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This new initiative has now been open since 
17th January 2017. The Information Bank is 

located in a prominent position at the end of the 
main corridor by the main lift area.

Since opening, the Information Bank has 
helped provide patients, staff and visitors with 
information, support and advice. 

In addition, Healthwatch Wirral work alongside 
WUTHFT Patient Relations Team, who are 
available to speak to patients and relatives and 
help resolve concerns or issues about health 
and social care within the hospital.

Healthwatch Wirral is working together with 
the Patient Relations Team and this has helped 
resolve many issues before they potentially 
escalated to formal complaints.



 » Arrange urgent podiatry treatment for a 
terminally ill patient 

 » Visited a patient on the isolation ward to 
signpost to benefit and housing advice 

 » Averted a potential suicide 

 » Helped patient access specific medical 
information 

 » Engaged with patients/visitors and staff  
throughout hospital 

 » Referred patients & relatives to the new 
‘Matrons Helpline’ 

 » Located missing items of patient clothing 

 » Fed into PFEG monitoring 

 » See PODIO Monitoring for further examples

During April the Information bank has 

enjoyed continued success, Healthwatch 

Wirral’s engagement with patients and the 

public has helped:



 » Long waiting times for outpatient clinic 
appointments particularly Dermatology and 
Urology. (12 weeks approx.) 
 

 » Lack of Mental Health crisis support 

 » Car parking issues 

 » Updated signage required, particularly for 
outpatients

Recurring trends and  issues that have been 

identified by Healthwatch Wirral:



During the month of April, accurate statistics were collated regarding 
signposting both internally (within the hospital) and externally to outside 
agencies, organisations and charities.

Internal Signposting

531
External Signposting

55

Outpatient Department

12%
Cashier

10%

Most asked for of internal signposting

These are a percentage of all directions we were asked to provide in April



Outside agencies signposted to include:

 » CAB 

 » Wired 

 » Wirral.gov.uk 

 » Independent Health Advocacy (IHA) 

 » Care support agencies

 » Highlight on appointment letters the location of Outpatients - e.g. “Your appointment is in the 
outpatient dept - main entrance, turn immediately right for all clinics.” 

 » Improved car parking notices - clearly stating charges & penalties

Other organisations have a presence in the 
Information  Bank each week including:

 » Wired (Advice for carers) 

 » Smoking Cessation advisors

Our recommendations based on signposting



During the month of April, we collated a number of issues and concerns 
through the Information Bank

Issues/Concerns

83
Serious Incidents

2
Serious Incidents

 » A patient with mental health problems attended the info bank on several occasions and, during 
one of these visits, verbally threatened a member of the patient relations team. Due to the nature 
of this incident, staff were alerted to the location and use of panic alarms, security cameras and 
telephone extension for security guards.

 » A young male patient who had received help from Healthwatch on a previous occasion, 
returned to the info bank threatening suicide, a member of the Healthwatch team and a volunteer 
talked to the patient and managed to calm him, he was then re-admitted to the hospital. It was 
during this incident the lack of available help to people in mental health crisis was identified.



Events
Thursday 19th April
Healthwatch Wirral  and the Macular Degeneration Society came together to promote eye health. 
The aim was to prevent the onset of Macular Degeneration and increase timely intervention by 
promoting the uptake of eye testing (particularly for over 60’s). Healthwatch provided lists of local 
opticians.

Dementia Awareness Week - 14th - 20th May
Healthwatch will help to promote this event with The Alzheimer’s Society.

Autism Awareness and Health Passports - 22nd June

Staff Wellbeing Drop-in Day - TBA
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