of the 17 people who responded to this question, 13 of them said that they had seen the campaign on an NHS, Council, or
Voluntary Sector website. Just three people had heard about the campaign through a staff bulletin or on social media.

This suggests that the majority of our respondents who had heard about the campaign were already engaged with NHS
and local authority messaging and communications, or perhaps work in related sectors. Methods that are more likely to
reach the general public, such as through local media or outdoor advertising, appeared to be less effective based upon
the opinions of our panel.
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To what extent do you agree with the following statements about the
campaign?
Answered: 28 Skipped: 7
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The maijority of respondents either tended to agree or neither agreed or disagreed with the statements. This suggests
that the impact of the campaign was relatively limited in achieving its aim of empowering Cheshire residents to be
confident to make the right choices for them, their families and communities when choosing services, at least amongst
our panel members.

When taken with the findings of the previous question, this perhaps further points to many people engaging with the
campaign already working in and around the health and care sector, and so the messaging was not particularly new to

them.
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Have you heard of the free NHS CATCH app offering healthcare advice to

parents and carers of pre-school children?

Answered: 25 Skipped: 10
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23 of the 25 people who responded to this
question said they had not heard of the NHS
CATCH app.

However, only one respondent said that they
were a parent or carer of pre-school
children, who the app is aimed at. More
targeted research is therefore required into
awareness of the NHS CATCH app.

Of the 17 people who responded to a follow-
up question, none had downloaded the app.
People told us they either did not know
anything about the app or that it was not
relevant to them or anybody they knew. This
is unsurprising when taken with the above
findings.

One person did however say that although
they had not heard of the app before, they
would recommend it to other people if it
was relevant.
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From what you've seen of the campaign in Cheshire, how would you rate
its effectiveness?

Answered: 27 Skipped: 8
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«  Almost half of respondents to this question (13 people), rated the Choose Well campaign’s
effectiveness as ‘neither effective nor ineffective’, whilst 10 people rated the campaign as
‘fairly ineffective’ or ‘very ineffective’.

«  When panel members were asked to elaborate on their answer, responses indicated that
many people were unaware of the campaign. These responses are included on the

following page.
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Please explain your answer
Answered: 27 Skipped: 8

Responses include:

* Need to see the outcomes.

+ Don’t know anything about it.

* | have had kins with health and social care so try to keep in touch but not sure the general public bother
until they need immediate help.

+ | have seen nothing of this campaign so can not comment on its effectiveness.

* Not heard about it

« Well it's not very visual, only saw it by chance, no one I've spoken to has heard of it.

* NHS in Cheshire resembles the Titanic, your campaign provides the deck chairs.

* | am not really aware of the campaign.

* Havent seen it while out and about had to google it to find the poster online at one of the local GP
surgeries.

« I didn't know about it at all.

* The more the better

* No-one’s seen it.

« As part of my job I listen to people’s views on accessing healthcare and there are still many people who
don't know where to go and need signposting.

* | work in healthcare and have never heard of it.

* Most people | know do not believe there has been any change or improvement in services or how they can
access them. If they do know, they do not believe they will happen or have any trust that what services
think they need will be delivered when they need them and with easy accessibility. They seem to feel

always fobbed off with second-best.
* NHS simply does not work in Cheshire anymore. healt&girgvﬁg healtlgrg}ﬁggal;



Is there anything the NHS and its partners could do to make the
campaign more effective in Cheshire?

Answered: 25 Skipped: 10

Responses include:

I haven't seen it - my fault for not reading all the information, etc that I'm sent.

A difficult one. Think our local health and social care group has tried extremely hard to spread the message
but in my experience and connections with health over many years it is difficult to spread the word. Just
keep trying and good luck.

Not sure. Maybe leaflets through the door as | do not use social media and | am sure many older people do
not.

People who do not have the internet struggle obtaining information. Housebound, no internet, reliant on
other means of communication.

More visual in GP surgeries, pharmacies and hospitals.

Active getting in touch with the people living in Cheshire.

Publicise it more.

More extensive promotion - via Social Media, GP surgeries, pharmacies, libraries, etc.

The campaign assumes that only those regularly visiting pharmacists and surgeries need the information,
exposure on bus shelters, buses, etc would be useful.

Could use the NHS apps to spread the word.

Ensure the message is clear for all. Raise awareness through social media.
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It hasn't reached me and | read local papers, go online, etc. Your advertising and marketing strategies need
to be updated. GP surgeries are unvisitable at present where you have placed leaflets, not that they are
hugely effective either. | am not a marketeer but the NHS is outdated re spreading the word on these
expensive initiatives - at reviewing and measuring outcomes.

Increase more venue information programmes where people can just meet people and ask questions and
obtain leaflets.

Explain the process in local papers and village Facebooks.

Bring the message out to key community and support groups. There are many across Cheshire who
appreciate guest speakers and information being given in person.

Perhaps also Choose Well roadshows travelling to local places across Cheshire where people can find out
more.

Well I'm on social media and work in the NHS and was oblivious of the scheme, so yes they should be doing
much more.

Return to providing consistent, local care, and forget about providing systematised, "evidence-based”
packages and services not responding to person’s individualised needs, and blaming patients for lack of
success/failure to complete services they do not perceive to be helpful to them. Sadly many vulnerable
people have lost trust in NHS services.

GPs need to be more proactive in informing patients as they have all the personal data required to inform.
Start being honest about the goals and intended outcomes.
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Healthwatch Cheshire Feedback Centre can be
found at;

www.healthwatchcheshire.org.uk

Or contact uson:

(™ 03003230006

@ Email:info@healthwatchcheshire.org.uk
i ] @HealthwatchCW and @HealthwatchCE

< Healthwatch Cheshire CIC, Sension House, Denton Drive, Northwich,
Cheshire, CW9 7LU
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