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In this week’s newsletter we have a report into 
digital exclusion when contacting GP surgeries, 
something many people with disabilities have 

experienced. There’s also a look at some work we have been doing to improve 
the services offered to people with visual impairments in our two local hospitals. 
Have a great week! 
 

Report: Digital Exclusion & GP Appointments 
Below is a report from Healthwatch, looking at the effects of digital exclusion on our 

interaction with GPs. It appears that people with disabilities are central to this issue 

and the problems it causes. 

Healthwatch aimed to speak to groups traditionally more likely to experience digital 

exclusion to understand why and how this can impact their healthcare experiences, 

especially during the pandemic. These groups included older people, people with 

disabilities, and people with limited English. 

We found that people can be digitally excluded for various reasons including digital 

skill level, affordability of technology, disabilities, or language barriers. Participants 

often mentioned that they weren’t interested in accessing healthcare remotely, even 

if they could. However, our experience at Healthwatch has taught us not to take such 

statements at face value, and the system needs to continue exploring why people 

feel reluctant to take up remote offers. 

The stories we heard about using GP services during the pandemic were mixed. Some 

people who traditionally experienced barriers to accessing care, like carers or people 

with mobility issues, found the shift to remote care beneficial. In general, people 

understood the benefits of remote and digital care and appreciated the need to shift 

to these methods during the pandemic rapidly. 

However, we found that services frequently overlooked individual support 

requirements, and digital health systems had little means of anticipating them. Not 

knowing how to seek alternatives to remote booking systems or appointments meant 

some people became entirely reliant on their families for accessing healthcare, 

received poorer quality care or abandoned attempts to seek healthcare altogether. 

continued 
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Those who experienced multiple barriers to accessing care found it even more 

difficult to seek alternatives independently. People experienced significant difficulties 

booking an appointment via e-consult or reception. This part of the booking process 

was by far the main point where people felt excluded and gave up trying to access 

care. 

In particular, people with low digital literacy or language barriers struggled to use e-

consult systems and sometimes felt discouraged from seeking an appointment in 

another way. People who tried to call their GP instead frequently complained of long 

waits on phone lines or difficulty getting an appointment at all. 

We also interviewed staff at GP practices as part of this project. While staff wanted 

to retain the added efficiency of remote care where possible, they acknowledged 

that the total shift to remote methods had excluded some people from care, and a 

better balance between face-to-face and remote methods is needed. 

As we transition out of the pandemic, primary care needs to rebuild based on a 

hybrid system, doing everything possible to reduce barriers to accessing care 

remotely while giving people the agency to decide what kind of appointment is right 

for them. However, in the long-term, people – particularly those who are more 

vulnerable, like our research participants – need to be supported to develop their 

digital skills and facilitated to go online. 

Our analysis points to the need for a bold programme of investment in digital literacy 

and online access while emphasising the importance of maintaining face-to-face 

methods to ensure no one falls through the gaps. 

Sign Up For Yorkshire Water’s Priority Services 
Sign up for Yorkshire Water’s Priority 

Services Now! You can register yourself or 

on behalf of someone you know – Call them 

on 0800 138 78 78 and get priority support 

in case of a break in supplies, plus a range of 

other support to help you manage your 

water supply. It’s free and anyone can sign 

up! 
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Helping Local Hospitals Serve Visually Impaired People Better 

In conjunction with Halifax Society for the Blind, we recently ran a Focus Group 

looking at ‘Improving hospital services for people with sight loss’. The rationale for 

the sessions was to identify any areas for improvement in services at Calderdale and 

Huddersfield NHS hospitals. Here’s some of the feedback we received, which has 

been positively and gratefully received by the Service Improvement Team at the 

hospitals, who are working with us to improve services for people with sight loss. 

Outpatients. Signage & directions / orientation: ‘The signs at Calderdale are too high 

and not at eye level. Also, the arrows are too small, as though they have been 

‘squished’ on to fit on the sign. Why not make the signs bigger, and make the writing 

bigger, and lower them?’. 

Eye Clinic: ‘I have experienced the same issue at both CRH and HRI Eye Clinics. They 

call you, but you don’t know where they are, or where they’re going! They say ‘follow 

me’, but you don’t know where they are to follow them’ 

Covid Vaccinations: ‘I went to Huddersfield. It was very good. They explained 

everything and detailed the surroundings, in terms of where things were, such as the 

chair, the door, the corridor etc. I hadn’t been before and everything was new to me, 

but they signposted and explained the whole process. It was a very good experience’. 

A&E: ‘I had been waiting for 2 hours and really needed the toilet to I managed to get 

to the desk to ask, and she said ‘it’s over there’, but didn’t even explain where ‘there’ 

was, or offer to help me’. 

ICU: When my husband was in ICU, I was allowed to take my guide dog in with me 

and they were very good. I couldn’t have managed without her. 

Taxi & Transportation: "I once got into the wrong taxi and the driver was very rude 

and awful. It was very embarrassing’. 

Magpies’ Activities: Bowling, Trampolining & More 
Magpies are Halifax based and support and encourage adults with learning 
disabilities to lead fulfilling lives. The events run every Thursday throughout July 
from 6-8pm. The event costs £20 per person and this includes full staff support: 
1st July : Bowling / 8th July: Trampolining / 15th July: Tea out (Percy Shaw)/ 
22nd July: Cinema (Space Jam)/ 29th July: Bowling.For more information and to 
book your place, call 01422 383550 or email hello@magpies.org.uk 
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CALDERDALE ADVICE, SUPPORT & MENTAL HEALTH DIRECTORY 

• Calderdale Council:  Register for 

their help by calling 01422 392890. 

There is a Deaf Text Phone 

- 07776454642 - for the deaf 

community to utilise if they need 

any support from Gateway to Care. 

It is manned from 9am - 5pm, but not during out of office hours 

• NHS: for urgent medical help, use the NHS 111 online service – only 

call 111 if you’re unable to get help online; for life-threatening 

emergencies, call 999 for an ambulance. For other health issues, call 

your GP as normal. 

• Samaritans: call them free, day or night, 365 days a year on 116 123 

• Calderdale NHS Mental Health Helpline: 0800 183 0558 

• West Yorkshire NHS mental health services helpline: 01924 316830  

• Childline: national helpline for children/young people 0800 1111 

• Refuge: Freephone 24-Hour National Domestic Abuse Helpline – for 

women and children against domestic violence: 0808 2000 247 

• Mental health helpline: 24/7 - 0800 183 0558. 

• Safespace is run by Healthy Minds and provides out of hours (6pm -

1030pm) support for people in emotional distress. Call 01422 

345154. 

• The Silver Line on 0800 470 8090 is a free confidential helpline 

providing information, friendship and advice to older people, open 

24 hours a day 

• Disability Partnership Calderdale - Call our mobile number 

07716122897 
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