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Aims 
Healthwatch Hampshire is an independent champion for people who use health and 

social care services. To ensure that our programme of work for the coming year 

reflects the needs and priorities of the population we represent, we created a survey 

that would provide insight into what is important to people about their local 

services. 

Our What Matters Most survey used a series of closed and open questions to: 

 Capture people’s experiences of using services (positive and negative). 

 Understand any barriers to accessing services. 

 Discover what health and wellbeing goals are important to people and what help 
they might need to achieve them.  

 Find out what people would like Healthwatch to prioritise working on over the 

coming year. 

The What Matters Most survey ran in March and April 2021. The survey was 
anonymous, delivered online and promoted through local Healthwatch websites and 
social media and by partners agency communication teams. We received 324 
responses via our online engagement platform. 

 

Findings  

Section One: Priorities for Healthwatch Hampshire in the 

year ahead  

We asked people to tell us what services they felt Healthwatch Hampshire should 
focus on in the coming year. The three most mentioned services were mental 
health, GP services and care for older people. 

 

 

29% of answers mentioned mental health (adults/children and young 

people). 

25% of answers mentioned GP services. 

9% of answers mentioned care for older people. 
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Section Two: Experiences of using services over the last 12 

months  

We asked people to rate the services they used and tell us about any positive and 

negative experiences.  The services which had the most reviews were GP services 

(268 ratings), COVID-19 vaccinations (239 ratings) and blood tests (170 ratings). 

Although the response rate for different services varied, most had more positive 

responses then negative ones.  

Below: service type with satisfaction rating  
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Section Three: Learning from positive experiences 

The survey enabled people to share 335 different positive experiences of using 

health and social care services. These comments give insight into why they had good 

experiences and what is important to them about the services they use.  

The services which received the most positive comments were COVID-19 

vaccinations, blood testing, and GP services. 

 

COVID-19 vaccinations 

 

 

96% of people who had a COVID-19 vaccination rated their experience  

as “Excellent/Good”. 

  

“Vaccinations - Flu and COVID-19 both excellently delivered and each 

person cared about” 

 

COVID-19 vaccinations: What made it a positive experience? 

Many people reported having a good experience when getting their COVID-19 

vaccination. Although these vaccinations took place in different settings (dedicated 

centres, GP surgeries, or community pharmacies) they seemed to have similar 

experiences. They spoke about services being well-organised, safe and run by 

friendly staff.  

 Easy to use (booking the service)   

“COVID-19 vaccine was excellent, easy to book, and they kept me informed” 

 Well organised and efficient service 

“COVID-19 vaccination, effective, efficient and friendly.” 

 Safe environment  

“COVID-19 vaccination at Blackthorn (Hamble). Very well organised and felt 

safe while there.” 

 Friendly staff and volunteers 

“The vaccine facility was excellent - efficient and staffed by friendly, cheerful 

volunteers and medical staff”. 
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Blood tests 

 

88% of people who had a blood test rated their experience as 

“Excellent/Good”. 

 

 

“Having an appointment time for a blood test at Basingstoke Hospital 

was excellent. No waiting, in and out and back to the car before I 

needed to pay to park. The lady taking the blood was charming as well 

as quick. Please keep the appointment system!” 

 

 

Blood tests: What made it a positive experience? 

Though these tests were administered in different settings, the reasons people gave 

for it being a good experience were similar; they felt a booking system which gave 

them an appointment time convenient, they said the service was well-organised and 

that they felt robust measures had been taken to safeguard them from COVID-19 

infection. Several people mentioned that the system in place at Basingstoke Hospital 

for blood tests was efficient and they hoped that it remained after the pandemic.  

 

 Easy booking systems with timed appointments  

“I actually got seen at the time booked for the blood test. This was due to the 

COVID-19 situation as this has never happened before. Keep the booking 

system for all blood appointments.” 

 Safe environment  

“Aldershot centre for health for a blood test. Excellent COVID-19 prevention 

process in place, took my temperature, evidence of cleaning surfaces in 

between patients.  Felt very comfortable there.” 

“My annual blood review went very smoothly. Everything at Basingstoke 

Hospital was in place to make one feel completely safe.” 

 Quick and well organised  

“Blood test at hospital, excellent organisation and delivery of service” 
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GP services 

 

66% of people who used GP services rated them “Excellent/Good”.  

 

“I find that my GP is always on the end of the phone and will listen, he 

understands my health issues and manages them well.” 

GP services: What made it a positive experience? 

GP surgeries were one of the most commented-on services and there were many 

common factors as to why people had good experiences. Some of these were about 

how the surgery was run and the quality of clinical treatment, such as being able to 

get an appointment quickly or a referral being made in a timely fashion. However, 

what stood out as aspects of the service that people most valued were seemingly 

small things, like staff having the time to listen to patients, showing an interest in 

them and having the opportunity to build trust with them. 

A. Changes to the way in which people contact their GP 

Accessibility is a common factor in all the positive comments we received, as it is a 

prerequisite to building good relationships with surgery staff, being listened to and 

treated as an individual.  

“Rang surgery, spoke to a co-ordinator about a query, said would pass onto my 

GP.  24 hrs later had received a text from GP advising what will happen next on 

the query.  Very efficient.” 

During the COVID-19 pandemic, face-to-face contact with GPs was limited. In a short 

period of time surgeries had to radically change the way they interacted with 

patients, by setting up new systems of working and expanding the use of online and 

telephone appointments.  

The comments we received about GP services show that for some people these new 

systems and ways of accessing their GP were positive, offering convenience and 

flexibility. Some of the comments show multiple interactions with surgeries using a 

range of different methods. For example, a telephone conversation, followed by E-

consult, followed with a text message. However, there was recognition in these 

comments, that access that relied on using technology could make it harder for some 

people to get help from their GP. 

“I am a health professional so able to describe my symptoms on the phone and 

treatment prescribed.   This was all within 2 hours of my initial phone call.  I am 

hoping this continues post-COVID-19.” 

“GP telephone appointments - very efficient system, sooner than I would 

previously have got a face-to-face appointment.” 

“Southbourne Surgery online consultation is convenient and avoids trips to the 

practice.” 
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“GP - Online triage system worked really well, very quick responses, resolved 

issues within a few hours.” 

“The pandemic has had a big impact on the way services are running at the 

moment. Online care is very effective and very speedy but it would not suit 

everyone. Phone access is also very important.” 

B. Continuity of a GP   

Seeing the same GP was particularly important to people who were managing long 

term conditions, or who needed to speak about difficult and sensitive issues. 

Patients highlighted that building trust and working with their GP to manage health 

problems helped prevent the need for more specialty care.  

“My Dr knows me very well….she's very flexible on how I'm treated (I have 

multiple long-term conditions including physical issues, mental health and 

autism). It feels like she's working with me to resolve problems rather than just 

telling me what to do. She has been incredibly supportive”. 

“Shirley Avenue GP practice - I have a named doctor at this surgery and I feel 

comfortable approaching him with my problems, including poor mental health. It's 

great being able to build that rapport with a doctor for continuity of care.” 

Also, people with mental health problems found seeing the same GP was important 

to managing these conditions. 

“I have had an excellent experience when unwell with a long-standing mental 

illness. She (my GP) was able to have regular appointments and was able to keep 

me out of secondary services.” 

C. Having time to listen to patients 

The comments we received demonstrated that people valued their GP having time 

to listen to them and taking an interest in them as an individual. 

“My GP actually takes the time to listen properly and is thorough.” 

“For my daughters medical condition. General GP services. Very good listening 

skills attention to detail understanding the patients’ needs answering all 

questions. Understanding the needs of the individuals.” 

D. Follow-ups and smooth referrals 

People appreciated quick referrals to specialist services, as it gave them peace of 

mind when issues were investigated promptly. Follow-up calls from GPs were also 

important to people, as these enable them to raise issues quickly and easily. 

“Had my cervical health check and possible complications with my contraception. 

Booked in the following week for a scan at Lymington Hospital which was well 

organised. Then follow up telephone call with the GP. Very organised pathway.”  

“I was referred for gynae investigations and appointment came through within a 

week and all follow up appointments were carried out promptly. I felt that both 
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the GP and consultant treated my problem like it was important. I was given results 

very quickly.” 

E. Reviews of medication and check-ups on long-term conditions  

Some people commented on the importance of being able to maintain scheduled 

reviews for an existing health condition during the pandemic. 

“GP - diabetes review Practice Nurse was welcoming and introduced new 

medication.” 

 

Positive feedback about hospitals across Hampshire  

We received many positive comments about hospital visits. The hospitals mentioned 

in these comments were:  

St James’ Hospital (Portsmouth), Basingstoke And North Hampshire Hospital, 

Southampton General Hospital, Queen Alexandra Hospital (Portsmouth), 

Lymington New Forest Hospital, Royal Hampshire County Hospital (Winchester) 

Frimley Park Hospital, Princess Anne Hospital (Southampton), Hythe Hospital, 

Christchurch Hospital and Romsey Hospital. 

These comments highlighted: 

 Timely, efficient treatment  

“Winchester Hospital Dermatology Department.  Removal of basal cell 

carcinoma.  Rapid and efficient treatment.” 

 Caring staff 

“Basingstoke Paediatric A and E were caring, considerate and compassionate. I 

was talked to as an equal and not patronised. My son was made to feel as 

comfortable and supported as possible.” 

“Breast screening at Queen Alexandra was fantastic, great customer care. 

Treated gently and as a person.” 

 Sensitivity to differing needs and circumstances  

“When on the ward, I told the nurses I was being seen by the Palliative Care 

Team.  They worked very quickly to get me moved to the Countess of Brecknock 

in Andover, to remove me from the high risk that Winchester Hospital was 

becoming as Covid-19 took hold.” 

“My autistic daughter had to have bloods taken at the Queen Alexandra, 

Paediatric Department. They were amazing with her and all very helpful and 

friendly.” 

 A safe environment 

“Maternity at Basingstoke Hospital. The midwives were brilliant, made us feel 

very safe.” 
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We also received several positive comments about the South Central Ambulance 

Service in which staff were praised for being caring, professional and reassuring. 

“I contacted 111 and while I was on the call they phoned an ambulance. The 

Paramedics arrived at my home within minutes and were so lovely and put me at 

ease straight away. I was taken into hospital and will always be grateful to South 

Central Ambulance Service.” 

“Ambulance call out for my husband was excellent and fast. The personnel were 

very professional and caring and the call handler very reassuring. My call was a 

category 1 and I could not wish for better service. Thank you.” 
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Section Four: Poor experiences of services 

The services which received the most ‘poor’ ratings were GP services, mental health 

services for adults, dentistry and adult social care. 

Below: services with ‘poor’ ratings 

 

GP services 

GP practices received the largest number of ‘Poor’ ratings, however, due to the high 

number of total responses these accounted for 13% of their total. In the open 

question about negative experiences 74 responses related to GP services. An 

examination of these entries show that most issues centred on patient access. 

 Difficulties getting through on the telephone. 

“I understand that GP services are overwhelmed but it is so difficult to get 

through on the phone and get an appointment.” 

 Difficulties getting appointments.  

“GP practices really need to start opening up again. Very hard to get through 

and get an appointment. It can be difficult to discuss things over the phone.” 

 Concerns about the move to remote appointments with E-consult mentioned in 

many of the responses. Some people have said that they found it ‘time 

consuming’ to fill out the forms and ‘confusing’ and ‘difficult to use’. In some 

cases, people have felt that it has been used in inappropriate situations.  
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“It has been extremely hard to access healthcare via the GP surgery.  

Completing a very detailed online form when you are unwell and in pain is 

very hard, and then to wait for a GP to call you back. And have over the phone 

consultation rather than face to face appointments.” 

 Others highlighted that E-consult led to an unfair and unequal service as those who 

did not have the necessary technology and IT skills were disadvantaged. 

 

“The online process is too complex and exclusive - designed to put people off - it's 

unfair.” 

“Unable to access GPs without access to the internet” 

 

 Telephone appointments - Issues were raised around privacy, convenience, and the 

appropriateness of their use in certain circumstances.  

“You have no idea of the time or day that the GP may ring you to discuss your 

health issue. This causes embarrassment as you may not be in a secure 

confidential environment where you are happy to discuss your concerns.” 

 A lack of access to face-to-face appointments when needed.  

“Not seeing anyone unless the GP decides to see you even though I have autism 

and need to see someone face to face, near impossible to get appointments and I 

feel like the receptionists don't care.” 

 Patients really missed face-to-face contact with their GPs. There is concern that 

after the pandemic there will be a reluctance to return to in person appointments. 

“I fear this sort of impersonal (but probably more cost efficient) service is the 

way of the future. Losing the personal touch of your own GP, developing trust, 

knowledge and understanding of you as a human being” 

 Lack of reviews or check-ups for people with long-term health conditions. 

“GP long-term health conditions yearly reviews have not taken place for 18 

months.” 

Dentistry  

 Issues raised concerned a lack of access to NHS appointments, especially during 

lockdowns. 

“My NHS dentist cancelled my appointment but did not just automatically rebook. 

They did not me notify that they had opened again.  The waiting times are 

ridiculous.” 

“Dentist - They couldn’t fix two broken teeth unless I paid £600 per tooth 

consequently, I now have 5 teeth needing repair and no way to get them done.” 
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Services with lower satisfaction ratings 

Several services had notably lower satisfaction ratings, these were mental health 

services (adults and children/young people) and adult social care. In some cases, 

the sample size is small and so further investigation is needed to ascertain the 

prevalence of any issues raised.  

Below: services with lower satisfaction ratings  

Mental Health Services for Adults, Children and Young People 

 

Children and Young Peoples Mental Health Services:  

Two thirds of the responses said the service was “Poor” (8 out of the 12 

responses). Only 1 person rated the service “Good/Excellent”. 

 

Adults Mental Health Services: 

42% of people rated the service “Poor” (18 out of the 43 responses).  

 

Examining the free text entries relating to mental health services, the key themes 

were: 

 

 Long waiting times for treatment (particularly with CAMHS)  

“Access to mental health support has taken me 16 months” 

“Availability of appointments with Adult Mental Health services. Already 

waited 3 months for CBT to commence.” 

 

 Poor communication with patients and their families. For example, not being 

given time scales for expected treatment. A lack of interim support or advice 

given to patients and their families while they are waiting for treatment to start.  
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“I have been trying to access mental health support for my 14-year-old son, he 

has an ASD diagnosis. I self-referred in December and at present (Eastleigh 

CAMHS) still haven’t accessed the referral. I have contacted them twice and 

they can give me no indication of how long this will take or advice on what to 

do in the meantime “ 

 

 During the pandemic as face-to-face services stopped, some people felt that their 

treatment was effectively put on hold. 

“Access to mental health services has disappeared, I was under regular review 

by GP, but this stopped when face to face stopped and I’ve had no contact 

offered or available. Made to feel that you cannot call for review, I don’t like to 

ask for help.” 

 A general feeling that mental health services (again particularly CAMHS) is under 

resourced and cannot keep up with demand. 

“CAMHS - service appears non-existent” 

“The 4-month wait with CAMHS for an emergency medic appointment for my 

child.” 

Adult Social Care  

In total, 40 people rated Adults Social Care (ASC) services, with 12 people rating it 

“Excellent or “Good”, 28 rating them “Okay or “Poor”. As only a small number of 

people shared their experiences of using these services, it is difficult to draw 

conclusions about what potential issues might be. The comments we received 

concerned people having difficulty getting in contact with social workers or other 

professionals during the pandemic. 

“Adult Social Services have been anonymous during the pandemic, I have a 33-

year-old son with learning difficulties living independently with support, no 

advice/planning/services/support has been offered.” 

“Adult Social Care - have not listened nor understood needs. Social worker barely 

in touch unless initiated by us throughout Covid, but also generally.  Certainly are 

not supporting to enable my daughter to achieve her potential and move towards 

independence.” 

Other comments raise issues with how care assessments and carers’ assessments 

were conducted. 

“Hampshire County Council social care assessment was pointless. Staff were 

horrid, making me sit through days to assess my needs and the staff member not 

listening to me or reading my autism report or had spoken to my mental health 

team. Had to give up the assessment as they were making it so long I couldn't 

continue with the experience.” 
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Feedback about poor experiences at hospitals in Hampshire   

We received a small number of poor experiences about hospitals (just over 10%), 

some of which did not specify the hospital or department they related to, and so we 

cannot identify any issues relating to individual hospitals.  There were common 

themes in comments about hospital visits, which primarily centred on the 

environment and facilities, the quality of care on the wards, waiting times, 

communication issues and attitude of staff.  

“The Acute Medical Unit at Queen Alexandra Hospital is not fit for purpose and it 

lets the Emergency Department down if they have to keep you in. It’s noisy, cold 

and facilities are old so look dated and dirty.  It’s impossible to sleep unless 

sedated.” 

“Southampton Neurology outpatients. Staff and DRs rude, abrupt, no empathy 

whatsoever. Had major effect on mental health” 

“Two A and E admissions. The waiting time was long (though under 4 hours) and 

the staff far too busy / under-resourced.  I was left in a lot of (kidney stone) pain 

on a chair in a corridor for more than 2 hours.  As soon as I got the pain relief 

injection, I felt a lot better.  Waiting that long was for help was scary.” 

 

Section Five: Accessing services  

We asked people to tell us how easy or difficult it had been to get help from health 

and social care services in the last 12 months. 

 55% of people said they found it ‘Very Easy/Easy’  

 45% of people found it ‘Very Difficult/Difficult’  

Although this question does not specify which services people had difficulty 

accessing, the most prevalent issues concerning access raised in the free text 

experiences that people shared, were difficulties accessing GP and mental health 

services.  
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Section Six: Health and wellbeing support over the last year 

We asked people to tell us what the biggest support to their health and wellbeing 

over the last 12 months had been. They told us that access to outdoor spaces, having 

contact with friends and family and the use of technology for medical appointments 

had been important to them. The issue of technology and access to healthcare, is a 

recurring theme in the survey, and appears to be a divisive issue. For some people 

it offered a flexible alternative to face-to-face appointments, while for others the 

reliance on technology is a barrier to getting help. 
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Section Seven: Health and wellbeing goals in 2021 

We asked people to tell us what health and wellbeing goals they would like to 

achieve in the coming year.  

They told us that they would like to: 

 

 

 

We also asked what help they felt was needed (if any) to achieve these goals. 

Below: What would help you achieve this goal? 

To help maintain and improve their physical and mental health, people felt that it 

was important to have access to a range of formal/informal services and facilities in 

their local communities. This included: 

 Easy access to NHS services (GPs, Physiotherapists etc). The majority of these 

comments related to having better access to GPs, who were seen as the most 

important support for people looking to improve their health and wellbeing.  

“Proper access to a GP.” 
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 Reopening gyms/fitness classes. Responses pointed out that gyms, swimming 

pools and fitness classes reopening would be a positive step to improving 

peoples’ health and wellbeing. However, many people felt that the cost involved 

in enrolling in gyms and classes was a barrier to them taking up these activities.  

“Subsidy for costs on gymnasium membership and qualified personal trainer ( I 

am a 72 year-old pensioner)” 

 Access to fitness facilities/equipment and outdoor spaces were also 

mentioned. People felt that local outdoor spaces and facilities needed 

investment and development, for example more cycle lanes, outdoor gyms etc.  

“Fitness equipment such as rowing machines that could be hired for 

example.” 

“Subsidised gym membership or community activities such as access to tennis 

courts, badminton courts, basketball nets, outdoor gym sessions in the local 

park” 

 Developing informal community resources to support people with their 

health issues/goals.  

An increase in groups or 1-2-1 support for issues like weight loss and fitness. 

“An age-appropriate dance-based fitness class for reasonably fit women in 

their 50s and 60s, not designed either for super-fit people in their 20s or 

gentle exercises for the 'over 50s' but actually full of over 75s. A cycling 

group, I have found one which I may join once it re-starts.” 

“Outdoor classes, more beginners classes, classes that fit around school 

times” 

“Free weight loss sessions and support” 

 More specific support/ support groups focusing on health conditions, mental 

health, carers, older people which could be delivered online or in person. 

 

“Easier access to support as I am an unpaid carer for someone with 

dementia.” 

 

“Support worker, peer support, appointments with weight consultant” 

 

“A diabetic support group” 

 

 Better access to mental health services and therapies. People said they would 

like better access to community mental health services. 

“Access to mental health services for those who can identify deterioration 

early rather than waiting until there is crisis.” 

“A noticeable service for children with mental health problems” 

“Mental health support with psychotherapy and support in the community” 
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 Information and advice on healthy lifestyles  

“Someone to try and help me identify why I overeat and how to make small 

changes for the future, and just not a slimming group list.” 

“Advice and support on diet. Being somewhere that I can exercise at my level 

of fitness.” 

 

 Health checks and reviews for long term conditions.  

“Regular blood tests for cholesterol and blood condition” 

“Whole body annual reviews” 
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Summary of key findings  

 

Services  

Services which received the most positive ratings and comments were COVID-19 

vaccinations, blood testing, and GP services. 

 The services which received the most ‘poor’ ratings were GP services, mental 

health services for adults, dentistry and adults social care. Although the sample 

size for mental health services for children and young people was small, the 

comments and ratings indicated that people were concerned about the level of 

service being delivered. 

 

 45% of people found it ‘Very Difficult/Difficult’ to access health and social care 

services last year. 

 

People felt that Healthwatch Hampshire should focus our programme of work on: 

mental health services 29% (adults/children and young people), 25% GP services, 

9% care for older people. 

 The issue of technology and access to healthcare, is a recurring theme in the 

survey, and appears to be a divisive issue. For some people it offered a flexible 

alternative to face-to-face appointments, while for others the reliance on 

technology is a barrier to getting help. 

 

Health and wellbeing  

The biggest support to peoples’ health and wellbeing over the last 12 months was 

being outdoors, having contact with friends and family and the use of technology 

for medical appointments. 

 

 The most popular health and wellbeing goals for the coming year were losing 

weight, getting fit and improving their mental wellbeing. 

  

 The best way of supporting people to achieve these goals was having easy access 

to NHS services, reopening gyms/fitness classes and developing informal 

community resources (facilities and clubs/activities). 
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