What People with a Hearing Problem say about
Health & Care Services in Wigan Borough – March 2011
Response to the deaf report
from the 5 Boroughs Partnership Foundation Trust
5th January, 2012
The Trust acknowledges the findings highlighted in this report and would like
to take this opportunity to provide an overview of the work undertaken in
meeting our Public Sector Duties under the Disability Discrimination Acts
1995/2005, now included in the Equality Act 2010.
Following consultation with local disability organisations and individual
disabled people the Trust undertook a programme of work aimed at improving
access and facilities for all disabled people, including those who are deaf or
hearing impaired.
The work included:
•

The provision of induction loop systems across the Trust. Counter
top systems are now available at all reception desks, and hand held
portable systems are available in all in-patient wards and to staff
working in community teams. The Trust has produced guidelines for
staff on the use of induction loop systems. Hand-held loop test units
are used by staff from the Trust Estates and Equality Diversity &
Inclusion Unit.

•

Deaf Awareness Training available to all staff. Half-day sessions
are delivered by a highly skilled deaf trainer from ‘Deafeating Barriers’.
During the past two years eight courses have been delivered. Meeting
the needs of deaf and hearing impaired staff and service users is also
included in other equality training such as Equality & Diversity and
Disability Awareness Training.

•

Producing guidance for staff on providing communication
support. The guidance includes various sections on meeting the
needs of deaf or hearing impaired service users. The guidance states
that wherever possible staff should only use trained interpreters,
supplied by local approved organisations. They include Cheshire
Deafness Support Network, East Lancashire Deaf Society, Royal
National Institute for Deaf People and St Helens Society for Deaf
People. The guidance also states that the Trust will pay for these
interpreters, and it explains booking arrangements, list of local
suppliers and payment details.

The guidance also provides details on other forms of communication used by
people who are deaf or hearing impaired. Including:
• Text Relay (previously known as Typetalk)
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• Textphone
• Minicom
• Lip speakers
• Text
• Induction Loop
• Amplification
• Palantypist (Speech to Text Reporting)
• Fax and email
• Makaton
• SMS text messaging
• MMS (multi-media messaging service)
• Web sites.
In addition the guidance includes details on support for people who have dual
sensory impairments, deaf/blind.
The use of communication support is reported annually to the Trusts Equality,
Diversity & Inclusion Steering Group. The latest report highlighted that nearly
70 per cent of the total spends on support was for British Sign Language
interpreters. The Group also monitors complaints appertaining to equality &
diversity; none have been associated to communication support, or deaf or
hearing impairment.
If you would like more details about anything covered above or if there are
any joint initiatives that you would like the Trust to consider please don’t
hesitate to contact me.

Dave Thompson
D. Thompson, MBE, DL
Assistant Director Inclusion & Partnerships
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Response to the deaf report from Ashton, Leigh and Wigan Community
Healthcare now renamed Bridgewater Community Healthcare NHS
Foundation Trust
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Response to the deaf report from Wrightington, Wigan and Leigh
Foundation Trust
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Updated on 08 October 2012
As requested by Anne Turner at a recent meeting, please find below a
progress update with regard to Wigan Borough’s LINk Hard of Hearing Report
March 2011 (which we formally responded to you in April and December
2011).
The Trust recognises the importance of promoting equality and diversity in all
its functions and services and welcomes feedback from all groups of people.
Following on from our previous report, we have implemented a number of
initiatives for the hearing impaired, some of these include:
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•

An Interpreter and Translation Services Policy was implemented in August
2011. This clearly stipulates that staff / relatives must not be used to interpret
any clinical information on behalf of the patient.
It is the responsibility of the GP to inform the Trust if an interpreter is required
when referring on a patient for hospital treatment. As a Healthcare provider it
is our responsibility to provide appropriate interpreter services. It is the policy
of Wrightington, Wigan and Leigh NHS Foundation Trust to only use
professional interpreters who are bilingually competent, neutral, independent
and professionally trained to interpret clinical information. The Trust currently
has an agreement with Action on Hearing Loss (formerly RNID).

•

All staff are required to complete mandatory training on equality and
diversity every three years. The Trust’s current Equality and Diversity
Mandatory Training Programme is currently being refreshed. A short
film on deaf awareness will be included. A hearing impaired member of
the community has agreed to be involved to raise awareness about
some of the barriers that deaf patients face when accessing
healthcare.

•

The Trust’s Audiology Department have recently produced a
Communication Book for the hard of hearing / deaf patients for
staff. This is currently being printed by an external source and will be
distributed to all wards / departments during the next few weeks. Deaf
awareness training is planned and will be delivered to staff by the
Audiology Department.

•

Posters in the Audiology Waiting Areas outlining key information
under the heading ‘Did You Know’ have recently been refreshed. A
series of posters are currently being formatted and will be in all
Audiology Waiting Areas by the end of October 2012. Patient’s
Audiology Individual Care Plan continue to include information on
battery replacements, repairs, tube replacements, servicing
arrangements and contact details.

•

A Text Messaging Service was implemented in November 2011 to
remind patients about their forthcoming appointments and
subsequently reduce the number of appointments not attended
(DNAs).

•

Patients are able to cancel or reschedule their appointments via the
Trust’s Website. This new facility enables patients to notify the Trust
if they are unable to attend an appointment for any reason via on-line.

•

In order for hearing impaired patients to contact the Trust’s
Appointment Centre, a Text Relay facility is available. Recent
feedback however, obtained at the Leigh Deaf Club Meeting on 19th
September 2012, suggested that this was out-dated and not
appropriate. A dedicated text messaging service / e-mail in-box / online booking facility was suggested. These options will be reviewed.
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•

All the Trust’s new works schemes are designed and constructed in
accordance with Disability Legislation and the Building Regulations
Part M Standards. The Trust is currently implementing a Service and
Site Strategy Review encompassing all Trust sites. All new
developments within this review will fully consider disabled access,
equality and diversity for patients staff and visitors. Hearing Loops
are installed in all new hospital and out-patient buildings. In older
buildings, where hearing loops are not installed, portable hearing loops
can be accessed if required. An Audit of Hearing Loops throughout
the Trust has recently been undertaken. Audit results showed that
there were a number of key reception areas within older buildings,
which did not have a hearing loops installed. Although portable
hearing loops can be accessed from other areas if required, it was felt
that all key reception areas should have their own hearing loop
installed. This issue has been raised with our Estates Department and
funding is currently being reviewed.

•

All new and existing policies and services continue to be Equality
Impact Assessed (to ensure no group is discriminated against).
The Trust launched an on-line Disabled Access Information Guide
in August 2010. http://www.disabledgo.com/en/org/wrightington-wigan-andleigh-nhs-f The aim of this guide is to provide detailed, accurate
information so disabled people can find out more about the access they
will find when visiting the Trust’s Hospital Sites. An Annual review to
reflect any changes in services etc will be carried out in October 2012.

•

The recording of patients needs on local hospital clinical systems
was reviewed during 2010. New functionality has been set up which
now allows staff to record and view patient’s needs. The Electronic
Display Boards in Waiting Areas have been utilised as an information
source to encourage patients to inform the hospital staff about their
needs.

•

A representative from the Trust attends the Wigan’s Disabled
Access Group Meetings when possible.

Whilst the Trust has implemented a number of initiatives recently to ensure
the accessibility of services, the Trust recognises that this is an important area
for continual improvement. The following initiatives are currently under review
/ to be implemented over the next few months:
•

The Trust’s Audiology Department is currently working with the
marketing department of a large hearing aid manufacture to design
and produce some bespoke patient information booklets and
posters. This information is intended to provide our communities with
more information about the services we offer, as opposed to
purchasing generic patient information booklets.
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•

An Easy Read Accident and Emergency Patient Information
Leaflet and an Easy Read Complaints Patient Information Leaflet is
currently being produced.

•

In response to the requirements of the Equality Act 2010, the Human
Rights Act and the new national Equality Delivery System (EDS), the
Trust has produced a draft Equality Strategy 2012 - 2016. This new
strategy will supersede the Trust’s existing Single Equality Scheme
2009 - 2012 and sets out the Trust’s commitment to ensuring equality
and human rights will be taken into account in everything we do, both
as an employer and provider of healthcare. It builds on the previous
actions and objectives that were contained in our former Single
Equality Scheme 2009 - 2012. The Trust’s Equality Strategy is a living
document that will be developed and revised in line with changes in
legislation and changing priorities. A 4 week consultation on the
Equality Strategy is currently being held during October 2012. We emailed Anne and Julie about this on 24th September, requesting that
this be forwarded on to all LINk participants.
All Trust Governors (including the Trust’s appointed Hospital Governor
for LINks) were sent a copy and encouraged to give feedback. After
the consultation ends, The Trust will collate all the responses received
and produce a report which details issues raised, comments and
suggestions.

Debbie Jones
Equality and Diversity Project Manager (Patient Services)
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