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Foreword

In October last year, our volunteers visited Coleman House
in Dover to talk to people who were using the community
mental health services. We wanted to hear their feedback
about the service and understand what, in their view, could
be improved. In January 2019 we published a report which
detailed everything we heard as well as making a number of
recommendations.

During the same time frame, we also visited five other
community mental health clinics in Kent talking to a total

of 89 people about their experiences. We shared all our
recommendations with the Kent and Medway NHS and Social
Care Partnership (KMPT) and encouraged them to make the
necessary improvements.

We returned to Coleman House this year on two occasions, first

in September and again in October 2019. We wanted to talk to
the patients who were currently using the service to hear their
experiences and to see whether the service had improved.

Thisreport details our findings from these new visits. Once
again, we will be sharing what we heard with the Kent and

Medway NHS and Social Care Partnership (KMPT) as well as the
organisations that commission them. We will also be sharing our

findings with the Care Quality Commission.

If you have a story to tell, get in touch and share it with us.

Robbie Goatham
Healthwatch Kent
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What were we trying
to achieve?

We wanted to talk to people who were currently using mental
healthservices at Coleman House. Through their feedback
we wanted to find out whether the servicehad improved
since our previous visit in 2018 and to see whether our
recommendations had been putinplace.

In January 2019, we made the following recommendations for Coleman House:

M All patients should have an .
accurate and up to date care plan

M Explanations should be given
when appointments are
cancelled

Vv
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How did we go aboutit?

Our trained Healthwatch staff and volunteers visited Coleman House
alongside partners from SpeakUp CIC, a charity who are part of the new
Mental Health User Network and provide mental health support in East
Kent. The visits took place during September & October.

We spoke to:

The clinic had been informed of both During our visits, we spoke to patients
our visitsand had been sentinformation  usingthe service and listened to their
to display encouraging people to share thoughts and experiences.

their stories with us on one of the visits.
However, on arrival, reception staff were
unaware of our visit on both occasions.
We had agreed that a private room would
be available for us to talk with people, but
this was not provided on the day of our
first visit.
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What did we find?
What did we hear?

- 42% of patients said they could - 100% of patients told us they had
notgetthroughtotheclinicon been offered informationon

thetelephone other agencies that they may find
useful

- When they left amessage, 67%

of patients told us that a staff - Two thirds of carers &relatives

member gotbacktothem,butnot wereinvolved in drafting their

always in a timely manner relative’s careplan.

- EVERYONE that we spoketo - Only 8% of the patients we

knew who to contact if they felt spoke to had NEVER had an

they were in crisis. appointment cancelled.
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Last year we found that 60% of the
patients we spoke to had a care plan.
Werecommended that all patients
should have anaccurateand up to
datecareplan.

Last year, we heard that 75% of patients
who had an appointment cancelled
were given an explanation as to why.
Werecommended thatexplanations
shouldbegivento everyonewhen
appointments are cancelled.

This year we found that 84% of
patients have a care plan, however
peopletold us they arenotall up to
date.

This year we found that 73% of patients
were given an explanation as to why
their appointment was cancelled.
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CarePlans

During our visits, we heard alot of comunents about care plans.
Some patients told us that they never had care plans, or that they
weren't eligible for one or that they had tobein theservicefora
year or more to getone. Otherstold us that they DID haveacare
plan with some people suggesting it was out of date.

We went back to KMPT to get some clarification. They told us that
all patients should get a care plan after their initial assessment.
This plan may come in the form of a letter which patients may not
always recognise as their plan. There is no set time for the care plan
tobeupdated, as every patient is treated individually, and it will be
dependent on what is agreed at their review. Reviews should be
happening regularly but again the frequency can be dependent on
eachindividual
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Our newrecommendations

« If a patient cannot get through to their « All patients must have an up to date care plan,
coordinator, amessage should be taken by to document changes to medication or their
thereceptionist. All messages received by treatiment plan.
the clinic should beresponded to withina
reasonable time (48 hours). « Where appropriate, all carers and relatives

must be given the opportunity tobe a part of
- ALL patients must be given areason as to why drafting their relative’s care plan.
their appointment hasbeen cancelled.
« Staff must ensure patients and carers
« Privacy and dignity must be improved in the understand what documentation will be used
reception area, as conversations are currently tokeep them updated about their care.
not confidential.

Our findings indetail

o The staff were friendly and courteous to o The site was accessible for visitors with a
patients arriving for their appointments. disability and there are clear fire evacuation
routes displayed. There were colourful
o Thereception area was clean and tidy. There information boardsin the waiting area with a
was no drinking water freely available to wide variety of leaflets.
patients but was available onrequest at the
reception desk. o The average amount of time that people
hadbeen with the service was5 years and
o There wasno privacy at the reception desk thelongest that someone had been with the
and our volunteers were able to clearly hear service was over 20 years.
the telephone conversations made by the
receptionist.
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Our findings in detail

Has theserviceimproved?

10% of people felt that the service had improved, 10% of people
felt that it had gotten worse, however 80% of people said that it
wasthesame.

« “Sometimesit gets worse, then gets better, then gets worse again”
« ‘Tfeel that staff are better at listening to what [ have to say than
was the case in the past”

« “Arranging appointments that Community Mental Health
workers are able to keepis extremely problematic”
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Our findings in detail

Telephone Systems & Appointments

42% of patients said that they were unable to get through on the telephone, but 8 people said that

they could.

« ‘Tcangetthroughtoreception butnotgethold « “Sometimesthe phonejustrings.I'vehadtotry
of a coordinator” Onnumerous occasions”

« “Sometimesitisdifficult contacting my « ‘Itseasier to come into clinic than phoning”
allocated worker when Ineed to’ « ‘Tmnotalwaysable to speak tomy care

« “Thephoneisntalwaysanswered” coordinator by phone when Iwant to’

» ‘Tkeepringing till get ananswer”

If people had to leave a message, 67% of patients told us that staff called themback.

» ‘Itsnot quickly,sometimesup to1week later” « “Not always promptly or within areasonable
« ‘Not very promptly. This has caused me much timescale’
anxiety at times”

On both visits, we observed the receptionist taking calls from patients and trying to put them
through to the appropriate person. If they were unable to connect the patient, they were advised to
call back at another time. We didn't see any messages being taken by the receptionist.

3peopletold us that they haven't missed an appointment. Of the people who HAD missed an
appointment, 89% of them told us that amember of staff contacted them to check that they were ok.
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Our findings in detail

Cancellations

Onepersontold us that they had never had an appointment
cancelled.

8people did have an appointment cancelled and they were told
thereason why, whilst three people who had an appointment
cancelled didn't get an explanation.

Of the people who did have an appointment cancelled, 91% of
them were offered an alternative date.

About thecare

100% of patients said that they felt involved in their care
however only 84% told us they had a copy of their care plan.

Weheard:

« ‘Tamvery happy that [ am allowed to be involved in shaping my
careplan’

« ‘Tamfully involved in designing my care plan’

But we were also told:

« ‘Tdonthaveacopy of my care plan to date”

» ‘Tdontreadit Itsnotanew one.I dontknow how often they
write them”

» ‘Ttwaswrittenlast year”

Talktous | Tel0808 8010102 | Email info@healthwatchkentcouk | wwwhealthwatchkentcouk o 11



Experiences of people using community mental health services at Coleman House, Dover Q

Our findings in detail

Crisisservice

100% of patients knew who to contact if they felt they were in crisis, with 42% having called the
crisis team before although the feedback was not positive;

« ‘Tdidnotfind their supportuseful or helpfulto  « “Very well treated but couldnt get support after

me or my wife” 5pm
« “They seemed reluctant to help me and just « “Noclearreasons were given tome about why I
fobbed me off’ to another service” didnt qualify for support”

» ‘Tt was ok, not the fastest response”

Support & Information

We asked patients if staff had offered them information on any other agencies that they may find
useful.

100% of patients had been offered information, with people telling us that they received

information regarding;

» ‘Carerssupport” » “SpeakUp CIC”

» “Bereavement groups’ « “‘Dementia café¢”

« “Samaritans’ « “Mental health supportlines”

We asked if patients had been offered support by staff to access other health services, and 50% of
patients HAD BEEN OFFERED SUPPORT.

Of the 6 people who were not offered support, only 1 of them actually wanted help.
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Our findings in detail

Carers & Relatives

4 out of the 6 carers &relatives we spoke to said that they HAD
been involved in drafting their relative’s care plan. They told us:

« ‘Tcometoevery appointment (with her) soI make sure
I'minvolved. If I didn't come, then Idont think they would
involve me’

OneCarer commented:
o ‘Tdidn'tknow thatIcould be involved”

3 Carers said that the Trust was “ok” at communicating with them.
2peoplesaid that the Trust did “very well” and 1 person said they
‘didn’'t hear very much”.

« “The GP hasbeen good at replying to me, much better than
this clinic”
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Disclaimer
Please note thisreport relates to the findings on the days stated at the beginning of this
report. Our report is not a representative portrayal of the experiences of all patients,

family, friends and carers, only an account of what was contributed and observed
during our visit on those days noted.
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Healthwatch Kent

Healthwatch Kent
is the independent
voice for local
people in Kent.

We gather and represent
people’s views about any
health and social care
servicein Kent.

Ourroleistounderstand
what matters most to people
and to use that information
toinfluence providers and
commissioners to change
the way services are
designed and developed.

Our FREE Information and
Signposting service can
help you navigate Kent’s
complicated health and
social care system to ensure
you can find and access the
services that are available
for you. Calluson 0808
8010102 or email info@
healthwatchkent.couk

»

By Telephone:
Healthwatch Kent
Freephone 0808 8010102

By Email:
Info@healthwatchkent.couk

Online:
www.healthwatchkent.couk

By Post: Write tousor fillinand send a
Speak out form. Freepost RTLG-UBZB-JUZA
Healthwatch Kent, Seabrooke House,
Church Rd, Ashford TN231RD

FacetoFace:
Call 0808 801 01 OZ2 to arrange a visit

By Text: Text us on 07525 861639.

By texting NEED BSL, Healthwatch’s British
Sign Language interpreter will make contact
and arrange a time to meet face to face.
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