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Executive Summary
Introduction
As of November 2021 the phlebotomy services at Deal Hospital ceased. The decision was made
without public consultation and the residents of Deal and surrounding areas have been impacted by
this change of service. This service closed in the middle of the pandemic when there were already
issues accessing blood services, as well as GP services, in Deal.
Patients Reaction to the Closure
In October 2021, when the proposals were made known, a significant number of concerns were
raised by Natalie Elphicke MP, residents and councillors. In early October, in response to the
concerns raised, the Kent and Medway Clinical Commissioning Group said that “local people [will]
continue to have easy access to blood tests when needed” and that the CCG were working with GPs
in Deal to help practices put in place suitable arrangements.
Residents also held a demonstration against the proposed closure with over 250 residents
attending. There followed a petition with over 3,000 signatures.
Following the Demonstration and Petition, with ongoing problems regarding accessing Phlebotomy
services in both a timely fashion as well as locally, Natalie Elphicke MP agreed to carry out a public
consultation to assess whether the impact of the closure had affected the residents.
At the KCC Health and Scrutiny Committee in January 2022 members of the K&MCCG agreed to
meet local councilors and residents to discuss this decision but to date no meetings have taken
place.
Post Closure Public Consultation
The public consultation on the impact of the closure of this service was carried out between 25
February and 25 April 2022. The report on the public consultation is set out on the following pages.
Recommendations
The Board is asked to:
1. Consider the Post Closure Public Consultation report and the impact on residents.
2. Consider whether the closure has impacted on the equality and diversity of residents,
including socio-economic demographic, inclusive of the vulnerable, elderly, and young.
3. Consider whether the closure meets the key recommendations of the Richards Report 2020
(Independent Review of Diagnostic Services for NHS England) and Faster diagnostic
standards (2021).
4. Agree to review the closure of the phlebotomy service and meet with the health care
professionals and residents of Deal.
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Background to the Consultation
In November 2021 a decision took effect which resulted in the closure of the phlebotomy
(blood testing) services in Deal Hospital. Previously blood test services were available locally
at Deal Hospital and in some, but not all, local GPs practices. Following the implementation
of this decision all blood testing services were to be provided locally at local GP practices.
There was no consultation with the residents who were users of the blood testing services,
even though this was a well-used local medical service. As soon as the new arrangements
were in place, problems started to be reported and complaints made. The problems and
complaints reported have increased over time.
Concerns were raised as soon as plans for the new arrangements became known. Social
media activity, online and other petitions started to attract thousands of comments and
signatures. However, there was no consensus on the extent of the problems or impact of the
change on individuals within the local service delivery area.
In order to assess the experience and views of the local community affected by the change
and to gather evidence about the impact of the change, a full community consultation has
been carried out by the Member of Parliament, Natalie Elphicke MP. The community
consultation has been developed on a cross-party and community basis. The Deal Hospital
Bloods Action Team has included Natalie Elphicke MP, Deal county councillor and district
councillor Cllr Trevor Bond, Deal town councillor Cllr Tony Grist, together with health
campaigners Marsha Horne and Anne Matthews.
The consultation was open from 25 February 2022 to 25 April 2022. The consultation was
made available online and in paper format. The paper format was sent to every household in
Deal, Sholden and Walmer. In addition, the consultation was also made available in a
number of other locations including collection points at Ropers in the High Street Deal, Deal
Mobility Centre in Queen St Deal, MP’s office at 54 The Strand Walmer, Dell’s Newsagent in
Kingsdown and Sholden Village Store and pop-up sessions with the team were held at
locations around the area.
The consultation consisted of six questions about preference, use, experience, travel and
costs of the blood test service plus one specific question about the importance of community
consultation. The consultation ended with a ‘free form’ box for detailed responses. Controls
were contained in the consultation format to verify that the respondents are local residents.
This included a postcode requirement for online responses, the return of individually
addressed letters and in person completion with members of the Deal Hospital Bloods Action
Team.
More than 3200 responses were received. The results of which are set out below.
The Governing Board of the Clinical Commissioning Group will receive this Report for
consideration at their upcoming meeting on 26 May 2022.
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Key Findings from the Community Consultation on Deal Hospital Closure of the
blood testing unit:














97% want blood tests services restored to Deal Hospital
More than three-quarters (77%) want blood tests available at both Deal Hospital
and local GP surgeries.
95% of residents agreed that the community should have been consulted before
the blood test change was made.
There was negligible support for the new GP only arrangements from respondents
whether or not they had actually used the new services – they were supported by
less than 2% of residents (54 people).
A number of residents have expressed concerns that there have been a series of
changes to services away from the hospital to alternative community-based provision
in recent years without appropriate community consultation or adequate assessment
of the effectiveness of alternative arrangements in practice.
Of residents who had used the blood test service since it had changed, more than
72% - 1,600 people - said that it was not working well for them or their family.
Of residents who had travelled outside the local area to have a blood test 97%, more
than 720 people, said that this was not what they wanted to do, with only 23 people
saying that they had wanted to travel to get their blood test.
Additional costs and time to travel to appointments were reported as follows.
o With more than 30% reporting travel costs of £10 and £30
o Around 3% incurred travel costs in excess of £30.
o 35% reported round trip time travel of between two and four hours for
their blood test, with over 5% saying it took them more than four hours to
get to their blood test appointment and back.
When asked to describe their experiences of the new GP only blood test
arrangements, the three top scoring answers were:
o delays in getting a blood test appointment (55%)
o problems contacting my surgery to book a blood test appointment (41%)
o not being able to book a blood test in my GP surgery in Deal & Walmer when
necessary (37%)
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A number of residents gave detailed accounts of the challenges and impacts of the changes
to the new arrangements. The key themes from these accounts are as follows:






there has been a severe impact on residents with diabetes, cancer and long-term
conditions
older residents with mobility or financial challenges have been badly affected
there has been gaps in provision for children, including a report of a child with
serious conditions who are now missing school time in order to travel for regular
blood tests
the adverse environmental impact of travelling outside the area was also raised as
an issue of concern.

Difficulties accessing the service were reported to be having knock on effects for acute
healthcare as well as for self-care and treatment.








a number of residents reported that they were not following medical advice or had
experienced delays in receiving or changing medication, which is likely to result in
adverse health consequences in such cases
there are likely to be adverse additional costs to acute health care where blood
tests are supposed to be done locally, but so many people are having them carried
out at acute hospitals
there is also likely to result in inefficient use of resources in acute health care, in
particular there were a number of reports where consultant requested blood tests
could not be carried out in a timely fashion
a large number of respondents expressed anxiety and stress on their behalf and on
behalf of other family members about delays and problems accessing blood tests.

Conclusions
The evidence gathered during this Community Consultation is clear that residents wish to
see blood tests carried out at Deal Hospital. The new arrangements are not supported by
residents and there is significant evidence they are creating serious health care and
health equity outcomes for residents in Deal, Walmer and affected villages.
An urgent review is needed to address the important issues raised in this report and
reinstate adequate, high-quality, accessible and efficient local phlebotomy services for
the area.
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Detailing the impact and experiences of the new blood test arrangements
Hundreds of residents gave detailed examples of the impact of the new services on
them. Here are a selection (identifying information has been removed) covering the
following main themes:
A. Deal Hospital blood test unit was very good at what it did and served the
needs of the Community well
B. The changes are impacting other family members as well as patients

C. There are significant strains on local GPs Services and this affects their
capacity to deliver this bloods service well
D. The new arrangements are causing particular difficulties for specific medical
conditions especially Diabetes, urgent treatment and Cancer patients and for
older people.
E. There have been complaints about the skill and experience of those carrying
out the new arrangements:
F. Professionals carrying out blood testing also reported pressure of the new
arrangements on their other responsibilities, as well as patients reporting
delays to other in-surgery appointments, and residents expressed concern
about pressure on receptionists and others under the new arrangements

Natalie Elphicke MP

Deal Hospital Blood Action Team

7

A. Deal Hospital blood test unit was very good at what it did and served the
needs of the Community well:
“Deal walk in centre has been
brilliant on the 3 occasions I have
needed it”

“Myself and my family have always
used Deal hospital for our blood tests. It
was always so quick and easy there
taking a lot of strain away from the
surgeries”

“Deal Hospital has always offered a very efficient service the GP surgeries struggle to
see patients and are unable to offer an efficient service.”
“To be frank it's a bloody nuisance all round to think ahead to plan a blood test and
I'm also appalled at the sheer arrogance of taking away a much-needed service from
this area which is rapidly rising in population growth.”
“Up until now I have had most of my blood tests at Deal Hospital. Much better service
than GP’s.”
“I used the Deal hospital for blood tests during the pandemic, at the time GP surgery
not doing any. It was relatively easy to get an appointment, near to my home and the
staff were very efficient. GP surgeries I feel are doing the tests now but only because
they have too.
“Always used the hospital for blood tests, opening hours more suitable and easier to
get to. Also on bus route if needed.”
The service at Deal Hospital has been great over the years. You could get an
appointment quickly and the service was efficient, with easy access in the town and
parking. I would love to see this service return to the hospital.”

B. The changes are impacting other family members as well as patients:
“Have to take time off work to take elderly
parent for blood test in Dover as no
appointment in surgery in time for specialist
appointment even those phoned many times
weeks before hand.”

“My husband needs blood test on
a regular basis and some
unplanned urgent ones, the urgent
ones often cannot be done in the
local surgery”

“I am concerned for my elderly parents and their access to essential blood test as
they can't easily get to Dover hospital if there is a long wait at the GP.”
“My relative has bad health and finds travelling to Buckland hospital, Dover very
difficult. Usually someone needs to take her by car. It’s great that she can have her
bloods taken locally, although sometimes getting an appointment delays her
treatment.”
“I recently asked for a blood test for my child and was told I would have to take him to
Dover or Margate for this as the surgery cannot provide this service for children.
Previously my child has been able to have one at Deal hospital, on the way to school,
which was quick and easy.”
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C. There are significant strains on local GPs Services and this affects the capacity
to deliver the bloods service well
“My wife has cancer and sometimes is ordered to get
things at short notice or risk delays to treatment, this
has included a blood test the GP was unable to do this
so this meant a hospital trip for something that should
be some. Because she is unable to drive, this meant I
had to take the morning off work to go to QEQM.”

“My daughter has to have monthly blood
tests and I can’t get them at my doctors
surgery as it’s too booked up. We have to
go to the QEQM for the appointments
which is completely inconvenient as Deal
hospital is 10mins from my house!”

“My surgery have been helpful but they’re inundated with everything else they need to
provide.”
“Have made over 50 calls to gp and allI I get is an answer machine.”
“The GP surgery is overwhelmed with calls. It takes a long time for your call to be
answered and then when it eventually does the appointments offered are too far away
in the future.”
“The GP surgery's have been overwhelmed with work over pandemic and with long
covid patients, those who delayed treatment etc. It is more difficult to get
appointments as a result.”
“GP surgeries are over stretched and understaffed. They do not have the capacity to
provide a phlebotomist service.Deal hospital is much needed for all its services in our
ever expanding community.”
“I was contacted by my surgery and asked to book a routine blood test appointment.
The soonest they could give me was 3 weeks away. I took this as I do not drive and
didn’t want to travel to another hospital.”
“Nurses are busy doing other tasks they should not be expected to take blood when
they are doing smears and baby vaccinations . “
“GPs haven't got enough time to see patients, closing set up services is not the
answer.”
“GP appointments are like gold dust. My 85 year old mum-in-law struggles to access
the monitoring she needs!”
“As a parent of a child who has to have very regular blood tests … it not only costs
alot to travel out of deal but also meaning my daughter is missing a lot of important
education”
“My mother has to have monthly blood tests and the huge delays in appointments are
having affecting her being able to get her much needed medication”
“I haven’t needed this service but my mother has and she found it extremely
frustrating as she went around in circles trying to book her tests in the end gave up
and had them when she went in for her treatment as advised by her consultant in the
end”
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D.The new arrangements are causing particular difficulties for specific medical
conditions especially Diabetes, urgent treatment and Cancer patients and for
older people.
“I have recently been diagnosed with a [very serious condition] I
will now require regular blood tests to monitor the condition. My
treatment will rely on the results. As I will need blood tests for
the rest of my life I need to be able to access a reliable, easy to
book blood test service that is convenient”

“I have RA and Cancer. My bloods
need doing at regular times. You are
lucky if you can contact the [named
removed] surgery in Deal”

“The blood clinic at Deal hospital was very efficient and as a diabetic I have to do
fasting tests early morning so to drive a distance is dangerous due to low sugar
levels”
“As a long term type 1 diabetic since [date] I regularly at least twice a year and at
times quarterly have to give fasting blood sugars early in the morning. Driving even
as far as Dover or taking public transport will be both difficult and dangerous if I have
a hypoglaecimic attack which can lead to loss of consciousness or worse. If the
transport is delayed and I need medication the blood test will be invalidated”
“Trying to get through to GP surgery and subsequently get blood tests arranged
mean that my diabetic treatment is delayed by over 6 months!”
“As a diabetic I have to have regular blood tests which I haven’t had as I work shift
patterns and its hard to get a Gp appointment. When Deal hospital had a phlebotomy
service it was easier and quicker to get a blood test.GP surgeries are overstretched as
it is.”
“After the removal of the Deal Hospital service I had to travel to K&C for an
emergency test before starting treatment for [condition]. Not easy with this illness.
The GP surgeries are overloaded and the waiting times are sometimes weeks. The
Deal Hospital service was the service we needed and it was taken away. Please
reinstate it.”
“Because the testing is no longer done at Deal Hospital we decided it was safer to be
tested at Kent& Canterbury by the unit providing chemo therapy, so we have to do an
extra journey of 20 miles each time for extra travel. If we chose GP service it is
difficult to arrange in advance on the right day, as the surgery is busy, the phone call
takes an hour to get through. If for any reason the test is held back it means my
chemo cannot be delivered. The next 3 months is planned ahead with dates from the
cancer centre that we have to stick with.”
“My husband had an operation that went wrong causing liver failure so when he came
home he had to travel to Dover for a blood test despite being in a lot of pain I also had
a long anxious wait for the results.”
“Being a diabetic I have regular blood test which can vary between 3 to 4 Weeks
waiting time, before the closure was next day”
“Could not book a blood test at the surgery when needed on a specific date as
requested by my consultant”
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“My consultant wanted me to have a blood test but I had to go to KCH! Deal would
have been easier as on the doorstep.”
“I am [age] and registered blind - I cannot negotiate public transport as far as Dover,
and cannot afford to go that far in a tax i- the GP is always engaged and it took me
ages to get through. I cannot use the online service because of my poor sight.”
“I have to have regular blood test due to [conditions] which since the closure of deal
hospital has been a real pain having to go to Buckland hospital or trying to get
appointment at my surgery some times I don't get one before I see my consultant
which means I then have to have another appointment to see him again a waste of
mine and his time”
“My mother who is a pensioner suffers from cancer and is required to have blood
taken regularly before her treatments. Since the closure of the blood clinic at Deal
Hospital she has had to travel to Buckland Hospital, as she has to see a trained and
experienced phlebotomist due to the difficulty she has in giving blood. This has
added to her time and stress at what is already a difficult time.”
“GP dont offer online booking service for bood tests unlike hospitals. As i have
cancer I need regular tests but its difficult getting a phone booking as it takes a long
time for them to answer the calls. The walk in service at Deal hospital was very
convenient as I live within walking distance unlike my surgery & Dover, Canterbury,
QEQM hospitals where I need to use Taxis or public transport.”
“I suffer from [serious ongoing condition] and need blood tests every 3 mths due to
the [medication] I take and also the regular flare-ups where it is important for the
doctors or hospital to know the results of the test so they can decide the next step
either [medication] or admission into hosp. … Positive point is [my surgery] do any
early bird appoint at 07:00 before work if you can get one.”
“I have [kidney issue] and have to take a blood test when coming of or going on
some tablets unable to book one quick enough”
“As an MS sufferer Im required to have blood tests every 8 weeks because of my
medication, its impossible to get through to my GP and that service is deplorable in
any case”
“I am on warafin and require a test every week which means a round trip to
Canterbury. Not ideal but has to be done. I used to go to Deal hospital and they would
send my blood to Canterbury.”
“My very frail mother has to attend clinics at Victoria Hospital. It is much more useful
if she can also have blood tests in the same place. Access to the GP surgery, which is
seriously.”
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E. There have been complaints about the skill and experience of those carrying
out the new arrangements:
“I am an oncology patient and retired so
having a trained phlebotomist close to
home is critical as I have veins damaged
by chemotherapy so giving blood is
difficult.”

“I have to have a blood test at least once a year,
normally at Deal Hosp. However when I have had it
done at my GP practice, because the nurses are not
skilled at taking blood I have had several failures to
get blood from me at first attempt”

“When I attended the surgery for my appointment, I had to wait 45 minutes as the
[staff member] was also doing dressings, and was running late. She had only recently
been taught to take blood and I had a huge bruise afterwards. I have never been
bruised when I attended Deal Hospital. My veins are not difficult to find. Sadly, it was
not a pleasant experience. Not only was I, and the other patients following me, late,
but her inexperience resulted in me bruising.”
“The staff at Deal Hospital phlebotomy were skilled, I always booked appointment
there because of this. At my surgery, the nurse (although lovely) was not as skilled in
taking blood. Appointments were fast, regular and very efficient and should be
restored to the Hospital, esp with all the house building and more services needed.”

F. Professionals carrying out blood testing also reported pressure of the new
arrangements on their other responsibilities, as well as patients reporting
delays ton other in-surgery appointments
“The pressure on my clinic is now terrible and I struggle to fit patients in for [other]
appointments.”
“My babies immunisation jabs were delayed 40 mins because the nurses at the GP
were too busy trying to catch up with blood tests. GP waiting room was full to the
brim with late appointments during Covid. it adds extra strain to GPs.”

And residents expressed concern about pressure on receptionists and others
under the new arrangements
“Feel very sorry for the reception staff who have to cope with this pressure every day
as much as the patients trying to access a health service.”

Natalie Elphicke MP

Deal Hospital Blood Action Team

12

Community Consultation Responses
Question 1: Should we, the community, have been consulted about the changes
to services at Deal Hospital?

95% of residents who responded agreed that the community ought to have been consulted
about the changes to services at Deal Hospital
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Question 2: Where do you want to see blood test services available?

97% of resident respondents wanted to see blood test services available at Deal Hospital,
with 77% wanting services at both Deal Hospital and GP Surgeries.
Less than 2% (1.7%) wanted services only at GP surgeries.
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Question 3: Is the GP only service working well for you/your family?

Of those who have used GP only service, 72% agreed that it was not working well for them
and their family.

Question 4: Why do you feel the GP only service is not working?
Reasons ranked by highest percentage (more than one answer was allowed)

I have experienced delays in getting a blood test appointment

55.2%

I have had problems contacting my surgery to book a blood test
appointment

41.0%

I haven’t been able to book a blood test in my GP surgery in Deal &
Walmer when necessary

36.5%

I have had to wait longer to get a blood test because I wasn’t able to
travel outside Deal & Walmer

20.0%

I have experienced delays in getting my medication or treatment due to
the wait for a blood test appointment

16.5%

I can’t use the GP only service as I have difficulty giving blood and
require a skilled phlebotomist

12.0%

I have had to wait longer to get a blood test because I couldn’t afford to
travel outside Deal & Walmer

7.4%
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Question 5: If you travelled outside Deal and Walmer for a blood test, was this
what you wanted to do

Where residents travelled outside Deal and Walmer for a blood test, for 97% of them this is
not what they wanted to do.

Question 6: As a round trip, how long did it take you to go for a blood test
elsewhere?

It took 40% of residents travelling to take a blood test elsewhere more than 2 hours
to travel there and back for the blood test, with 5% experiencing travel times of more
than 4 hours.
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Question 7: As a round trip, how much did it cost you to go for a blood test
elsewhere?

For 35% of residents getting a blood test out of the area cost them more than £10,
with 3% experiencing costs of more than £30.

Notes on presentation of data: Where data has been rounded up the total of the
percentages may be greater than 100%. Some specific information regarding health
and medical treatment has not been published to preserve individual’s privacy.
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Deal Hospital Blood Action Group
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Thank you everyone who participated in the Deal
Hospital Bloods Community Consultation
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