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Introduction and Context
The community equipment service review survey was produced to evaluate the experience
of service users, their carers' and families and also health and social care professionals
involved in the prescribing of equipment.
The current provider contract is due to expire, however the commissioners recognise the
need to continue to provide a comprehensive community equipment service that meets the
needs of patients/families and therefore the service needed to be reviewed to ensure
safety and quality of care is maintained throughout future delivery arrangements.
Approaches taken
The survey was communicated with a wide range of audiences from County Durham and
Darlington areas. This concentrated on those individuals who had direct experience of this
particular service to be able to provide their views and experiences on how it has operated
from their perspective. It was planned to allow an 8-10 week window for the engagement
period and specific audiences were to include care homes, existing service users (Adults
and Children), carers and family members and also health and social care staff and
prescribers. Other audiences contacted included Patient Reference Groups, Healthwatch
County Durham and Darlington, and County Durham Patient Public and Carer
Engagement Committee to name a few. It was also publicised on social media to help
reach out more broadly to the wider population.
For each of the target audiences that were identified the intention was to understand:
• Their experience of services now – what works well and what needs to be
developed
• What areas could be improved for the future of the service
A series of stakeholder listening events also took place during February 2021 to discuss
key aspects of the community equipment service across County Durham and Darlington.
All sessions were facilitated by the Clinical Advisor and Contract Manager with
administrative support from County Durham CCG. All events were held virtually using
Zoom or Teams during the COVID-19 pandemic.
A total of five sessions took place with good representation from health and social care
prescribers for adults and children, service users, carer’s and Care Home Managers.
Valuable feedback was gained outlining what is good about the current service, what could
be better, as well as suggestions for development. The information gathered will be used
to support service improvement and future delivery of the service.
Please see appendix 1 for a summary of the feedback received.
It was agreed that an electronic questionnaire would be the most appropriate way to share
and engage with service users and stakeholders during the COVID 19 pandemic, however
it was recognised that a postal questionnaire should be made available along with an easy
read version of the survey to promote inclusion for all.
Overall, the Adult service user's survey was shared by letter to 200 people, and the
Children's services questionnaire was shared with 100 people via letter with a freepost
envelope and the option to complete it online if preferred.
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The prescriber/requesitioner survey was emailed to all active users totalling 1303 people,
whilst 120 care homes (96 Care Homes from County Durham and 24 Care Homes from
Darlington) were invited to complete it.
The engagement was supported by a range of communication activity, including utilising
the CCGs social media platforms (primarily Facebook).The analytics for the social media
outreach can be found via appendix 2.
Organic social media posts provide an additional channel of communication to the general
population who may have used the service or who can spread news of the engagement by
word of mouth and shares/likes.
There was one post shared per week across the agreed engagement period with a tailored
graphic and call to action i.e. URL link to survey.
Post Reach is the number of users who saw the specific Facebook post. This ranged from
500 – 1000.
Engagement is any action someone takes on your Facebook posts. The most common
examples are likes, comments, and shares.
Share is when you click the share button to share a piece of content on Facebook
Summary analysis
Overall there was a total of 244 surveys completed and returned from the following
audiences;
•
•
•
•
•
•

44 Adult (response rate of 22%)
18 Health and Social Care professionals
117 Prescribers/ requestitioners (response rate of 9%)
23 General Public
12 Children and their families (response rate of 12%)
30 Care homes (response rate of 25%)

The surveys for each audience were tailored accordingly to accommodate and capture
opinions from the different perspectives of service users and professionals alike. In
addition to this the questions were presented in a range of questioning styles including a
sliding scale (e.g. 1-5) and open-ended questions (qualitative) to allow for the opportunity
for opinions to be heard.
Key findings and feedback
Adult responses
We received 33 responses from County Durham and 3 responses from the Darlington area
for this survey, however 8 responders declined to share which area they were from. Of the
responses received, 30 were service users and 6 were carers.
The responses from the adult survey (appendix 3) showed that the majority of service
users had formed a very good impression of the service (see Table 1)
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Table 1

Service users said that they usually had to wait between 4 and 10 days for equipment to
be delivered, but over 95% (39 out of 41 responders) were provided with a delivery slot so
they knew when to expect the item(s) arrival. However where more than one item was
needed, almost 25% (10 out of 41 respondents) of the people who answered this question
said that multiple items were not delivered together.
Only 5 people out of the 42 who answered the question "did you know that equipment
could be collected from Medequip?" were aware that equipment could be collected from
Medequip directly as shown in Table 2
Table 2

From the responses, 100% of people questioned said that the equipment was delivered in
a clean condition and in good working order and only 9 out of the 41 responders indicated
that they had not received a demonstration of how to use the equipment loaned to them on
delivery (see Table 3).
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Table 3
Did someone demonstrate how to use the equipment?
90.00%
80.00%
70.00%
60.00%
50.00%
Responses

40.00%
30.00%
20.00%
10.00%
0.00%

Yes

No

When discussing how to return unused equipment, 40 out of 43 responders said they
knew how to return the equipment once it was surplus to requirements. However 7
respondents (16%) felt it would be beneficial to simplify the returns process.
When asked "Have you requested equipment to be returned to the Community Equipment
Service and not had it collected?" 37 out of 40 respondents (93%) said they had not had
any issues with getting equipment collected; however some frustration was expressed
regarding the process for returning larger items such as beds. One respondent
commented "I had 5 items including a hospital bed with an electric lifting function …but
there was no follow up to reclaim the items".
When asked "what is the most important improvement or change that you would make to
the Community Equipment Service so that it can support you to keep well and live a full life
independently?" comments included that items should be placed in the service users
homes in the "correct room rather than only being delivered to the door" and that
"additional monitoring of service users' needs, perhaps on a weekly or monthly basis
would be beneficial".
When asked how they would rate the overall experience of the community equipment
service 57% said the service they had received was excellent with a further 19% saying it
was very good. See table 4 below
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Table 4

Children's responses
Please see appendix 4 to view the full survey.
There were 7 responders from County Durham and 4 responders from Darlington area. 1
responder did not disclose their location.
As table 5 below shows, children had been referred to the community equipment service
via a mixture of routes - primarily via Occupational therapists and physiotherapists this
could indicate that there are better established connections in secondary care than in
primary care, however it should be noted that only 12 respondents answered this question
overall.
Table 5
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From the information received, 58% of respondents said that the service was very good
with a further 17% saying they thought the service was excellent.
When asked about delivery of equipment 3 out of 12 respondents (25%) said they had
waited for 15 days or more for to receive the equipment they needed for their child. A
further 4 out of 12 (33%) identified receiving the equipment within 7 days. All of the
respondents were provided with a delivery date however 10 out of 11 said that a
designated AM or PM slot would have been beneficial to them.
From the children's equipment survey responses, 11 out of 12 respondents (92%) were
not aware that the equipment could have been collected from Medequip directly. This
mirrors the feedback that was provided on this subject in the adult's survey because
again this did not appear to be known by this cohort of patients
Table 6 shows that in relation to the delivery of items, 58% said that they had been
provided with a demonstration of how to use the equipment whilst 42% had not.
Compared to the adult survey this is a lower proportion of service users were receiving a
demonstration of the equipment they had ordered.
Of the 58% who had received a demonstration, 28% had received this from the delivery
driver.
Table 6

When discussing the process for returning equipment all but one respondent knew the
process, and felt it was easy to understand; however 25% had experienced difficulty in
getting the items collected.
Overall, the children's survey received very positive feedback with comments such as
"amazing service", "life changing" and "staff always friendly".
There were a few suggestions of improvement such as offering timed delivery slots and it
was also highlighted that there were some concerns over the hygiene of the equipment
or some equipment occasionally being delivered with parts missing.
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Public responses
The first question of the public survey (appendix 5) was open ended;
What would be important to you if you had to use the equipment loans service?
A variety of responses were provided with a common theme around the speed of delivery
of a quality product to a service user's home, for example "Speed of delivery, quality of
product and speedy set up".
Another theme was that of communication. It was highlighted that good advice and easy to
find information was important and specifically a direct telephone number to access the
advice and support needed would be beneficial, "One contact number. Menu of equipment
available. Phone as well as on line contact"
The second question focussed on which options of equipment the respondent would
choose from the following three options;
• Standard equipment loaned to you free of charge (with no choice of colour,
material, better specification etc.)
• Preferred piece of equipment which allows you to have more choice in the
appearance (e.g. colour, material, better specification etc.) with a contribution
towards the cost
• The choice to have both options outlined above
As shown in table 7 below, the vast majority of respondents indicated that they would
prefer to have the option to choose between a standard piece of equipment and a piece of
equipment they could upgrade to with a monetary contribution however accessibility for
families who may not be able to contribute was a key theme from the comments provided;
"Free if family can't afford to pay" and "It's important that people can access equipment
free of charge if needed".
Table 7
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When asked "How would you feel about receiving a prescription detailing the items of
equipment you need, with a list of organisations /companies that you can loan them
from?", there were mixed responses. There was concern raised around the vulnerability
of patients who may not be in a position to arrange the equipment loan easily leading to a
"stressful" situation.
Some respondents conditionally supported this idea as long as the companies were
"reliable" and accessible; "Good idea- so long as those who can’t afford items are still
helped" and "I would support this option but like everything it needs to be means tested
on each patient and totally honest and reliable companies used who will not fraud people
or sell inappropriate equipment" were some of the comments received.
As highlighted in table 8 below, when offered 2 options in question 5, 83% of
respondents voted to loan low cost equipment and return it after use.
Table 8

A high number of respondents (91%) felt they would prefer to have the equipment
delivered to their home addresses rather than to collect it in person.
Finally the public survey asked for suggestions that will help to ensure a community
equipment service meets the needs of the population of County Durham and Darlington.
The key themes of the responses received were as follows:
• "Clearer signposting for the service- I was discharged from hospital with no
information on how to get equipment or an OT referral"
• "Collection of equipment no longer required had in my experience always been
slow. If that speeded up then there would be more equipment to round"
• "That all those who need equipment are helped to have it - not missed for
whatever reason"
• "The organisation of equipment needs to be in place and a database up to date of
equipment, who it is loaned to and how old equipment is to ensure safety is kept
and equipment is returned in adequate condition"
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Care Home responses
Care homes from County Durham and Darlington providing residential, nursing, EMI,
Learning disability/Mental health care were invited to complete the survey (see appendix
6). 22 care homes from County Durham and 8 from Darlington responded.
As highlighted in table 9 below, referrals for community equipment were requested from a
variety of sources.
Table 9

From the results it was noted that care homes are notified about equipment deliveries
mainly by telephone, however occasionally by email and more often than not a date of
delivery is provided.
In addition, 54% of respondents said that multiple items are usually delivered at the same
time, however 34% said that this only happens occasionally.
Delivery times were varied as shown in table 10 below.
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Table 10

It was reported that 38% of respondents felt that the delivery times had impacted on
patients being discharged from hospital with 1/3 reporting that it had happened more than
3 times in the last 12 months.
The respondents highlighted that demonstration of the equipment is mainly carried out by
the care home staff and the delivery driver.
All apart from one respondent knew who to contact if there was an issue with a piece of
equipment and 88% of responses stated that equipment was serviced on a yearly basis.
35% of care home respondents stated that it was not easy to return equipment. Table 11
below highlights this.
Table 11
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The survey highlighted that some frustrations were experienced when care homes were
trying to arrange a return of equipment regarding the time it takes for collection to be
processed.
• "Long waits for collection of items-no date given initially, have to wait for phone call"
• "The items are not coded. The paperwork does not have identification and unless
we can say exactly who the item was for often it is very hard to return. Sometimes
in a busy nursing home equipment is removed some time before it is collected".
• "Have to email multiple times for equipment to be collected"
• "If a resident has had the equipment for years and you are unable to read the
barcode, the drivers won't take it"
Respondents were asked to highlight any part of the community equipment service they
thought worked particularly well. All of the responses received indicated that delivery of
ordered items is quick and efficient;
• "Communication and delivery of equipment"
• "The system as a whole works well"
• "Equipment arrives pronto"
• "Always deliver"
The survey also asked "Can you think of any improvements to the Community Equipment
Service that could make a significant difference and enhance the experience of people
using the service"
The responses below highlight what participants thought;
• "More timely collections as space in the care home is limited for storage".
• "Picking up returned items quicker and if others items rang in after initial collection,
could they all be picked up together".
• "List of Named Nominated individuals as contacts at CES and roles. Generally more
info on them and their services".
• "Deliver and collect in one journey rather that in several pickups when several items
are booked for return on the same phone call from the same care home".
• "Use email to schedule deliveries and collections, try to rationalise number of visits
through effective scheduling".
For question 22, 14 out of the 25 people (56%) who answered the question were aware of
the policy for provision of equipment into care homes, with 8 people saying the
implementation had been a ‘positive’ or ‘very positive’ experience as table 12 shows
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Table 12

It was reported that 10 of the care homes (45%) had residents who required an
assessment for non-standard equipment over the last 18 months and the identified need
had been recognised by a mixture of disciplines as table 13 below shows.
Table 13
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24% said that the service users had experienced some difficulty in accessing the nonstandard equipment from the areas highlighted in table 14 below.
Table 14

It was reported that when equipment has not been funded by the community equipment
service it has been funded by the care home and the service user's family
Care home has funded
Patient/family have funded

57.6%
30.7%

Finally, the survey asked responders to share any additional comments in respect of the
Care Home policy. Only one response was received as follows;
"The policy in current form and as operated the past 12 months feels appropriate and
proportionate. Any restrictions on equipment provided beyond current levels would mean a
far greater burden on the care service and a subsequent increase in contract prices for
funding would be required. Placements may be deferred or cancelled due to lack of
equipment".
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Prescriber Requesitioner responses
117 responses were received from this group. 85 were from County Durham and 10 were
from Darlington. 14 said they covered both areas and 9 said they covered areas such as
Newcastle/Gateshead/Redcar and Cleveland/Sunderland and Tees.
103 said they were based in the community, and almost 50% were employed as
occupational therapists.
82% felt that the current selection of community equipment stock was either fairly good or
very good.
The survey (see appendix 7) asked if there are there any particular items of equipment
that should be considered as part of the stock selection and the responses are outlined in
table 15 below.
Table 15
Etwall trolley with brakes
Response contour cushions
smaller aids - cutlery, feeding cups, non-slip mat
Alternative colours of grab rails. I used to work in a locality where the external grab rails
were brown - they tended to blend in better with external walls and make them less
obvious that a vulnerable person lived in the property. A lot of people preferred them as
they were less "hospital looking" and suited the aesthetic of the house
Hostess trolley with brakes, wider selection of patient turners (flatter base, varied grip)
Sarah Stedy
Careability CS703 in chair slings - I find the current stock ones are often unsuitable for
my stroke patients. ETAC toilet seat with arms. Cantilever table.
Smaller gutter frames / forearm walking aids
TIS shower chairs
Only basic equipment is available as standard stock
tumbler form sitter, primo sleep system, bracket to accommodate shorter leg R82,
children's toilet frame
A wheeled perching stool would be a good addition as it would be more usable for
people living alone.
Bariatric equipment - beds, hoists, hoist slings, commodes,
Primo sleep system, Tumbleform seat and Basti bath seat
A postural chairs
over bed table
specialised seating
Gutter crutches, large walking sticks, different sizes of 4 wheeled walkers - just off the
top of my head.
Better choice of pressure care cushions
raised toilet seats with lids
riser recliner chair e.g.Accora
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The survey then asked the respondents to share their experiences of the specials process,
positive or negative and any suggestions as to how the process can be improved. The
responses are in table 16 below
Table 16
Difficult to know how to get quotes and attach, place orders
Support through Kim Noble is invaluable.
I ordered two self-propelled shower chairs for amputee clients and the first one had a
picture of a complete chair and it arrived as a base with no back seat or arms. The
second one had a picture of a chair without arms, i requested arms to be fitted and it
was delivered without arms, the incorrect product details were on the website and it took
approx. 6 weeks for me to get the arms sorted including a visit to the tenant to get
pictures to ascertain the correct supplier. The specials stock should only be sent out in
a useable state and held in stock if accessories need to be ordered. There should be
someone in the stores that you can talk to like before to avoid any unnecessary delays
Some confusion over inflating air mattresses. Have had several rapid discharges for
end of life patients whose family have rang in a panic saying it needs inflating/ pressure
setting
I have a very positive experience when ordering a special item recently. The request
forms were clearly guided. The Authoriser responded promptly to the request. The order
was placed within 24 hours and equipment delivered to the patient within one week. The
patient was very satisfied with the equipment and the service received. It was a nice
teamwork to meet the patient's needs. Therefore, the patient's satisfaction was achieved
due to the outstanding perfomance of your team as part of the MDT input required.
Thank you!
Ordering special orders is an extremely lengthy process and often takes weeks from
orders been placed for equipment to be delivered, order is often cancelled without even
informing prescriber resulting in huge implications for the patient
Haven't needed to use.
Clinical staff have to request quotes and submit often for items that we frequently
require, these items should be sourced by mediequip without the need for multiple
quotes, uploading of clinical justification forms and additional page on mediequip
website with duplicate information on that is on quotes and clinical justification form. The
whole process is difficult and long, when patients sometimes require equipment more
immediately. Things like airflow bariatric mattresses especially, repose wedges, recliner
pressure relief, OSKA lateral turners should be available to select from website- even if
these required band 6, 7 or 8 approval before being processed, then mediequip should
be responsible for purchasing the item, obtaining quotes etc. to manage budgets and
source most cost effective items as this is not a good use of clinicians time.
Would it be possible to import the personal information from the record on TCES into the
clinical justification form when you open it, so you don't have to copy it?
Positive
Not an easy system to navigate for new staff.
I have not used it
I've had one minor issue, but I felt it was handled really well and decisively by Kim and
Medequip
Although improving sometimes the pictures and details listed against the item isn't
sufficient
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It can be time consuming finding two quotes and delays the process of ordering.
Only used it once. Someone else demonstrated it, didn't appear intuitive and I would
need to be shown this again.
I think the special order process is brilliant. The Clinical reasoning form is great to fill in
and prompts to explain why you have chosen something over something else. The
timing for authorisation is the quickest I have experienced which is really helpful. The
only thing that delays the process is the manufacturing process and I am unsure exactly
how to chase this with purchasing. When I ring the contact centre they do not assist with
this. I try to submit a ticket however it won't let me unless I assign it to someone. I have
ended up emailing Kim Noble which I know isn't the correct way.
I have recently ordered OSKA mattresses that have been delivered very quickly even
though they have been requested via the company then to Medequip
It's a bit tricky to work through on the Medequip site. If it could be simplified in any way it
would help - it seems to make you repeat the information in more than one place for no
understandable reason.
Very positive
the services working well
The process has improved but is still slow when things are required urgently for manual
handling, making a difficult period while we are waiting
Never had any problems
Better communication
I do not order special equipment
Much improved process and much quicker with Kim as authoriser
I do not order from specials as this is qualified staff in our team
Rarely use
can bed levers be added to equipment ordered by anyone please
No concerns.
Not ordered any specials
Since the clinical advisor has been in post it has been a better process as you can have
clinical discussion regarding the equipment and she has been able to check current
warehouse stock and provided alternatives if available.
Fine as is
this can a timely process form ordering to authorization, then waiting for goods, often
when they are really needed
had issues when the only authoriser was not available and away from work on annual
leave, was informed no one else could authorise and had to wait till she returned to work
Rarely use the service, but delivery of items has always been prompt
Always been very good and kept informed
Think the process has really improved since Kim Noble has been in post, much clearer
and easier to follow.
Good
Quick and easy as ordering normal stock items, if special stock item available.
I think that the process to order a special is extremely time consuming. I have patients
that need to be discharged urgently (community hospital based) and having to search for
quotes, particularly when I am not familiar with the ordering system in the first place is
difficult. I contacted as many people as I could to support but I was not met with any
reasonable response until I went higher. The special I tried to order, I was then told I
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was unable to procure for my patient and to find something else. This is very difficult
when we can only trial one piece of equipment with the patient and then I am faced with
many different equipment options and I am unable to trial them with the patient to
assess if they would be safe. This slows the discharge process down and it goes as a
therapy delay for discharge. In other areas I have worked this is done by someone at
the company when a special is ordered and the process is much faster.
Process is now much improved
Improving but still can be time consuming
I ordered equipment while redeployed in the discharge management team and had to
put through a special order. it was very good having personal contact via telephone as
well as ordering on the computer to know it was being dealt with and receiving calls back
Very good, quick and effective
Really good, it has been helpful when alternatives have been suggested or items have
been found in warehouse and only parts have needed to be ordered. Also advice given.
Specials are quickly agreed to and advice always available
Inaccurate pictures and sometimes No pictures. Poor description of items on the
system. Equipment with incorrect parts added to it sent out Dirty equipment delivered
to homes Long drawn out ordering process could this be streamlined a bit
Too long winded, having to obtain quotes etc. We don't have the time for the long
process required
Positive
It's a very lengthy process where we have to obtain quotes. This is not always easy as
we have never had any guidance on how and where to get quotes from.
Process much easier now than it used to be as used to have to contact companies to
request quotes
It could be quicker
Very time consuming
needing to do assessment for pressure cushions or mattress when clinical relevant
it is much improved since clinical advisor in post. Frustration at 2 quotes needed,
particularly it item is under £100
Experience has always been positive when I have ordered Specials
Never used
I have never had any issues so far
Can be time consuming looking for quotes for special stock items
This is extremely time consuming. Using old specials is useful and circumvents this to
an extent.
Having to search a product on the Internet is lengthy and troublesome. Not everyone is
aware of how to do this -timely and difficult
I ordered a profiling bed and mattress for a patient coming home who was palliative It
was requested for 1 hour window I was told it may take 4 hours but it was delivered and
set up within the hour the diver was very professional . The patient arrived at his within
minutes of the delivery of the bed. Thank you
Being able to use own clinical judgement as to what equipment a patient requires.
lots of duplication questions in the actual process
Speedy responses after placing the order. Kim is accessible to discuss any queries with
before or after orders are placed. The special order request form is a bit lengthy.
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pressure relieving equipment should be decide by staff ordering not multiple choice to
decide what company thinks the patient needs
Initial training could have been better. Kim has made things much better
I have not made a specialist order yet so was difficult to comment.
Beds for palliative patients not being delivered etc
I needed to order an equipment via special process. Easy communication with the
Equipment Advisor - Kim Noble (KN), who kindly helped with advice on placing the
order. Following further discussion with KN it was agreed that the special item should be
added on to the standard item list. This was promptly done which facilitated the future
orders of the device. Positive experience.
Tedious process
Since Kim has been involved in authorising new specials the process is much quicker
and outcomes more satisfying. The process of ordering re-furbished specials is much
better too as photos and information is updated and more accurate.
in the past when ordering specials it takes a long time to source a quote, it is also
difficult to know what is an acceptable price for the item as we have no guidance to what
these things should usually cost. Filling in the form and submitting takes time and
previously items have been rejected despite clinical justification
65 out of the 102 respondents who answered said they had access to the peripheral store
for equipment and it was noted that 45% of those access it less often than once a month.
79% of respondents felt that the delivery time for equipment was acceptable and 61% said
that multiple items were usually delivered together.
Mostly the survey showed that communication between the equipment service and the
respondent was positive as shown in table 17 below
Table 17

The varied comments from the final question "Can you think of any improvements to the
service that could make the service better for prescribers/requisitioners" can be seen in
table 18 below.
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Table 18
Adding a patient to the community order takes too long and when you search for them, if
they are not already in the system, you have to re-input the information you have just
used to search for the person. This is too time consuming
removal of pressure assessment toolkit, a phone call should be made rather than email
if there is a problem with same day or emergency deliveries as we are not always at a
desk
The mattress/cushion decision tools are frustrating. As prescribers, our clinical
judgement should be enough. Sometimes our patients don't like a particular product so
we need a different one, but we have to go through the tool many times to find the thing
we need. It's made the ordering of cushions and mattresses very frustrating and difficult,
and it would be better to let us make that clinical judgement ourselves. It would also be
helpful to have the option of adding a collection by just being able to tick boxes, if a
replacement item is being ordered (if I order an airflow mattress, if a box came up to say
"collect foam mattress" it would be very helpful). It would also be good if there was
already an order pending and something else needed to be added, if there was an
option to add it to existing order.
Please provide a contact for a person in the warehouse who can deal with refurbished
stock issues like the missing parts
It would be interesting to have some videos to demo equipment assembles and/or how
to fit some equipment as not always equipment are fitted at delivery.
more communication with prescriber
Simplify special orders and information that is required more streamline process so that
patient is not left waiting weeks for equipment resulting in safeguard having to be
completed again extra work for staff
Authorisation for same day/emergency/OOH deliveries - needing to make a phone call
creates an extra layer of work, surely the system could be set to allow authorisation
BEFORE the order is put through so when it's received TCES know it's correct (in the
same way items need to be authorised).
Clinical justification forms not always appropriate for pressure relief equipment, qualified
nurses should be able to select equipment they feel appropriate without these, as they
anticipate need for future care also, using these tools makes selecting the required
equipment difficult. Band 6 authorisation for equipment after 1 pm, band 6 has to phone
even when they have ordered equipment themselves staff don't order same day out of
hours unless essential so getting band 6 to authorise is unnecessary. Ordering of
special equipment the whole process is difficult and time consuming
Clearer instructions for compatibility e.g. mattress compatibility with beds; parts with
equipment.
Just keep doing what you are doing possibly fitting and demonstrating equipment
services could be more consistent
Training provided on new equipment prior to changes of available equipment.
make easier telephone contact with local teams
Weekly update on special order equipment so families can be updated
When you place the patient basic details in the system to pull up their file it usually says
we need to provide full details as not in the system even though you have just registered
them recently
Inform requisitioner if the item is unavailable - particularly with 'counter collect' orders
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Better communication with depot rather than relying on other depots to provide same
information that is available on line
Give pts time to answer the door and the telephone More training for drivers regarding
fitting equipment Better communication between mediquip and prescribers Better
selection on equipment
For staff to deliver, fit and demonstrate
A peripheral store at St Benedict's Hospice
As above. More smooth process for queries
quicker for specials
special order process simpler
greater availability of equipment available as standard stock
I think Kim is working on the drop down boxes for prescribers to increase the choices for
discharge which would be useful.
I feel that the helpline staff may need to be able to provide more information to therapists
looking for support. I feel that having someone to support with the financial aspects
may make the process time faster and also reduce time spent for the therapist
completing this.
Sorry see above re: beds.
Offering the option of adding a two man job - i.e. chair raisers for sofas
No service has improved over the last 6 months
Easier ordering process
make the special order procedure easier remove mattress/cushion assessment - we
know what we need to order from our own assessments
Please see above
Improve communication between mediquip and the prescribers especially when
equipment cannot be provided or they change equipment because it is broken.
more choice of equipment
as above
If the driver feels an item is unsafe to use it would be useful to have detailed feedback
as to the reasoning for this rather than just item cancelled.
No
Not at this time
The decision tool kit for cushions/mattress is very frustrating. Having stock of
cushions for recliner chairs would be beneficial.
as above
Extended catalogue of equipment to select making it easier access to order
I ordered a profiling bed and mattress for a patient coming home who was palliative It
was requested for 1 hour window I was told it may take 4 hours but it was delivered and
set up within the hour the diver was very professional . The patient arrived at his within
minutes of the delivery of the bed. Thank you from the family
improved photos and details of returned to stock items
Contacting prescribers when some items of the delivery have not been delivered changing the ramp standard stock items as these are usually too heavy for clients to
manage, and lead to more ordering of specials and wasted time - ensuring out of stock
equipment is shown as out of stock on the ordering system, as sometimes the system is
not up to date
know
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unable to think of any
Add over bed tables to stock .commissioners change aspects /stock without
consultation- very annoying
Please refer to Q21 answer. Also, it would be nice to have some more equipment
diversity on our standard order list. For example, the Etwall trolley with attached brakes
Better choice Quicker delivery Same day delivery actually delivered as often not even
when approved Quicker collection times
no
staff not keen on the mattress selector - questionnaire describe it as a hindrance rather
than a help as they often don't get what they need / have assessed for with the answers
given
not having too look for non-stock items this takes up a lot of time
I feel the delivery times could be shorter for standard equipment rather than 3 days,
considering delivery costs.
none
in cases where either the wrong equipment was delivered or was damaged when left
then prescriber should not have to go through the ordering process again - one call and
it should be sorted out. Time-consuming for prescriber to have to re-order due to a
mistake/error by Medequip.
Specials process looked at-made easier to order.
Delivery of routine items, we have recently been asked to try to avoid next day delivery if
possible, sometimes this can be difficult because if you hit a Friday after 1pm routine
items can take to the end of the next week to be delivered, overall though mediquip
provide an excellent service to ours patients and we getting lots of good reports
Be more flexible when a patient has died. Families are often told they will have to wait
for some time before a piece of equipment is collected, therefore left with a bed in the
front room where their family member died.
The clinical advisor role is really helpful.
more choice of equipment
the need for assessment s of cushion and mattress
Health and Social care responses
There were 18 respondents from the health and social care sector in the areas of County
Durham and Darlington who completed the survey (see appendix 8) (14 from County
Durham and 4 from Darlington)
12 were social workers, 2 were occupational therapists, 2 were GPs, and 2 did not
disclose their occupation.
12 out of 18 of the respondents had experience of using the Community equipment
service.
When asked if there "are there any particular aspects of the service they felt worked really
well", the respondents answered as follows in table 19
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Table 19
Clinical Advisor advice- Kim is very responsive , giving excellent advice, support
support is on tap for advice and sign posting, found this really helpful for variety of
cases, this service is essential for contact/visit to see flat
Very helpful and a great service to have
Equipment advice service has very experienced staff with huge amount of experience
and knowledge, and the service is very efficient.
Community services are working well however within North Tees/James Cook Hospital
attempting to secure equipment for patients living in Durham is sporadic
Manager is very helpful. Specials system is much improved.
Clinical Advisor advice- Kim is very responsive , giving excellent advice, support
support is on tap for advice and sign posting, found this really helpful for variety of
cases, this service is essential for contact/visit to see flat
Very helpful and a great service to have
Equipment advice service has very experienced staff with huge amount of experience
and knowledge, and the service is very efficient.
The respondents were asked "Can you think of any improvements to the Community
Equipment Service that could make a significant difference and enhance the experience of
service users? The responses are set out in table 20 below
Table 20
Having a clearer process for any special arrangements. Staff on front desk are
sometimes 'too ridged' when being asked to commit to a time frame for delivery. Totally
understand this can't always happen. Occasionally it is crucial to have a smaller '
window of time' ie if person is bedbound and they need to have a bed dismantled and
then wait a short time for another one to be delivered. Need all task done say in 1-2
hours! Kim Noble usually assists with this but I dread the day Kim is off!!!
No
maybe online system so people can see aids and adaptations layout of the flat, due to
covid restrictions online must be another way to think forwards
Less waiting time
Availability of bariatric equipment and beds more readily available from stock
Time slots for delivery.
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The final question was "what would be important to you from an equipment loans service?"
the responses received are set out in table 21 below
Table 21

On-going evaluation -like this- service is generally very good- response times are great
now!
Working well - nothing other than what service already provides!
Contact, flat to visit, accessibility of contact online and telephone
Quick delivery of the right equipment good selection of equipment advise around
equipment
Being able to respond to deliver/fit equipment same day if required in crisis and out of
usual office hours
Up to date advice and recommendations, information on where clients can purchase
equipment that may not be provided under the service
Easy access and reduced time waiting for equipment arrival
Prompt and timely delivery of equipment to clients homes
Knowledge about equipment.
Availability and easy access for patients in acute hospitals out of Durham area who are
Durham residents
Range of stock, fast delivery.
Prompt and timely delivery of equipment. Ease of ordering a good stock to ensure
coverage of needs
Knowledge of what can be loaned out The ability to self-refer or a very simple referral like a card such as we currently issue for Specsavers hearing tests
Appropriate equipment provided promptly
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Conclusion/recommendations
Overall, the community equipment service is well received and useful to the majority of
people who completed the surveys.
It is apparent that there are occasionally some frustrations with the delivery times however
mostly, equipment is delivered promptly with no issues or delay.
The surveys flagged up some concerns with regards to returning equipment, particularly
larger items from care homes, therefore some streamlining to this process may be
beneficial and as a result perhaps allow for equipment to be more readily available for
delivery or collection from Medequip directly.
In relation to the collection directly from Medequip, both the Adult and children's surveys
showed that service users on the whole, were not aware that equipment could be
collected. It could be suggested that collection where possible may free up capacity to
allow for a more prompt equipment collection overall.
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Appendices
Appendix 1 Listening events summary of feedback
Stakeholder Engagement Listening Events
A series of stakeholder listening events have taken place during February 2021 to discuss key
aspects of the community equipment service across County Durham and Darlington. All sessions
have been facilitated by the Clinical Advisor and Contract Manager with administrative support from
County Durham CCG. All events have been held virtually using Zoom or Teams during the COVID19 pandemic.
A total of five sessions have been held with good representation from health and social care
prescribers for adults and children, service users, carer’s and Care Home Managers.
Valuable feedback has been gained outlining what is good about the current service, what could be
better, as well as suggestions for development. This information gathered will be used to support
service improvement and future delivery of the service.
County Durham Carer’s Listening Event
4 February 2021
Durham Community Action (DCA) hosted and introduced the session; three carers and two advisors
from DCA, also carers attended the session. The Contract Manager explained the purpose of the
Listening Event is to canvass people’s views on what’s working well in the service and is in addition
to the recent survey that had taken place during December 2020 and January 2021.
General Themes:
•
•
•
•
•

Much praise overall for the service
Access and entitlement to equipment
Delivery & Collections
Equipment
Servicing & Maintenance

Discussion Points:
Accessibility
Durham County Carer’s Support (DCCS)
receive lots of queries from the public and
carers; people don’t always know where to
go to request / potentially get hold of
equipment in the first place.

Solutions/Suggestions to improve
Regular communication with DCCS to build
relationships and improve understanding of
equipment provision and entitlements, to
better inform and advise people of where to
go for help and assistance.

Having equipment provided effectively has
helped people stay safe and well in their
own home and reduced the need for further
care packages.

Consider a regular slot within Durham
County News which reaches every
household to promote the equipment service
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Some uncertainty regarding which
organisations / teams carry out the
assessment, and if they are the right team
to provide the appropriate equipment /
interventions.

– particularly in regards to returning
equipment.

Have experienced Social Care Direct call
handlers making a judgement about
whether an Occupational Therapy (OT)
assessment is necessary.
Housing association tenants may receive
internal OT assessments.
Can be useful to make sure that there is
always an OT assessment involved to help
individuals be made aware of what is
appropriate and available to them to assist
at home.

Delivery & Collections
Overall lots of praise for the service and the
provision of equipment.
Only had to wait a few days for items to be
delivered following contact with OT.

Down side of experiences relates to the
collection of items once they are no longer
needed.

Know of certain sites/ places where
equipment remains and has not been
returned.
Example of equipment being provided –
wrong size, then provided with appropriate
equipment and the original item not being
taken away.
Partners left with equipment in the home
after bereavement can be very upsetting as
a reminder of their loss.
Carers even asking if privately purchased
equipment can be recycled through the
equipment service to pass to others, DCCS
recognise that this is not appropriate
though.
People are known to share pieces of
equipment between them. Obviously this is
kind, but need to make sure equipment is
only used for the person prescribed and
2021CESRP
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everyone should have their clinical need
assessed and equipment prescribed
accordingly.
Equipment
Generally feel reasonably safe in terms of
using the equipment provided.
Carers often aren’t aware of the complete
‘pathway’ or organisations/departments the
equipment is provided from.

Explanations and understanding for service
user’s / carers regarding equipment, this is
necessary to enable them to know what they
are entitled to loan, keep, must return,
requires servicing and regular assessment
for suitability of need.

Equipment might be needed long term but
there needs to be routine opportunities to
review the person’s needs to check for any
changes or further deterioration.
Servicing & Maintenance
An example of a hospital bed provided to a
child highlighted parents are unsure
whether this is something they can keep as
the child grows older or do they have to
return.

Information to service user’s / carers
regarding equipment with a battery or a plug
requires regular servicing.

Adult Social Care Therapists Listening Event
5 February 2021
The Clinical Advisor welcomed everyone and outlined the purpose of the session, five colleagues
from Durham County and Council and one colleague from Darlington Borough Council attended the
session.
General Themes:
•
•
•
•

Care Homes
Professional Boundaries & competencies
Stock items & specials
“P” Stores

Discussion Points:
Care Homes
Significant provision of equipment to care
homes via the care home policy, concern
equipment is not returned for refurbishing
and recycling.
Equipment used for other residents that
have not been assessed as needing that
piece of equipment.
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Solutions/Suggestions to improve
Prescriber accountability when ordering
equipment for care home residents, loan
periods etc.
Care homes to have a register/log of all
equipment provided.
The changing role of Care Homes has
highlighted the Care Home Policy requires a
review to reflect the changes. Discussion
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Aware some items supplied from previous
equipment provider are difficult for care
homes to return as there is no barcode for
the Medequip system to accept a return.

with Care Home Managers needed to
address what can be expected of care
homes to provide as standard equipment
and what can be loaned via the policy.

Issues arise when care homes request
items via the care home policy for example
moving and handling equipment for a
bariatric patient; such items are considered
should be provided by the care home as
part of their contract, however wording of
the care home policy is ambiguous and
open to interpretation.

Improve collections pathway for care homes.

Adult Equipment
Currently only health professionals can
requisition seating, which has been the
case for a number of years. This can be a
major issue when people contact Social
Care Direct and have no health
professionals involved with their care.
Social Care OTs are able to assess for
seating, however require Tissue Viability
competencies for pressure care.
Paediatric Equipment
Currently paediatric beds are all classed as
special items and would be helpful if there
was a bed available in stock.
Stock catalogue paediatric bathing
equipment is heavy and bulky, consider
alternative models for example Bealift nonelectric model.
Variance across County Durham and
Darlington for paediatric OT assessment.
CDDFT OT Team carry out paediatric
health and social care assessments for
County Durham residents. Darlington
Borough Council Adult Social Care Team
carry out OT assessment for adults and
paediatrics.

Introduce a county wide seating assessment
and postural pathway.
Consider a similar pathway to other areas of
the country with a 50/50 health & social care
financial split for stock seating.

Consideration of paediatric bed choices to be
included as stock item.
Review paediatric bathing aids and seating
for inclusion to the stock catalogue.
Review, enhance and simplify special order
process.
Review prescriber v’s commissioner activity
alongside associated budget.
Explore CHC paediatric equipment
prescribing.

Continuing Health Care (CHC) prescribe
equipment via Medequip for adults but not
paediatrics.
Professional Boundaries
COVID has highlighted cross working
across health and social care disciplines to
reduce footfall into people’s homes, as
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Consider developing practitioner risk
assessments to be built into the ordering
process to help with cross working.
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some items are dependent on health and
social care for example beds and rails.

Review PIN Matrix of what can and cannot
be ordered by prescriber specific levels.

Issues arise when health practitioners order
a bed, however are unable to order the rails
as they do not have bed rail competencies,
which results in a joint or separate visit with
social care practitioners to assess for bed
rails and vice versa. In many cases the
patient is not known to the other practitioner
and causes increase workload for both
health and social care practitioner.
P Stores
The use of “P” stores, is variable across the
localities. Noted, Hundens Lane and
Spectrum have two separate stores one for
health and one for social.
Discussion with Learning disabilities OT
revealed that “health” P stores remain
health and cannot be accessed by social
care.

Housing Association
OTs within Housing Associations (Livin &
Believe) can assess and request equipment
for tenants, however they do not assess for
moving and handling equipment. This
practice varies across and there is no
formal written arrangement in place as to
when people should be assessed by
housing OT and when they should be
assessed by social care OT. Often the
housing association OTs will be involved
with new tenants for the first six months of
their tenancy, they may then pass over to
social care OT for future assessment.

Continue to review location of “P” stores
across the county.
Encourage the use of “P” stores as a “grab
and go” for smaller equipment items
regularly requested as an emergency
delivery e.g. urinal bottles, slide sheets and
commodes.
Promote and advertise Medequip Depot
“click and collect” as an alternative to “P”
stores.

Map what is and is not provided by the
contract and who can provide certain items.
PIN matrix review

Health Prescriber Listening Event
10 February 2021
The Clinical Advisor and Contract Manager welcomed everyone and outlined the purpose of the
session; four colleagues from County Durham & Darlington NHS Foundation Trust, one colleague
from Cumbria, Northumberland, Tyne & Wear NHS Foundation Trust and one colleague from Tees,
Esk & Wear Valley NHS Foundation Trust attended the session.
General Themes:
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•
•
•
•
•
•

Access & Ordering
Professional Boundaries
Delivery, collections & transfers
Stock items & specials
Servicing
Care Homes

Discussion Points:
Access & Ordering
Authorisation is less problematic, much
work has taken place to review Team setups and authorisation with certain ordering
restrictions lifted to help with the COVID
pandemic. Equipment has been linked to
Teams as best it can be.
Authorisation issues have occurred when
prescribers are acting up in roles, for
example acting up into a Band 7 role and
PIN Matrix remains at substantive band.

Solutions/Suggestions to improve
Develop a process to amend PIN MATRIX
for acting up roles.
Review authorisation process for specials
and refurbished specials.
Improve authorisation process for Sole
Teams.

Sole Team prescribers liaise with
colleagues from other Sole Teams to
authorise equipment on their behalf, for
example MS Team, Regional Disability
Team, Huntington’s Team.
Professional Boundaries
Social Care practitioners can order a bed,
however have to co-ordinate with Health
practitioners to order the mattress for
pressure care and often the patient may not
be known to Health practitioners creating
additional extra work.

Explore the potential to implement training
and education to allow cross working
between health and social care professionals
within agreed competency levels.

The mattress toolkit in place can be
completed by any health and social care
professional and competency risk
assessed.

Delivery
Emergency delivery speeds are noted to
have increased to enable discharge from
hospital. This is thought to be due to
patients assessed on the ward and
equipment recommended and then
becomes an issue in order to discharge
patients’ home from hospital quickly.
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Continued review and promotion of the use
of P Stores, invest in P Store scanners to
make the process easier and quicker to
better manage as a “grab and go”.
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Prescribers are reluctant to select 7 day
delivery speeds as patients need their
equipment following assessment.
Collections & transfers
The five day collection speed following
bereavement is too long and can be
distressing for families.

Consider amending delivery speeds to
between 2 and 5 days to reduce emergency
deliveries.
Consider how contract works in conjunction
with 7 day working practices.
Revision of timescales for bereavement
collection and move of equipment within the
home.

Moving of equipment from room to room
can also be problematic e.g. bed moved
from upstairs to downstairs and prescribers
may often re-order equipment to help with
the speed and request other equipment to
be returned.
Equipment
All prescribers are notified of any changes
to the stock catalogue via email or
newsfeed on the TCES system. Helpful
videos and product information documents
are available to view.
Practitioners advise patients to self
purchase if the equipment they would like to
loan is not available via the stock catalogue.
For example over bed tables with risers and
coloured toilet seats for dementia patients.
Specials
The specials process is noted to be far
better since the Clinical Advisor took up
post. Completing the Clinical Justification
and contacting equipment suppliers to be
able to provide two quotes can be an issue.
Work is ongoing to develop 360° videos for
refurbished specials detailing the size of the
product to increase recycling.
Servicing & Maintenance
There is a known risk of equipment in the
community with a plug, battery or lifting
mechanism that has not been routinely
serviced according to manufacturer’s
guidance. It is thought in the main this
relates to “specials” as not on the Medequip
system to flag up the service is due.
Service user records are not always kept up
to date, there are 1000’s of duplicate
records in the system with various pieces of
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Continue to build upon comprehensive
library of information for each product.

Ensure stock catalogue is equitable for all
service users e.g. dementia, partially sighted,
bariatric product information.
Review specials pathway to include when
self-purchase may be required.
Advertise and promote the Medequip
preferred list of suppliers for special orders.
Review and enhance specials process.

Request prescribers rectify duplicate service
user records in the system and move all
loaned equipment to one address.
A similar approach to be taken for Care
Homes to take on responsibility and
ownership of equipment.
Promote a process for prescribers to keep
service users active on their work list when
they move to a care home, to enable
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equipment registered as they move
address. Medequip are unable to visit and
carry out the service as the equipment and
service user have moved.

equipment to be tracked back from the care
home.

Lack of interoperability between Medequip
and health and social care patient
information systems to check if service user
has moved address or deceased.
Care Homes
It was acknowledged the role of the care
home has changed over the years, with
Time to Think Beds, Time to Heal Beds and
Intermediate Care Beds. It is unclear how
to track equipment ordered in these
circumstances. Who is responsible for
returning equipment when patient no longer
needs at the care home or updating the
system if the equipment goes with the
patient when they return home.

Consider training and education for loan
period to encourage responsibility for
tracking and returning equipment

DNs will discharge the patient form their
care with “Recommendation for Carers” and
not visit the patient again unless there is a
problem and to reassess. OTs have a
similar arrangement in place, leaving
information of who to contact about
equipment, returns etc when ordering
equipment the loan period specified will be
often be long term.
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Paediatric Prescriber Listening Event
24 February 2021
The Clinical Advisor welcomed everyone and outlined the purpose of the session; four colleagues
from County Durham & Darlington NHS Foundation Trust and one colleague from Darlington
Borough Council attended the session.
General Themes:
•
•
•
•
•
•

Assessment & Ordering
Professional Boundaries
Delivery, collections & transfers
Stock items & specials
P stores
School equipment

Discussion Points:
Assessment & Ordering
Solutions/Suggestions to improve
DBC paediatric “specials” costs are noted to Consider written protocol outlining paediatric
be considerably high when compared to
OT health and social care responsibilities.
DCC; this can now be attributed to the DCC
contract with CDDFT to provide paediatric
OT assessment.
The child’s postcode determines
responsibility for carrying out a social care
need assessment. An example of this
scenario would be a bathing aid to help the
parent/carer with the child is considered a
social care need and CDDFT would pass a
Darlington child to DBC to carry out the
assessment, whereas if it was a walking aid
this is considered health need and would be
carried out by CDDFT.
This can be confusing for some
practitioners as there is no formal written
protocol outlining this arrangement.
CDDFT paediatric OT Team assess
children up to the age of 18 in full time
education and Physio will assess up to
aged 19 in full education. Persons over this
will be referred to the adult team for
assessment.
Professional Boundaries
Prescribing of beds is noted to be sensitive Consider written protocol outlining criteria
and frustrating as there are currently no and assessment responsibility when
prescribing beds.
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written criteria outlining responsibility for
prescribing and funding.
Historic arrangements where beds and
mattresses can only be prescribed by a
health professional has led to increased
workload for both teams. OTs are well
placed to order beds if they have the
competencies to prescribe. Issues arise
when the assessment is referred to other
teams to prescribe, when the referrer knows
the child well.

Introduce a system which allows
practitioners to prescribe equipment based
on their competencies.
Consider an Assessment Education and
Training pack for Community Nursing.

P Stores
P stores are not accessed as often as
minimal face-face visits are taking place due
to COVID.
Equipment – (seating, standers and bath
aids)
Special Tomatoe is the better model with Review bath aids and appropriate bed to meet
size 2’s requested less frequent.
paediatric standards for stock catalogue
consideration.
Multi stander size 1 should be a stock item,
sizes 2 and 3 become more prescriptive as Consider alternative potty seat to the
children get older therefore should remain as Flamingo as stock equipment for the
specials.
paediatric commode.
Crocodile walker is now available as from Communication to all prescribers to raise all
stock.
incidents of cleanliness via the feedback
portal.
The current bath aid within stock is not felt to
be the best for families for various reasons,
therefore reluctance to prescribe as not ideal
and prescribers are suggesting families
purchase their own for example Firefly
Splashy, Bealift
The sizes are now available for refurbished
specials which is helpful, work continues to
update and and share information about the
product including 360° videos, serial
numbers and sizes.
An appropriate children’s bed should be
available as stock.
The cleanliness of paediatric equipment
delivered can be an issue.
School Equipment
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CDDFT paediatric OT Team carry out the
assessment and clinical justification of
equipment needed and share with
SENDCO to purchase equipment for the
child.

A “buy back” process could be considered
which would help with recycling and financial
budgeting for education and social care.

DBC have a Schools Specials Policy,
however this only applies to school age
children and does not cover nurseries.
Previously surplus equipment was returned
to Medequip for recycling; this has changed
and now equipment is stored in Darlington
education village for recycling. The servicing
and decontamination process falls to
schools, there is likely be at cost associated
with servicing from the manufacturer.
DCC have an informal arrangement and
sometimes return surplus school and
nursery equipment to Medequip by adding
the item as a pre-contract item to the service
user record or by arranging a bulk collection.
This informal arrangement with Medequip is
partly due to lack of storage arrangements in
place for the equipment. The downfall of this
is that DCC do not see any of the cost
savings of recycling the equipment and will
be buying new every time.

County Durham Care Home Manager Listening Event
26 February 2021
The Contract Manager welcomed the two care home managers to the session and outlined the
purpose of the session was an opportunity for care home managers to share with commissioners
what works well, what doesn’t work so well and what equipment they would expect to receive from
a care home policy. All care home managers across County Durham were invited to join the session.
General Themes:
•
•
•
•

Deliveries, returns & maintenance
Tracking equipment
Care Home policy
Profiling beds

Discussion Points:
Deliveries, returns & maintenance
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Care Home Managers have minimal control
over delivery dates as assessments and
ordering is arranged by the District Nurse
for each resident.

Consider ways to reduce footfall into Care
Homes by improved scheduling of deliveries,
returns and maintenance.

Care homes do not have sufficient space to Encourage Care Homes to email Medequip
hold and store equipment when it’s no longer full details of equipment to be returned and
required. Senior Carer’s arrange for prompt arrange collection.
return via Medequip.
Liaise with Medequip to implement a cycle of
maintenance with Care Homes to allow
scheduled visits for all equipment to be
serviced at the same time.
Tracking equipment
Care Home Managers track equipment in a Encourage all Care Homes to adopt a similar
variety of ways: by labelling with patient approach to allow equipment to be tracked
details and EIN code, have a logbook for servicing and returning when no longer
arrangement and record all equipment required.
delivered, upload photograph of equipment
to residents digital care plan.
A significant discrepancy of equipment Request support of care home managers to
allocated to care homes is noted, which reconcile equipment lists as a one off
understood to be down to a variety of exercise.
reasons.
Care homes to actively speak with family
members to return equipment to Medequip
when patients move into care homes.
Policy
The County Durham Care Home Policy is
considered acceptable for residents of a
residential care home, however it is
recognised further discussion around
nursing home provision is required as there
is discrepancy across the County. Some
nursing homes purchase their own
equipment and some loan from the
equipment service.
Profiling beds
Many care homes are no longer purchasing
profiling beds due to the logistical challenges
of maintenance and decontamination.
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Commissioners to update
partnership with nursing homes.

policy

in

Commissioners to consider loaning profiling
beds to care homes as and when required to
guarantee
quality
of
servicing
and
maintenance across the County.
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Appendix 2 Social media analytics
Community Equipment Service
Social media analytics
Tees Valley CCG Facebook
**Five posts in total
Date
9 Dec
17 Dec
28 Dec
5 Jan
18 Jan
TOTAL

Reach
0
99
62
52
346
559

Engagement
0
4
1
0
0
5

Shares
0
1
0
0
0
1

Reach
80

Engagement
1

Shares
0

County Durham CCG
**Six posts in total
Date
9 Dec
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17 Dec
21 Dec
28 Dec
5 Jan
19 Jan
TOTAL

67
100
300
132
356
1,035

0
0
3
1
3
8

0
0
1
0
1
2

Appendix 3 Adult Services Survey

County Durham Clinical Commissioning Group
Tees Valley Clinical Commissioning Group

Community Equipment Service
Service User Questionnaire November 2020
This questionnaire has been designed to capture your views and experiences of the Community Equipment
Service provided by Medequip.
A summary of responses and any quotes you provide may be included anonymously in a report to recommend
any future changes to the Community Equipment service. Please complete the questionnaire by using the
“tick” boxes or by writing in the spaces provided and return in the free post envelope by Friday 22nd January
2021.
All the information you provide will be kept anonymous therefore please be as honest as possible when
completing the questionnaire as the information you provide will be valuable to the review of the current service.
Alternatively you can complete the questionnaire electronically via the survey monkey link (Insert).
SECTION ONE
We would like to know about your experience of the current community equipment service, please complete
the section below:
1

2

How were you referred to the Community Equipment Service?
Social Worker
☐
Community Matron ☐

Occupational Therapist ☐
Health Visitor
☐

Other

Please state: …………………………………………………………

☐

Physiotherapist ☐
GP
☐

District Nurse ☐
Hospital
☐

Can you remember when you first had contact with the Community Equipment Service?
Month ……………….. Year………………….
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3

What was your impression of the Community Equipment Service, from your first contact with them?
Very poor ☐ Fairly poor ☐

4

Neither poor nor good ☐

Fairly good ☐

Very good ☐

Excellent ☐

Following your assessment for equipment, how long did you wait for your equipment to be delivered?
0 - 3 days☐

4 - 7 days☐

8 - 10 days☐

11 - 14 days☐

15 days+ ☐

If longer than 15 days, please state how long you waited: ………………...
5

Were you informed of the date of delivery?
Yes☐

No☐

If yes, was a time slot given?
Yes

☐

No ☐

Would the option of morning or afternoon time slots be beneficial for you?
Yes

☐

No ☐

Don’t mind ☐

If you were waiting for multiple items of equipment were all items delivered at the same time?
Yes ☐
6

No

Not applicable ☐

☐

Have you, a relative or friend collected your equipment from Medequip?
Yes☐

No☐

Did you know this option is available?
Yes☐
7

No☐

Was the equipment delivered clean and in good working order?
Yes

No ☐

☐

If No, please tell us what was wrong …………………………………….
8

Did someone demonstrate how to use the equipment?
Yes ☐

No ☐

If yes, was this the delivery driver?
9

Yes ☐
No ☐
Were you provided with any instructions and/or information on how to:

10

a) Use the equipment?
Yes ☐
No ☐
b) Care for the equipment?
Yes ☐
No ☐
Would you know who to contact if there was a problem with the equipment?
Yes

☐
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11

Items of equipment with a plug, battery or lifting mechanism require regularly servicing. If you have any of
these items are they serviced regularly?

12

Yes ☐
No ☐
I don’t know ☐
Do you still have all of the equipment delivered to you?

13

Yes ☐
No ☐
Do you still use all of the equipment?
Yes ☐

No

N/A

☐

☐

If ‘No’ please let us know why not? …………………………………………………………………
If you would like to return equipment which you no longer use, please contact Medequip on 01325 524531 to
arrange collection.
14

Do you know what to do with the equipment when it is no longer required?
Yes ☐

No ☐

Is the collection/return process clear and easy to understand?
Yes ☐

No

☐

Have you requested equipment to be returned to the Community Equipment Service and not had it collected?
Yes ☐
15

No

☐

Is the equipment helpful to you?
Yes ☐

No

☐

Please tell us how/why ……………………
16

Has the equipment made a difference to your quality of life?
Yes

17

No

If ‘Yes’ please tell us how …………………………..
On a scale of 1-10 (one being poor and ten being excellent), please rate your overall experience of the
Community Equipment Service
1

2

3

4

5

6

7

8

9

10

SECTION TWO
We would like to know your thoughts of how the Community Equipment Service could be improved, please
answer the questions below:
18

What is the most important improvement or change that you would make to the Community Equipment Service
so that it can support you to keep well and live a full life independently?
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19

Is there anything you feel the Community Equipment Service can stop doing because it isn’t helping you keep
well or live a full life independently?

20

Please share any other feedback that you would like us to consider as part of the Community Equipment
Service review?

SECTION THREE
We would like to know some information about you (the service user), it will help us to understand your
answers better if we know a little bit about you. These questions are completely optional, but we hope you
will complete them.
In which area do you live?
County Durham ☐

Darlington

☐

Are you a?
Service User

☐

Carer

☐

How old are you?
16 - 17
18 - 24
25 – 34
35 – 44
45 - 54
55 – 64
65 – 74
75 or older
Prefer not to say
What is your gender?
Male
Female
Other
Prefer not to say
Non-binary
Gender nonconforming
Does your gender identity match your sex as registered at birth?
Yes
No
Prefer not to say
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Are you currently pregnant or have you been pregnant in the last year?
Yes
No
Prefer not to say
Not applicable
Are you currently…?
Single (never married or in a civil partnership)
Cohabiting
Married
In a civil partnership
Separated (but still legally married or in a civil partnership)
Divorced or civil partnership dissolved
Widowed or a surviving partner from a civil partnership
Prefer not to say
Do you have a disability, long-term illness or health condition?
Yes
No
Prefer not to say
Do you have any caring responsibilities? (Please tick all that apply)
None
Primary carer of a child or children (under 2 years)
Primary carer of a child or children (between 2 and 18 years)
Primary carer of a disabled child or children
Primary carer or assistant for a disabled adult (18 years and over)
Primary carer or assistant for an older person or people (65 years and over)
Secondary carer (another person carries out main caring role)
Prefer not to say
Which race or ethnicity best describes you? (Please select one box only)
Asian/British Asian: Bangladeshi
Asian/British Asian: Chinese
Asian/British Asian: Indian
Asian/British Asian: Pakistani
White: British
White: Irish
White: European
Black/British Black: African
Black/British Black: Caribbean
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Mixed Race: Black & White
Mixed race: Asian & White
Gypsy or traveller
Rather not say
Another race or ethnicity (please state in box below)

Which of the following terms best describes your sexual orientation?
Heterosexual or straight
Gay man
Gay woman or lesbian
Bisexual
Asexual
Prefer not say
Other (please specify)

What do you consider your religion to be? (Please select only one)
No religion
Christianity
Buddhist
Hindu
Jewish
Muslim
Sikh
Prefer not to say
Other religion (please specify)

Thank you for completing this questionnaire. Your responses will provide valuable information to help with
any changes to the service.
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Further involvement with the Community Equipment Service Review
There may be opportunities for service users to help further with the Community Equipment
Service review and share more detail of your experience with the service.
Should this opportunity arise and you would like to be involved, please complete your
details below and enclose in the free post envelope provided.
Please note to ensure your questionnaire responses remain anonymous, your contact
details will be detached from the completed questionnaire upon receipt.

Your Name ……………………………………………………………………
Please provide details of your preferred method of contact:
Telephone number ……………………………………………………………
and / or
Email address …………………………………………………………………
Signature ………………………………………………………………………
Date ……………………………………………………………………………..
Alternatively, please call 0778 5576314 and ask to speak to Jackie Storey, or you can
email jackie.storey@nhs.net to provide your contact details.
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Appendix 4 Children Services Survey

County Durham Clinical Commissioning Group
Tees Valley Clinical Commissioning Group

Community Equipment Service
Service User Questionnaire November 2020
This questionnaire has been designed to capture your views and experiences of the Community Equipment
Service provided by Medequip.
A summary of responses and any quotes you provide may be included anonymously in a report to recommend
any future changes to the Community Equipment service. Please complete the questionnaire by using the
“tick” boxes or by writing in the spaces provided and return in the free post envelope by Friday 22nd January
2021.
All the information you provide will be kept anonymous therefore please be as honest as possible when
completing the questionnaire as the information you provide will be valuable to the review of the current service.
Alternatively you can complete the questionnaire electronically via the survey monkey link (Insert).
SECTION ONE
As a parent/guardian, we would like to know about your experience of the current community equipment
service for you and your child, please complete the section below:
1

2

How were you referred to the Community Equipment Service?
Social Worker
☐
Community Matron ☐

Occupational Therapist ☐
Health Visitor
☐

Other

Please state: …………………………………………………………

☐

Physiotherapist ☐
GP
☐

District Nurse ☐
Hospital
☐

Can you remember when you first had contact with the Community Equipment Service?
Month ……………….. Year………………….
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3

What was your impression of the Community Equipment Service, from your first contact with them?
Very poor ☐ Fairly poor ☐

4

Neither poor nor good ☐

Fairly good ☐

Very good ☐

Excellent ☐

Following your assessment for equipment, how long did you wait for the equipment to be delivered?
0 - 3 days☐

4 - 7 days☐

8 - 10 days☐

11 - 14 days☐

15 days+ ☐

If longer than 15 days, please state how long you waited: ………………...
5

Were you informed of the date of delivery?
Yes☐

No☐

If yes, was a time slot given?
Yes

☐

No ☐

Would the option of morning or afternoon time slots be beneficial for you?
Yes

☐

No ☐

Don’t mind ☐

If you were waiting for multiple items of equipment were all items delivered at the same time?
Yes ☐
6

No

Not applicable ☐

☐

Have you, a relative or friend collected the equipment from Medequip?
Yes☐

No☐

Did you know this option is available?
Yes☐
7

No☐

Was the equipment delivered clean and in good working order?
Yes

No ☐

☐

If No, please tell us what was wrong …………………………………….
8

Did someone demonstrate how to use the equipment?
Yes ☐

No ☐

If yes, was this the delivery driver?
9

Yes ☐
No ☐
Were you provided with any instructions and/or information on how to:

10

a) Use the equipment?
Yes ☐
No ☐
b) Care for the equipment?
Yes ☐
No ☐
Would you know who to contact if there was a problem with the equipment?
Yes

☐
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11

Items of equipment with a plug, battery or lifting mechanism require regularly servicing. If your child has any of
these items are they serviced regularly?

12

Yes ☐
No ☐
I don’t know ☐
Do you still have all of the equipment delivered to you?

13

Yes ☐
No ☐
Does your child still use all of the equipment?
Yes ☐

No

N/A

☐

☐

If ‘No’ please let us know why not? …………………………………………………………………
If you would like to return equipment which you no longer use, please contact Medequip on 01325 524531 to
arrange collection.
14

Do you know what to do with the equipment when it is no longer required?
Yes ☐

No ☐

Is the collection/return process clear and easy to understand?
Yes ☐

No

☐

Have you requested equipment to be returned to the Community Equipment Service and not had it collected?
Yes ☐
15

No

☐

Is the equipment helpful to you and your child?
Yes ☐

No

☐

Please tell us how/why ……………………
16

Has the equipment made a difference to your child’s quality of life?
Yes

17

No

If ‘Yes’ please tell us how …………………………..
On a scale of 1-10 (one being poor and ten being excellent), please rate your overall experience of the
Community Equipment Service
1

2

3

4

5

6

7

8

9

10

SECTION TWO
We would like to know your thoughts of how the Community Equipment Service could be improved, please
answer the questions below:
18

What is the most important improvement or change that you would make to the Community Equipment Service
so that it can support you and your child keep well and live a full life independently?
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19

Is there anything you feel the Community Equipment Service can stop doing because it isn’t helping your child
keep well or live a full life independently?

20

Please share any other feedback that you would like us to consider as part of the Community Equipment
Service review?

SECTION THREE
We would like to know some information about you and your child; it will help us to understand your
answers better if we know a little bit about them. These questions are completely optional, but we hope you
will complete them.
In which area do you live?
County Durham ☐

Darlington

☐

How old are they?
0–4
5 – 10
11 - 15
16 - 17
18 - 24
25 – 34

Prefer not to say
What is their gender?
Male
Female
Other
Prefer not to say
Non-binary
Gender nonconforming
Does their gender identity match their sex as registered at birth?
Yes
No
Prefer not to say
Are you currently pregnant or have you been pregnant in the last year?

2021CESRP

50

Yes
No
Prefer not to say
Not applicable
Are you currently…?
Single (never married or in a civil partnership)
Cohabiting
Married
In a civil partnership
Separated (but still legally married or in a civil partnership)
Divorced or civil partnership dissolved
Widowed or a surviving partner from a civil partnership
Prefer not to say
Do you have a disability, long-term illness or health condition?
Yes
No
Prefer not to say
Do you have any caring responsibilities? (Please tick all that apply)
None
Primary carer of a child or children (under 2 years)
Primary carer of a child or children (between 2 and 18 years)
Primary carer of a disabled child or children
Primary carer or assistant for a disabled adult (18 years and over)
Primary carer or assistant for an older person or people (65 years and over)
Secondary carer (another person carries out main caring role)
Prefer not to say
Which race or ethnicity best describes you? (Please select one box only)
Asian/British Asian: Bangladeshi
Asian/British Asian: Chinese
Asian/British Asian: Indian
Asian/British Asian: Pakistani
White: British
White: Irish
White: European
Black/British Black: African
Black/British Black: Caribbean
Mixed Race: Black & White
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Mixed race: Asian & White
Gypsy or traveller
Rather not say
Another race or ethnicity (please state in box below)

Which of the following terms best describes your sexual orientation?
Heterosexual or straight
Gay man
Gay woman or lesbian
Bisexual
Asexual
Prefer not say
Other (please specify)

What do you consider your religion to be? (Please select only one)
No religion
Christianity
Buddhist
Hindu
Jewish
Muslim
Sikh
Prefer not to say
Other religion (please specify)

Thank you for completing this questionnaire. Your responses will provide valuable information to help with
any changes to the service.
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Further involvement with the Community Equipment Service Review
There may be opportunities for service users to help further with the Community Equipment
Service review and share more detail of your experience with the service.
Should this opportunity arise and you would like to be involved, please complete your
details below and enclose in the free post envelope provided.
Please note to ensure your questionnaire responses remain anonymous, your contact
details will be detached from the completed questionnaire upon receipt.

Your Name ……………………………………………………………………
Please provide details of your preferred method of contact:
Telephone number ……………………………………………………………
and / or
Email address …………………………………………………………………
Signature ………………………………………………………………………
Date ……………………………………………………………………………..
Alternatively, please call 0778 5576314 and ask to speak to Jackie Storey, or you can
email jackie.storey@nhs.net to provide your contact details.
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Appendix 5 Public brief
County Durham Clinical Commissioning Group
Tees Valley Clinical Commissioning Group

Community Equipment Service Review
The County Durham and Darlington Community Equipment Service is the service which loans equipment (e.g.
walking frames, beds, toilet aids) to children and adults of all ages with illness and/or disabilities to help with
their nursing, social and rehabilitation care.
The service delivers, collects, fits, maintains, decontaminates and recycles a range of disability aids,
equipment and adaptations to the population of County Durham and Darlington and plays a key role in
facilitating hospital discharges, preventing avoidable admissions and ensuring independent living in the home.
County Durham and Tees Valley Clinical Commissioning Groups (CCGs), Durham County Council and
Darlington Borough Council are currently thinking about changes that could be made to the service to ensure
it meets the needs of people living in County Durham and Darlington.
As part of this process we have gathered feedback from people who have had equipment loaned to them from
the service but we are also interested in the views of people who haven't had experience of the current service.
Please can you share your views on the following questions?
1. What would be important to you if you had to use the equipment loans service?
…………………………………………………………………………………………..
…………………………………………………………………………………………..
…………………………………………………………………………………………..
2. Would it be important to you to be able to choose between? (Please tick)
•

Standard equipment loaned to you free of charge (with no choice of colour, material,
better specification, etc.)
Or

•

Preferred piece of equipment which allows you to have more choice in the appearance
(e.g. colour, material, better specification, etc.) with a contribution towards the cost

3. If you were able to choose a preferred piece of equipment would you rather:
(Please tick)
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•
•
•

Purchase yourself and recycle when not required
Make a contribution towards the cost and recycle when not required
Loan with a small deposit and return when not required

•

Other please state: …………….
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4. How would you feel about receiving a prescription detailing the items of equipment you need, with
a list of organisations/companies that you can loan from?
………………………………………………………………………………………………………..
………………………………………………………………………………………………………..
5. Would you prefer: (Please tick)
•

•

To purchase your own low cost equipment (e.g. £50 or less) from a list of reputable
organisations/companies?
Or
Loan 'recycled' low cost equipment free of charge and returned when you are finished
using?

6. Would it be important to you to be able to choose? (Please tick)
•
•

To have loaned equipment delivered to your home
To collect in person or by family member

7. Do you have any other suggestions that will help us ensure a community equipment service meets
the needs of the population of County Durham and Darlington?
………………………………………………………………………………………………………………
………………………………………………………………………………………………
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Appendix 6 Care homes survey
Community Equipment Service Review
Care Home Providers Questionnaire November 2020
This questionnaire has been designed to capture your views and experiences of the current community equipment
service (please note responses should not relate to other services for example the wheelchair service). All
responses are anonymous so please be as honest as possible when completing the questionnaire as the
information you provide will be valuable to the current review. A summary of responses and any quotes you provide
may be included anonymously in a report to recommend future changes to the service. Please complete the
questionnaire via the survey monkey link.
SECTION ONE
We would like to know some information about your care home, please complete the section below:
In which area is your care home?
County Durham ☐
Darlington ☐
What type of care do you provide? (tick all that apply)
Residential care ☐

Nursing care ☐

EMI ☐

Learning Disability/Mental Health ☐

Other ☐ please state
SECTION TWO
Please tell us about your experiences of receiving and returning community equipment, please complete the
section below:
1
Who identifies the initial patient need for equipment? (Please tick all that apply)
Care Manager
Physiotherapist
Health Visitor

Social Worker
District Nurse
GP

☐
☐
☐

☐
☐
☐

Occupational Therapist
Community Matron
Hospital

☐
☐
☐

Other ☐ please state:
2

How are you informed about equipment deliveries?
Telephone ☐

3

Fax

☐

Email

☐

Other ☐ please state:

Are you informed of the date of delivery?
Yes ☐

No ☐

Sometimes ☐

If yes, are you notified whether this will be morning or afternoon?
Yes ☐
4

Sometimes ☐

If multiple items are requested, are they delivered at the same time?
Yes ☐

5

No ☐

Most of the time ☐

Occasionally ☐

Never ☐

In your experience, please indicate the “average” length of time for delivery of equipment.
0 - 3 days☐

4 - 7 days☐

8 - 10 days☐

11 - 14 days☐

15 days + ☐(please answer question 4b)

If longer than 15 days; please state how long:
6

Do you think delivery time for “most” equipment is acceptable?
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Do you know if any of your residents have had their hospital discharge to your care home delayed as a result
of waiting for equipment to be delivered?
Yes ☐(please answer question 6b)
No ☐
If yes, how many times has this happened in the last 12 months?
Once ☐ Twice ☐
7

Three times ☐

Four times ☐

Five times ☐

Six times ☐

More than 6 times ☐

Who demonstrates use of the equipment with the care home resident?
Delivery driver ☐

Care Home Staff ☐

Health Care Professional

☐

Other ☐ please state:
8

Are you provided with any instructions and/or information on how to:
a) Use the equipment?
b) Care for the equipment?

Yes ☐
Yes ☐

No ☐
No ☐

Sometimes ☐
Sometimes ☐

9

Would you know who to contact if there was a problem with the equipment?

10

If applicable, is your equipment serviced annually?

11

In your experience of returning equipment that is no longer required, is it easy to return?
Yes ☐

Yes ☐

No

Yes ☐

☐

No

☐

No ☐

If no, please indicate why:
In the last 12 months, have you ever requested equipment to be returned and not had it collected?
Yes ☐
12

2

3

4

5

6

7

8

9

10

On a scale of 1-10 (one being poor and ten being excellent), please rate your overall experience of the
Community Equipment Service.
1

14

☐

On a scale of 1-10 (one being poor and ten being excellent), how good is communication between the
Community Equipment Service and your care home?
1

13

No

2

3

4

5

6

7

8

9

10

Are there any particular aspects of the service you feel work really well?
Yes ☐

No ☐

Don’t know ☐

If yes, please describe:

15

Can you think of any improvements to the Community Equipment Service that could make a significant
difference and enhance the experience of service users?
Please describe in the box below:
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SECTION THREE
Please tell us about your experience of the Care Home Equipment Policy
16
Are you aware that there is a policy in place regarding provision of equipment into care homes?
Yes ☐
17

Is your experience of the implementation of this policy –
Positive☐

18

No ☐

Negative☐

Neutral ☐

Unsure☐

Non-standard equipment is defined as equipment that needs to be specifically tailored or adjusted in respect of
design, size and weight to meet a range of complex needs; that cannot be met by standard equipment.
In the last 18 months, have any of your residents been assessed as requiring equipment that is “nonstandard”?
Yes ☐

19

No ☐

Who would identify the initial need for a referral for potential non-standard equipment?
Care Home Staff
☐
Social Worker
Physiotherapist ☐
District Nurse
Health Visitor
☐
Family member
Moving & Handling Co-ordinator ☐

☐
☐
☐

Occupational Therapist
Community Matron
GP

☐
☐
☐

Other ☐ please state:
20

In the last 18 months have any of your resident’s experienced difficulty in accessing non-standard equipment?
Yes ☐

No ☐

If Yes, have these issues been in any areas in particular, for example:
Seating ☐

Bariatric ☐

Moving and handling ☐

Pressure care

☐ Other

☐

Were the issues to do with:
Assessment ☐ Funding
Other
21

22

☐

☐ please state:

Where equipment has not been funded by Community Equipment Service, what has been the final outcome
(tick all that apply)
Care home has funded ☐ Patient/family have funded ☐
Service user’s needs changed therefore equipment no longer suitable ☐
Service user passed away before equipment was provided ☐
Other ☐ please state:
Please share any additional comments you have in respect of the care home policy below:
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Thank you for completing this questionnaire, your views and experiences will help inform
future developments of the Community Equipment Service.

Appendix 7 Prescriber and requisitioner survey
Community Equipment Service Review
County Durham and Tees Valley Clinical Commissioning Groups (CCGs), Durham County
Council & Darlington Borough Council
Prescriber/Requisitioner Questionnaire November 2020
This questionnaire has been designed to capture your views and experiences of the current service (please note
responses should not relate to the wheelchair service). All responses are anonymous so please be as honest as
possible when completing the questionnaire as the information you provide will be valuable to the review of the current
service. A summary of responses and any quotes you provide may be included anonymously in a report to
recommend any future changes to the service. Please complete the questionnaire via the survey monkey link by
Friday 22nd January 2021.
SECTION ONE
We would like to know some information about you, please complete the section below:
In which area do you work?
County Durham ☐
Darlington ☐
Both
Do you work in an acute or community based setting?
Acute
☐
Community
What is your profession?

☐

Other ☐ please state …………………………

☐

Social Worker
☐ Occupational Therapist
Community Matron ☐
Health Visitor

☐
☐

Physiotherapist
GP

☐
☐

District Nurse
Macmillan

☐
☐

Other ☐ please state:
Who would you normally order equipment for?
Adult ☐
Children ☐
Both ☐
SECTION TWO
Please tell us about your experience of the requisitioning and delivery of community equipment, please
complete the section below:
How would you rate the current selection of stock equipment?
1

Very poor ☐ Fairly poor ☐
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Neither poor nor good ☐

Fairly good ☐

Very good ☐

Excellent ☐
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Are there any particular items of equipment that should be considered as part of the stock selection?
Yes ☐

No

☐

If yes, please state: …………………………………………………………
2

How would you rate the process, when a special order needs to be purchased?
Very poor ☐ Fairly poor ☐

Neither poor nor good ☐

Fairly good ☐

Very good ☐

Excellent ☐

Please share your experience of the specials process, positive or negative and any suggestions as to how the
process can be improved? …………………………………………………………
3

Do you have access to a central “peripheral store” for equipment?
Yes ☐

No ☐

If yes, how often do you access the central store?
Weekly ☐
4

Fortnightly ☐

Monthly ☐

Less often ☐

In your experience, please indicate the general delivery wait for routine items of equipment.
0 - 3 days☐

4 - 7 days☐

8 - 10 days☐

11 - 14 days☐

15 days + ☐

If longer than 15 days, please state how long: ………………………..
From your knowledge, please tell us the shortest and longest waiting times for delivery of routine items of
equipment.
Shortest ……………………

Longest ………………………

5

Do you feel delivery time for routine equipment is acceptable?

6

If multiple items of equipment are ordered, to your knowledge are they delivered at the same time?
Yes ☐

7

No

Not sure

☐

Yes ☐

☐

You ☐

Other ☐ please state:

Is it an inconvenience if you have to re-visit to demonstrate the equipment?

No ☐

2

3

4

5

6

7

8

9

10

On a scale of 1-10 (one being poor and ten being excellent), please rate your overall experience of the
Community Equipment Service.
1

10a

Yes ☐

On a scale of 1-10 (one being poor and ten being excellent), how good is communication between the
Community Equipment Service and you?
1

9

☐

Who demonstrates use of the equipment with the patient?
Delivery driver ☐

8

No

2

3

4

5

6

7

8

9

10

Do you think the current service provided to service users is acceptable?
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Yes ☐

No ☐

If no, please give your reasons why:……………………………………………….
11

Are there any particular aspects of the service you feel work really well?
Yes ☐

No ☐

If yes, please describe: …………………………………………
12

Can you think of any improvements to the service that could make a significant difference and enhance the
experience of service users?
Please describe:

13

Can you think of any improvements to the service that could make the service better for prescribers/
requisitioners?
Please describe:

Thank you for completing this questionnaire, your views and experiences will help inform
future developments in the Community Equipment Service.
If you would like to share in more detail your experience of the service, please leave your
contact details and we will be in touch to discuss.

Appendix 8 Health and social care brief

County Durham Clinical Commissioning Group
Tees Valley Clinical Commissioning Group

Community Equipment Service Review
The County Durham and Darlington Community Equipment Service is the service which loans equipment (e.g.
walking frames, beds, toilet aids) to children and adults of all ages with illness and/or disabilities to help with
their nursing, social and rehabilitation care.
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The service delivers, collects, fits, maintains, decontaminates and recycles a range of disability aids,
equipment and adaptations to the population of County Durham and Darlington and plays a key role in
facilitating hospital discharges, preventing avoidable admissions and ensuring independent living in the home.
County Durham and Tees Valley Clinical Commissioning Groups (CCGs), Durham County Council and
Darlington Borough Council are currently thinking about changes that could be made to the service to ensure
it meets the needs of people living in County Durham and Darlington.
As part of this process we are gathering feedback from prescribers/requisitioners, service users and the
general public. We are also interested in the views of Health and Social Care professionals who have, or may
not have experience of the current service.
This questionnaire has been designed to capture your views and experiences (please note responses should
not relate to the wheelchair service). All responses are anonymous so please be as honest as possible when
completing the questionnaire as the information you provide will be valuable to the review of the current
service. A summary of responses and any quotes you provide may be included anonymously in a report to
recommend any future changes to the service. Please complete the questionnaire via the survey monkey link
by Friday 22nd January 2021.
Please can you share your experience/views on the following questions?
1.

Which area do you work?
County Durham

☐

Darlington ☐

Both

☐

Other ☐ please state …………………………

2.

What is your profession?
Social Worker
☐ Occupational Therapist
☐ Practice Nurse ☐ Community Matron ☐
Macmillan
☐

☐

Physiotherapist ☐
Health Visitor
☐

District Nurse
GP
☐

Other ☐ please state:
3.

Have you had experience of using the current service?
Yes / No
If Yes, please answer Questions 4 – 7
If No, please answer Questions 8 & 9

4.

On a scale of 1-10 (one being poor and ten being excellent), please rate your overall experience
of the Community Equipment Service.
1

5.

2

3

4

5

6

7

8

9

10

Are there any particular aspects of the service you feel work really well?
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Yes ☐

No ☐ Don’t know ☐

If yes, please describe:
………………………………………………………………………………………………………………
………………………………………………………………………………………………………………
………………………………………………………
6.

Can you think of any improvements to the Community Equipment Service that could make a
significant difference and enhance the experience of service users?
Please describe below:
………………………………………………………………………………………………………………
………………………………………………………………………………………………………………
………………………………………………………

7.

Do you have any other suggestions that will help us ensure a community equipment service meets
the needs of the population of County Durham and Darlington?
………………………………………………………………………………………………………………
………………………………………………………………………………………………………………
………………………………………………………

8.

What would be important to you from an equipment loans service?
…………………………………………………………………………………………..
…………………………………………………………………………………………..
…………………………………………………………………………………………..

9.

Do you have any other suggestions that will help us ensure a community equipment service meets
the needs of the population of County Durham and Darlington?
………………………………………………………………………………………………………………
………………………………………………………………………………………………………………
………………………………………………………

Thank you for completing this questionnaire, your views and experiences will help inform future
developments in the Community Equipment Service.
If you would like to share in more detail your experience of the service, please leave your contact details
and we will be in touch to discuss.
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