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1. Executive summary 
During May, June and July 2018, across Durham and Tees, a period of eight weeks 

engagement was undertaken with past and current service users and local stakeholders to 

gather views about the proposed model for the Direct Access to Adult Hearing Services for 

Age Related Hearing Loss – Audiology Services.  

This was in the form of an online survey which achieved 218 responses. NHS Durham, 

Dales, Easington and Sedgefield CCG and NHS North Durham CCG also carried out three 

targeted engagement sessions with protected characteristics groups.  

The executive summary provides some of the key headlines from the engagement and full 

details can be found in the main body of the report. 

Key points emerging from the online survey are; 

 Most respondents (74.42%) wear hearing aids in both ears 

 Most respondents (42.18%) wear their hearing aids for over 12 hours a day 

 (49.43%) of respondents felt that their GP had NOT fully explained the choices 

available regarding services. (28.74%) felt that their GP had fully explained the 

choices 

 Thinking about choice, (66.88%) of respondents said they had only been given one 

choice, over a quarter of respondents (26.11%) had been given two choices. Few 

respondents had been given three more choices 

 When asked which service they had chosen there was a broad spread across the 

Durham and Tees area 

 A range of responses were given when asked the reasons why respondents had 

chosen the service they did. The most frequent comment was that it is the obvious 

choice. Some respondents said that they felt the service they chose was the best, 

the most efficient. Respondents also said they attended the service they did because 

they were advised to. Choosing a ‘hospital’ was also a frequent comment suggesting 

that people trusted the NHS and chose a hospital setting because of that. Frequency 

of appointments at Specsavers was also commented upon as a positive reason why 

they had chosen the service 

 Although most respondents said they had experienced hearing difficulties for one to 

three years, many respondents said they had experienced difficulties for many years, 

sometimes over 10 or twenty years 

 The majority of respondents (82.14%) said they found it easy to book an 

appointment 

 (66.06%) of respondents said YES they had enough choice in relation to their 

appointment (in relation to location, date, time). (19.39%) said they did not 

 The vast majority of respondents (95.83%) said they travelled to their appointment 

with most of them opting to travel by car (67.46%), followed by bus (15.38%) 

 Most people (63.69%) felt that the results of their hearing test were easy to 

understand 



 When asked if people were provided with information, (82.04%) of people said they 

were given contact details for battery replacement and further care, Most people said 

they were also given a care of hearing aid booklet, less people (28.14%) said they 

were provided with an individual management plan 

 Most people answered positively when asked if they were involved in decisions 

about their care and treatment with (46.15%) saying yes definitely and (32.54%) 

saying yes to some extent 

 The majority of respondents (52.69%) said that when they left their appointment they 

were clear want would happen next e.g. follow up needed, further action. (52.69%) 

said yes definitely and (29.94%) said yes to some extent.  

 The vast majority (74.68%) of people said they found it easy to request a repair to 

their hearing aid. Again, most people when asked if they found it easy to obtain 

replacement batteries for their hearing aids said yes (86.50%) 

 Most respondents (73.94%) said that yes they definitely were treated with dignity and 

respect, (18.79%) said yes to some extent. Similarly (68.67%) of respondents  said 

they were treat with care and compassion 

 On average when asked how people would rate their level of care from the audiology 

service, they rated it as excellent 

 When asked what had pleased people most about their service they overwhelmingly 

said pleasant, caring, helpful, friendly staff. Also important was how easy the service 

was to access, how convenient it was and the availability of appointments was also 

highlighted. Also commented upon importantly was the ability to hear. Other key 

factors were; 

 Advice given 

 Expertise 

 Knowledge 

 Understanding 

 Speed of receiving hearing aid 

 Quality of aid 

 Being listened to  

 Having questions answered 

 Having their views taken into account 

 Professionalism 

 Thoroughness 

 Excellence of service 

 To improve the service respondents had a range of ideas; 

 Easier access to batteries 

 Easier access to hearing aids 

 Alternative outlets for batteries e.g. GP surgeries 

 Attitude of staff/more patient staff 

 Follow up appointments 

 Better aftercare 

 Better quality hearing aids 

 Staff to provide more information/better explanation 

 More transparency 



 Need to resolve problems with hearing aids quicker 

 Improved battery scheme 

 Staff to listen more 

 Regular hearing tests 

 Staff training 

 Less visible aids 

Alongside the online survey, three targeted discussion groups were carried out by NHS 

Durham Dales, Easington and Sedgefield CCG and NHS North Durham CCG.  

2. Introduction and response rate 
 

NHS Hartlepool and Stockton-on-Tees CCG, NHS Darlington CCG, NHS South Tees CCG, 
NHS Durham Dales, Easington and Sedgefield CCG and NHS North Durham CCG (the 
CCGs) are working together to re- procure the Direct Access to Adult Hearing Services for 
Age Related Hearing Loss - Audiology Services. 
 
The ageing population means that demand for both hearing assessment and treatment 
services is likely to rise substantially over the coming years.  However, a significant 
proportion of this client group will have straightforward hearing loss that does not require 
referral for an Ear, Nose, and Throat (ENT) out-patient appointment prior to assessment.  
These patients would benefit from direct access to adult hearing care services with a 
referral being made directly from their General Practitioner (GP) enabling timely diagnosis 
and treatment.  
 
One in six people in the UK has some form of hearing loss.  Most are elderly people who 
are gradually losing their hearing as part of the ageing process, with more than 70% of over 
70 year-olds and 40% of over 50 year-olds having some form of hearing loss. The aim of 
the service is to provide a comprehensive, patient-centred, direct access adult hearing 
service for age-related hearing loss in line with national guidance and local requirements. 
 
 

Current Services 
 
Current services are provided by Specsavers Hearcare Group Limited, Complete Price 
Eyewear t/a The Outside Clinic, Scrivens Limited, South Tees Hospital NHS Foundation 
Trust and North Tees and Hartlepool NHS Foundation Trust and was procured utilising an 
Any Qualified Provider (AQP) process for a three year period, current contracts are due to 
expire on 11 May 2018. CCGs have re-procured a new interim contract ending in May 
2019. 
 
 

Proposed Model 

A project group was established in May 2017 to provide guidance, develop a service model, 

review costs and activities, review the national specification and tariff and oversee the 

procurement and implementation of Audiology Services within the community across the 

HaST CCG and South Tees CCG areas. 



In January 2018 and March 2018 Executives from NHS Hartlepool and Stockton-on-Tees 

CCG and NHS South Tees CCG agreed with the recommendations to:- 

 Engage with the market to manage the strategic commissioning of a single “lead” 

provider who is accountable for high quality services being delivered from multiple 

points of access at the South West Lincolnshire CCG tariffs.   

 Approve the option to engage with the market on cap and collar arrangements to be 

contracted with a lead provider.   

Both CCGs recognised an opportunity for further efficiencies and “at scale” project 

management arrangements by inviting DDES, ND and Darlington CCGs to consider a joint 

procurement process and options papers were presented on 27th March 2018 and 10th 

April 2018 to gain alignment of intentions. Decision was agreed to align intentions across all 

five CCGs. 

Engagement  

Recognising the importance of patient engagement and the need to provide patient 

feedback into the specification it was agreed that there would be a period of 8 weeks 

patient engagement, consisting of an online survey beginning on Monday 14th May 2018 

until Friday 6th July 2018.  

In total 218 people completed the online survey. 

Stakeholders 

A comprehensive stakeholder map was been produced to support the engagement. 
Stakeholders include; 
 

 Service users age 55+ 

 Patients, carers and members of the public 

 Local Authorities 

 Local Healthwatch organisations 

 Partners on their Health and Wellbeing Boards 

 GPs 

 Patient Reference Groups via GP practices 

 Voluntary and community sector groups and organisations (including those linked to 

specific CCGs e.g. Hartlepool and Stockton-on-Tees CCG Community Health 

Ambassadors, South Tees PPAG, Darlington Community Council 

 Statutory authorities and regulatory bodies (such as overview and scrutiny 

committees and health and wellbeing boards) 

 CCG My NHS members 

 Social media 

 Government (such as MPs and local Councilors) 



 Health partners (such as NHS England, LMC, Trusts) 

Methodology 

The engagement work reported on in this document took place jointly across five Clinical 

Commissioning Groups (CCGs): 

 

● Hartlepool and Stockton-on-Tees (HAST) CCG 

● North Durham CCG 

● Durham Dales, Easington and Sedgefield (DDES) CCG 

● Darlington CCG 

● South Tees CCG 

 

The engagement activity comprised: 

 

 

Patient survey An online survey for service users was made available 
on the CCG’s websites, as well as sharing the link via all 
stakeholder groups for promotion within their own groups 
and organisations. Demographic data was requested on 
the surveys. 
 
It was cascaded to; 

 Service users via current providers Specsavers, 
the Outside Clinic and Scrivens 

 Service users via South Tees Trust and North 
Tees Trust 

 Local Authorities; Middlesbrough Borough 
Council, Hartlepool Borough Council, Stockton-on-
Tees Borough Council, Darlington Borough 
Council, Durham County Council 

 Healthwatch Hartlepool, Healthwatch 
Middlesbrough, Healthwatch Stockton 
Healthwatch Darlington, Healthwatch Durham 
(Overview and Scrutiny and Health and Wellbeing 
Boards) 

 GP practices and PPGs via GP practices 

 HaST CCG Community Health Ambassadors 

 Darlington CCG Community Council 

 South Tees CCG PPAG 

 Voluntary and Community sector groups 

 MPs and local councillors via democratic services 

 NHS England  

 LMC 
 

 
218 people completed the online survey 

 



Media Promoted via press release to all local press (traditional 
and digital) 

Targeted engagement  In Durham three targeted engagement sessions were 
also held to support the online survey. 
 

Stakeholder briefing Across South Tees, Hartlepool, Stockton-on-Tees 
Darlington and Durham a stakeholder briefing was sent 
to approximately 850 relevant stakeholders with a link to 
the online survey on the Monday 14th May 2018.  
Stakeholders were asked to cascade this within their 
community/networks. 
 
ND & DDES sent out their engagement information which 
included a stakeholder briefing and information about 
focus groups on 6th June 2018. 
 
On the 11th June 2018, across South Tees, HAST, 
Darlington and Durham, a second wave of stakeholder 
communication was issued.   

Online and social media 
activity 

The Direct Access to Adult Hearing Services 
engagement was highlighted on all five CCG’s websites, 
on a dedicated page under the ‘Involve Me’ section, as 
well as via a news post (which also provided a link to the 
dedicated page). It also went on websites and in 
newsletters of appropriate partner organisations. 
 
Information was sent via MY NHS to all members 
(approximately 2,783), for all CCGs.  
 
Social media was used to raise awareness of the 
opportunity to participate in the engagement (see table 
below). 

 

 

Social media activity summary 

 

CCG Twitter posts Facebook 
posts 

Link clicks Total reach 

South Tees 5 5 82 16727 

HAST 7 7 95 3240 

Darlington 7 N/A 91 20,900 

DDES 1 1 14 1353 

North Durham 1 1 29 1994 
TOTAL 21 14 311 44,214 

 



3. Survey key findings 
 

This section summarises the key theme arising during; 

 Online survey 

 Targeted engagement groups (Durham) 

 

Question 1 – how many hearing aids do you have? (n215) 

 

 

The majority of respondents (74.42%) had a hearing aid in both ears. (12.56%) of 

respondents had a hearing aid in one ear. 

 

 

 

 

 

 

 

 



Question 2 – On average, how many hours a day do you wear your hearing aid(s)? (n 

211) 

 

Most respondents (42.18%) wear their hearing aid(s) for over 12 hours a day, with 10.43% 

wearing their hearing aid(s) for 11 – 12 hours a day. 

Respondents were asked their thoughts on how many hours a day they wore their hearing 

aid. In total 25 respondents made 33 comments (see below). 

 

Don’t have one 9 

Other 7 

When required 3 

It varies 3 

All day 2 

Intermittently - awkward with 
glasses 

2 

They give headaches 1 

Hardly ever 1 

Not had them tested 1 

Stopped wearing - ear infections 1 

If going out 1 

Know/work with people who wear 
them 

1 

intermittently - not fully effective 1 

Pick up a lot of noise 0 

 

 



Question 3 – Did your GP fully explain the choices available regarding the available 

services? (n174) 

 

Nearly half (49.43%) of respondents said that their GP had not fully explained the choices 

to them regarding available services. 

 

Question 4 – How many choices were you offered? (n157) 

 

Over half (66.88%) of respondents said they were offered one choice. 26.11% of 

respondents were offered two choices with 5.73% offered three choices. 



Question 5 – Which service did you choose? (n157) 

Respondents were asked which service they chose. 157 respondents made 216 comments.  

Specsavers 31 

NHS 28 

Audiology 21 
Hospital inc local 16 

University Hospital North Durham - inc audiology / 
ent 

14 

No choice inc at the time 13 

Other 12 

Durham Hospital inc Durham 7 

James Cook - aud 7 

Darlington Memorial Hospital - also Darlington 6 

Peterlee Hospital audiology/hearing clinic 5 

Ent 5 

Have implants / require / bone anchored 4 

Hearing aid service 4 

Private 4 

Poor experience/product NHS 4 

Shotley Bridge Hospital 3 

One Life  3 

NHS Bishop Auckland Inc NHS Darlington 3 

Boots 3 

Poor experience/ product specsavers 2 

Freeman Hospital 2 

Sunderland 2 

Hartlepool General audiology - caroline street 2 

NHS Hartlepool and Stockton CCG 2 

N/A 1 

On waiting list 1 

Adult hearing aid  1 

referred to/from consultant 1 

Hearing test 1 

Optician 1 

Chester Le Street Hospital 1 

Whinfield Practice Darlington 1 

South Tees 1 

North Tees 1 

University Hospital Hartlepool 1 

Audiology Hartlepool Hospital 1 

Sedgefield Community Hospital 1 

 

Question 6 – Please outline the reasons why you chose this service? (n152) 

Respondents were asked their thoughts about why they chose the service they did. In total 

152 respondents made 201 comments. Comments ranged from, there was only one option 



at the time, they chose the service based on convenience and ease of access, they chose 

the service because it was good. Some respondents said it was due to cost. A service 

being recommended was also a theme, as was helpful, experienced staff when 

respondents chose to go to hospital. Quick appointments available by Specsavers was also 

commented upon. 

Only option / at the time / obvious choice 41 

Locality / easy access / Convenient 31 

Other 16 

Service very good / best / reliable / efficient / 
professionalism 

15 

Hospital /audiology 12 

Cost 12 

Advised / told about / advertised /recommeneded 12 

Helpful / knowedgable / experience /trust 10 

Quick apps - specsavers 9 

Preference in supply 7 

Belief / Support NHS 6 

Specsavers 5 

GP / Dr arranged 4 

N/A 3 

Not private 3 

Referral from/to consultant 3 

Wear glasses / eyes tested there 3 

Total loss hearing one side 2 

Needed to go private / urgent 1 

Private aids weren't working 1 

Meets my needs 1 

NHS - poor service 1 

Specsavers - poor service / aids 1 

No app required 1 

They had an offer on 1 

 

Question 7 – How long had you been experiencing hearing difficulties before 

discussing this with your GP? (n163) 

Respondents were asked how long they had been experiencing hearing difficulties before 

discussing it with their GP. 162 respondents made 169 comments. Although most said they 

had experienced hearing difficulties for one to three years, many respondents said they had 

experienced difficulties for many years, sometimes over 10 or twenty years. 

1 year or over, but under 2 22 

2 years or over, but under 3 21 

3 years or over, but under 4 13 

Many years / years 12 

10 years or over, but under 11 9 

Several years 8 

6 months or under 7 



1 year or under, but over 6 months 7 

4 years or over, but under 5 7 

5 years or over, but under 6 6 

20 years or over but under 21 6 

Life 6 

Others 5 

Didn't report it straight away/ didn’t get aids straight 
away 

4 

Not long / weeks 4 

From birth / childhood 4 

A while 4 

N/A 3 

15 years 3 

Gradual decline 2 

Did not discuss with GP 2 

Can't remember now / not sure 2 

Several months 2 

 long time 2 

8 years 2 

Months 1 

6 years or over but under 7 1 

22 years  1 

28 years 1 

Over 40 years 1 

Decades 1 

  

 

Question 8 – Did you find it easy to book your appointment? (n168) 

 



Most respondents (82.14%) said it was easy to book an appointment. 4.76% said they did 

not find it easy to book an appointment. 

Respondents were asked for their thoughts on how easy it was to book an appointment. In 

total 23 respondents made 25 comments. See comments below. 

Other 7 

easy to access / easier way to book 4 

Wrong diagnosis by dr - eventually referred after 
months 

2 

Long ago, can't remember 2 

The whole process took months 1 

Whole process very quick - specsavers 1 

Difficult to start process - Dr app 1 

Went private 1 

My wife booked it 1 

Suitable time 1 

Can't hear on the phone 1 

N/A 1 

Lack of explanation on aids 1 

Didn't have app for aids 1 

  

 

Question 9 – Did you have enough choice in relation to your appointment 

location/date/time? For example, if you are able to fit this around your working 

hours? (n165) 

 

Over half of respondents (66.06%) said they had enough choice in relation to appointment 

location, date and time. (19.36%) said that they did not have enough choice. 



Respondents were asked for their thoughts on choice in relation to appointment location, 

date and time. In total 34 respondents made 41 comments. Some thought there was very 

little choice, available appointments outside of working hours was commented upon and 

some said being given a choice of location was important. 

No choice offered / very little 11 

Other 10 

Apps outside of working hours 5 

Been given a choice of location 3 

Don't work 2 

N/A 2 

a  choice 2 

None really 1 

Not getting service - consider 
private 

1 

Specsavers - fits around work 1 

lack of transport - access 1 

App reasonable time 1 

Need to sit and wait to get app 1 

  

 

Question 10 – Were you visited at home or did you travel to your appointment? 

(n168) 

 

The majority of respondents (95.83%) said they travelled to their appointment.  

 

 

 



 

Question 11 – How did you travel to your appointment? (n169) 

 

Over half of respondents (67.46%) travelled to their appointment by car, (15.38%) travelled 

by bus and (7.69%) travelled by taxi or walked. 

Respondents were asked for their thoughts on how they had travelled to their appointment. 

13 respondents made 14 comments. Comments below. 

Walked 5 

Ambulance 
service 

3 

N/A 1 

Parking isn't 
good 

1 

Mobility 
scooter 

1 

Lift 1 

Motor bike 1 

Not given app 1 

  

 

 

 

 

 

 



Question 12 – Were the results of your hearing test explained in a way that was easy 

to understand? (n168) 

 

Most respondents (63.69%) said yes the results of their hearing test had definitely been 

explained to them in a way that was easy to understand with (25.60%) saying that yes, to 

some extent, the results of their hearing test had been explained to them in a way that was 

easy to understand. (6.55%) of respondents said that their results had not been explained 

in a way that was easy to understand. 

Question 13 – Were you provided with any of the following additional information? 

(n167) 

 



Over three quarters of respondents (82.04%) were provided with contact details for battery 

replacement and further care. Over half of respondents (69.46%) were provided with a care 

of hearing aid booklet. Over a quarter of respondents (28.14%) were provided with an 

individual management plan. (5.99%) of respondents said they were not provided with any 

additional information. 

Question 14 – Did you feel involved in decisions about your care and treatment? 

(n169) 

 

The majority of respondents (46.15%) said that yes, definitely they felt involved in decisions 

about their care and treatment with (32.54%) saying yes, to some extent. (17.75%) of 

respondents said that they did not feel involved in decisions about their care and treatment. 

 

 

 

 

 

 

 

 

 

 



Question 15 – When you left your appointment, were you clear what would happen 

next e.g. follow up needed, no further action? (n167) 

 

Over half of respondents said that yes they definitely were clear what would happen next 

when they left their appointment. Over a quarter of respondents (29.94%) said that yes to 

some extent they were clear about what would happen next after they left their 

appointment. (14.37%) of respondents said that no, they were not clear when they left their 

appointment as to what would happen next. 

Question 16 – If your hearing aid has required a repair, did you find it easy to request 

this? (n154) 

 



Nearly three quarters of respondents (74.68%) said that yes if their hearing aid required a 

repair, they found it easy to request this. (8.44%) of respondents said that they did not find 

it easy to request a repair to their hearing aid. 

Respondents were asked for their thoughts on how easy it was to request a repair to their 

hearing aid. In total 28 respondents made 40 comments. See below. 

Other 11 

Not needed a repair 6 

N/A 3 

Clinics every week / repair clinics 3 

Would be left without hearing  for a certain period of 
time 

3 

no where local 3 

aid - not supported/lack of knowledge/couldn’t fix 3 

Private due to waiting list 2 

Have to sit and wait 2 

Quality private aids better 1 

Only needed normal maintenance 1 

Sit and wait - times vary 1 

Struggle to hear/communicate 1 

  

 

Question 17 – Do you find it easy to obtain replacement batteries for your hearing 

aid? (n163) 

 

Over three quarters (86.50%) of respondents said they found it easy to obtain replacement 

batteries for their hearing aid. (7.98%) of respondents said that they did not find it easy to 

obtain replacement batteries for their hearing aid. 



Respondents were asked for their thoughts on how easy it was to obtain replacement 

batteries. In total 20 respondents made 30 comments. See below. 

Hospital visit 7 

Other 6 

No where local now / lack of access 5 

Not available from own GP . They never have 
enough 

4 

Puchase them from Boots 2 

N/A 1 

Not always 1 

Diificult to find parking - disabled 1 

lack of availability from drop in 1 

Expensive 1 

Yes - specsavers give 1 years supply 1 

  

 

Question 18 – Do you feel that you were treated with dignity and respect? (n165) 

 

Nearly three quarters (73.94%) of respondents said that yes they were definitely treated 

with dignity and respect with (18.79%) saying that yes to some extent they were treated 

with dignity and respect. (4.85%) of respondents said that they were not treated with dignity 

and respect. 

 

 

 

 



Question 19 – Do you feel that you were treated with care and compassion? (n166) 

 

Most respondents when asked (68.67%) said that, yes they were definitely treated with care 

and compassion. (24.10%) of respondents said that yes, to some extent, they were treated 

with care and compassion. (4.22%) said that they did not feel that they were treated with 

care and compassion. 

Question 20 – How would you rate the level of care you received from the audiology 

service? (n166) 

 

Over half of respondents (50.60%) rated the level of care received from the audiology 

service as excellent (this is a weighted average). Over a quarter (28.31%) said it was good, 

(13.25%) said it was fair and (6.02%) said it was poor. 



Question 21 – What has please you most about your experience of the service? 

(n145) 

Respondents were asked for their thoughts about their experience of the service. In total 

145 respondents made 218 comments. See below. 

Pleasant/caring/helpful/friendly staff 46 

Easy access / convenience / availability 21 

Able to hear better 18 

other 12 

Everything clearly explained - advice given 11 

Expertise / knowledge / understanding 11 

Speed of receiving hearing aid / updated aid / quality of aid 11 

listened to and/ or questions answered / views taken into account / treated 
equal 

10 

Professionalism/thoroughness 10 

Excellent/very good service 7 

Speed / timely / efficient 7 

Drop in service 6 

Nothing / not a lot 6 

Still having problems hearing/struggling with aids 5 

N/A 4 

Fitting 4 

Advised/referred of other services / groups / classes 4 

Spped of apps 4 

Free 3 

Follow up service 3 

A complete service 3 

Getting the care I needed 3 

Good service 3 

Get hearing aid / sorted 3 

Staff - not friendly 1 

Neutral 1 

Hearing test 1 

  

 

Question 22 – Is there anything we can do to improve the service? (n125) 

Respondents were asked for their thoughts about how the service could be improved. In 

total 125 respondents made 159 comments. Comments see below. 

 

No / can't think of anything 41 

Other 19 

Easier access to batteries/hearings aidsAlternative outlets for Batteries eg  
GP's  

11 

Attitude of staff - lack of care/patience 11 

Follow up apps - lack of /aftercare 10 



Excellent Service 10 

Better quality hearing aids 9 

Quicker apps / easier to book / waiting times 7 

Staff to explain / more info provided / communicate / transparent 7 

Problems with hearing aids - no help / not resolved quickly 5 

Battery scheme - Improve 5 

I am satisfied / happy 4 

Staff to listen 4 

Don’t know 3 

Regular hearing tests/home tests 3 

Staff training/  work with audoiogy to improve service 3 

less visible aids 2 

Signage-signposts to audiology - Hartlepool Signosting to services/hours 2 

home visits 2 

Ability to see alternative specialist 1 

  

 

Targeted Discussion Groups 
Please see below a summary of discussions from face to face sessions with Durham Deafened 

Support groups. Three groups were attended in Stanley, Horden and Durham which included 16 

participants. The notes included here relate to the discussions that took place at the Stanley and 

Horden sessions. All participants were white females over the age of 50. 

About GP referral (choices and why) 

Majority of the participants were attending services in Middlesbrough.  

Mixture of experiences regarding where they could choose to attend – some were only 

given one place to go by their GP and others felt they had a good range of choices provided 

for them. Many felt they were just given an appointment though.  

Example of patient who initially agreed to attend Sunderland and has now continued to 

attend there even though they live in Seaham. 

There was a comment about patients not being told that they would need to remain with a 

chosen provider for three years. 

About appointments 

Have experienced a lack of patience for people with hearing impairments. 

Felt that some staff (not all) were impolite when they were having a bad day and it was just 

dependent on what the staff had been doing earlier as to whether the care and treatment 

was good.  

Shotley Bridge Hospital negative experiences recorded 

University Hospital North Durham positive experiences recorded 



Comments about the fact that patients felt that staff (nowadays) saw their role in the NHS 

as ‘just a job’ rather than providing care as part of a caring profession which people had a 

passion for.  

Participants commented that younger people they knew with hearing problems were 

choosing to go to Specsavers / Boots for their appointments as this was easier for them.  

However they felt that generally there was a lack of awareness / comprehension about what 

was available on the high street. Some of this related to people not having confidence in 

some of these providers for these types of services and cited concerns about the staff 

having the right levels of training to be able to appropriately support someone.  

There were also comments at one particular group about people feeling they would be 

encouraged to purchase additional or more expensive equipment if they went to the high 

street providers. 

Information / Reviews 

Lack of information about how to use the equipment a common theme. Some comments 

about the fact that instruction booklets were not always provided with the equipment 

individuals were given.  

Majority of participants highlighted that the reviews of their equipment were not forthcoming. 

They also commented that discussions about digital equipment were not brought up by staff 

in services. Examples given of people who had parts stop being made for their existing 

equipment (due to the equipment being superseded) but offers of being able to take up 

newer / digital equipment were not made.  

Participants found that overall they received better / greater amounts of information through 

the support that they received from VCS organisations rather than the NHS. Examples 

given were Durham Deafened Support and Age UK as being particularly good for this. This 

tended to cover; maintenance information and range of equipment that is available.  

Additional comments 

Some participants highlighted broader issues when interacting with other NHS services and 

their ability to effectively communicate with hard of hearing / deaf patients. In particular 

some highlight the fact that when in a waiting area, some services call out names of people 

for their appointments. There were reported cases of patients sat in waiting rooms for 

extended periods of time and missing their appointment because they did not hear their 

name being called. 

4. About you 
The questionnaire contained a number of questions to monitor characteristics of 

respondents in relation to equality and diversity. These questions help the CCGs to ensure 

that they are engaging a cross section of people within their local communities and that 

they are meeting their public sector equality duty, as defined by the Equality Act 2010. 



Question 23. How old are you? (n158) 

 

Question 24. What is your gender? (n159) 

 

 

 

 

 

 



Question 25. Does your gender identity match your sex as registered at birth? (n160) 

 

 

Question 26. Are you currently pregnant or have you been pregnant in the last year? 

(n158) 

 

 

 

 

 



Question 27. Are you currently…? (n157) 

 

 

Question 28. Do you have a disability, long term illness or health condition? (n161) 

 

 

 

 

 



Question 29. Please can you tell us what your disability, long-term illness or health 

condition relates to? (n99) 

 

Question 30. Do you have any caring responsibilities? (n149) 

 

 

 

 

 



Question 31. Are you currently serving in the UK Armed Forces (this includes 

reservists or part-time service e.g. Territorial Army?) (n158) 

 

 

Question 32. Have you ever served in the UK Armed Forces? (n158) 

 

 

 

 



Question 33. Are you a member of a current or former serviceman or woman’s 

immediate family/household? (n159) 

 

 

 

Question 34. What is the first half of your postcode? (n154) 

Postcode Number 

DH1 15 

SR8 9 

TS26 7 

DH7 7 

DH6 6 

DH8 6 

TS20 5 

TS25 5 

DH9 5 

DL1 5 

DL3 5 

DH3 5 

TS27 4 

SR7 4 

TS7 4 

TS19,DL13, DL12, DL15, TS14, TS11 3 

TS15, TS4, TS1, TS29, DH2, DL5, DL14, 
TS6, TS10, TS12, DH4 

2 

TS18, SR1, TS21, TS23, TS28, DL4, TS8, 
DH5, TS17, DL17, DL16, TS24, DH19, 
TS21, DH7 

1 



 ** total numbers do not add up to response rate of (n154) as some respondents completed 

this section in error. 

Question 35. Which race or ethnicity best describes you (n158)? 

 

Question 36. Which of the following terms best describes your sexual orientation? 

(n153) 

 

 

 

 



Question 37. What do you consider your religion to be? (n156) 

 

 

 

Ends. 

 

 


