Crosshouse Hospital Front Door – Patient Experience Map
Positive Responses
“It wasn’t that long [wait for the doctor] but it felt longer
because I was worried about what was going on. But it
wasn’t that long at all, and then the doctor came in and
examined me and he answered every question that I had
for him which was quite good.”

42.9% sought advice from their
family or friends
25.0% sought advice from their
GP
3.6% sought advice from
NHS24

92.9% found the receptionist to be
friendly and welcoming

3.6% sought advice from a
general website

We felt that the nurse practitioner did an
exceptionally careful and good job on my leg
which had a deep cut and torn skin after a fall.
Also, there were 2 medical students who were
observing the procedure, and she was
excellent in the way she explained everything
to them.

75% felt treated with dignity and
respect

14.3% sought advice from
elsewhere (first aider etc)

75% were able to speak without any
interruptions

25.0% didn’t seek any advice

67.9% felt their hospital record was
accessed without any problem

71.4% made the decision
themselves to present at A&E

I was seen very quickly and the nurse and
doctor explained everything to me, and put
me at ease with my minor injury, as I felt I
was taking up precious time that could have
went on somebody else, at a very busy time of
day. Thank you very much for your help.

I was brought in by ambulance and I
was seen straight away.

14.3% had the decision made by
a family member or friend
10.7% were advised to attend
by their GP
3.6% were advised by someone
else (not listed).

“I think I was lucky downstairs at A&E
because they weren’t busy. They were
busy in the cubicles but actually sitting
waiting wisnae busy.”

Pre-Arrival

Arrival @ A&E

“They [NHS24] go
through the same
routine – she
wanted somebody
to talk to – you just
give them the same
information time
after time after
time.”

“I had an
appointment with a
specialist in May
and they sent me a
letter saying that it
was cancelled,
erm, fair enough.
They said they’d
send me another
appointment.
However, they
hadn’t and I
phoned up about it
and they said I was
on a list of people
that had fell behind
and I still haven’t
heard.”

“I had been
waiting for an
outpatient
appointment but I
was progressively
getting worse and
he [GP] wanted me
to come in.”

Reception

Not Ignored

Confident

Pleased

Calming

Lucky

Fortunate

Triage by Nurse

The nurse practitioner who stitched my wound and her student could not have been
more efficient and helpful - they were very nice indeed - excellent. If I had any small
problem it was going into reception and checking in - I didn't really know the
procedure and just sussed it out - maybe someone not so able would be confused. All
in all I would say thank you to the nurses.

32.1% were told how long
they should expect to wait
53.6% felt they had enough
privacy when giving their
details

Negative Responses

“They were very
interested in you, in
me, which made you
feel confident in
what they were
saying.”

“If you asked
questions they
answered you, they
told you, what they
did, they kept you
informed as they
went along.”

“I was kept up-to-date and I
was checked regularly.”

82.1% were completely or
very satisfied with their
length of wait

82.1% were completely or very
satisfied overall with the service
they received from A&E

64.3% felt the reason for their tests
or treatment had been fully explained

“I can say that the nurses on this ward
last night were exceptional, I mean, they
couldnae do enough for you.”

67.9% felt they had been treated with
dignity, respect, care and
compassion

“If you ask questions they
answer them. Everybody is
that friendly.”

92.3% understood what they had to
do when they got home

Staff were very courteous and
understanding.

80.8% felt that their condition,
illness or injury had been fully
explained
76.9% were confident that they
could manage at home

You are very helpful.

Was told to attend Ayr Hospital Eye
Clinic once discharged from
Crosshouse where they were able to
diagnose the problem with my eye.

“If I had any questions they
always answered it as best
they could, you know what I
mean, so it was quite good.”

Decision to
Refer/
Discharge/
Admit

Testing/
Treatment

The average length
of wait from the
Triage Nurse to
seeing a doctor
was
24 minutes.

Waiting Room

“When you go into reception and my husband
had to give my name and that, and you sit for
the triage nurse, well there was a wee bit of a
wait so I had to go back out because I
couldnae breathe, so I had to go out and get
fresh air and wait till they came for me . . . I
couldnae breathe, I was just desperate for
somebody to let me breathe.”

“They took me
through to where the
doctors and nurses
see you and they
couldnae have been
nicer. Everything
was done quite quick
except there was a
wee wait to get up to
the ward, but that
was all really, I
mean, I had my x-ray
done in, in fact, a
minute – it was hard
to believe.”

“They talked me through what
would happen.”

Transfer/
Discharge

“I was left waiting downstairs from probably,
from what I can recall, and I wasnae happy
about it, probably before 6 in the morning,
maybe even earlier than that, probably 5 in
the morning. Nobody asked me, came and
asked me, and I shouted for somebody, and I
shouted and I shouted and eventually I got a
wee toty lassie and she says I’ll fix you up.”

Put up with it

“You can understand, I mean, I’ve been
through A&E before and it’s never took that
long. I think they did say, the nurses did
explain that Ayr Hospital is shut and
everything is coming here, so, we’re taking
everything, there was even folk sitting in
corridors on chairs and whit no, it was just
like something out of casualty it was [laugh].”

“I was at the renal clinic yesterday and they sent me from there to get a
heart trace done, they told me to go home and get some clothes and come
back, and she gave me a letter to by-pass A&E. So I went to A&E and I
spent from quarter to 2, maybe 2 o’clock till quarter to 8 when I got
brought here [3E] last night. They say there was no record of a doctor
saying I was being transferred but I gave them the letter and I still spent
6 hours there [at A&E]. But they did say it was a busy day because Ayr
Hospital was shutting.”

“I came in at 3 o’clock and
the first doctor I seen was at
half past 4 . . . they just
leave you until the doctor
has time to see you.”

Over your head

“The nurses did try
and said they’re
just waiting on
beds, there’s no
beds, and that was
the biggest
problem.”

“When we arrived I gave the letter to A&E downstairs and, er,
sat for a little while and then we were conveyed to a little side
room downstairs, I’d say in about 20 minutes and that’s not too
bad is it. And, it just took off from there. I had to wait for a
while in the little side room for a bed.”

The receptionist, nurse and maxillofacial doctor were
all helpful, caring and patient however the initial
doctor I spoke to did not seem to think that my pain
was as bad as I was saying and was condescending
towards me which was annoying and upsetting.

After seeing the nurse practitioner I
had to wait a further 50 minutes
before being seen by the doctor.
After that my treatment was prompt
and efficient.

Just the distance, to walk to a vacant room, because I
had a foot injury. Thank you once again for your
service, very much appreciated.

32.1% found it easy to find where
they had to go for tests or treatment

Ward 3E

“When you get your breakfast and
they say ‘do you want tea’, you get
your tea before you start your
breakfast, lunch is the same and
probably the evening. . . you get your
tea cold when you’re ready to take it
and if you ask for another cup they
don’t have time.”

Cubicle/Trolley
Not happy

“Then the doctor came and went through
all the procedure again, actually similar
to what I got in A&E, and just told me all
that was wrong, what he thought was
wrong with me. All this time my
daughter was in the waiting room and I
asked him would he explain it all to my
daughter cause sometimes it goes over
your head when you’re not feeling too
good, so eh, he did, he came in and my
daughter had came in by that time, and he
came back and explained it all to her, so,
she was very pleased with that. It lets her
know as well as me what’s really
wrong.”

Comfortable

Consultation

Desperate

“ADOC had phoned down
but when we got down there
nobody had got the phone
call, well, so they said, so
my husband had to go
through it all again and then
we had to go through it all
again [at triage].

“It was done very nicely and quickly with the
minimum of fuss, and that was good wasn’t it –
no hovering.”

“No sooner was I in when the nurse came
and checked my heart and then the doctor
came and done his bit and asked all his
questions . . . I was quite pleased with the
doctor, he was very nice, very calming,
as I was a bit excited about coming in.”

Understood

The average
length of wait
from arrival to
seeing the Triage
Nurse was
11 minutes.

Excited

“Everything was just flowing actually,
everything was just fine, there were no
problems.”

Everyone was very professional
with an understanding and caring
approach.

Worried

Not sure

Confused

“After my x-ray I had to wait for a
wee while because they were very,
very busy downstairs, just to come to
the ward, and then once a bed
became free I came up here [3E].”

“The only thing I have against it [A&E] was
that it was that long to wait to come up to the
ward. 7 o’clock I came up here and it was
twenty past 10 before I got a bed . . . fair
enough, they’re busy, you cannae help that.”

“I was sitting myself for my x-ray so
it seemed a bit long.”

“I got seen really quickly, erm, but it was
quite busy in the period from being seen until
I got moved up here [to 3E].”

“There is really nothing you can do about it [the wait for a bed]. You’ve just got
to put up with it. Erm, I know that sometimes people come in that are in a worse
state than you, you’ve got to wait, but I just felt it was a long, long time to sit
there. I mean, she told me they’d be happy for me to come in and get admitted
straight to 3E and I didnae – I spent 6 hours down in A&E. If I had knew that I
wouldnae have done it, I’d have stayed at home.”

“The meal I got today was atrocious
. . . no options at all. It’s take it or
more or less leave it.”

“If you ask they tell you and I’m one
of those folk that asks. I got a whole
lot of pills this morning and I
thought no way that I’m taking them
– I want to know whit they’re for.
So I managed to reject 2 of them.”

Map Key
Patient Identified Touchpoints

Although I am quite happy about the care and attention I received at A&E, I had
to ask what my injury consisted of. When I got home I had to ask my daughter
what the nurse had told me to do i.e. seeing the practice nurse which made me
feel that written details about this should have been given to me.

Expressed Emotion
A&E Survey Results (Interim)
A&E Survey – Comments

X-ray waiting times could be
better or indication of priority
cases e.g. head injury.

35.7% were told how and when
they would receive their results

Service was pretty good but waiting
to see Doctor was too long.

Patient Interview Quotes

