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During this challenging time, it is more important than ever
that people are able to share their experiences of health
and social care services so that Healthwatch Milton Keynes
can help resolve key health and care issues now, and so
that we can support our local system to learn lessons for
service quality and delivery the future.

To aid the professionals who are working hard to ensure
that the people of Milton Keynes receive the support they
require, Healthwatch Milton Keynes are collating the
results of our ongoing survey so that there is up to date
information about what is working well, and where further
support or communication is needed.

This first report contains the survey results from 101 Milton
Keynes residents who responded between 4 May 2020 and
18 May 2020.

30 respondents identified themselves as Carers. The
majority of responses were from people of a White British
background, with 18 people telling us they were from
various BAME backgrounds.

Age and gender demographics of respondents to date:
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Most respondents reported finding it relatively easy to
find and understand the information they needed to keep
themselves and others safe.

The survey asked if they, or the person they cared for,
had any further communication needs and were told that
there was a need for braille, audio or large print, easy
read information, and for information to be published in a
screen reader-friendly version.

Just over half of those who said they had additional
communication needs reported that they had not been
able to find it in the format they needed.

We asked if any specific information or sources of
information had been especially helpful, and why.

The Healthwatch Milton Keynes weekly e-alert, website
and social media posts were reported by respondents to
be as especially useful as the Gov.uk website and NHS
websites. MK Hospital were also mentioned for their
informative updates on visiting/attending the hospital.

Kidney Care UK’s information, acting as a coordination
point for all major renal organisations, was reported to be
helpful also. The BBC, especially the daily briefing, was
listed as a very useful source particularly for those who
didn’t access the internet.

The reasons given as to why the information from these
local and national sources was especially helpful were:
that information was factual; up to date; concise; and
coherent.



By the numbers
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How easy have you found it to find the
information you need about how to
keep yourself and others safe during the Coronavirus
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How easy have you found it to understand information
you need about how to keep yourself and others safe
during the Coronavirus Pandemic?

Very Easy
Neither Easy nor Difficult
Difficult n



Advice

What specific topics would people
likemoreinformationon?
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“What support is available should a member of our house-
hold get infected?”

“How the virus would affect people with ME, chronic fa-
tigue syndrome, fibromyalgia syndrome, hypermobility syn-
drome, osteoporosis”

“Early warning signs and when to access help sooner”

“How to access dental services”

“How to access care services”

“How will | get my child their immunisations?”




xperience of
hangein GPs

Some people chose to tell us more about the changes,
good and notso good, they have experienced

“GP surgery did not seem to have a plan for how to perform
regular necessary routine tests”

“Getting to see a doctor has become harder, having an issue
start just before the virus took hold meant that follow-up ap-
pointments were hard to get and were handled over the
phone, not great when you actually need to be physically
seen, in my opinion”




xperience of
hangein GPs

“l phoned the number that | had for the yearly urology clinic
and was told that the urology people would ring me back. |
kept my phone with me all that day and the next day but had
no answer to my request for some much needed advice to
stop my pain. Two and a half weeks later | still had heard
nothing so contacted the surgery to tell them that | was
feeling better by then and had solved the problem myself”

“Non coronaviral medical help is non-existent”




xperience of
hangein GPs

“GP surgery has been
very good at
telephoning me and
sorting out what they
can although | often
use GP telephone
services anyway”

“The surgery have always responded
quickly to my health concerns, and
enabled the GP to phone me for
advice”

“Very easy to get medical advice
without having to wait weeks for an
appointment or being spoken to like a
child by a receptionist”

“Called to see if my 11yr old could see a doctor due to some-
thing serious, but not covid related. Lady on desk said a GP
would call me within an hour. That was 4 days ago. Rang again
today, still no call. She needs a blood and urine test. Cannot
access any healthcare during this time”




xperience of Change E‘:
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“l have communicated more via telephone and visited the
hospital less. | have received appointment dates and times via
telephone (sometimes at very short notice) but had to wait for
the unit doing bone scans to reopen before | could have my
scan. Overall | have been very impressed with the care | have
received during this time.”

“l was referred to gastroenterology at the start of the
lockdown. | received a letter saying to call hospital if | had not
received an appointment by 1 April. | have called and been
told there are no appointments and to wait. No info on how
long the wait will be yet the government are advising not to
delay getting referrals. Meanwhile my symptoms get worse and
worse and | do not know if my problem is causing more
permanent damage or even could prove life threatening.”




xperience of Change
Hospitals

“Appointment changed to Stoke
Mandeville and a month later. Almost
impossible to get there on public
transport. No consultation at all, not
offered any alternatives.”

“l had a telephone call from the hos-

pital cancelling my appointment and
have since received numerous letters
accusing me of not attending the origi-
nal appointment”




xperience of Change
in Maternity Services

“Cant have the visits from midwives and health visitors you
normally get”
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xXperience of
hangein Dental
Services

“Dentists closing with no reopening
date is a major problem. Leftin
severe pain and don't know why.
Can't sleep, eat properly or drink”

“l was due to begin dental treatment in March at my dental
clinic. This did not go ahead because a) the dentist was leaving
and wouldn't see me through the treatment, and b) the
Covid-19 situation meant the surgery was closing anyway. |
was anxious about the discomfort | had around the tooth that
needed treatment and, since then | have spoken to the
receptionist who is taking calls. She has tried to be helpful and
referred me to a dentist by phone. He also tried to be helpful
by giving me some advice on pain relief. However, it seems the
dental clinic cannot open yet because they don't have the
advice or PPE they will need. Apparently there is a 'hub’
somewhere but basically it's just for emergency extractions. |
can't understand why a front-line service like dentistry seems
to have such low priority. There must be hundreds of people
waiting for fairly urgent treatment”
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“My household worker cannot visit”

“My carers are isolating and | am doing without many many
basic needs”
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xperience of
Changeinother
healthservices

“Without knowledge as to who to
contact about drug collection and
delivery | am left risking my health
or the health of my wife by having
to collect medicines in person from

the pharmacy.”

“Chiropodist made special effort
contact use and to provide a safe
service keeping to guidelines”
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“l also had a telephone
physio appointment and
he emailed me some
exercises for my frozen
shoulder. None of the
exercises seem to be for
my shoulder and 3 are
impossible to do with my
disability so | think | was
given someone else's by
mistake. I've not been
able to get hold of the
physio since to discuss it
for 3 weeks now, and
have looked up exercises
on Google”
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