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Listening to Hastings 

Report on Enter and View visits and Social Media project on Maternity 
Services provided by East Sussex Healthcare NHS Trust (ESHT) at the Conquest 

Hospital. 

Date: 20th and 27th October 2017. 

1. Summary

• Most women and families interviewed spoke about positive experiences citing
friendly, warm, helpful staff as a main factor for their positive experience.

• Nearly all women referenced, from their perspective, how they viewed the
unit to be understaffed. This was also noted by representatives, observing
the activity.

• The social media element of this project; Overall, the social media feedback
reflects that while many women and their partners have a really good or
excellent service, some patients and their partners still report very poor
experiences. This is consistent with the feedback reviewed in 2016.

• There have been some improvements identified however, there are still areas
of concerns identified in the report.

2. Background

This report is based upon two pieces of work on Maternity services carried out by 
Healthwatch East Sussex (HWES) as part of the Hastings Listening Tour in October 
2017. The first consisted of two visits to the Maternity Unit at Conquest Hospital in 
Hastings and the second a social media campaign also conducted in October 2017.  
The Listening Tour included a wide range of public engagement activity designed 
to gather diverse local views on health and care services.  

3. Maternity Unit Visits

In 2016 HWES visited Maternity Units in both Eastbourne and Hastings as part of a 
wider package of support to the trust following poor CQC ratings and the decision 
to place the trust in special measures. The full report can be viewed here. In 
October 2017 HWES decided to include a shorter programme of visits in our 
Hastings Listening Tour to follow up on earlier recommendations made and hear 
from families about their recent experiences.  

This activity was designed to be a smaller alternative to a compare and contrast 
report as the sample size is small and it only covers one site. Plans to include 

https://www.healthwatcheastsussex.co.uk/wp-content/uploads/2015/01/From-special-measures-to-special-moments-April-2016.vfinal.pdf
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further visits will be built in to forthcoming Listening Tours as they progress around 
the county.  

This activity is a light touch reflection, rather than a direct comparison. However, 
it provided HWES with an opportunity to re-engage with patients and families using 
the maternity service at the Conquest hospital, which has a Consultant-led 
Maternity Unit, 10-room delivery suite, postnatal and antenatal wards. 

3a. Methodology

HWES recognises that every birth is not always a happy and joyful occasion for 
some parents. Careful consideration, in liaison with staff, was given to any parents 
who may not wish to share their experiences. 

Prior to the visits, the purpose and methodology was discussed with the Trust and 
the findings are shared appropriately as outlined in this report.  

A random selection of women was spoken with during the visits from all wards 
within the Unit. A total of 16 women gave their views during 1:1 interviews with 
HWES authorised representatives. To view the interview questions used please see 
the Appendix 6a on page 12.

3b. What women and families said

‘Staff seem to be attentive, keeping a good observation” however women and 
partners did not observe any member of staff approach a patient to ask if they 
needed anything. They also reported that they had been kept fully informed of 
their care and treatment and most stated they understood what had been 
explained.  

Some comments included: 

“fully explained – brilliant staff” 

“…yes, fully informed each step” 

“good at explaining” 

A less positive comment included: 

“lead up – nightmare, not communicating between staff! Told something different 
each time, nobody listens to comments, had C section” 

One patient commented “continuity of care by some midwives is very good. Did 
not know this would be the case, would have been very good to know this” as they 
would not have been so worried before coming into hospital! 

Other feedback around pain relief and meals was also largely positive, although 
two patients did comment on more knowledge of special diets for women who 
have diabetes from the staff would have been helpful. 
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“care worked well, taking care of me and the baby. Staff friendly and helped 
with breast feeding. Staff have big workload and they need more staff. Same 
midwife from start to finish was excellent! Perhaps more knowledge of special 
diets for women who have diabetes” 

“this time around more organised. Midwife was fantastic (named). Parent has to 
go home at 10 pm not stay all night to help” 

Several other women also commented on the help and support they received with 
breast feeding.  

Where respondents were asked to make any additional comments, again the 
friendliness of the staff was mentioned frequently. One patient mentioned 
friendly good care from doctors and that overall, they found the experience 
“much more pleasant than six years ago!” 

3c. Cleanliness, Dignity, Security and Food

Cleanliness of the unit 
There was good evidence during the visits that cleaning programmes were being 
followed robustly and only one incident was noted that gave cause for concern. (A 
patient noted that after discharge, the bed was cleaned but still had some blood 
on the bedside rails. 

It was also observed that all the equipment (visible) was appropriately stored, the 
corridors were not cluttered. The bays and rooms were spacious, well equipped at 
the atmosphere was noted by one representative as bright and cheerful. 

Privacy and dignity 
Half of the women stated yes this was respected, curtains were used or quiet areas 
if available for any discussion. Three women reported dignity was respected ‘most 
of the time’. One patient commented, yes however on occasions staff would enter 
first and then ask, ‘is it ok?’ During the visits, representatives observing ward 
activity also reported patient’s privacy and dignity was observed. One patient 
commented that housekeeping staff on one occasion walked in without asking. 

Security 
Likewise, with observations made around entering and exiting the unit, during the 
visits, no breaches to the protocols were observed i.e. all visitors buzzed and 
entered via the intercom at the Nurse’s station. 

Food 
Meal time experiences too were reported as largely positive; although two patients 
commented on some food not always covered, such as hot desserts. 
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Case study of one patient’s perspective of their experience and observations: 

Patient was in ante-natal for a week, well monitored. Later induced, then had a 
Caesarean section (C Section). Went home after two days, readmitted two days 
later as baby had feeding problems.  

Good points: 

• Arrangements from antenatal to delivery suite.

• Post-natal very good, seamless.

• Clinical care excellent!

• Ward staff very good.

• Good support for breast feeding.

• Independence encouraged.

Not so good… 

• Housekeeping staff noisy at times, need for consideration for quietness.

• Told to ‘get on with it’ once.

• There should be a consideration after coming from delivery suite when tired
and emotional, need help and encouragement.

• Noted one poorly patient could have been given much more support with
breastfeeding the baby as she was not coping well herself.

3d.   Conclusions 

As a short snap shot of women’s experiences over two visits, these findings are 
largely positive which suggests the Trust is making improvements in some of the 
areas previously identified. HWES was particularly pleased to learn that support 
with breast feeding had also improved somewhat. 

Whilst overall comments on the cleanliness of the unit indicate there has been an 
improvement (this was a key concern identified by women in 2016), isolated 
incidents indicate that further improvements are required, and that housekeeping 
staff should also note the feedback from patients around privacy issues.  This can 
be followed up during Patient Led Assessments of the Care Environment (PLACE) 
2018 inspections where HWES is involved. 

One area to note for follow up is the responses from women who have diabetes 
and for staff to have better knowledge of special diets. This was also raised in the 
report from 2016, indicating further work is still required. 
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3e.   Recommendations 

These findings are to be read alongside the summary from the on-line 
responses on page 6. 

• The cleanliness and dignity issues will be included by HWES as part of PLACE
2018 inspections to follow up.

• Information available to patients/women and their partners prior to arriving
at the unit should be reviewed by ESHT to include some of the feedback
gathered around special diets and continuity of care.

• Housekeeping staff to be made aware of this report and its findings by ESHT.

4. Social Media project

The Maternity Services social media project, including an on-line survey 
(Appendix 6a page 12), went live at the beginning of October 2017 as part 
of evidence gathering activity of the Hastings Listening Tour.  

The purpose was to: 

• follow up any outstanding issues identified in 2016 when a similar review was
conducted

• inform the enter and view visits planned for the last week of the Listening
Tour

• highlight where any improvements to the maternity service at the Conquest
hospital can be attributed, based on what people said about their
experiences.

A total of 133 on-line responses were received together with 50 reviews and 
comments left on the HWES Facebook page, which can be viewed here.  

All 133 responses and Facebook comments have been reviewed by the HWES 
project lead, shared anonymously with East Sussex Healthcare NHS Trust (ESHT) 
and summarised below to highlight emerging themes, key learning points based on 
what patients said and follow up activity that may be required by the Trust. 

Healthwatch East Sussex will continue to work with the Trust through its regular 
liaison meetings and by sharing its findings with the regulators and statutory 
partners involved in improving local health and care services. 

www.facebook.com/healthwatchesussex
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4a.   Timeline for responding 

Healthwatch East Sussex invited women and their partners/families who had used 
maternity services locally since April 2016 to take part in the online survey as part 
of the Listening Tour.   

Many women included the approximate date of their experience in their reviews. 
Where the date was not clear, but other information made it possible to determine 
whether it was relevant to include, a judgement was made on whether the 
experience fell within the timeframe for this review. Only one review was 
discounted.  

From the 50 reviews left on social media, it was very evident, some reviews fell 
well outside the timelines for this review and are therefore not included. As the 
social media reviews are in the public domain, summaries of those reviews have 
not been analysed for this report but can be viewed by any interested individuals 
or partners on the HWES Facebook page.  

4b   Observations and findings – online survey 

Responses included both complimentary and negative feedback. Most respondents 
completing the survey commented on what worked well in their experience and 
what didn't. Some respondents provided helpful suggestions about where 
improvements could be made. 

Most respondents commented on their experiences using services at: 

• Conquest Hospital, Hastings (115) 87%,

• Eastbourne District General Hospital (15) 11%

• Hailsham Health Centre (3) 2%

Of those completing the survey; 

• 123 (93%) were the Mother

• 5 (4%) were the Father (5) 4%

• 5 (4%) were Family members or supporters

Respondents were invited to give a brief outline of their maternity experiences as 
supported by the hospital. 97 provided feedback that HWES reviewed as either 
positive, negative, a mixture of both (or unable to review as it only acknowledged 
they had used the service). 

HWES concluded that: 

• (38) of the experiences shared were positive, often very positive and patients
left very complimentary reviews about their and their families experiences.
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• (44) of the experiences shared were largely negative, where patients cited a
catalogue of what they perceived to be failings in their care and treatment
that affected their (and sometimes their families) overall experience.

• (11) of the experiences provided a mixture of both positive and negative; and

• (4) simply indicated they had used the service.

• (36) provided no feedback to review.

4c.   What women and families said 

What worked well?’  
There were lots of really positive experiences shared and HWES would recommend 
the ESHT share these experiences with the staff involved at both Maternity 
services for example:  

'The care throughout my time in both wards and delivery suite was excellent. 
Also the care in theatre was excellent this time around delivering my second 
child – couldn't fault them' 

'All staff friendly, reassuring and caring, just what you need in Labour. The 
consultant regularly checking on you and the snap decision for a C-section by the 
consultant, I was in theatre and had my baby within 15/20 mins' 

A small number of respondents used this part of the survey to also express negative 
experiences, which again we recommend the Trust review, along with the next 
section which invited patients to respond to what  

What did not work so well? 
Comments shared included: 

'the un-nurturing attitude of the midwives at the Conquest – for a scared, first 
time mum who had never experienced labour and delivery before, I did not feel I 
was well looked after when I was at my most vulnerable' 

'My postnatal care was very distressing. I found the communication between 
midwives at the Conquest and Eastbourne to families could be improved' 

The transfer time from Eastbourne to Hastings did receive significant negative 
mentions in this review. This section contained largely negative feedback, which is 
concerning given that a large proportion of reviews were judged to be within the 
current time frames. 

What could be reviewed? 
Many helpful suggestions were received, examples include: 

'Better information for first time Mum's' 

'More birthing pools' 
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'I think women's choices should be listened to more' 

'More staff and more delivery rooms, don’t book lots of women in to be induced 
if you don’t have the space!' 

A small number of women expressed an interest in taking part in some follow up 
activity with Healthwatch East Sussex. This process has already started and more 
information will be made available on our website when available. 

4d.   Emerging themes 

Staff attitude 
A significant number of references were made to the support patients received 
from staff, including support staff, nursing and midwives, doctors and consultants. 
A small number referred to doctors and consultant involvement with both positive 
('Consultant was brilliant and helped us get what we wanted') and negative 
experiences shared, that included approaches and attitude and inconsistencies in 
information and advice they provided. 

The majority of responses referred to nursing and midwifery staff. The overall 
picture was very mixed, with views ranging from 'Fantastic, very kind and caring' 
'Amazing staff' 'faultless' to 'compassion fatigue' 'unsupportive' 'very cold and 
didn’t care attitude'. 

These findings are consistent with those previously identified during the same 
activity undertaken in 2016. HWES invites the trust to provide an update on how it 
has addressed the following ACTION from 2016, given these reviews indicate little 
or no improvement is being achieved: 

A) For East Sussex Healthcare Trust to review all responses with a specific focus
on references to staff attitudes and behaviours. To use the concerns raised to
explore with staff in learning workshops and supervision sessions, how their
interactions with patients, partners and visitors could be improved; and

B) What progress has ESHT achieved in embedding the organisational values
https://www.esht.nhs.uk/wp-content/uploads/2017/09/ESHT-2020-Our-journey-
to-be-outstanding-by-2020.pdf

Ante-natal care 
Ante-natal care received a good number of positive comments, with women 
describing their experiences as 'excellent, 'faultless' and 'no complaints, however, 
there were some underlying negative responses, like those reported in 2016 around 
what appeared to be inappropriate comments made to women and their views not 
being listening to.  

There were also a number of women commenting on having to undergo an 
emergency caesarean section, being booked in to be induced, when there is no 
space available and out of hours communication. 

https://www.esht.nhs.uk/wp-content/uploads/2017/09/ESHT-2020-Our-journey-to-be-outstanding-by-2020.pdf
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Labour Care 
Where women left critical comments on their overall experiences, they also 
reported that the care they received during labour was good. Women rated labour 
care highly in the section of the survey which asked what worked well in their 
experience, citing care from individual midwives, use of the birthing pool and a 
fantastic team as contributory factors to their overall experience.  

HWES concludes from the feedback reviewed that there appear to be more positive 
experiences shared around care during labour, however the Trust should continue 
to achieve a higher consistent of quality care across the whole maternity pathway. 

Post-natal Care 
There were mixed reviews shared by women about the post-natal care they 
received, with an approximate number of equal positive and negative experiences. 
The critical experiences shared by women, their partners/families mostly cited the 
busyness of the unit (Conquest) and what they perceived to be staff shortages and 
the lack of skills mix amongst staff on some shifts.   

Positive experiences also happened for women when the unit was busy, with some 
women praising the staff for how well they coped and still provided 'good, 
attentive care', as well as good follow-on care at EDGH: 

'The ability to have the aftercare at the DGH. Being able to have the birth we 
had hoped for – in a birthing pool. All the midwives were amazing! The breast-
feeding support was brilliant' 

'Some staff were courteous and knowledgeable, nothing went particularly well 
before or after labour involving EDG or Conquest Hospital's 

'I was consultant led due to anxiety issues after a previous loss. Consultant was 
brilliant and helped us get what we wanted. Elective C-section was arranged 
however, baby decided to come earlier, but still had a fantastic experience in 
theatre. The staff were so caring and made me feel at ease. Aftercare wasn't so 
great, but they were very busy!' 

There were also a number of negative comments made involving better support 
with breast feeding, care and support post C-section and for first time Mums. 
Several Mums (having their second babies) commented that although they had 
been through birthing experience previously, they had forgotten what to do about 
their own aftercare, such as how much blood loss is 'normal' how much lifting can 
they do. They would benefit with access to some information on aftercare. 

Several references were made to some early new born checks being missed before 
discharge, examples given were Tongue-tie (see details here, although NHS 
Choices recognises it is not always easy to identify), Ventricular Septal Defect 
(VSD) and Atrial Septal Defect (ASD) not picked up on allegedly three occasions 
(including during pregnancy) for one individual and in several other reviews  - 
read NHS Choices description of  VSD and ASD here. 

https://www.nhs.uk/conditions/tongue-tie/
https://www.nhs.uk/conditions/congenital-heart-disease/diagnosis/


Healthwatch East Sussex - Hastings Listening Tour   Appendix 5 March 2018 

10 | P a g e

Cleanliness and hygiene 
There was an action from the earlier report (2016) for HWES to visit the 
maternity unit at the Conquest once the upgrade to the bathrooms and showers 
was complete. HWES did make a visit and was shown where the improvements 
had been carried to the bath/shower room facilities, which addressed the 
previous comments gathered around the facilities appearing 'tired looking'.  

However, women still reported cleanliness concerns in their feedback, especially 
the toilets and soiled, dirty bed-linen. A suggestion was made to increase the 
number of times the toilets are checked, given it is a maternity unit. 

When Healthwatch Authorised Representatives visited the Maternity Unit at the 
Conquest Hospital during October 2017 (See part 1 of this report), there was no 
evidence observed that gave cause for concern, other than one incident reported 
by a patient during the enter and view visit. 

4e.   Conclusions 
The experiences women have shared with Healthwatch through this on-line 
survey were largely (87%) related to the Conquest Hospital. [(80% in 2016]. 

Overall, the feedback reflects that while many women and their partners have a 
good or excellent service, some patients and their partners still report very poor 
experiences. This is consistent with the feedback reviewed in 2016. 

It is therefore, challenging for Healthwatch to reach a conclusion from this 
summary of recent reviews on whether or not the Trust has made improvements 
in addressing some of the issues previously identified on the experiences of 
women and families using maternity services, largely at the Conquest Hospital.  

4f.  Recommendations 

• HWES will continue to work with East Sussex Healthcare NHS Trust (ESHT) to
agree a plan setting out how they intend to address wide variances in the
quality of maternity services to ensure women consistently experience 'good'
to 'very good' levels of care and support.

• The Conquest Maternity Unit will be visited by HWES as part of the PLACE
Programme for 2018 and other enter and view visits could be arranged during
the year to monitor concerns around cleanliness and hygiene.
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Disclaimer

Please note that this report relates to findings observed on the specific dates set 
out above. Our report is not a representative portrayal of the experiences of all 
patients, families and staff, only an account of what was observed and 
contributed at the time.  

16   Service provider Response 

On behalf of East Sussex Healthcare NHS Trust; Sarah Blanchard-Stow, Director 
of Midwifery and Nursing said: 

“We are committed to providing the safest and highest quality care to the people 
of East Sussex. This aim is greatly supported by the valuable relationship that we 
have with Healthwatch East Sussex and the insight that their work offers about 
our services.  We welcome all feedback and we are committed to using this to 
enhance our patients’ experience.  

We’re pleased that the majority of women and families that Healthwatch 
interviewed spoke about their positive experiences of the maternity service at 
Conquest. This mirrors the feedback that we get about our service which shows 
significant improvements in women’s experience. However, we are always looking 
for ways to improve and the observations and recommendations from the report 
will help us to build on what really matters to the women and families who use 
our services. For example, we are developing support and training for 
housekeeping staff working within the unit, enhancements to support the privacy 
and dignity of our patients, a sensory room to provide relaxation for women in 
early labour and further support for mothers to breastfeed. We are also 
reviewing overnight visiting and are being heavily led by the views of the women 
and families using our service.” 
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Observation sheet and face to face interviews prompt sheet 

(Please note that the response boxes are smaller, to save space in this document) 

East Sussex Healthcare NHS Trust Maternity Services enter and view visits 

Key lines of enquiry (questions and prompts) 

The purpose of these visits is to engage with patients/families using maternity services delivered 
East Sussex Healthcare NHS Trust (ESHT) at the Conquest hospital as part of the Hastings Listening 
Tour. 

The insight gathered from these visits will be collated with the user experiences parents shared via 
the online survey and through case studies. 

A report will be presented to the Trust (and other stakeholders) to inform their continuing Quality 
Improvement Plan and to the wider population of East Sussex. 

This is a focussed activity over two days (including a weekend) undertaken by our Authorised 
Representatives and women who have used local maternity services since April 2017. 

Insight will be gathered by talking to patients/parents about their experiences using a 
question/prompt sheet and by observing specific areas of care and interactions with midwifery staff 
and patients/parents. 

Recording your observations 

Use the following boxes to record a summary of your observations in each of the areas shown at the 
top of each box. 

Please liaise with staff to spend time in each of the areas (excluding delivery suites) 

Please indicate which hospital this observation is for: 
Conquest Hospital        

Date: 

Time Observation Commenced: 
Time Observation Ceased: 

Observations: 

Cleanliness 
Did you observe any routine cleaning? Are there any cleaning schedules visible? If 
so are they up to date.  

Did you hear patients asking for items or areas to be cleaned specifically? i.e. 
showers or toilets.  
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Equipment/Environment 
Did you observe any broken fixtures/equipment 

Privacy 
Did you observe staff using curtains to protect patient’s privacy? 

If the unit is busy how does staff maintain patient privacy? 

Interaction with nursing staff and patients/partners 
Is it warm friendly, are staff responding to requests for assistance? 

Pain relief/Medication 
Did you observe staff responding to requests from women for pain relief? 

Meal times 
Can women access the meal trolley? 

Do staff ensure everyone has been catered for? 

Visiting and Security 
Did you observe the secure entry process being adhered to? 

What is the visiting protocol and was that adhered to? 
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Please use this section to record parent’s comments and feedback 

Based on your experiences using the service, what worked well, not so well and 
any suggestions you have for improvement? 

For further information, please contact us using one of the methods below: 

Call: 0333 101 4007, lines open Monday-Friday, 10am-2pm

Text: 07493 328214 (We can call you back)

Email: enquiries@healthwatcheastsussex.co.uk

Web: www.healthwatcheastsussex.co.uk

www.healthwatcheastsussex.co.uk
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