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Introduction 
Healthwatch Warrington runs an initiative known as ‘Virtual Voices’ which enables local 
residents to have their voice heard and win vouchers to be used at local businesses.  

Each month Virtual Voices ask its members and the Warrington public, their views on 
various subjects. In October 2022 we worked with the Patient Experience team at 
Warrington and Halton Hospital Trust to ask about the Patient Engagement Strategy. 

Methodology 
The survey was sent to our Virtual Voices mailing list of over 300 members, as well as being 
widely shared across our social media platforms. 

There were 100 responses to the survey. 

Acknowledgements 
Healthwatch Warrington would like to thank all members of our Virtual Voices and members of the public 
who took part, Jennifer McCarthy, Head of Patient Experience, and Inclusion Warrington and Halton 
Hospital 

Disclaimer 
Please note that this report relates to findings of the results from our Virtual Voices survey and is not 
representative of all Warrington residents.  
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Findings 
Age range of respondents 

How important is Patient experience to you? 

Can you explain what patient experience means to you? 
The overall theme that came back was that the patient experience is the whole experience, 
from letter to appointment and afterwards.  

Common words were how you are treated and valued. Good Communication also ranked high 
as well as being treated with Dignity, Honesty and Respect.  

The patient experience to me is the patient journey through access to, 
communication with and support given and in what ways the patients 

journey has been adequately amended and adjusted to suit the 
needs of that patient inclusive of learning and access needs” 
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Rate the importance of your first impressions of the following: 

Welcome to the hospital: 

Estate/ Buildings 

“When I visit hospital I want to know where to go, so clear signage and people to ask are 
important. Also I expect areas to be clean and not cluttered.” 

Communications 

“Communications are often an issue if you are deaf. Due to the Pandemic many appointments 
are by telephone and that is very difficult for the deaf. This issue needs to be resolved.” 

“First contact needs to be clear and uncomplicated, whether 
that’s an appointment letter or walking in A&E” 

Most respondents thought that all the aspects of “first impressions” were important and made 
a lasting impression of their experience. They also mentioned how they found staff attitude 
important to forming their opinions of their experience. “First impression welcoming staff” 

“The reception staff in A&E need more training in empathy and customer service.  The nurses 
are amazing” 
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Most comments were about staff attitude on arrival and how they could be more empathetic 
and kinder to patients.  

" Most patients will start their journey either through their GP or via 
A&E/Urgent care, so GP availability is key, and accurate timely 
metrics for patients waiting in the reception and triage areas to 

help facilitate their expectations. 

Some people mentioned that they found Halton Hospital more welcoming and a better overall 
experience.  

. 

How would you like the Trust to feedback details of improvements based 
on patient feedback received?? 

If it’s general communication to all patients, a newsletter would be ideal as it’s more 
accessible. If it’s in relation to feedback that an individual has specifically given and the trust 

is following up, a letter would be more appropriate. 

“I would rather attend Halton Hospital as it’s easy to access parking the buildings are 
maintained it’s clean the staff are always welcoming and helpful. Organised, 

appointments are on time, staff are lovely and helpful. Even the man in the little shop is 
helpful when I got lost, he helped me find my way.  Such a nicer experience.” 
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Appendices 
Appendix 1: Comments from Poll 
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