
  

 

If calling, please ask for: 
Kay Miller 
 
Direct line/ Extension 
01706 517784        

Directors Office 
Rochdale Care Organisation 
Rochdale Infirmary 

Whitehall Street 
Rochdale 
OL12 0NB 

Reference: ST/KM/KJ/050625        

Direct Line: 01706 517784 

Response to Healthwatch d/Deaf Reports 

Appendix A 

Strategy Workstreams: 

1. Improve patient access and administration (booking and scheduling) of care episodes.      

Actions for the improving patient access and administration workstream include: 

• Staff training and d/Deaf awareness to enable staff to meet the support needs of patients with 

additional communication needs. 

• Continued work to ensure the digital special needs flags are working and fully utilised.   

• Promoting and dealing with requests sent to the new generic AIS@nca.nhs.uk and 

dDeafappointments@nca.nhs.uk email address.  

• Ensuring the standardised outpatient letter includes details of how a d/Deaf patient can:  

o Amend their appointment via Interpretation and Translation Service text/reply number.  

o Check a BSL interpreter has been booked for their appointment.  

o Book a BSL interpreter via the Interpretation and Translation Service text/reply number.  

o When no interpreter is available patients are communicated with in a timely way.  

 

 

Future Recommendations: 
• Widely promote the d/Deaf one-page pledge for patients which contains support 

resources. 

• Ensure new improved patient appointment letter templates are used in all care 
settings. 

• Explore other digital methods for d/Deaf patients to be able to amend / change 
their appointments.  

• Create facilities to enable patients to be able to make and change their own 
appointments and request/change Interpreters. 
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2. Improve access to interpretation and translation services.   

Feedback from our BSL interpreters highlights ongoing challenges for themselves as well as the 

patient.  The interpreters have been invited to be part of the improvement work.  

Implementation of this workstream will be overseen by NCA Interpretation & Translation Service and 

will include: 

- Continued operation of BSL / text reply service allowing patients to book and confirm their own 

interpreters. 

- Extending the duration of interpreter bookings. 

- Training sessions to promote all aspects of Interpretation and Translation such as when a 

communication professional should be present, e.g. treatment and consent etc.  

- Review, refresh, and promote new Interpretation and Translation posters, with clear and simple 

instruction for colleagues to access the service. 

- Ensure only trained, qualified interpreters should be used—they have the right skills, follow strict 

professional guidelines, and are fully insured to carry out the work. 

Eliminate the need for family interpreters. Family members should not be used as interpreters in 

healthcare settings. It is neither safe nor private and can place emotional strain on both the 
patient and the family member. 

 

 

 

 

 

 

 

3. Improve our colleague’s awareness, knowledge, and skills so they can best support 

d/Deaf service users.  

Alongside patient feedback, data from PALS/Complaints and results from a recent audit evidenced 

that 87% out of 295 staff that completed the survey said that they would like to receive training on 

effective communication and basic hearing aid maintenance.  

Working in conjunction with the NCA Learning and Development and Audiology Team this workstream 

will include:  

• A new intranet page containing information, guidance and support resources to aid colleagues 

supporting d/Deaf patients and service users with other additional communication needs.  

• Clarification on incorrect assumptions such as the “Two-Week Rule”  

• Roll out of education and training packages across the NCA: 

o The training will utilise readily available, expertly developed training content, sourced from 

national and local organisations. Where training does not currently exist, the strategy team will 

Future Recommendations: 
• Approve SignLive business case. 

• Ensure booking in system ‘Zipporah’ is as easy to use as possible. 

• Explore new digital solutions to help reduce issues with booking of BSL 
interpreters.  

• Continue to capture and record any issues with d/Deaf patient bookings. 

 
 



  

 

work with expert colleagues and other subject matter experts, to develop bespoke training 

material.  

o Patient Access & Administration have developed a robust training workshop around Effective 

Communication and will provide a good overview of how best to support service user additional 

communication needs. 

• Maintaining key links with our deaf communities with support from Healthwatch to continue our 

close collaborative working. 

• Continued audit of Hearing devices and testing of new devices   

 

 

 

 

 

 

4. Improve awareness and understanding for d/Deaf service users so they can 

independently advocate for their own care. 

Improved education is required to ensure d/Deaf service users are aware of the improved changes 

allowing them the same level of equality as a hearing patient and advocating for their own health and 

social care. 

 

 

 

 

 

 

 

 

 

 

 

 

The PALS/Complaints text/reply service also allows service users to independently raise any 

concerns they may have regards their care (including BSL videos for Deaf people who use BSL as 

their first/only language). 

 

5. Improved access and support when attending urgent and emergency care. 

The following are areas of work are underway: 

• Reducing variation in access to Interpretation and Translation Services  

• Pictorial resources to help bridge initial communication gap.  

Future Recommendations: 
• Hearing devices business case to be submitted and approved. 

• Widespread promotion of Effective Communication training resources. 

• Compliance with patient communication needs checklist in all care settings. 

• Consider Hearing friendly environment accreditation.   

 

 
 

Future Recommendations: 
• Relaunch of My Communication Passport. 

• Distribution of Interpretation & Translation Service BSL & PALS text / reply cards. 

• Ongoing engagement with d/Deaf service user groups and GM Healthwatch. 

• Improved patient information on NCA website.  

• Sharing of best practice with colleagues in GM. 
 

 
 



  

 

 
 

 

 

 

 

6. Deliver improvements that result in more positive experience for d/Deaf service 
users using NCA services. 

We know we will improve the health outcomes of d/Deaf service users when we remove 

communication barriers.   

We should also see confidence return to service users who have had a previous poor experience 

with us, this should enable us to see a reduction in complaints and concerns. Complaints often 

result in effective action plans, but these are not widely shared.  

We have created a route cause analysis tool so we can capture the issues and understand 

causes, which has yet to be properly embedded by relevant teams. 

 

 

 

 

 

 
 
 

 

 

 

 

 

 

 

 

 

 

 

Future Recommendations: 
• A defined pathway to clarify when BSL interpreters are needed. 

• SignLive business case to be approved. 

• Wi-fi coverage assessment to ensure adequate network so SignLive can be 
accessed. 

  

 

 

 
 
 
 

Recommendation: 
• Ongoing recording of any issues related to d/Deaf patients care. 

• All improvement action plans resulting from d/Deaf PALS / Complaints to be 
shared widely across NCA. 

• My Communication Passport embedded to help reduce patients having to repeat 
themselves.  

• All clinical areas to have effective ways to improve colleagues awareness of how 
best to support patients’ communication needs.  

• Ensure Friends and Family Test (FFT) feedback survey is accessible to all.  

 

 
 
 
 



  

 

Appendix B 

To answer your specific recommendations on both reports, not covered by the above, please be advised:  

 Installing visual alerts. For all healthcare settings to have digital boards that flash and show 

clearly the patients name when it is their turn, or to make use of the vibrating handheld devices that alert 

patients that it is their turn for their appointment.  

We are testing 8 x of these waiting room TVs with “patient call facility” across the NCA Outpatient Depts. 

Rochdale has currently fitted 2 of these. This is being overseen by our Estates Manager and following an 

evaluation, a decision to install more will be made. for per CO. 

 

Ensuring healthcare professionals wear transparent face masks to support lip reading. For 
healthcare professionals to wear facemasks with transparent mouth pieces- “Clear Window Face Masks”.  

 

Staff have been provided with details on how to order the speficially designed clear window face masks 

via the PPE link: 

 

 

 
 
 

 
 
 

 
 
 
 

 
 
 

 



  

 

Appendix C 

Additionally a variety of support resources have been developed to help staff with their local provision :  

 

1. Supporting d/Deaf Patients:  Our Commitment to Accessible Care 
 

 
 
 
 

 
 
 

 
 
 

 
 
 
 

 
 
 

 
 
 

 
 
 
 

 
 
 

 
 
 

 
 
 
 

 
 

 
 
 
 
 
 
 
 

 
 



  

 

2. My Communication Needs Passport 
 
 

 
 

 
 
 



  

 

3. Resources Pack 
My Communication Needs 

Passport  

  

These wallet size patient passports will be 

available in NCA from spring 2025  

Reception Area Accessibility 

Checklist  

 

2-page Accessibility check list for all 

reception areas to provide guidance on best 

ways to support  

Accessible Information 

Standard (AIS) Poster  

 

NCA AIS Poster 

 

The Deaf Health Charity Sign Health have 

created this poster to highlight the principles 

of the AIS. 

 

Communication Needs Poster  

 

Should be displayed in all main reception and 

clinical areas  

I have a hearing loss 

communication tips poster 

 

Recommended near bed boards of patients 

with hearing impairment  

What is an induction loop 

system? 

 

Essential guidance should be accessible for 

all staff who have an induction loop in their 

care setting.   

Adult hearing aid service, Bury 

Oldham and Rochdale   

 

An information guide for staff who are 

supporting hospital patients on the ward, in 

care homes and for housebound patients. 

Hearing aid battery order codes  

 

Quick reference guide on ordering batteries 

for hearing aids. 

Staff guide for supporting 

d/Deaf service users  

  

 

3 care setting guides available  

- Inpatient  

- Outpatient  

- Urgent & Emergency Care 

The Hospital Communication 

Book 

 

We recommend a copy of these pictorial 

resources is always available in all care 

settings  

Small drinks communication 

cards  

 

We recommend a copy of these are kept on 

the hydration trolley of all care settings. 

 

Hard copies available from Experience Team  

https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/Engt6YlcZuNNtS3nqOZsklUBnUwk2Nqug5Q_rUMYIgdJ1w?e=juMwCZ
https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/Engt6YlcZuNNtS3nqOZsklUBnUwk2Nqug5Q_rUMYIgdJ1w?e=juMwCZ
https://greatermanchester.sharepoint.com/:w:/s/PatientExperience/EdaMbLcsRSNLlN3-zLI47x4BfCtKvbHLfl7NP5-fXHgRnw?e=J92CPE
https://greatermanchester.sharepoint.com/:w:/s/PatientExperience/EdaMbLcsRSNLlN3-zLI47x4BfCtKvbHLfl7NP5-fXHgRnw?e=J92CPE
https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/EuNuyVESif1InurCnViaC60BopGJ73VPIBGTKVJq5lYo1w?e=2PkFyk
https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/EuNuyVESif1InurCnViaC60BopGJ73VPIBGTKVJq5lYo1w?e=2PkFyk
file://///ISn01-universal.xpat.nhs.uk/Universal-Drive/Patient%20Experience/Recovery/Deaf/Strategy/Communication%20Needs%20poster%20for%20reception.pdf
https://greatermanchester.sharepoint.com/:i:/s/PatientExperience/EQ7L20G5bWtAoKpl4PlWXKUBWeiBQDNmJcvDxhJSqzLlXA?e=49cx6h
https://greatermanchester.sharepoint.com/:i:/s/PatientExperience/EQ7L20G5bWtAoKpl4PlWXKUBWeiBQDNmJcvDxhJSqzLlXA?e=49cx6h
https://greatermanchester.sharepoint.com/:w:/s/PatientExperience/ETJB9pU9LUJEl0dH8JGNyCYBFJc26x7VUfjwsIyasWdksg?e=l6O2Pe
https://greatermanchester.sharepoint.com/:w:/s/PatientExperience/ETJB9pU9LUJEl0dH8JGNyCYBFJc26x7VUfjwsIyasWdksg?e=l6O2Pe
https://greatermanchester.sharepoint.com/:w:/s/PatientExperience/ERQ3KLviu8RBqzORqmMPJHYB4LlEXk38asOvzHT6cv6vqg?e=fGQ8dW
https://greatermanchester.sharepoint.com/:w:/s/PatientExperience/ERQ3KLviu8RBqzORqmMPJHYB4LlEXk38asOvzHT6cv6vqg?e=fGQ8dW
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/EYW_RQregfNJtRlas4kOE7kB9an8mTpcuRxg37hhcp6x7A?e=bGuhbI
https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/EgRpwWJSoFlNoM7yCW-xoQABj2WZrzPJJ_-iBMKh2Letig?e=DJnbAx
https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/EgRpwWJSoFlNoM7yCW-xoQABj2WZrzPJJ_-iBMKh2Letig?e=DJnbAx
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/ERPSBgikQJtBqCBDHmpthkgBf-1J6ZYc1hC2fy6QMGRjEA?e=DQaV7r
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/ERPSBgikQJtBqCBDHmpthkgBf-1J6ZYc1hC2fy6QMGRjEA?e=DQaV7r
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/Efzag826DPxJqKSJ3DvfQf0BRlR7LZTLbREJAGzOAvWNEw?e=LKRPAy
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/Efzag826DPxJqKSJ3DvfQf0BRlR7LZTLbREJAGzOAvWNEw?e=LKRPAy
mailto:experience.patient@nca.nhs.uk


  

 

Clear face masks 

 

Stock information on how colleagues can 

order clear masks to help reduce 

communication barriers  

Hidden Disabilities 

presentation  

 

Information and guidance for colleagues on 

Hidden Disability Sunflower Scheme  

Sunflower Staff Lanyards  

 

Information on how staff can access a 

Sunflower Hidden Disability lanyard (please 

note these can not be worn in clinical areas) 

Making the most of your 

appointment card 

 

Can be printed or ordered from your stock 

catalogue now using code WZA581  

 

 

Poster 

 

TV Screen Format  

 

 

Making the most of your appointment  

 

Other formats  

Making the most of your 

appointment 

Top 5 languages  

 

Available as a poster to print or tv screen 

format  

BSL Text / Reply Contact Card  

 

Text / Reply service is now available for 

d/Deaf users to check on interpretation 

bookings directly with the Interpretation and 

Translation Team  

BSL Text / Reply Poster 

 

Poster created to promote this service  

PALS Poster 

 

New PALS poster includes text / reply 

number and email to help patients with 

communication needs  

https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/EWMeR68oT2FNvqD22CD8TUYBCj990l62o1kAAtXAGsnDyg?e=Q2IryY
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/EWZfN59xBIhFiXvOnMc5UvkBG0m2gKwxxpYBReRJ51GKxQ?e=W82YHL
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/EWZfN59xBIhFiXvOnMc5UvkBG0m2gKwxxpYBReRJ51GKxQ?e=W82YHL
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/ESixa-uWotxLtk9xCsPxdpYB8S6aipvwHplepZT6hYCtLQ?e=XjC7TN
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/Edvnvjk8iYhKhhNfWeHj7ncBKmhT_DBkEBvhMu12FsDPjA?e=rXtGIL
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/Edvnvjk8iYhKhhNfWeHj7ncBKmhT_DBkEBvhMu12FsDPjA?e=rXtGIL
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/EW4CCgGBcL1CpqXEHgm_SxsBm4WF3jIgHSnubo6VaKS-Gw?e=mt5yk1
https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/EiHupa8b1U9Oo-0SJATGii4BcFhrA-jJ8MGbyc7gocqjrA?e=AjA3c0
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/Edvnvjk8iYhKhhNfWeHj7ncBKmhT_DBkEBvhMu12FsDPjA?e=rXtGIL
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/Edvnvjk8iYhKhhNfWeHj7ncBKmhT_DBkEBvhMu12FsDPjA?e=rXtGIL
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/Edvnvjk8iYhKhhNfWeHj7ncBKmhT_DBkEBvhMu12FsDPjA?e=rXtGIL
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/EdW5bpvJfkBPu6kMszVA8BwB-Xd2-twHnOJsGKA2wjKbeA?e=sGb86f
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/EVqUPNL9FPVFpJQDnr0Mx88BmCZgayHSW5fWmx22aEaWgg?e=99w84D
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/ESNOW1k1__BNnrJ1iYnLiTMB8Q3YEUTyH5J_a4UdApcpcQ?e=RoEiml


  

 

Healthcare sign videos for 

colleagues  

 

Bury People First project on 20 signalong 

signs  

 

NCA and Salford Deaf community with 20 

BSL healthcare signs  

Access to an Interpreter Poster 

 

Poster in top 5 languages spoken in NCA 

which promotes the fact patients can ask for 

an interpreter to support them 

Interpretation & Translation 

Awareness Session  

 

Information slides on up-to-date practice for 

accessing the Interpretation and Translation 

Service 

How to request an interpreter  

 

New poster to highlight the correct way to 

book an interpreter  

Interpretation & Translation 

Flow Diagram 

 

Easy to use flow chart to help guide staff on 

requesting the correct support 

Telephone Interpretation quick 

guide poster 

 

Quick reference guide for colleagues  

 

Training  

Deafness and Hearing Loss 

Awareness Training   

 

Concise effective training material to enhance 

the awareness and skills of colleagues on how 

best to support d/Deaf users  

 
 
 
 
 
 
 
 
 
 
 
 

https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/EkSXdvZcF-tAlqLkJgw8veIBnlFgNVSrCUHxjZ9FS9JH9Q?e=STj2ek
https://greatermanchester.sharepoint.com/:f:/s/PatientExperience/EkSXdvZcF-tAlqLkJgw8veIBnlFgNVSrCUHxjZ9FS9JH9Q?e=STj2ek
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/EYF18-5ecBxHr7B57Om8jY0BGiozjeALvvv408zhQpKdfQ?e=qUWalc
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/ESNSmTH90O1Ipin_IDc9NH4Brxhg9lbBxkzjIIA-KZ-5Fw?e=PwbRpy
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/ESNSmTH90O1Ipin_IDc9NH4Brxhg9lbBxkzjIIA-KZ-5Fw?e=PwbRpy
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/ESYsnkTP_eZFh22F6IjVVAABPcy5s6egWAguwdBwfPi9qg?e=Lfd1dr
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/EajWAXfn0lxKstuCL0UyrwUBKSoOqm40MXP7ScEXvSDfog?e=mQLVqE
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/EajWAXfn0lxKstuCL0UyrwUBKSoOqm40MXP7ScEXvSDfog?e=mQLVqE
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/Eae08YF1_ZpOmhxoh-Ar5dMBaa2H-yEp63eMnmfaVlBIRQ?e=uWXN8g
https://greatermanchester.sharepoint.com/:b:/s/PatientExperience/Eae08YF1_ZpOmhxoh-Ar5dMBaa2H-yEp63eMnmfaVlBIRQ?e=uWXN8g
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/EYGf3bX1rCJNiH5JBm5akEwBCQmdq1IOdbD8SejR6BGDlQ?e=XfmaCU
https://greatermanchester.sharepoint.com/:p:/s/PatientExperience/EYGf3bX1rCJNiH5JBm5akEwBCQmdq1IOdbD8SejR6BGDlQ?e=XfmaCU
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