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Hospital appointments cancelled 10 times in a row

Increasing numbers of patients are having their hospital appointments cancelled more
than 10 times in a row, an investigation has revealed. The figures show that across the
country, the number of people who suffered at least five cancellations in a row has more
than tripled in three years. The figures include patients sent by their GP to see a hospital
specialist, as well as those due to have follow-up checks, or those referred on to other
hospital departments for further investigations or treatment.

In some cases, patients have been left waiting years to see a hospital doctor after their
NHS slot was cancelled on multiple occasions. Five patients who experienced more than
10 cancellations in a row had been left waiting for treatment since at least 2014, the
figures show. Many patients are only informed of the cancellation the night before the
scheduled appointment, with notice given in some cases via letters dispatched by taxi.
The findings come amid growing delays for NHS treatment, with 4.4 million people on
waiting lists.
Rachel Power, Chief Executive of the Patients Association, said:
“For some patients, the most difficult and aggravating aspect of their experience is not the
care they receive but the failures and bungles of NHS administration. Cancelled
appointments for treatment, or delays in getting appointments at all, can add massively to
the distress of being unwell. Arriving in good time for a scheduled appointment, only to be
left facing a long wait due to late running, can be particularly infuriating. Patients are not
customers – they cannot take their ‘custom’ elsewhere. But at times the NHS offers a level
of service that would prompt customers of banks, internet service providers or many other
businesses to switch their provider. These experiences can undermine patients’
confidence in the NHS as an efficient, well-run system.
“The transformation set out in the NHS’s Long Term Plan provides big opportunities to
solve this chronic weakness in the NHS. Major redesigns of primary care and outpatient
services should allow for new systems to be designed that are much less prone to
messing patients about. The NHS must develop these systems in collaboration with
patients, and carefully think through the experience patients will get of using the system
as a whole, as well as specifically they care they receive.”
You can read more here.

Read more

New figures show numbers of pensioners enduring
three-week stays in hospital

Research published this week shows that increasing numbers of elderly patients are being
left 'stranded' in hospital for more than three weeks amid the long-running social care
crisis. In total, 330,826 patients endured three-week stays in hospitals during 2018-19,
Freedom of Information requests reveal.
Last year every NHS trust was set targets to reduce long stays as part of efforts to
alleviate pressures on hospitals. But this research shows that 87 per cent of trusts have
missed their targets - with the number of people enduring long stays rising since the
promise was made. 114 of 130 NHS trusts have failed to meet their targets to cut threeweek stays.
Rachel Power, Chief Executive of the Patients Association, said:
“Patients are still bearing the brunt of the deepening crisis in our hospitals, which are now
at mid-winter levels of performance all year round, and the ongoing crisis in social care.
There’s no point promising dramatic service improvements when the NHS and local
authorities lack the resources – both funding and manpower – to deliver on them. Given
the Prime Minister’s strong words on both social care and hospitals, we have
recommended that the Chancellor uses the current spending round to provide the NHS
and local authorities with the wherewithal they need to turn things around. Until this
happens, people will continue to end up in hospital needlessly and get stuck in hospital
needlessly, with all the long-term harm to their health that implies.”

Read more

Last chance to complete our 2019 membership
survey

We’ve had a fantastic response to our membership survey – more than 350 of you have
so far got in touch to tell us what you think of health and social care services, and what
your priorities are for healthcare in the future. We’ll be closing the survey at 9am next
Monday so if you’ve not yet had your say, this is your final opportunity to complete the

survey. Your insight, experiences and views on the health and care system strengthen our
work to improve patient care, so we hope you can take a few minutes to share your
feedback.
If you have any questions about the survey, email Shivani Shah, Head of Programmes and
Community & Patient Engagement Manager on shivani.shah@patients-association.com.

Complete the survey

Join our focus groups next week

Leeds, 6 September: being switched to new
medicines
Have you been switched from a ‘biological’ medication to a new ‘biosimilar’ drug? The
Patients Association is hosting a workshop in Leeds next Friday 6 September to learn
more about how people who are taking these new medicines can be better supported and
to understand how their experiences could be improved. This is an exciting opportunity to

shape new guidance directly with healthcare professionals, and this work will help
patients to be better equipped to make decisions and will allow them greater control over
their own health and wellbeing.
Biologic medications are usually liquids given via a drip or injection pen. They are often
used to treat long-term conditions including Crohn’s disease, ulcerative colitis, psoriasis
and rheumatoid arthritis, but patients with diabetes and people with some forms of cancer
may also be taking biologics. If you’ve recently been switched onto a new biosimilar
medicine and live in or near Leeds, we’d love for you to join our workshop on 6
September. The session will run from 10am to 2pm, and your feedback will help to shape
our work. Places are limited so please contact anna.shears@patients-association.com to
reserve your place. Lunch and light refreshments will be provided, and we’re also offering
high street vouchers to participants for giving their time.

London, Thursday 5 September: private healthcare
patients

Have you opted for private treatment over NHS care in the past? Has your treatment been
as an inpatient in a private hospital - funded by yourself, medical insurance, or an
employment benefits package? We’re looking for people to join a focus group next week
in London on Thursday 5 September from 5.30 to 8.30pm to help develop a new
resource for patients receiving private treatment.
If you have recently had private inpatient care or know someone who has, please get in
touch by emailing Celia Turnbull at celia.turnbull@patients-association.com. Whether your
experience was very good or one that could have been improved, we would like to hear
from you. Light refreshments will be available on the day and reasonable travel expenses
will be reimbursed. We’re also offering a high street voucher to participants for giving their
time. For more information, email Celia or call 020 8423 9111.

NHS England recruiting for new Patient and Public
Voice members to be part of its Clinical Reference
Groups

NHS England is recruiting for new Patient and Public Voice members to be part of its
Clinical Reference Groups (CRGs). CRGs bring together groups of clinicians,
commissioners, public health experts, patients and carers. They advise NHS England on
the best ways that specialised services should be provided, the development of service
specifications, commissioning policies, identifying innovation and improving quality.
Following an initial recruitment drive earlier this year, NHS England has a number of
vacancies with a 3-year tenure, and is welcoming applications in areas including adult
critical care, specialised women’s services and congenital heart services. The deadline for
all applications is 8 September 2019. You can find out more about the vacancies here.

Read more

Working in partnership: improving complaints
handling

While our policy and helpline work are central to us as an independent charity, we also
pride ourselves on working in collaboration with other charities, companies, NHS trusts
and patient groups. All of our projects involve listening to patients to make improvements
that they have identified as important.
We are currently working on projects across the country on a range of topics, from
improving complaints handling and developing patient participation groups to using digital
technology for the benefit of patients. We work with NHS trusts on improving complaints
handling, and recently we were at North Middlesex hospital to discuss putting patients at
the heart of complaints resolution. We spoke about fair investigations and stressed the
importance of clear and open communication.
If you would like to know more about our project work you can visit our website or
email shivani.shah@patients-association.com

Our helpline: providing free and confidential advice

Our helpline is central to our overall mission, and we hear from thousands of people
needing support and guidance each year. We offer reliable, practical support and
trustworthy information to help patients make sense of the complex health and social care
system. We work to ensure that people understand their rights as a patient, carer or family
member, and 96% of callers would recommend our helpline to their friends and family.
Whether your experience has been positive or one that could have been better, we’d like
to hear from you to see what we can do to help. Our partnership with the Care Quality
Commission (CQC) means when you call our helpline or email us, it makes a real
difference.
To get in touch with our helpline team and share your thoughts of health and care
services, call 020 8423 8999, email helpline@patients-association.com or visit our
website. We also operate a Live Chat function on weekdays between 2 - 5pm for people
who wish to receive advice online.

Contact our helpline

What our team is reading this week

Breast cancer: Menopausal hormone therapy risks 'bigger than
thought'

What should be done to fix the crisis in social care? Five priorities for
government

'Crumbling' hospitals putting lives at risk, say NHS chiefs

No-deal Brexit threatens flu vaccine supply, doctors warn

Number of people accessing NHS dentist falls to 10-year low

About Us
Our vision is that health and social care will be delivered in a way that meets every
person’s health and social care needs.
Our mission is to give effect to the patient voice, to improve patient experience and
support people to engage fully in their own care. Find out more about our values on
our website.
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