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This presentation

Key acronyms:

CDCs - Community Diagnostic Centres

UTCs - Urgent Treatment Centres

VCFSE - Voluntary, Community, Faith and 
Social Enterprise

Provide planned services such as blood tests, X-rays, 
ECGs, MRI or ultrasound, away from main hospitals.

Provide medical help for none life-threatening 
emergencies, e.g. suspected broken limbs, minor 
scalds and burns, eye problems and feverish 
illnesses. 



Background

• GP (general practice)
• Pharmacy 
• Dental 
• Community health
• Hospital – including planned, 

inpatient and emergency care
• Mental health
• Social care
• Wellbeing and lifestyle 
• VCFSE organisations or groups

Aims
• Understand Lincolnshire 

residents’ experiences of 
health and care services

• Identify strengths and areas for 
improvement

• Help inform future priorities 
and service development

Services covered:



Methodology 

Online

Data collection

PhonePaper/Postal

OutreachVolunteersCollaborative

Survey design

Skip logic (survey branching)

Metrics and narrative 

The survey was open from October 2025 to March 2026



Who shared their views?

2,500
residents 

Over

What services did residents 
tell us about?

GP Pharmacy DentalCDC

VCFSE Social 
care

Hospital 
care

Community

and so many more…

Lifestyle



Who shared their views?

East Lindsey
26%

South 
Holland

8%

West Lindsey
13%

City of Lincoln
7%

North Kesteven
17%

South Kesteven
17%

Boston
6%



Who shared their views?

“I have a long-term 
health condition(s)”

31.1%

“I have a 
disability”

16.7%

“I am a carer”
12.1%

“I am a veteran”
7.8%

“English is not my first 
language”

2.8% “I am neurodiverse”
5.3%

“I am digitally 
excluded”

6.2%



This presentation

• Overall key themes 
spanning multiple services 

• Factors key to experience

• More in depth analysis will 
be available in subsequent 
report(s)

We will cover:



Key headlines

Strongly agree/agree
 = % agree

Neither agree nor 
disagree

Strongly 
disagree/disagree

NA

On average across all services: 



Theme 1 - Access



“Overall, it was easy to access this service.” 

% Agree

Theme 1 - Access

Residents discussed

*For those that had an NHS dentist

Waiting times

Getting an appointment

Booking appointments

Location, Transport & 
Rurality

Parking



Theme 1 - Access

Resident voice - what does good access look like?

“Varied locations to allow 
accessibility at a time that fits 

around my full time job.” - Pharmacy

“They are responsive. Not a long 
wait.” - Mental health 

“Referral very quick, short waiting time 
for appointment.” - Planned care

“Lots of free parking, easy to find, not 
kept waiting for my appointment.” - 

CDC 

“Online triage, quick replies, easy access 
to face to face appointments.” - GP 

service

“You can book the blood tests online 
and you don’t have to wait too long to 

be seen.” - Community health



“Self help - took above recommended amount of 
pain relief and bought antibiotics from the web.”

“I had to use disability money on private dentist so 
no petrol for 2 months.”

“Suffered with pain until tooth fell out.”

“I had to sacrifice money from my household 
utilities and food budget to pay for dental care.”

Theme 1 - Access

NHS Dental

Access 

1 in 3 
unable to get an appointment 

Resident voice

Hardest: South KestevenEasiest: North Kesteven

Pay private

Consequences of no NHS access

Treatment abroad

No treatment - pain and tooth loss



Theme 1 - Access

We highlighted the 
issue to the ICB, ahead 
of the new GP contract 

commencing in 
October

GP Services - Our Impact - Positive Change

Feb - Apr 2025

We ran a snap survey 
exploring access to GP 

services 

“8 am scramble” - 
biggest issue

Oct - Mar 2026

“8 am scramble” -  
barely mentioned

We ran our State of 
Health and Care 

survey



Theme 2 - Interactions



% Agree

Theme 2 - Interactions
“I had a good relationship with the staff.”



listened

explained

knowledgeable

understanding

ease

excellent

good
feeling professional

patient

pleasant
kind

caring

feel

helpful
respect

time

communication

great

friendly

clear

efficient

treated

empathy

care
person

Listen listens

advice

understandfeeling

Theme 2 - Interactions
Resident voice - what is key to a good relationship?



Theme 2 - Interactions

“I felt listened to and respected.”
Overall
VCFSE

Ambulance
NHS dental

UTCs
CDC

Wellbeing
Community

Planned care
Pharmacy

Mental health
GP

Inpatient
Social care

A&E
% Agree% Agree

“Staff explained things clearly.”

45%
43%

49%
67%

58%
69%

77%

77%

77%
78%

82%
84%
81%
80%

68%



“I was told what to expect by kind 
friendly staff who were extremely 

empathic to my wellbeing and helped 
me through the procedure.” - CDC

Resident voice - what do good interactions look like?

Theme 2 - Interactions

“The surgeon was excellent and 
explained all details very well. In the 
ward, most staff were friendly and 

caring.” - Inpatient care

“Really lovely staff, told me what they 
were going to do before they did it and 
generally talked to me as an equal.” - 

UTC

“Staff were friendly, listened to what I 
said and treated me with respect.” - A&E

“Respectful caring empathic staff.” 
-Pharmacy

“The staff are really lovely, very 
caring, empathetic and just lovely.” 

- Planned care



Theme 3 - Quality and 
Satisfaction



Theme 3 - Quality and 
Satisfaction

“They gave me reassurance by offering follow up 
appointments after successful past cancer 

treatment.” - Planned care

“Easy to talk to, listened to and now is smoke 
free.” - Wellbeing and lifestyle services

“They visited regularly and provided 
appropriate care and support, including 

onward referrals for equipment.” - Social care

“Really knowledgeable worker who explained 
OCD clearly and core values etc. which 

significantly reduced symptoms.” - Mental health 

Residents highlighted

Tailored support

Continuity

Follow up & 
ongoing support

Knowledgeable staff 



Theme 3 - Quality and Satisfaction

“I was satisfied with the service I received.”
Overall 

NHS dental
CDC

Ambulance 
VCFSE
UTCs

Community
Pharmacy
Wellbeing

Planned care
GP

Mental health
Inpatient care

Social care
A&E

% Agree% Agree

“ I received good quality care/support.”

48%
47%

59%
56%

66%
77%

73%

86%

78%
76%

85%
83%
84%
84%

71%



What impacts satisfaction?

Resident Experience/Satisfaction

Access Interactions Quality

Across all services...

Waiting times

Location, Transport 
& Rurality

Getting an 
appointment Listening Tailored

Continuity

Follow up & 
ongoing supportKind, caring, helpful 

& empathetic

Communication



Benefits highlighted

Reduces social 
isolation

Improves physical 
health and wellbeing

Local 

A spotlight: VCFSE support

Overall average VCFSE

Bridges gaps in services



“The activities I attend include a knitting 
club and an art class. This allows me to 

socialize with people, be in a warm space 
for a bit. (I dare not turn my heating on in 
my house for fear of the cost). There are 

also food donations there that we can use 
which gives me an extra meal or two. I have 
explained to staff about my chronic illness 

and they are happy to help me out if 
needed. This is so lovely of them.”

A spotlight: VCFSE support

“I get sent regular information and updates 
via email. I am sent information on help 

and support and groups for carers. I'm not 
forgotten!”

“[If the support was no longer available] It 
would impact on both my physical and 

mental health. It has helped me get 
muscles back that wasted away in hospital. 

It also gave me a reason to get out of the 
house and people to socialise with and to 

learn from others with similar experiences.”

Resident voice



How do people want to feedback 
and get involved?

Independent body 
was preferred way to 

give feedback 

More opportunities Options

Services to continue to:
• Listen and act on feedback

• Communicate the changes and impact



Workshop activity

Activity 1 (10mins):

On your tables, reflect on the findings of the research and 
note down on the flip chart:

• Points that stand out, with your experience

• Anything to add to the findings

• Any work you might be doing in an area to address 

some of the challenges shared



Strengths Weaknesses

Opportunities Threats

Workshop activity
Activity 2 (10mins):

SWOT Analysis

5 mins focused on the 
strengths and weaknesses 
of health and care services 
in Lincolnshire.

5 mins focused on the 
opportunities and threats to 
better health and care 
services in Lincolnshire.



Healthwatch Lincolnshire
Rooms 33-35, The Len Medlock Centre
St Georges Road
Boston
Lincs
PE21 8YB

www.healthwatchlincolnshire.co.uk
t: 01205 820892
e: info@healthwatchlincolnshire.co.uk
@HealthwatchLinc 
Facebook.com/healthwatchlincolnshire

proud to deliver



Strengths

kind, caring, listening
good quality care when in the 

system

Weakness

inequalities
access waiting times

some services more challenged 

Opportunities
Collaboration - VCFSE

Promote UTCs, Pharmacies
waiting well 

perceptions/expectations

Threats
demand , capacity
ageing population
loss of public voice
VCSFE less funding

SWOT/summary - internal will not be 
shown
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