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1. Purpose 

To  provide  assurance  regarding  the  development  of  Sheffield’s  winter  plan  by  detailing  governance 

structures  and  citywide partnership working  along with  a  summary of  key developments with  regard  to 

patient flow in order that Delayed Transfers of Care (DTOC) do not increase and become a significant issue 

as in previous winters. 

2. Introduction / Background 

Providers and Commissioners across the Sheffield health and social care system develop  individual winter 

plans  on  an  annual  basis.    Sheffield’s  Clinical  Commissioning Group  coordinates  the  development  of  an 

overarching plan for the city.  The overarching plan (attached) is formally signed off on behalf of the health 

and social care system by the Urgent and Emergency Care Transformation Delivery Board. 

3. Is your report for Approval / Consideration / Noting 

Noting.  

4. Recommendations / Action Required by the Overview and Scrutiny Committee  

 The OSC  is  asked  to  note  the  attached winter  plan with  its  supporting  governance  structures  and  the 
addition actions in place to support and sustain patient flow and discharge over the winter period. 
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Page 39

Agenda Item 8



 

 2

Overview and Scrutiny Panel 

Winter Planning  

27th November 2019 

 

1. Purpose 

 

The purpose of this paper is to provide assurance regarding the development of Sheffield’s winter plan by 

detailing governance structures and citywide partnership working.    In addition, the paper will summarise 

key  developments with  regard  to  patient  flow  in  order  that  Delayed  Transfers  of  Care  (DTOC)  do  not 

increase and become a significant issue as in previous winters. 

 

2. Introduction  

 

Providers and Commissioners across the Sheffield health and social care system develop  individual winter 

plans on  an  annual basis.    Sheffield’s Clinical Commissioning Group  coordinates  the development of  an 

overarching plan for the city.  The overarching plan is formally signed off on behalf of the health and social 

care system by the Urgent and Emergency Care Transformation Delivery Board (see below).   

 

The  overarching  plan  (see  appendix  1)  builds  on  individual  partner’s  plans  and  lessons  learned  from 

previous winters (with actions to address).    It ensures timely additional focus and support from city wide 

partners  at  times  of  increased  demand  and  system  pressure  by  additional  ongoing  improvements  and 

developments over  the year  to  support  system  resilience,  system wide  communication over  the period, 

capacity planning, risk management, and escalation processes (along with system leads).  

 

3. Governance 

 

Governance is provided through the Urgent and Emergency Care Transformation Delivery Board (UECTDB).  

The board is chaired by the Chief Executive of Sheffield Teaching Hospitals with senior representation from 

health and social care partners from across the Sheffield system. 

 

The board  is supported by two formal sub‐groups providing additional operational focus and opportunity 

for joint working.  These provide scrutiny of, and support to, partners across the local system especially at 

times of high demand and pressure. 

 

The first of the sub‐groups Why Not Home Why Not Today board, supported by system executive directors 
focusses on ensuring timely discharge of patients.  This group enables timely and formal discussions 
between partners in order to ensure continuation of patient flow, especially at times of high demand and 
by doing so avoiding high local levels of Delayed Transfers of Care seen in previous years.  The executive 
sponsors, have oversight of programmes that ensure the transfer of care for all patients is effectively 
managed.  Currently this is effectively managed through a daily Multi disciplinary TASK meeting, weekly 
Delay Tranfers of Care weekly report, that is discussed in a weekly Flow meeting attended by all partners, 
and weekly director level call,  with escalation to CEO’s if needed.  
 

The second sub‐group the Operational Resilience Group (ORG) focusses throughout the year on supporting 

performance with  regard  to  the  timely  flow  of  patients  potentially  requiring  acute  care  both  through 

traditional  care  pathways  accessed  via  Accident  and  Emergency  departments  and  by  ambulance.    In 

addition,  the  group  focusses  on  the  development  and  consistent  use  of  appropriate  alternative  care 

pathways and direct admission into hospital specialties to ensure patients receive the right care at the right 
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time, reducing pressure on key elements of local urgent care pathways and services such as the emergency 

department at the Northern General Hospital.   

 

During  the winter  period  the ORG’s  primary  focus  is  to  provide  a  forum  for  operational  discussions  of 

emerging  pressures  across  the whole  patient  pathway  (including  patient  flow  and  discharge)  between 

system wide partners and the agreement of mitigating operational actions with escalation to the UECTDB 

as appropriate. 

 

In addition to the formal structures outlined above the developing relationships and trust between peers 

across the health and social care system ensure timely additional support at times of system pressure.  

 

4. Delayed Transfers of Care 

 

Delayed  Transfers  of  Care  have  been  historically  been  a  challenge  for  the  Sheffield  System  particularly 

during the winter period.  However, there have been notable improvements which have built on successful 

partnership working and development of  relationships over a number of years.   Key developments and 

actions to support resilience over the winter are detailed below. 

 

Throughout  the winter  period  governance  and  scrutiny will  continue  to  be  provided  by  the  Executive 
Directors, WNHWNT board, ORG and UECTDB  (detailed above).   The additional winter pressure  funding 
provided to Sheffield City Council  is allowing for resilience and sustainability to be built  into services and 
ensure that seasonal capacity added during 2018/19 can be maintained and effectively utilised flexibly as 
required.  
 
The  system has  identified  that additional  secondary  care  capacity  is not a  solution and  that  investment 
needs to be embedded within the prevention services before urgent care services are required. Allocations 
have  included  increasing  capacity  within  the  Community  Equipment  and  Adaptation  Team  to  ensure 
people  are  safe  and  independent  within  their  own  homes  and  assessed  in  a  timely manner  to  avoid 
transfer. Additional social workers, allied health professionals and prevention workers have been recruited 
to ensure active admission avoidance is in place. Last year Sheffield CCG invested additional funding in the 
Voluntary and community sector to strengthen the range of alternative provision available to people upon 
discharge  and  to  prevent  admission.  During  this  year  these  schemes  have  been  evaluated  along with 
existing schemes with recommendations going forward for continuing these services  in future years.  The 
voluntary  sector  have  embraced  the  opportunity  and  established  strong  relationships  with  the  Acute 
provider and SCC Homefirst provision to provide a range of support to ensure individuals are supported. 
 
Where admissions are unavoidable the Community Equipment and Adaptation Team’s additional capacity 
will be used to enable pace of discharge and ensure that facilities meet the needs of the patients on return 
to home. The Hospital to Home team has been enhanced and integrated with the Trusted Assessor Scheme 
to ensure people can return to their usual place of residence as quickly as possible if admitted from a care 
home.    
 
During winter of 2018  the  system  supported  the  commissioning of  step down beds  to  support  flow  for 
patients not requiring long term residential care but unable to return home immediately. This resource has 
been integrated for 2019 with the At Risk of Admission Front Door Response Team and GP Collaboration to 
prevent readmissions wherever possible.  During 2019, this will continue with funding for the beds agreed 
outside of the Better Care Fund, however the social care support to assess  individuals  in the beds will be 
funded through funding provided by the Secretary of State for Health. 
 

5. Recommendations  

 

The OSC  is  asked  to  note  the  attached winter  plan with  its  supporting  governance  structures  and  the 
addition actions in place to support and sustain patient flow and discharge over the winter period.  
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1.  Introduction 

This Sheffield system plan sets out local governance arrangements supporting 
system resilience over the coming winter and contains the following elements: 

 Lessons learned with actions and progress in the current year 

 Additional key programmes supporting A&E performance, patient flow, length 
of stay reduction and support for care homes 

 Flu 

 System wide communications over winter 

 Surge planning 

 Managing Risk 

 Escalation process - including triggers and actions (individual and system) 

 Daily Roles & Responsibilities Over Peak Holiday Period 

 Key contacts over the winter period 

 

2.   System Governance 

Overarching system governance will be provided through the Urgent and Emergency 
Care Transformation and Delivery Board (UECTDB).  The board is chaired by the 
Chief Executive of Sheffield Teaching Hospitals and has senior representation from 
health and social care partners from across the Sheffield system. 

The board will be supported by two sub-groups providing additional operational focus 
and scrutiny. The Why Not Home, Why Not Today (WNHWNT) board will continue to 
focus on ensuring timely discharge of patients in the same way as last winter and the 
recently formed Operational Resilience Group (ORG) providing additional scrutiny 
and support to front end performance (see lessons learned below). 

With regard to supporting day to day operations, the Sheffield FLOW group 
(attended by operational leads from health and social care partners) will continue to 
meet on a weekly basis ensuring that any emerging issues are resolved. In addition, 
the FLOW Overflow Group (FOG) has undertaken an operational review of the last 
eight months with the findings informing winter planning.  Further support will be 
provided by ECIST and this will focus on reducing length of stay and optimising ward 
processes.  

In addition the System Wide Transport Group (attended by operational leads from 
health and transport providers along with facilitation by the CCG) will meet as 
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required over the winter period to ensure any issues surrounding patient transport 
are addressed in a timely manner.  Both groups will escalate any issue as 
appropriate to ORG, WNHWNT and UECTDB  

With regard to UK EXIT system partners and EPRR leads will escalate any emerging 
issues to ORG, WNHWNT and UECTDB as appropriate (see appendices for 
individual provider plans). 

3.1 Lessons Learned from Winter 2018/19, Actions & Progress 

What Worked Well Actions and Progress 

Action cards with system wide 
responses agreed in advance 
of escalation enabled a timely 
and more co-ordinated 
response at times of pressure. 

Cards have been reviewed by all system partners 
to ensure they reflect all key actions (both internal 
and supporting partners). (See section 3.5) 

All urgent care providers 
sharing detailed forecasting 
demand and available 
capacity over the Christmas 
period enabled a shared 
understanding of key pressure 
points across the system. 

Detailed demand and capacity forecasts have been 
developed for an extended period to cover 
December and January. (See section 3.5) 

Forecasting will be reviewed and updated on a 
regular basis as winter approaches, this will also 
include wider system pressure and capacity 
planning, which will support with identifying pinch 
points and where uplifts in capacity and additional 
mitigating actions may be required. 

Single contact sheet for 
named leads across all system 
partners (both in and out of 
hours) over the holiday period 
supported more timely access 
to partners at times of 
pressure (particularly during 
the holiday period when 
colleagues were covering for 
A/L). 

This winter the system contact sheet will cover an 
extended period (mid-December to mid-January). 
(See section 4.4) 
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What Could Have Worked 
Better 

Actions and Progress 

Better system integration – 
particularly routine usage of 
community pathways and 
alternatives to ED. 

A gap analysis of the local directory of services has 
been undertaken which has identified a number of 
areas for development.  Following this the 
Emergency Care Practitioner service has now been 
included.  In addition, significant developments 
have taken place with regard to Social Care (Home 
First), Mental Health and Learning Disabilities 
services and these will be reflected in the local 
DOS in time for winter.    

Direct booking:  

 Profiles of urgent primary care out of hours 
services have been ranked enabling 
maximum usage of hub capacity.   

 The 111 service can now book into the Walk 
in Centre (254 bookings in June) with the 
potential to expand further. 

A standard operating procedure has been agreed 
enabling YAS crews to directly refer to community 
pathways (routinely and consistently) via SPA 
(health) in order to avoid conveyance and support 
patients to remain in their own homes. 

Emergency Care Practitioners: 

 A new contract agreed with 25% of capacity 
now formally supporting care homes to avoid 
admissions and support core YAS crews to 
link in with SPA and community pathways 
and alternatives to ED. 

 Direct links have been established between 
ECPs and Home First service (ECPs can 
now refer patients for social support). 

 ECPs are now able to refer into Care Home 
medication optimisation team in order to 

Page 48



 

6 

 

support patients to remain the community. 

Minor injuries Unit: 

 The most recent urgent care review 
highlighted a number of communities who 
were not aware of the Minor Injuries Unit. As 
part of our new Urgent Care improvement 
programme, and in particular improving 
knowledge and information, we will be 
undertaking targeted outreach engagement 
to help improve access to information about 
what services are available. This will be in 
two parts – as part of our winter 
communications plan but also looking to see 
what else we can do over a longer time 
period to ensure that the public feel confident 
in knowing what services including MIU are 
available.  

Out Of Hours Pharmacy: 

 The Wicker Pharmacy is an established, 
well-known late night & extended hour’s 
pharmacy that dispenses both NHS and 
private prescriptions. At least one pharmacist 
is always on duty during opening hours to 
supervise the dispensing of prescriptions 
and to offer help and advice when required.  
The pharmacy carries a wide range of 
medicines in stock.  

Community nursing teams have been trained to 
verify deaths (expected) leading to significant 
reduction of workload of ECPs and GPs (both in 
and out of hours) enabling release of capacity to 
provide urgent care and support admission 
avoidance. 

Pre-agreed protocols for 
requesting/accepting diverts of 
patients (specialty level and 
ED) and repatriation of 
patients from/to neighbouring 
acutes would have enabled 

The potential to develop protocols across SYB 
agreeing the operational pre-requisites for divert 
and a repatriation request is being explored.    
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more transparent and 
consistent working across 
SYB at times of high demand 
and pressure. 

Clearer system understanding 
of key cohorts of patients 
where greater system 
integration could reduce 
conveyance to hospital. 

Audits have been undertaken by YAS and the 
STH’s Front Door Response Team which provide 
clear evidence to inform focus of current and future 
programmes of work supporting system 
redesign/transformation and resilience. 

During winter STH was 
required to decant six inpatient 
wards due to a fire prohibition 
notice being issued.  This 
provided a significant 
operational challenge with a 
number of services operating 
out of a reconfigured bed base 
in a period of the year which 
already presents increased 
operational challenges.  This 
required the development of a 
revised winter plan to decant 
all six wards, (housing 168 
inpatient beds).  As a result all 
baseward beds were re-
provided alongside an 
additional 28 offsite 
community beds for patient 
awaiting other non-acute 
services and in turn to support 
better acute flow.     

In response to the reduced bed capacity with the 
Trust new patient flow models were put in place 
enabling patients to be supported in a community 
rather than acute setting. 

Inter Facility Transfers (IFTs) Historically IFTs have been a significant issue in 
Sheffield due to local operation of hot and cold 
sites.  

In order to mitigate issues with IFTs the Sheffield 
system is undertaking an analysis of historical 
demand. In addition, this year, forecasting is linking 
into the YAS hour by hour demand tool to map key 
points of significance and highlight the need for 
additional transport within pressured days rather 

Page 50



 

8 

 

than in the past simply identifying 24 hour periods 
of increased demand.  

Enabling patient transport 
services access to bus lanes 
enabled more efficient use of 
transport particularly over the 
peak period. 

The approach has been reviewed (no significant 
issues highlighted) and will be in place over the 
coming winter period. 

 

3.2 Ongoing Improvements to Systems Resilience 

Additional programmes are in place across the Sheffield system delivering service 
improvement and transformation.  A number of key programmes are focussing on 
ensuring additional support in the community and pre-hospital pathways in order to 
reduce avoidable admissions, improve A&E performance (ambulance handover and 
4 hour target) and patient flow and also ensure timely discharge.   

It is anticipated that these work streams will complement the additional actions 
highlighted above to support individual partner and system resilience over the winter 
period. 

As a system we recognise the importance of supporting our Accident and 
Emergency department with efficient and effective unscheduled care being 
developed in a local area by working across primary and secondary care to respond 
to the needs of patients and carers. Supporting systems include the utilisation of six 
Primary Care Extended Access Hubs; direct booking in to the Walk in Centre and 
our A&E GP Streaming which supports the wider CCG strategy around Urgent Care 
in Primary Care with aim to ensure that wherever possible, practical and appropriate 
patients requiring urgent primary care receive this in a non-acute setting.  

With every patient being able to access timely high-quality unscheduled care 
services that are safe, effective and caring, that promote good health and wellbeing 
and that reduce the impact of illness on the patient and carers.  

A summary of the key programmes of work are as follows: 

3.2.1 Delivery of the national standards for ambulance handover and four hour 
system performance 

Given the current challenges around consistent and sustainable delivery of the 
national standards for ambulance handover and four hour system performance, the 
system has focussed on system integration (particularly with regard to adult patients) 
and the local opportunities to increase usage of alternatives to acute care. 

An over view of the system plan can be found in the following document: 
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4 Hour System 
Improvement Plan 12

 

The main achievement to date has been the development of a Standard Operating 
Procedure agreed enabling ambulance crews to refer directly to community 
pathways. See below: 

SSPA SOP Version 
2.docx

 

Further work to improve ambulance handovers, ensure the DOS is accurate and 
complete for key conditions, ensure effective and routine use of community 
pathways and where appropriate direct conveyance of patients to acute specialities 
is ongoing.  This supports the ED and flow based work streams as part of the 
overarching system plan to improve four hour performance. 

The Urgent Care workstreams for 2019/20 will review direct conveyance 
opportunities, ensuring appropriate pathways are in place and that these are 
streamlined and routinely used. 

There are four key areas are: 

 End of Life  

 ENT 

 Mental Health 

 Urology 

This work will positively impact on ambulance handover by reducing volumes and 
improving process.  

The SPA/YAS SOP will be live for winter; paramedics will have the ability to refer 
directly into SPA for community health and social care pathways.  

See Front Door Plan and System Overview plans below: 

Front Door Plan 
(UECTDB) 21.08.19.p 

UECTDB_System 
Improvement Plan Ov 
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3.2.2 Extended access to primary care (including direct booking from 111) 

The Sheffield system has established fifteen Primary Care Networks supporting 
greater collaboration across practices.  With regard to providing directly bookable 
appointments into urgent primary care providers out of hours significant numbers of 
appointments are currently offered across the city by four community hubs and the 
GP out of hours service (along with two additional hubs delivering extended access).  
These appointments for urgent primary care are directly accessible by the 111 
service with the option to increase capacity at times of high patient demand and 
system pressure.  

In addition, the walk in centre is also now able to accept referrals from the 111 
service (both in and out of hours) and also has the potential to increase capacity 
over winter to support periods of system pressure. 

Finally, in line with the new GP contract all practices across the city are beginning 
the process of enabling direct access booking from the 111 service during core 
hours.  In terms of timescales whilst the national deadline for completion is the end 
of the financial year the local system is aiming to start the process of implementation 
from the middle of August. In order to support system resilience it has been agreed 
that practices surrounding the Northern General Hospital will be prioritised (data 
shows that this area of city is a disproportionately high user of ED services and also 
an area of high deprivation).  

3.2.3 Support to care homes 

With regard to care homes there is a comprehensive programme of work in place 
implementing a range of initiatives with key areas of focus supporting the care home 
workforce and avoiding hospital admissions. 

 Examples of key areas of development: 

 NHS mail for care homes is currently being rolled out across the city 
(currently 75% of homes now live).  This will provide secure 
communication to support safe and proactive discharge from acute 
care. 

 Project ECHO (supporting end of life care) is in place across the city’s 
nursing homes and from September will also extend into residential 
and domiciliary care. 

 The care homes capacity tracker continues to be utilised and work is 
taking place to raise its profile to support acute sector discharges. 

 A clinical educator post will be in place over the coming winter 
supporting care home staff to recognise deterioration in patients earlier 
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in order that additional clinical input can be provided in a more timely 
manner (as so avoid potential admission to hospital). 

Details of the above schemes and the wider work being undertaken can be seen in 
the care homes programme plan below:  

care homes 
transformation updat

 

3.2.4 Implementation of Same Day Emergency Care (including frailty 
pathways) 

With regard to supporting resilience in adult care STH is working towards a more 
robust medical workforce model across the summer ahead of a move to Single 
Assessment and SDEC implementation ahead of winter. STH are developing the 
ambulatory care model and pathways which include Same Day Emergency Care   
(SDEC). The STH SDEC pilot ran for one month between June - July 2019 and early 
findings show that clinicians within the trust were able to discharge 82% more 
patients home on the same day.  The final report once completed will be shared with 
key stakeholders along with supporting implementation plans.  

(See STH winter and Action 95 Plan for more details). 

3.2.5 Long length of stay reduction, discharge planning and roll-out of SAFER 
bundles 

With regard to supporting timely discharge of patients the following key 
developments have been implemented in adult care: 

 Board rounds have been established on the 16 wards experiencing the 
highest levels of delayed transfers of care along with standardised 
approaches within geriatric stroke medicine and the remaining 10 elements of 
SAFER flow to support earlier in the day discharge. 

 Following a joint procurement a new model (Somewhere Else to Assess) 
supporting discharge in the community has been put in place. 

 Given the risks associated with staffing surge beds, the Trust is reviewing 
options to maintain the 28 Offsite Community Beds as in winter 2018/19. 
Discussions are ongoing with the system regarding funding. 

 The recently implemented seasonal commissioning model for intermediate 
care beds is designed to provide additional capacity to cater for increased 
demand over winter. In the event of high-levels of intermediate care bed 
occupancy and corresponding high-volumes of delayed transfers of care,  
support will be sought for the allocation of funding to support the purchase of 
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additional intermediate care bed capacity to facilitate increased discharge 
volumes and reduce the number of medically fit patients in acute beds. 

 21 LoS reviews are being led by the lead nurse for clinical operations. The 
trends themes and lessons learnt will be reported monthly and shared with the 
wider system at the flow working group. 

 The WNHWNT transformation programme continues to impact on care home 
sector capacity and further supporting integration which is leading to 
improving decision making and day to day responsiveness. 

 For additional actions supporting delayed transfers of care see OPEL action 
cards.  

(See STH winter plan for more details). 

3.2.6 Divert and repatriation arrangements between local places across SYB 

 In Sheffield and across SYB at times of system pressure repatriations can be 
a significant issues and impact on patient flow. However recognising these 
issues links local systems.  

           The potential to develop SYB wide protocols for divert (A&E and specialty) 
and also repatriation is currently being explored with the aim of agreeing a 
range of operational pre-requisites and escalation actions before diverts are 
requested or repatriations potentially delayed.  

(Note policies will be included when agreed across SYB.) 

3.2.7 Developments within mental health, learning disabilities and autism 

 There is a ‘core 24’ mental health liaison service (in line with the national 
definition) that is able to gate-keep individuals into a Psychiatric Decision Unit 
(PDU). The PDU is a new service that went live in July 2019, and is able to 
provide care, support and treatment to individuals who require urgent mental 
health care. It is based on the Northern General Hospital site. 

 The Integrated IAPT service has now been fully implemented, and based on 
our forecast we should see a reduction in 551 non-elective admissions and 
1,413 ED attendances during 2019/20. This service involves the delivery of 
psychological therapy interventions alongside physical health care, across 10 
individual pathways of care.  

 The CCG’s Mental Health Integrated Commissioning team are in the process 
of designing and implementing a revised and extended crisis resolution and 
home treatment offer (in line with the NHS Long Term Plan) for both adults 
(including older adults) and children and young people. Both developments 
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will be complete during 2019/20, and new services will therefore be in place, 
as a minimum, during the winter period (although ideally before). 

 There will be an extended offer for those women in need of perinatal mental 
health care and support. This will be in place before the winter period and will 
therefore positively impact on the number of new mothers who require crisis 
and emergency health care. 

 The CCG’s Mental Health Integrated Commissioning team are at the very 
early stages of implementing a new model of community mental health care, 
which will in the first instance (i.e. during 2019/20) be aligned to 4 primary 
care networks. Although not yet validated, the working hypothesis is that 
through the provision of open access early intervention services, this will 
reduce those who need crisis and emergency care. The first phase will be in 
place in December 2019 and January 2020.  

3.2.8 High Intensity User Programmes and Social Prescribing  

Sheffield Teaching Hospitals continue with the existing work taking place with High 
intensity User Groups in A&E; this is led by A&E’s Clinical Director, supporting the 
long term strategies. 

Single Point of Access are able to manage and coordinate crisis response and GP’s 
in Sheffield now have the ability to log in to a secure portal which recognise patients 
who are frequent attenders to A&E, in order for them to undertake targeted work. 

Those individuals, who are identified as frequent attendees to ED, can be referred to 
community nursing by clinicians within the acute trust for a review and consideration 
of an 'OK to Stay plan' for long term care management plan. 

The support the Sheffield Social Prescribing provides can help prevent and delay 
people needing to access health and social care services. Sheffield’s main approach 
to Social Prescribing is resolving social issues and connecting people to ‘things that 
matter to them’ locally which will reduce the risk and/or decline of poor health and 
wellbeing.  This will enable people to be more protected and resilient and able to 
access timely help to manage long term conditions.  

Additional work commenced with SYB key stakeholders, CCG's and acute trust. 

3.3 Flu & Infection Control 

Intelligence shared from the southern hemisphere suggests that the prevalence and 
impact of flu this year may be higher than in previous years and flu plans have been 
requested from all partners system wide.   

Given these concerns there will be greater oversight and scrutiny of the 
implementation of local plans with flu being added as a standing agenda item for 
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ORG meetings.  In addition, a representative from the citywide Vaccination and 
Immunisation group will attend ORG meetings over the winter period.   

Point of care testing (PoCT) remains a key tool for the early identification of patients 
with influenza. This early identification supports clinical decision making regarding 
discharge and where admission is required, supports early application of infection 
control principles to help minimise spread of the infection. The PoCT kit has 
previously been sourced on an adhoc funding basis annually through winter funding; 
following support from STH’s business planning team a tender exercise is currently 
underway to support a more sustainable approach to delivering the service. 

With regard to vaccinating housebound patients this will led and delivered by 
practices and neighbourhoods.  In addition a citywide communications group is being 
led by STH to support uptake by patients and the public across the city. 

In order to ensure the maximum numbers of staff are vaccinated across the local 
health and social care system a task and finish group will be put in place to share 
learning and best practice. 

To support GP practices in their delivery of flu we have arranged sessions for 
reception staff/ back room staff to attend immunisation updates in which there will be 
attendance from Public Health England.  

Sheffield CCG have provided practices with access to e- learning updates or a face 
to face update at the University for Registered Health Care Professionals. 

In regards to Health Care Assistants Sheffield CCG have organised a number of 
update sessions in which they can attend, HCA’s must attend a basic 2 day training 
course prior to administering the vaccine. 

With regard to system assurance the ORG will receive information on the number of 
housebound patients in practice and so ensure plans are in place to ensure timely 
vaccination.  Escalation if required will be to the UECTDB. 

We recognise as a system that diarrhoea and vomiting has been an issue over the 
summer.  In order to address this issue the CCG’s Infection Prevention and Control 
team and the acute trust are meeting to ensure plans are in place with system wide 
assurance provided to ORG. 

Finally, assurances regarding implementation from individual partners will be 
provided to the ORG ensuring a system wide understanding of any issues and 
agreement of mitigating actions (if required) with updates and escalation to the 
UECTDB as appropriate. 

See individual partner’s plans below (note in many cases flu plans are included 
within winter plans): 
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Yorkshire Ambulance Service: 

Copy of Flu 
Campaign Project Plan 

SCH: 

SCH Flu Plan 
(2019-20).docx  

SHSC: 

Winter Flu Plan 
201920.docx  

Yorkshire and Humber Screening Programme: 

Flu Update 
September 2019 Fina  

 

3.4 System Communications over the winter period 

NHS Sheffield CCG will be developing a local winter communications plan on behalf 
of the Sheffield system.  The plan will be based on the national NHS and Public 
Health England ‘Help Us Help You’ campaign – Help Us Help You is a unifying 
overarching campaign that includes Stay Well this Winter, NHS 111 and GP 
extended hours. 

The campaign aims to ensure that people who are most at-risk of preventable 
emergency admission to hospital are aware of and, where possible, are motivated to 
take, actions that may avoid admission this winter. Local communications will be in 
line with these messages. 

Communication leads will work together closely over the winter period to ensure that 
messages are consistent system wide with co-ordination of delivery as required.  In 
addition, there will be representation by the members of the CCG’s communication 
team at the ORG throughout the winter period ensuring the timely sharing of 
messages and escalation of concerns if required. 
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For information see the system communication plan: 

Winter 2019-20 
comms plan.docx

 

SHSC: 

Winter 
Communications Plan  

(Note additional plans from providers to be included following internal signoff 
although in some cases will be part of wider winter plans.) 

3.5 Surges in demand/capacity planning 

Recognising how useful this shared understanding of key periods of pressure was 
last year (particularly for out of hours providers of urgent primary care who rely on 
the same workforce) the Sheffield system has expanded the period covered to 
include all of December and January rather than just over the core holiday period.  

The embedded document below identifies the expected pressure points and 
potential surges during the period, either due to high levels of anticipated activity 
and/or due to challenging levels of staffing.  It is anticipated that this shared 
understanding will be used to inform through discussion whether specific actions 
within the System Action Cards (see below) need to be enacted in advance of 
pressures in order to mitigate them. 

See capacity plan below (note still being developed by a number of partners and a 
fully completed version will be included in the final draft). 

Capacity & Demand 
Modelling Winter 2019 

(Note key peak days will be highlighted and referenced in this section once all 
partners have submitted their forecasts.) 

3.6 Managing Risk 

As outlined above there are a number of programmes in place delivering service 
improvement and transformation which will help to ensure robustness of local 
services and pathway during periods of pressure.  However, increased demand for 
care during the winter period is likely to put local services under significant additional 
pressure and a number of risks to the Sheffield system have been identified.   
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Overview, governance and agreement of additional mitigating actions will be 
provided by the ORG and WNHWNT with escalation to the UECTDB as required. 

Key risks to the Sheffield system focus on: 

 System performance (particularly delivery of the 4 hour target, timely 
ambulance handover and ensuring flow and timely discharge). 

 Successful continued implementation of local service developments 
(particularly those supporting greater integration of care provision and 
pathways). 

 Ensuring robust plans are in place with regard to mitigating the potential 
impact of significant disruption by high prevalence of flu (both staff and 
vulnerable patient groups). 

See embedded document for full details of the risks identified along with their 
mitigating actions. 

Risk Log: 

Risk Register 
12.09.2019.xls

 

4. Surge Management 

4.1 Escalation Process 

Each system partner’s individual OPEL level is set by an agreed set of triggers.  
These have been reviewed and this year have been amended to include Sheffield’s 
local Clinical Advice Service (CAS) – STH’s SPA (in hours) and the GP Collaborative 
(out of hours). 

See system triggers document below: (note additional triggers for GP OOHs and 
SPA currently being signed off internally and will be included in the final draft.) 

System Triggers 
23.08.doc

 

Taking the learning from last winter the System Action Cards have been reviewed by 
all system partners to ensure they reflect all key actions (both internal and supporting 
partners) and have also been amended to include Sheffield’s local Clinical Advice 
Service (CAS) – STH’s SPA (in hours) and the GP Collaborative (out of hours). 
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See system action cards below: 

System Action Cards 
V3- OPEL 28.08.2019 

The overall Sheffield OPEL level is determined on an overview of all of the 
organisations’ positions.  Normally this is based on a review of key indicators from 
the previous day and conversations as and when needed between CCG leads and 
senior operational managers. 

In order to support this process a set of daily key performance indicators are shared 
by email across the local system which provide an overview of system performance 
and pressures over the previous 24 hours. 

See example of Sheffield daily KPI email below: 

Urgent Care 
System-wide Escalatio 

During the peak Christmas period (16th of December – 6th of January) the following 
processes will be followed: 

Week Days: 

 STH lead will ring the CCG lead each day following the 8am bed meeting.  
The purpose of the call is for STH to share the current operational position 
and expected OPEL level for the rest of the day and agree whether to trigger 
the 10am Sheffield System Local Conference call.  The call will only be 
triggered if the system is deemed to be at Level 2 or above. 

 All other partners should contact the CCG lead by 9.15 if they feel that their 
OPEL level is likely to increase the overall system level. 

 If the call is required, an email will be circulated by 9.15 to the ORG 
representatives confirming that the call is required, the anticipated system 
level and the seniority of attendance required on the call (see OPEL action 
cards for more details regarding attendees required). 

 The purpose of the 10am call is to confirm the system level OPEL and to 
agree which actions on the System Action Cards (embedded in section below) 
will be enacted to support the system and reduce the OPEL level.  The CCG 
will host the call (see section 4.3 Daily Roles & Responsibilities over Peak 
Holiday Period below for contact details). 
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Weekends/Bank Holidays (if necessary): 

 The 10am call will take place on weekends/bank holidays if required by STH.  
If one of the partners feel that their OPEL level is likely to increase the overall 
system level they should contact the STH first on call director. 

 If the call is required a message (text or phone) will be circulated by 9.15 to 
the in hours on call contact for each organisation confirming the call is 
required and the anticipated system level and also Brian Hughes Deputy 
Accountable Officer for the CCG (see section 4.4 for the named leads for the 
period). 

 The purpose of the 10am call is to confirm the system level OPEL and to 
agree which actions on the System Action Cards will be enacted for the 
relevant level (see Daily Roles and Responsibilities Over Peak Holiday 
Period). 

Live Test: 

In order to ensure that the system is prepared for the core Christmas period a live 
test will be undertaken on the 16th of December and this will take place regardless of 
the system OPEL level. 

 If the system is at level 1 scenarios will be described on the call and 
representatives will be required to confirm that they could enact the relevant 
actions on the System Action Cards. 

 If the system is at level 2 or above the System Action Cards will be enacted 
as necessary and the live test will be replaced will be for real. 

4.2 NHS England Exception Reporting 

NHE England requires all CCGs to complete a standard escalation template and for 
this to be submitted to the Yorkshire and Humber mailbox 
(england.yhwinter@nhs.net) by no later than 12.00 (both weekdays and weekends). 

During week days the local acute trusts are required to submit their reports (when 
required) to the CCG by no later than 11.30 in order that combined system response 
can be submitted (CCG to lead on behalf of Sheffield System). 

During weekends and bank holidays STH will lead this process and submit exception 
reports directly to the NHSE North: england.northwinter@nhs.net on behalf of the 
Sheffield system (also copying the NHSE local team england.yhwinter@nhs.net and 
the CCG). 
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Pro-active management of pressures by using Tableau, enabling users to interact 
with performance charts, reports, and dashboards in real-time. The advanced 
analytical techniques will also support local trusts to undertake prediction modelling, 
predict surges in demand and plan for better bed and staff capacity. 

Details of the local escalation triggers are contained in the document below:  

NHSE Exception 
Reporting agreed Sys

 

4.3. Daily Roles & Responsibilities Over Peak Holiday Period 

During the key holiday period (16th of December – 13th of January) in order to 
support citywide working and resilience a number of regular communications and 
meetings will take place both within the Sheffield place and with NHSE.   

Details of all key meetings/communications (routine and during periods of system 
pressure/escalation are set out on a day by day basis in the document below (note 
this document contains a summary of the local elements (both week days and 
weekends) and may be subject to change to reflect additional requests from NHSE). 

See document below for details (note this will be continually updated over the period 
to reflect NHSE calls etc.) 

DRAFT Daily Roles & 
Responsibilities Over 

 

4.4 Key Contacts 

As in previous years in order to ensure a shared understanding across the Sheffield 
system of partner leads (both in and out of hours) a key contact sheet for the period 
16th of December until the 10th of January. 

Details of the system leads can be found in the document below (note rotas and A/L 
have yet to be finalised and so last year’s document has been included to give an 
indication of the level of detail): 

System Contacts 
Christmas and New Ye
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Appendices: (embedded documents) 

Supporting documents from system partners. 

1. Winter plans   

(Note a number of local plans are in the process of internal signoff and will be 
included as soon as available.)  

2. UK Exit plans. 

Individual partners across the Sheffield system have developed EU Exit plans; in 
addition system partners have been asked if they have identified any further system 
wide risks.  

No further risks have been identified, however if any are identified these will be 
escalated to the UECTDB for discussion and agreement of mitigating actions as 
appropriate.  

(Note a number of local plans are in the process of internal signoff and will be 
included as soon as available.)  

SCH EU Exit Actions 

 

SCH EU Exit Actions 
07.08.19 .xlsx  
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Arthur 

Support at home before hospital stay 

• I Live with my wife 

• Had no support in place before hospital 

•  Had carers helping at home after another recent hospital stay 

Health 

• I’ve had 2 hospital stays in the last couple of months 

• I was diagnosed with bladder cancer 

 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

Nothing. 

What has been good/best about the care and support you have had? 

Getting to know lovely people here and the hospital. We are very fortunate. 

Have all the different people involved in your care worked well as a team? 

Yes, but need better communication. 
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1. Reason for 

hospital stay 

It was my water works, 

I didn’t do anything 

because I didn’t think 

it was serious, then 

started passing blood. 

My wife rang 111 and 

was advised to go to A 

& E. 

 

2. The doctor at A 

& E thought it 

was an infection 

so gave me 

antibiotics and 

sent me home.   

• 6. I had to go to A & E and then to the Hallamshire.  We live far out 

from the hospital and had to go through the whole thing with my 

[wife] coming out the hospital to go home at 3am in the morning, I 

found that distressing. 

•  The only criticism I can make is that they said I had to go back to A 

& E. I found that a bit funny, that I couldn’t go straight back to the 

Hallamshire. It has knocked the legs off me and my wife. We were so 

independent. I worry about her. 

• I was sent too early to be transferred to the Hallamshire. I had to 

wait a long time; it was about 5 hours to transfer from A & E to the 

Hallamshire.  

 

 

 

Experience in hospital 

• On arrival I don’t think they explained what 

would happen next, but I might have not heard.  

• They looked after me well, I can’t complain about 

the care they gave me; from care workers to 

doctors they were all supportive.  
 
They talk to you and keep you relaxed when 

they’re washing you and when taking you to the 

toilet. They don’t stop in [the toilet] with you, 

they stand and wait outside and ask if you are 

alright; that shows respect and keeps your 

dignity.  
 

• At first you don’t know what is going off and 

what you can and can’t do. I wasn’t aware I could 

use the pads that I normally use until I saw 

another patient getting them out the draw. It 

would have been good to know.  

 
Communication in hospital about stay in R2 bed 

When told about R2 bed stay 
 
A few days before. 

Towards the end of my stay I was told I was coming here [nursing home]. My main concern was my 

wife and I asked if she could have help, so she has a carer in the morning and evening. She was in 

hospital at the same time as me at one point, because she had [condition], but she was in the Northern 

General. We couldn’t even speak to each other. 

 

Thoughts on reason for the stay 
 
Waiting for care to be set up at home and a slot for radiotherapy. I know it’s an interim thing. 

 

Information given in hospital about what would happen next 

When asked directly, Arthur said: 

• The reason for going to a nursing home had been explained. 

• He was given the right information at the right time 

• He had enough information:  

It was all explained; I had enough information; I don’t question a great deal. 

• He didn’t want any additional information about anything else  

• He thought the information given was easy to understand, however went on to say:  

 Too many technical words but it was the general thing of having too much of everything all at once. I 

couldn’t absorb it all; it can be too much at once. Written information would be good. I got to a stage 

where it was too much, and I wanted people to leave me alone.  It can be too much; you nod and say 

yes but you’ve not taken it in. It’s partly because you want them to go away and get it done with. 

• He had not seen the R2 information leaflet. 

 

 

3. Then weeks 

later I ended up 

at the 

Hallamshire 

Urology Wards.  

5. But I got an 

infection and had 

to go back in. I’m 

not sure what 

kind of infection 

it was.  

 

NGH RHH HOME 

4. I was in there for 

a week or so then 

got sent home. 

 

NGH RHH 

Feelings about going to a nursing home 

Fine. 

Feelings when told 

Pleased because my wife didn’t have the responsibility of seeing to me. 

Was the stay wanted? 

I think this is the best thing [being at the nursing home].  

 

HOME HOME 
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Thoughts and feelings about going home 

Thoughts on having enough support when back home 

 

Yes, [I will have enough support] I’ll have carers visiting. One in the morning 

and one in the evening. 

 I had them before but for some reason it had to be discontinued. After I had 

been in hospital before, it was going to be for 6 weeks, but I ended up back 

in hospital before that, so I lost my care and have to reapply. 

Knowledge of what would happen next 

No, [ I don’t know what is happening next] not in detail. 

 

Experience at R2 bed nursing home 

Is staying at the home how you expected it to be? 
 
Yes. It was what I expected. 

Thought and feelings about being at the home 
 
Fine, I was pleased with my room – its en-suite, but I don’t see anybody much in-between time. I have trouble talking to 

people because of I’m hard of hearing, some accents can be difficult. 

Quite content at the moment. I was worrying about medication. Lack of communication with things like medication, and 

they’ve not passed things on. I rely on professional staff completely, so you trust them.  

At the Hallamshire, I got pain relief when I wanted but here you have to wait ages for it. In hospital, they come round 

with meds and say ‘are you in pain?’  They would give me [pain relief medication] and that would help me til the evening.  

Nursing home Vs care in own home  
 
I would prefer to be at home, but I don’t want to put the onus on my wife. 

Views on having enough of the right care to help recovery 

Yes [I have enough of the right care], but I’ve only been in here for a day. 

 

 

NURSING HOME HOME  
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Beth 

Support at home before hospital stay 

• I live alone, I’m very independent, rely on my neighbour and nephew 

• I get help with shopping and cleaning my house.  

• My nephew comes every night and my neighbour pops in every day. I’ve got a stair lift and bath with a chair, and a 

commode, and bed downstairs and a big fridge full of food.  

Health 

• I’ve got a stoma bag; I empty it myself. 

• No, not really [had enough support to manage my health], I didn’t want it, I’m independent.  

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

If I could just go home, I want familiar surroundings.  

What has been good/best about the care and support you have had? 

It was better in hospital; very nice and kind. They knew just what I wanted. 

Have all the different people involved in your care worked well as a team? 

I don’t know. 
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Communication in hospital about stay in R2 bed 

When told about R2 bed stay 

They told me the night before I came, I asked them to call my nephew.  

No, I didn’t mind [being told then].  

Thoughts on reason for the stay 

• There wasn’t enough information; I was just told you’re going into this care home, 

to build me up.  

• I’m here because they are trying to get a carer for me, I’ve had a letter. I’d be a lot 

better off at home. I miss it.  

Information given in hospital about what would happen next 

When asked directly, Beth said: 

• The reason for going to a nursing home had been explained 

• She was not given the right information at the right time 

• She did not feel she had enough information  

• There was something else she would have liked to know: 

What it was gonna be like [at the nursing home]. If I’d known what it was gonna be like 

I’d have asked to be straight home. I’d rather have stayed in hospital, but they need 

the beds.  

• The information given was not easy to understand: 

No [ it was not easy to understand], I feel neglected and taken for granted.  

• She had not seen the R2 information leaflet  

 

 

Experience in hospital 

• Not so bad, I didn’t eat a lot, but they got used to me and didn’t 

put as much on the plate as they do [at this nursing home]. They 

were very good, they were lovely. You couldn’t wish for anything 

better, everyone called me [by my first name]; it was home from 

home, they said I was a model patient.  

• On the ward I got an infection, I don’t know what kind, they 

wouldn’t tell me, and they took a lot of bloods. They put me in 

my own room, it were a bit lonely. I got a bit bored, there was no 

one to talk to but I liked the en-suite.  

• I was in for about 4 weeks. I was in the little room for about two 

weeks, then I came here. 

Moving wards 

Yes [I stayed on the same ward]. 

Experience at R2 bed nursing home 

Thoughts and feelings about being at the home 

Not thrilled, having to wait for the bell and there 

is no choice, they just bring you food. They have 

said I can go down to the lounge after two days.  

Nursing home Vs care in own home 

Yes, I’d prefer to be at home with them coming 

in. 

Views on having enough of the right care to 

help recovery 

Yes, I’m a lot better. In hospital I couldn’t get up 

and walk around so I lost the strength in my legs. 

I have physio in here; it’s helped me a lot. I 

couldn’t stand up when I first came, I can go to 

the bathroom on my own now. 

 

 

Reason for hospital stay 

I had a swollen, painful tumour 

in my intestine. It was a 

blockage, so I had an 

operation; keyhole surgery. 

I stayed in hospital a long time 

ago, about 7 or 8 years ago for 

the same thing.  

 

Thoughts and feelings about going 

home 

I’ve got all that convenience. 

Thoughts on having enough support 

when back home 

I’ve got a chair that tilts and a 41-

inch TV [at home].  

 

Transfer from hospital to R2 

nursing home 

I came here in an ambulance, it 
went alright.  

 

Feelings about going to nursing 

home 

Feelings when told 

Not very good; I thought it’s gonna 

be nice, but I’ve changed my mind.  

Was the stay wanted?  

I would rather have been at home. 

I enjoyed being in hospital, but I’m 

not thrilled at being here. I rang the 

bell, but nobody comes for ages. 

They just put a big plate of food in 

front of you. 

 

 

Knowledge of what would happen 
next 

No, I don’t know. I feel quite well. 

I’ve always been independent. 

Everyone is nattering at me to have a 

carer. They’ll come for 20 minutes 4 

times a day and then it’ll go down to 

once. 
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Clare 

Support at home before hospital stay 

• I live with my sister, and daughter who has [condition]. 

• I just prefer to be independent. My sister is very good, we all look after each other.   

Health 

• I’ve got a heart valve and epilepsy, but only ever had two fits, and blood pressure. 

• I’ve been in hospital two or three times in the last 18 months to two years. 

•  I have a tummy problem. My catheter goes through my stomach. Other hospital stays in the past have been because of my catheter. 

 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

I don’t know.  

What has been good/best about the care and support you have had? 

Some are better than others in hospital. 
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Experience in hospital 

• [It was] alright just as you 

expect; good meals. I was so 

determined, I thought I’m 

gonna throw a brick out the 

window, I was desperate to 

get out. I got someone to 

keep an eye on me.  

• I had a letter saying I’m gonna 

have a camera down to look 

at stones quite soon. The 

doctor in hospital didn’t know 

I was gonna have the 

procedure and asked me to 

bring the letter in; I think he 

didn’t trust me.  

Moving wards 

I was on two different wards. The 

last one was Osborn. 

 

 

 

Reason for hospital stay 

I had pneumonia. I’d been off 
colour for a little while; I knew I 
wasn’t myself. I didn’t go to  the 
doctors because I have problems 
with my legs so I can’t. I just 
thought I would get better. I was 
poorly at home for two weeks.  

My sister rang an ambulance and I 

went to the Northern General.  

Thoughts on whether the hospital 

stay could have been avoided 

 

Doctors wouldn’t have helped 

they are always so busy, so you 

think I’m not gonna bother. I’ve 

had phone appointments before.  

 

 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay 

It was mentioned a few days before and then the day before they said it will definitely be tomorrow. 

 

Thoughts on reason for the stay 

I came here because I was off colour, I can’t remember it all. 

 
Information given in hospital about what would happen next 

When asked directly, Clare said: 

• The reason for going to a nursing home had not been fully explained: 

I was not really told no. I’m not sure why I can’t go home, I assumed I’m not well enough. 

• There was something she would have liked to have been done differently: 

Yes, I was told I was coming here because I was getting better. They didn’t say why I couldn’t go home, and I 

was coming here instead but I’m not bothered. The nurse said they couldn’t understand it.  

• She was given the right information at the right time 

• She had enough information 

• There was nothing else she would have liked to know 

• Information given was easy to understand 

• Had not seen the R2 information leaflet: 

No written info was given to you about what would happen. 

 

Feelings about going to a nursing 

home 
 

Yes. I was alright about it [going to 

the nursing home]. 

Feelings when told 

Alright. 

Was the stay wanted? 

Well I have to be [alright about 

being at the nursing home], I’m 

going to get better.  

 

Transfer from hospital to R2 bed nursing home 

Ambulance transport was ok when I came here. I 

was waiting a long time, from early til late but I 

didn’t mind. They were busy with emergencies and I 

just think that could have been me.   

Happy with discharge? 

Yes, I was told I was going tomorrow. 

 

 

 

Knowledge of what would happen next 
 
• I’m going home tomorrow. I’ve been 

here just under 2 weeks. 

• Carers might be coming [when I go 

home]. I’ve no idea how many times. 

 

Experience at R2 bed nursing home 

Is staying at the home how you expected it to be? 

Yes. 

 

Thought and feelings about being at the home 

They are short of carers in [the nursing home], they 

work very hard but there just isn’t the amount. 

Nursing home Vs care in own home  

I would rather be [at the nursing home], I don’t 

want carers. At the moment we don’t have any, but 

it will probably come to that. 

Views on having enough of the right care to help 

recovery 

Yes [ I have enough of the right care]. I couldn’t 

wash myself properly when I was poorly, but now, I 

can wash myself again. You try and help yourself 

don’t you. 

 

Thoughts and feelings about going home 

Great. 
 
Thoughts on having enough support 
when back home 

Nothing else really [is needed in terms of 
support]. 
I’m sure I will do [have enough support], 
the phone is handy.  
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Daniel 

Support at home before hospital stay 

• I’m a carer for my wife who has dementia. She had carers coming in, getting her up and ready, washed and dressed, and making her breakfast. We made a sandwich at lunch and then carers came at 5pm. I was often 

already cooking by then, but they offered.  

• We pay for the [carers] but get an allowance for that, but only Monday to Friday for my partner. The council send theirs at the weekend. You never know the time they’re coming. They came at 1:30pm for a morning 

visit. That were no good was it? The very first time they were a bit late and the next day was a Sunday, I wanted a lie in. I was in bed and heard them shouting up to me at 7:30 in the morning. I told them not to come 

again but they did. One said they have no travel time, they had to fit five people in half an hour including travel time. 

• My son works but my daughter has finished work. They are both very good. They always phone and say, ‘do you want any shopping?’ They arranged respite in a care home for my wife.  

• District nurses were coming before. You never knew who was coming. 

• I would have liked more support with my wife. One of my children has taken over the finances and the other has taken over with my partner.  

• It would have been nice to have had a day out more than what we did.  

Health 

• I’ve got a hernia, my prostate, and my circulation is bad but that’s no problem. They can’t do anything about that it’s my heart. 

• I’ve got cancer; lymphoma. 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

No [nothing], I’m very lucky. 

What has been good/best about the care and support you have had? 

I couldn’t wish for a better service in hospital or in here.  

Have all the different people involved in your care worked well as a team? 

I’m sure they would be.  
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Experience in hospital 

• I wasn’t with it. It was 50 /50 

whether I made it, but they 

did something right and got 

me as fit as they could do.  

• At hospital they were as 

good as good can be, you 

couldn’t wish for being 

looked after any better.  

• I had 3 visits from St Luke’s 

when I was in hospital, it was 

good; they’d sit and talk.   

Moving wards 

I was in hospital for 2 weeks, 

stayed on one ward for one day 

and then was moved to another. 

I was there for a fortnight.  

 

Reason for hospital stay 

• …I felt a bit tired, so I went to bed early, about 

7pm. It didn’t go very well, my partner was 

shouting up the stairs to me, wondering where I 

was, what I was doing. The next morning, I 

couldn’t get up, her carers rang the GP and 

demanded a home visit. The next thing I knew 

there were paramedics and police stood by the 

bed. They took me to the Northern General.  

• I was treated for pneumonia; lack of oxygen…  

Thoughts on whether the hospital stay could have 

been avoided 

If the doctor had seen me. I’d over done it looking 

after my wife. You have to get through the 

receptionist, what’s that about? You tell the 

receptionist; say the most private information and 

they pick out a doctor from what you’ve said. The 

doctor didn’t even come out then, they said to get 

the paramedics out.  

 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay 

• I didn’t know when it was gonna be then it happened quickly. They said, ‘you’re off, get 

yourself together’.  They told me on the day. It was alright [that it happened quickly].  

• They came one morning and said, ‘with a bit of luck you’ll be out of here today’, and 

then later they said ‘get your stuff’; I had about an hour. 

Thoughts on reason for the stay 

• In hospital they wanted the beds and I was as fit as I ever could be, I was just taking up 

room.  No, it didn’t feel like that [like I was just taking up room].  

• There was some talk of bringing me here to see how I could manage; whether I’ll be 

able to able to stand to cook a meal. 
 
Information given in hospital about what would happen next 

When asked directly, Daniel said: 

• The reason for going to a nursing home had been explained: 

They explained well. In hospital and here, it was good as good could be, you couldn’t wish 

for being better looked after. 

• He was given the right information at the right time 

• He had enough information 

• There was nothing else he would have liked to know 

• Information given was easy to understand 

• He had not seen the R2 information leaflet  

• There was nothing he would have liked to have been done differently 

 

Transfer from hospital to R2 bed nursing home 

Getting here went smoothly, I came in an ambulance.  

Happy with discharge? 

Yes, there was no problem.  

 

Feelings about going to a nursing home 

It was a case of finding somewhere. They tried to get me in 

the same home as my wife but there was no room, so I 

ended up here.  

Feelings when told 

[I felt] alright; one place is as good as another. It was always 

on the books. The family didn’t think it was a good idea for 

me to go home to an empty house with nothing put in place. 

Was the stay wanted? 

I would have come here if I’d had a choice, because if 

anything happened to my wife, I wouldn’t be able to do 

anything. I can’t lift her. We’ve both had falls. We have city 

alarms, both of us. Last time she fell we used them.  

 

 
 

Thoughts and feelings about going home 

I’m ready. 
 
Thoughts on having enough support when back home 

I’m sure I will [have enough support] but we’ve got to get 

carers organised. We’ll use the same company as before. 

We just have to see how I could manage on my own, 

making meals. 

 

Knowledge of what would happen next 

• It depends if they get hold of my daughter. 

• I don’t know. Today they talked about going home but me 

and the children didn’t want [my wife] to be left in a care 

home once I’m home. The family don’t want me at home 

and her to be left there. They have fetched her every day to 

visit.  

• I’ve been here 3 days. I might be going today or tomorrow. 

It’ll be a case of getting carers sorted.On the off chance, my 

son doesn’t work [today] so he could get carers organised.  

.  

 

Experience at R2 bed nursing home 

Is staying at the home how you 

expected it to be? 

Yes. 

Thought and feelings about being at 

the home 

 

Nursing home Vs care in own home 

See ‘Was the stay wanted?’ 

 

Views on having enough of the right 

care to help recovery 

Yes [I have enough of the right care]. 
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Edith 

Support at home before hospital stay 

• Just lost my husband 

• I have got a son and his family 

• I’ve got a care alarm  

Health 

• Fell on first night home from hospital 

• Walks with a frame 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

It’s all been good. 

What has been good/best about the care and support you have had? 

They have all been nice to me. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

P
age 75



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

Experience in hospital 

Yes, it was alright. It 

was lovely people 

chatting to you. 
 
Moving wards 

Yes [I stayed on] the 

same one.  

 

 

Reason for hospital stay 

I’ve Just lost my husband. I had been in hospital and had 

equipment put in in case of accidents. It was night when I 

came out. My son and his family were on to me to stop at 

theirs, but I wanted to stop in my own house.  

I settled in for the night and put the kettle on and thought 

how can I walk with my frame and a hot drink so I had a cold 

drink instead. I couldn’t work out how to carry the drink. I 

pulled the care alarm around my neck and they soon came. 

My son came and an ambulance, and they took me to 

hospital.  

Nothing was broken, my leg was just swollen and bruised. I 

have to use a frame. Everyone says I’ve done marvellous, 

but I’d rather walk on my own.  

I felt alright but I must have gone straight on my leg. I was at 

the Northern General for 6 weeks and learning to walk with 

a frame. 

Thoughts on whether the hospital stay could have been 

avoided 

It was just one of those things, I’d already got the 

equipment, the alarm.  

 

Feelings about going to nursing home 

Because I’d been here before I knew I’d be alright.  

 

Feelings when told 

I’ve been here before. [Name of son] arranged it 

though, not the hospital. I thought I was doing so well 

then all this happens. Kids can’t have time off from 

work, they’ve got kids and mortgages.  

Was the stay wanted? 

I wanted to come here, not carers. I don’t want carers, 

if you have them Monday to Friday, they just make you 

a cup of tea or wash your face, they aren’t there long. 

I’d rather be in sheltered housing. 

 

Transfer from hospital to R2 bed nursing 

home 

[My son] brought me here. He works out 
of town but always rings me in the 
mornings. 
 

Happy with discharge? 

Yes.  

 
 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay 

I knew all the time; it wasn’t a surprise.  

 

Thoughts on reason for the stay 

There is nowhere else to go. I’d rather come here; I’d be in the 

house on my own because my kids are both working. 

 

Information about what would happen next 

When asked directly, Edith said: 

• She was given the right information at the right time 

• She had enough information 

• There was nothing else she would have liked to know 

• Information given was easy to understand 

• She had not seen the R2 information leaflet  
 

 

Thoughts and feelings about going home 

I’m not sure about it. My family need to be 

with me, I want help with what to do.  

Thoughts on having enough support when 

back home 

I don’t know. I don’t know who I’ll end up with. 

 

Thought and feelings about being at the 

home 

• I’d rather be here than in hospital.  

• I’ve been here for this week. 

 
Nursing home Vs care in own home  
 
I don’t know [which I would have 

preferred] because I’ve heard that many 

bad remarks about carers. I don’t want 

to start worrying about it. They say they 

come at 8pm so it doesn’t give you a 

choice. (Also see ‘Was the stay 

wanted?’) 

 

Views on having enough of the right 

care to help recovery 

Yes [there is enough of the right care]. 

 

Knowledge of what would happen next 

I’m not sure [what will happen next]. 
 
The place I’d like to go is sheltered housing. 

They have lovely staff and they ask if you 

want owt fetching. I’m not sure where to go. I 

stayed there after a fall. It was supposed to 

be for two weeks, but I ended up staying 

longer. 
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Frank 

Support at home before hospital stay 

• Neighbour helps and had carers. 

Health 

• Had 4 strokes.  

• Has trouble walking and with his hand. He can’t use all of the fingers on one hand.  

• Has walked with a stick for 20 years. 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

Not being here because of the bed. 

What has been good/best about the care and support you have had? 

They are alright the nurses, but the experience [of being stuck on the bed] was not nice.  
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Experience in hospital 

Everyone has been nice 

to me. 

Experience at R2 bed nursing home 

• It helps you being here. 

• The carers do what they want, they don’t ask me what I want. If 

you ask them, they will do it for you. You don’t want them telling 

you what to do all the time; it’s probably for your own good. If I 

walk down the corridor, they send you back. You could wobble 

and have a fall. I’ve got my stick and that [pressure] mat. They’re 

always monitoring. 

• It’s alright here except getting stuck in the bed.  

• Frank said he had been stuck on the bed at the nursing home. He 

had been able to put their legs over the side of the bed but 

couldn’t get up. He said: 

Carers came and helped me; it was quite frightening. I’m scared now 

of the bed. I couldn’t get out of the bed for two days. 

Views on having enough of the right care to help recovery 

 

Yes [there is enough of the right care]. 

 

Reason for hospital stay 

Frank did not remember 

why he was in hospital 

but thought it might be 

due to a stroke. 

 

Knowledge of what would happen next 

No [I don’t know what is happening next].  

I don’t know when [I am leaving the nursing 

home].  

 

Thoughts and feelings about going home 

I want to go home, I miss it. They help you and all that but 

it’s not the same. You’ve got to ask them for everything.  

Thoughts on having enough support when back home 

No [ I won’t need any other support], I can manage. 

They are doing the house up so I can go back. It will be scary 

at first, there are steps, down to the toilet. I have a rail so I 

could go down them but can’t now because of my hand. I 

nearly had a fall. They are paralysed my fingers from the 

stroke I had, from the first stroke.  
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Hilary 

Support at home before hospital 

• I do my own housework and cook. 

• I live with my son in a bungalow, he helps.  

• My husband died and daughter is estranged. 

 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

No, its home from home, this [nursing home] is like a hotel, everyone has been nice.  

What has been good/best about the care and support you have had? 

99% of staff are all excellent. One is a bit rough at moving me. 
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Experience in hospital 

It is relaxed, everybody is family. 

There’s food, drinks and doesn’t 

matter if night or day staff, they’re 

the same. They make sure you’re 

alright. 
 
I could get to the toilet using my 

frame. That’s why they need me 

here. We’re all the same in my 

family – very determined. 

 

Moving wards 

[I stayed on] the same ward, it was 

like home from home, they were all 

very friendly. They couldn’t have 

been better.  

 

 

 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay 

Days before, that was okay, they said it’s nearer to home. 

Thoughts on reason for the stay 

• I’ve only been here a couple of days. They said it was another step and 

nearer where I live. I think the idea was to get me more mobile, my son 

works in the day. It is very comfortable. It is nice. 

• They said it was a step nearer to getting home.  

• They did come and explain. The doctor was good.   

Information about what would happen next 

When asked directly, Hilary said: 

• The reason for going to a nursing home had been explained. 

• She could not remember whether she had been given the right 

information at the right time 

• She had enough information 

• There was nothing else she would have liked to know 

• Information given was easy to understand 

• She had not seen the R2 information leaflet  

 

Feelings about going to have a nursing home 

Feelings when told 

Fine because I knew it was a step forward. 

Was the stay wanted? 

• Yes, I knew I wasn’t ready at the time. 

• I was sorry that they moved me but it’s 

nearer for my son and they are overloaded 

at the hospital aren’t they. 

 

 
Transfer from hospital to R2 bed nursing 

home 

Happy with discharge? 

Yes, but I’ll tell you one thing. They didn’t 

inform my son; they took his mobile number. 

He went to the Northern General to see me. 

The nurse must have completely forgotten to 

tell him. When he went to the ward my bed 

was empty and he asked, ‘where’s my mum?’ I 

don’t like complaining but if you see an empty 

bed – he’d think I’d gone to the mortuary.  

 

Experience at R2 bed nursing home 

Thought and feelings about being at the 

home 

This is like the best hotel in London. It’s like a 

holiday camp. 

Nursing home Vs care in own home 

It’s a bungalow but I don’t want to be a 

burden, my son needs to work. 

Views on having enough of the right care to 

help recovery 

Yes [there is enough of the right care]. 

 

Reason for hospital stay 

I’ve got a built-in wardrobe. I was on 

my hands and knees to get 

something out and I couldn’t get 

back up, so I rang my son [who I live 

with]. I’d fallen and was on the floor. 

They rang the doctors and they sent 

two ambulance people and they took 

me to the Northern General. I was 

unwell as well as the fall. I take 

tablets for my heart, for blood 

pressure. 

Thoughts on whether the hospital 

stay could have been avoided 

It was my own fault for having a 

fitted wardrobe and the bottom 

drawer was a bit stiff. 

 

Knowledge of what would happen 

next 

No [I don’t know what is happening 

next]. 

They said it wouldn’t be long until I 

go home, if I have a carer for two 

weeks or something. Going home is 

important.  

 

Thoughts and feelings about going 

home 

I’m quite content here, but I know I’ve 

got to go home when I’m mending.  

Thoughts on having enough support 

when back home 

Nothing [no other support needed], we 

both do cleaning and cooking. I can ring 

shopping in.   
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Irene 

Support at home before hospital  

• I Live on my own, with no help. 

• I’m completely independent.  

• My two children help out. 

Health 

• I’ve a bit of arthritis, indigestion and hearing aids. 

 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

Very noisy at night in hospital and in [the nursing home]. I have my door open because I don’t want to be shut off. Bells are always ringing.  

What has been good/best about the care and support you have had? 

In [the nursing home], the staff and some of the young ones are really, really pleasant and meals are very good.   

. 
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Thoughts and feelings about going home 

I’m ready but I’ll feel safer once I can put weight on my leg. I’m more confident here 

that if I fall there are people around. 

Thoughts on having enough support when back home 

Not really [any other support I need]. My daughter and son are a good help. I only 

have to phone up. My family will help me shop and wash.  

 

Knowledge of what would happen next 

I thought I would be home the next day, but they must have changed their minds. I 

don’t know why. It might be because I’ve got plates and screws even though I’m 

younger than some. I suppose I can’t weight bear.  

Most people go the next day, maybe it’s my age, and they’ve said I’ve got brittle 

bones. I’ve got a frame for the toilet and frame to walk with. I don’t know how long 

I’ll be here, that’s what they are trying to sort. 
 
My son offered to do tea for me. My daughter wants someone to come in the 

morning to make a sandwich for lunch – a carer. Thought I’d best try it and see how I 

go on. They said I’ll probably have to pay for carers, but I thought the first 6 weeks is 

free and you pay after that, so I’m not sure.  I don’t think I’ll need 6 weeks. For safety 

I’ll walk with a frame. I’m in a flat but there are steps up and down to it. 

 

Experience at R2 bed nursing home 

Is staying at the home how you expected it to be? 

I suppose so, my Mum was in a home.  

 

Thought and feelings about being at the home 

Only thing I can do is watch television and go to sleep. I’ve not been in the 

communal rooms. I get the opinion that a lot of people are older than me 

and it would upset me. 
 
I’ve no complaints about the staff, they are all nice. They come with cups of 

tea and check on you a lot 
 
Nursing home Vs care in own home  

No. When I think about it, I’d rather come here until I can walk on two feet.  

Views on having enough of the right care to help recovery 

Yes, they are amazed how well I’ve done. I do what any professionals and 

doctors tell me. I’ve got an appointment in 3 weeks at hospital. The 

ambulance is booked but it doesn’t say what it’s for. 

Irene showed her appointment card which displayed no detail about the 

appointment other than the time. 

 I don’t know if I’ll have physio later, once I’m weight-bearing. When I’m in 

my own surroundings I’ll be a lot better off. I can walk around the room at 

home. I can’t in the corridor here, my legs get tired and then I can’t get 

back.  

 

Reason for hospital stay 

I was shopping at [name of area] 

and took my shopping trolley but 

didn’t have a lot of shopping in it.  I 

went to the supermarket and 

stepped onto the escalator. My legs 

shot up in the air and I fell on my 

back; I went flying. I broke my 

ankle, got plates and screws now. I 

had to ask someone to phone an 

ambulance and family, and they 

met me at the Northern General. 

Ambulance crew turned my ankle 

to put it straight, but they’d not 

done it right, so then I had an 

overnight plaster on and an op the 

next day.  

Thoughts on whether the hospital 

stay could have been avoided 

If I’d not gone shopping [it could 

have been avoided]. 

Experience in hospital 

All the staff were very good, and the surgeon 

even came to see me after the operation. The 

operation went well but the reason I’ve not 

been allowed home is that they put a pot on 

after the op; it was just temporary in case my 

leg swelled up. The second one was a bandage, 

they wet it and massage it and it goes rock 

hard. I’ve got a great big blister that the second 

plaster cast caused. So, they took that pot off 

and dressed the blister and gave me a bandage 

and a boot. I still can’t put this foot on the 

floor. 

 I’m non-weight bearing. I have to go to 

hospital to have the dressing done at clinic. 

They put fresh dressings on. I don’t mind, I’d 

rather go to hospital, they have doctors there. 

Moving wards 

After my operation I think I was moved to 

another ward. I think I was in from [gave dates; 

was in hospital for 10 days]. I didn’t mind 

moving wards. It was alright. 

 

Feelings about going to have a 

nursing home 

Well I had to be alright, I couldn’t do 

owt about it. It was the first free place 

they’d got. 
 
Feelings when told 

I had to be alright because I knew I 

couldn’t go home. They took me to a 

kitchen in the hospital and I couldn’t 

do anything.  

 

 Transfer from hospital to R2 bed 

nursing home 

I was transferred here with the first pot 

on after 11 days in hospital. I didn’t get 

discharged, just moved here, I’m still 

under the hospital.  
 
Hospital appointment during nursing 

home stay 

The ambulance takes me to hospital 

from here. The time before I had a four 

hour wait for an ambulance back. They 

looked after me though, they gave me a 

cup of tea and sandwich.  

 

 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay 
I think they told me the day before.  

That was alright [being told the day before]. They were checking how I was doing with my 

frame. I was doing alright, and they were waiting for a place here. 

Thoughts on reason for the stay 

It’s been explained to me. It’s because I’m not capable of looking after myself, when I go 

home, I’d be hopping on one leg. They are worried about making tea and stuff. I suppose it’s 

all for my own benefit. They ‘ve warned I might get scalded. 
 
Information given in hospital about what would happen next 

When asked directly, Irene said: 

• The reason for going to a nursing home had been explained 

• She was given the right information at the right time: 

Yes. I ask if I want to know. 

• She had enough information: 

I’ve had 3 leaflets from here.  One about what I can and can’t do, that was from the hospital. 

• There was nothing else she would have liked to know 

• Information given was easy to understand 

• She had not seen the R2 information leaflet  
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Jack 

Support at home before hospital 

• I have a 3-bed house, and a cleaner.  

• I live on my own.  

• My son chauffeurs me about a lot and my grandson helps with the shopping.  

• No carers. 

Health 

• Prostate cancer, and its spreading. It’s in my kidneys and bones, my glands. I should have had an op 2-3 weeks ago. They did a urine test but it was dodgy so they couldn’t do it.  It’s a procedure where they put tubes 

from my kidneys to drain away into my bladder, so I don’t have to change bags. It is supposed to be happening Friday. The staff told me. My son didn’t know either. There is supposed to be a letter coming. I go as an 

outpatient and go home the same day. I don’t think I will do though. I had something similar a few months ago and they had to keep me in because of the after affects. They had to stop because of my blood pressure.  

• Yes, [I had enough support to manage my health], I could cope, I was doing alright. Its old age. 

• This was the second time [staying in hospital]. Its 2 and a half years ago since, it was for the same thing, for convalescence.  

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

No, I’m quite happy with it. I’m happy with all the hospital experiences, I’ve had quite a few, for my hips, lung cancer surgery and 2 hernias.  

The only thing I didn’t like; I’ve got 3 urine bags. They [care workers at the nursing home] come at 5:30am to change bags. They didn’t come today though so I asked a carer. 

What has been good/best about the care and support you have had? 

I can’t fault them. They have been very friendly and welcoming. 

Have all the different people involved in your care worked well as a team? 

Yes.  
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Thoughts and feelings about going home 

• I’m not really bothered but it’s a bit lonely. There’s still all those 

hours on your own.  

• Yes, alright [feelings about having carers]. It’s my age. It’ll be a bit 

of company. They’re always run off their feet 

Thoughts on having enough support when back home 

Yes, I think so. I’ve not really thought about it [what other support I 

would like]. It’s a bit of company.  

 

Knowledge of what would happen next  

• I’m going home today at 9:30am, its 10:55am now.  

• No [I’ve not been told why the transport is late].  

• It will be [hospital transport] yes. If it’s this morning my son will be 

there when I get home. He’s got to work though this afternoon.  

• … I’ve not spoken to a care worker about what is happening at all, 

they’ve spoken to my son. I would have liked to have spoken to 

them. Perhaps they think I’m past it. 

• They said they are arranging carers four times a day.  

 

 

Experience at R2 bed nursing home 

Is staying at the home how you expected it to be? 

Yes. 

Thought and feelings about being at the home 

I’ve been content. 
 
Nursing home Vs care in own home 

I don’t know. My neighbours are very good and help me. 

They were my wife’s friends. 
 
Views on having enough of the right care and 

treatment to get better 

It’s queer this. It was the same thing at Beech Hill. You 

don’t get a lot of mobility treatment. Sometimes they 

walk you down the corridor and back. They say I’m 

mobile enough.  

 

 

Reason for hospital stay 

I fell in the bedroom. It did hurt; I had my hips 

replaced about a month ago. My son rang the 

doctor the next day. The doctor said I’d better 

go to A & E. I had an x-ray and they said they 

would keep me in for a few days. I’d not 

broken anything.  

They said I was run down.  

Thoughts on whether the hospital stay could 

have been avoided 

Yes, it was my fault. I was going up to bed and 

switched the landing and bedroom lights off, 

but I’d not put my reading lamp on so there 

was no light. I fell over something. I rang my 

son and he came and got me into bed. It 

knocked the stuffing out of me. My head hit 

the ground but there was no bruising.  

 

Experience in hospital 

Alright, I was quite 

satisfied.  

Moving wards 

I didn’t move wards. 

Feelings about going to a nursing home 

Feelings when told 

It didn’t bother me because I had 

experience previously when I was at Beech 

Hill.  

Was the stay wanted? 

Yes, I was quite satisfied. I’m on my own 

all the time at home. 

 

.  

  

Transfer from hospital to R2 bed nursing 

home 

Happy with discharge? 

It worked out okay. They provided an 

ambulance; it all went smoothly. 

 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay  

Can’t really say, I’m not sure if they told me or my son. I didn’t find out until 

the last minute. 

 
Thoughts on reason for the stay 

They didn’t actually [explain why] no, but it turned out it was convalescence; 

mobility really. I’m not good on my feet, I walk with a frame. 
 
Information given in hospital about what would happen next 

When asked directly, Jack said: 

• He had not been told why he was going to a nursing home:  

• He was given the right information at the right time: 

No, they didn’t tell you a lot. If you ask questions, I don’t think they knew. 

• He had enough information: 

Yes. It was the same as 2 and a half years ago. 

• There was nothing else he would have liked to know 

• Information given was easy to understand 

• He had not seen the R2 information leaflet 

• There was not anything that he would have liked to have been done 

differently: 

No [there wasn’t anything], I was satisfied. 
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Katherine & daughter 

Support at home before hospital 

• Lives alone 

• Carer twice a week from Age UK for companionship and to take me shopping. Yes [it is useful]. 

• Two other relatives come too.  

Health 

• Alzheimer’s, pernicious anaemia, high blood pressure, MGUS (protein in blood, so needs observation. It could turn into Myeloma), underactive thyroid and trigeminal neuralgia and depression. 

• Yes, [I get enough help to manage my health] until the fall I felt alright.  

• Except she was very fed up of being at home and wanted to move into a care home. But she’s changed her mind now and can’t wait to get home. We had a memory clinic appointment made to change medication for 

anxiety. Mum was worried about food and generally anxious.  

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

Perhaps if they told you a little bit more but how they’ve looked after me, I can’t fault it. They could have looked after you a bit better in the discharge lounge. Nobody spoke to you. You didn’t know what was happening. They 

fetched me just after breakfast. 

Everything has been done as it should. I think in hospital it was a timing issue. If we had been half an hour later in A & E, they couldn’t get through the doors with ambulance trolleys. 

With social services, before hospital, they had a tick list of physical health criteria, but it is hard to access care you think you need. Mum comes over as being more with it than she is. The nurse said she didn’t pick up on it 

whatsoever. It’s harder when its mental not physical.  

What has been good/best about the care and support you have had? 

How people have been so nice. I can’t fault them at all. They come in and see if I’m alright. They don’t pester me, they are there.  

The professionalism of staff throughout has been outstanding, combined with a great level of empathy and kindness for people.   

Have all the different people involved in your care worked well as a team? 

The handover from the Northern General to here was good. They were on the ball straight away with checking blood pressure. 
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Reason for hospital stay 

Mum had a collapse at home on the kitchen floor. She pressed 

the alarm around her neck, and they ordered an ambulance 

and rang me up. I live 10 miles away. When I arrived the 

neighbour and ambulance were already there.  

She had been ill the week before. I rang an ambulance and it 

came it 20 minutes. We had been at A & E the week before. We 

were at the supermarket and she was suddenly sick. I took her 

home and she was breathless and had chest pains. I’d made a 

GP appointment, but it escalated, and I rang an ambulance. 

[Paramedics] found she had got an irregular heartbeat when 

they did the ECG; otherwise they wouldn’t have taken her. I 

think a lot of it was panic, but she calmed down. The 

paramedics were fantastic, very professional. 

Thoughts on whether the hospital stay could have been 

avoided 

It was just one of those things. 

I don’t know. She had a 24-hour ECG thing and high blood 

pressure. They couldn’t get to the bottom of it. I wonder if she 

could have taken her meds twice. She rang me before because 

she didn’t know if she had taken them, or twice. There is a box 

for them with days of the week on, but she doesn’t always 

know what day it is.  

 

Experience in hospital 

I got to know people when I walked about. I could please myself. 

Staff on the ward worked hard. They never slacked off.  

[At A & E] triage was very busy, but we had a 3- or 4- minute wait for triage then after 15 

minutes transferred to a room with a bed. A proper room with a door not curtains. They 

took bloods. An Assistant Practitioner asked for more blood tests, they were really good, 

kept us informed. People brought refreshments every couple of hours. Everyone was really 

nice despite it being manic. When treating you they didn’t appear to be rushed. After the 

final blood test, they admitted her because she had been at A & E twice in a week and they 

needed to get to the bottom of it. After 5 hours we were transferred to Brearley. She had a 

chest x-ray. 

Brearley really make an effort. There is a day room where people can have lunch together 

with a tv and books. She was in for 10 or 11 days to keep an eye on her and gave her a blood 

thinner so were waiting for blood to get back to normal. Her blood pressure was high, so she 

had tests, it took a while to organise the ECG, and she had a scan of her heart.  

Moving wards 

Initially she was admitted to the Frailty Unit then they transferred her to Brearley after a 1-

night stay. It was fine moving. Everyone was really professional, had time for us, they 

couldn’t have been nicer.  

No [ I didn’t want anything done differently], they were very good they were. I could do 

things for myself and they didn’t mither me. I could walk as much as I wanted to.  

 

Feelings about going to a nursing home 

I can’t say I was overjoyed, but realised I’d got to, 

I couldn’t go home straight away.  

Was the stay wanted? 

That is one of the issues; social care takes so long, 

but on the other hand it’s a period of 

convalescence. She looks so much better and got 

some food inside her. The delay might not be a 

bad thing.    

 

 Transfer from hospital to R2 bed nursing home 

Happy with the discharge? 

We were waiting all day in the discharge lounge. I 

was the first one to go in and the last one to go 

out at night. 

She arrived after 5pm, I kept ringing up. I knew 

she was coming here so I rang here.  

Katherine’s relative confirmed she was not given 

the phone number. She had looked it up. 

They lost her walking stick [in the move from 

hospital to nursing home]. We tried to track it 

down but had no luck. 

 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay 

They phoned and told me and said they would say when they got a bed. That was about 8 days before, then a couple of days before the move they rang and told me.  

They didn’t tell me where; I knew I was going somewhere.  

Thoughts on reason for the stay 

I wasn’t capable of going home and wanted something in-between.  

Information given in hospital about what would happen next 

• She was unsure whether the reason for going to a nursing home had been explained: 

. I can’t remember. I don’t think they did. I had no idea. 

• She was not given the right information at the right time: 

No, they didn’t tell you a lot. If you ask questions, I don’t think they knew. 

• She had enough information 

• There was nothing else she would have liked to know 

• Information given was easy to understand 

• Katherine’s relative said she had not seen the R2 information leaflet before and that it was possible her mum had been told things but forgotten them. 
 

How to improve how information is given  

Written information for people like mum who can’t remember things. Particularly when they don’t understand the meaning. I understand a lot, but the public don’t know the names of test and things.  
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Thoughts and feelings about going home 

Looking forward to it.  

Thoughts on having enough support when back home 

Yes [will have enough support]. 

We’ve got aids everywhere from when my father was alive. All the physical stuff is in place. We’ve 

not been using it but will do. There is a trolley to use for carrying food through. I think we’ll have a 

whiteboard to write down who comes and when, what meals on what day and write what we want 

Age UK to do. We need to be more disciplined, less ad hoc.  

 

Knowledge of what would happen next 

…I’m going home and having carers. 

There will be meds visits am and pm then twice a week a visit so she can get showered. The social 

worker has organised it. We’ll change the Age UK hours to help. In the evening they’ll get a meal 

ready and lunchtime to take her tout to church group or morrisons for her lunch every week.  If 

I’m at home, I’ll go once a week or more. We go away a lot in the summer. We’ve got a key safe 

and citywide alarms. The social worker told us she can have hot meals brought in twice a week 

and then there’s microwave meals. One collapse happened when she was using the oven.  

 

Experience at R2 bed nursing home 

Was being at the home what you expected? 

I didn’t really know. I would have gone home but it was what I needed.  

Thought and feelings about being at the home 

I can’t fault them. 

When I walked in the first day and saw the battered room, I thought how can she stay here? but then 

realised how clean it is, how many staff, and how good they are. She stayed at a private care home for 

respite, but this is better. They are all professional; physio, nursing staff, social care, it’s all here. It must 

cost a fortune. The cleaner was cleaning one of the rooms when someone had left, and they were so 

thorough. Everything is perfect, the food, you can go down for lunch, they work so hard.  

Nursing home Vs care in own home  

I’d come here, can’t fault them at all.  

The difference in how you look. It’s like an old-fashioned convalescence.  

Views on having enough of the right care and treatment to get better 

Yes definitely. I’m walking the full length of the corridor each day.  

Yes, particularly the good nutrition, hydration and physio.  
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Martha 

Support at home before hospital 

• No help at all. I didn’t need any help [to manage my health], I was fine then. 

• My daughter lives near me.  

 

Health 

• A heart condition. 

• Overnight [hospital stays] sometimes with palpitations and then home the next day. That is going back a few years.  

 

Overall experience 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

No, nothing. 

 

What has been good/best about the care and support you have had? 

It’s been excellent, all of it. 

 

Have all the different people involved in your care worked well as a team? 

Oh yes, they did yes.  
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Thoughts and feelings about going home 

Yes, it will be nice to be back home.  

 

Views on having enough support when back 

home 

Yes, I don’t think there is anything more I could 

have.  

 

Knowledge of what would happen 

next 

I’m going home as soon as carers 

are arranged and done. It can be 

four times a day if I need them or 

just tell them if I don’t need them. 

Experience at R2 bed nursing home 

Was being at the home what you expected? 

Yes, physio and everything like that. 

 

Thought and feelings about being at the home 

I feel very happy. I’m nice and comfortable and got 

my own room. The staff are lovely and very good.  

 

Nursing home Vs care in own home  

I’d choose to go home if there were nurses every day. 

When I go home, I will have carers anyway. 

 

Views on having enough of the right care and 

treatment to get better 

Yes, physio is good, and everything has been. 

 

Reason for hospital stay 

I fell and broke my hip. I was at home, it’s 

sheltered accommodation. I pulled the 

alarm round my neck. The ambulance 

came and took me to the Northern 

General. I went in on [date] and had an 

operation on [2 days later]; a hip 

replacement.  

 

Thoughts on whether the hospital stay 

could have been avoided 

If I didn’t have breakfast, I can faint and 

fall. I was just about to get breakfast but 

got up to go to the toilet. I started 

sweating, in the bedroom and I knew I 

was fainting but couldn’t stop myself.  

 

Experience in hospital 

They were ever so good to me. Staff were 

good and it was all lovely. 

 

Moving wards 

I think I might have moved I can’t 

remember.  In the finish I was on the 

surgical ward. I didn’t mind at all, they 

moved me in my bed. 

 

Feelings about going to have a 

nursing home 

Feelings when told 

I knew I wasn’t fit to get back to 

my flat, so I could see the physio 

here. 

Was the stay wanted? 

Yes. 

 

 

Transfer from hospital 

to R2 bed nursing home 

It went okay. In an 

ambulance.  

 

Happy with discharge? 

Yes, everything was fine. 

 

Communication in hospital about stay in R2 bed 

When told about R2 bed stay 

I can’t remember. I was happy when they told me. 

 

Thoughts on reason for the stay 

…they told me to get well enough to go back to my flat. 

 

Information about what would happen next 

• The reason for going to a nursing home had been explained. 

• She was given the right information at the right time 

• Had enough information 

• There was nothing else she would have liked to know 

• Information given was easy to understand 

• Had not seen the R2 information leaflet  
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Relative telling Nelly’s story  
 

Support at home before hospital 

 

• She was quite independent. I went three of four times a week to help with housework, shopping, taking care of her money. 

• She lives on her own in a flat.  

 

Health 

• She suffered a stroke in 2006. Her mobility isn’t that good. She shuffles instead of walking. She started having falls, I don’t know when it started because she didn’t tell me, she got herself up.  

• I don’t think there was anything she needed [in terms of support to manage her health]. She has regular 6-month reviews, and the GP at home is very supportive.  

• Only the stroke when she’s been in hospital before. 

 

Overall experience 

 

Thinking about your whole experience from going into hospital until now, what would have made it better? 

More information about the financial side of things and the sooner the better. 

What has been good/best about the care and support you have had? 

Everybody being so kind and considerate, that is important.  
 
Have all the different people involved in your care worked well as a team? 

I think so. 
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Experience at R2 bed nursing home 

Was the stay at the home as expected? 

It was what I expected.  

 

Thoughts and feelings about Nelly being 

at the home 

I think it has been good. 
 
She was upset and crying and wanting to 

go back to hospital. She can’t cope with 

change. She quite likes it now. She knows 

she’s going home. 

 

Nursing home Vs Care in own home 

Definitely here. It’s been really helpful. 

She wouldn’t walk with me but will with 

the physio.  

 

Views on having enough of the right care 

and treatment to get better 

Yes. The physio making her walk. I think 

she’d of given up more. They’ve been 

really good and strict. 

 

Reason for hospital stay 

This time it was a fractured pelvis. She was 

at home when she fell.  I was on holiday, but 

my daughter and niece were going so it was 

my niece rang and then rang my daughter 

and got her to go round. She rang 999 and 

they sent an ambulance who took her to A 

& E, and she stayed at the Northern 

General.  

 

Thoughts on whether the hospital stay 

could have been avoided 

She just went. 

 

She has got a walking stick by the bed, but 

she won’t use it. I asked her to have a 

frame, she said no, or a wheelchair, she said 

no. She said no to an alarm, she says she 

can always get up,’ it’s no use for me’. She 

knows her own mind. 

 

Experience in hospital 

• … they were really good with 

her. 

 

• It happened on the Friday; they 

were gonna send her home on 

Saturday. Then we said she 

can’t walk and insisted she 

can’t come home. Then she 

admitted that she was in pain, 

had an x-ray. 
 
Moving wards 

• She went from A & E to Frailty 

Unit for one night.  

 

• …Then they moved her to 

Huntsman and then to [nursing 

home]. On Friday she had the 

fall and on Wednesday came 

here.  

 

Feelings about going to a 

R2 bed nursing home 

Was the move wanted 

(by you)? 

I think so, yes.  

 

 

Transfer from hospital to 

R2 bed nursing home 

Fine, it was in an 

ambulance. 

 

Happy with discharge? 

Yes. It took a long time. 

Got here between 4 – 5 

o’clock, but we thought it 

would be just after 

dinner[lunch].  

 

 

Communication in hospital about stay in R2 bed 

Thoughts on reasons for the stay 

I spoke to a couple of nurses, asked about the procedure. They explained that when she was medically 

fit, she could go home. I said she will need carers, then they sent her here to be properly assessed.  

 

Information given in hospital about what would happen next 

• The reason for going to a nursing home was explained. 

• She was given the right information at the right time 

• Had enough information in some ways: 

Yes, when I asked about mum not eating in hospital the doctor came as soon as I got there. They were 

really good and told me what happened.  When I was concerned about her eating the doctor came again.  

• There was some other information she would have liked to know: 

…They were asking the woman across what she had got at home; in depth. She’d got lots of things, but 

they didn’t ask my mum. If [they did not ask] because she was coming here, I don’t know. Why is it 

different because she is having an assessment here? She [the other woman in hospital] had physio but 

they said my mum was having her assessment here [nursing home]. They don’t ask the family enough.  

When you’ve not had carers before, you’d have thought you would have been given more information 

earlier about how it works, and I could explain to my mum about the package. I asked here [at the 

nursing home], what will happen with care and the medical side. They gave me a form for medications. 

I’m worried she’ll not get funding. I would have liked more information earlier, and about the financial 

side. It would have eased my mind a lot. 

• Had not seen the R2 information leaflet  

 

Knowledge of what would happen next 

I got a phone call this morning. Financially I don’t 

know if we could have borrowed the money. I’ve got 

it all, aids and adaptations, a key safe. 

 

I presume the care is funded because she was gifted 

pension credit, I’m not sure but its free for 6 weeks.  

 

No [I don’t know when she is coming home]. They 

want all these things in place. They get to know the 

day before or a few days before that they’ve got care 

in place. I think when you’ve not had care before you 

should be given at least a couple of days’ notice. I’ve 

got to start arranging to be there. 

 

 Thoughts on going home 

I always worry about if she falls. 
 
Thoughts on Nelly having enough support at home 

I don’t think so [there is nothing else needed]. 

 

Hospital stay during R2 bed 

stay 

 

When she had an assessment 

[at the nursing home] she was 

sick so went back to hospital to 

check she as okay, it was back 

to A & E, on the Tuesday 

morning. She was waiting for 

an ambulance from here. At 

11am she was sick, and it was 

4pm when we arrived at A & E.  

At 8:30pm the doctor said she 

could go home here [nursing 

home] or stay the night. I told 

her she’d have to come back 

again if she was sick with blood 

again. She stayed then came 

back here the next day. We 

were on Red Bay [at A & E]. It 

was very late when they took 

her to a normal ward. 
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