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The independent health and social care review by Sir Jonathan Michael in 2019 concluded that our 
Island is well placed to become a model of how to deliver a fully integrated health and care 

system

The review concluded that we need to deliver:

▪ High-quality, efficient services

▪ Proven best value

▪ As locally as appropriate

▪ Timely provision of services, which are both accessible and integrated with other aspects of the 
system 

▪ A system that’s both financially and clinically sustainable

Sir Jonathan Michael’s report included a package of 26 recommendations to achieving a financially 
and clinically sustainable, high quality health and care system for the Isle of Man

Tynwald has for the first time committed dedicated resource – from financial to people – to 
work together to deliver on these recommendations with the Health and Care Transformation 

Programme
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Health & Social Care Transformation Programme

The Health and Care Transformation Programme is delivered by the Cabinet 
Office’s Transformation Programme team in collaboration with the Department 
for Health and Social Care and Treasury (DHSC). 

Our role is to bring long term and systematic transformation to our 
health and care system, in order to deliver high-quality, accessible and 
affordable health and social care services for every individual.

To achieve this, we:

• Engage with Service Users to ensure Service Users are at the heart of the 
improvement process

• Bring in colleagues from across the public service - particularly health and 
care professionals - to input, co-create and help us deliver our work

• Ensure that our focus on systematic change is aligned and working alongside 
other changes being delivered by the DHSC

The Service User Feedback summarised in this pack has been gathered 
as part of the Care Pathways and Service Delivery Project 

(Pathfinders)
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Care Pathways and Service Delivery Transformation (Pathfinders)

This project will identify how we can 
improve the way services are delivered, 
now and in the future.

The project takes a pathfinder approach and has 
three parts:
• Needs assessment*
• Service-by-service review
• Integrated Care Pathway

The project team are starting with a focus on seven 
service areas: 

• Diabetes
• Cardiovascular conditions
• Urgent and Emergency Integrated Care
• Cancer
• Eye Care
• Children with Complex Needs
• Autism

Progress update:

• Stage 1: completed in August, this focused on 
desk-based research into Isle of Man needs for 
each service, reviewing best practice and 
developing an ‘ideal’ model

• Stage 2: through interviews, surveys and 
workshops we are gathering views on ‘ideal’ 
service and mapping out what is needed to 
achieve it

• We have held workshops with service users and 
their families/carers, service providers and health 
and care professionals. These will continue for the 
rest of 2020.

*In September 2020, it was agreed that the Needs Assessment project would be reinstated as 
an independent project to Service-by-Service reviews to enable medium to long term needs 
assessments
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Leave as is

Service User 
Questionnaire Feedback
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Demographics

53% 44%

Breast 
(28%)

Colorectal/
Lower GI
(12%)

Haemotological
(8%)

Out of 286 responses:

Lung (6%)

Other 
(29%)

75% were filled out by the cancer patient themselves, 14% 
by a family member, 8% by a carer and <1% by a friend
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Pre-diagnosis

1. How many times did you see your GP about cancer-
related health problems before being referred to a 
specialist doctor?

2. How do you feel about the length of time you had to wait 
before your first appointment with a specialist doctor?

37%

17%

13%

9%

23%

0%

10%

20%

30%

40%

Once Twice 3 to 4 times 5 times or
more

I did not see
my doctor

before I was
diagnosed with

cancer

72% 7% 21%

3. Did your health get worse, get better or stay about the same while 
you were waiting for your first appointment with a specialist doctor?

Satisfied – I didn’t 
have to wait long

Not sure
Dissatisfied – I 
waited too long

0.35%

Got better

69%

Stayed the same

27%

Got worse

4%

Unsure
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Diagnosis

4. Where was your cancer diagnosed?

5. Who first told you that you had cancer?

6. Was your cancer diagnosis discussed with you?

7. Were you able to understand the information you were 
given about your condition?

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

My GP Specialist
doctor

Another
health

professional

Don't
know/Can't
remember

Other

0% 10% 20% 30% 40% 50% 60% 70%

Yes, completely

Yes, to some extent

No, it was not discussed

No, it was not necessary to discuss it

Don't know/Can't remember

Yes, always Yes, sometimes I understood 
most of it

I understood 
little or none of it

55% 16% 22% 5%

Noble’s Hospital

82%
GP

3%

Off-Island - Liverpool

10%

Off-Island - Elsewhere

4%

2% were not given any information
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Treatment

8. Before your cancer treatment started, were you given a 
choice of different types of treatment?

0% 10% 20% 30% 40% 50% 60% 70%

Yes, I was given treatment options

No, I was told what the treatment
would be and wasn't given any

additional options

I did not receive any treatment

9. Were you involved as much as you wanted to be in 
decisions about your care and treatment?

56% 31% 12%

Yes, definitely Yes, to some extent
I was not involved 

in decisions

10. Do you think your views were taken into account when the 
team of doctors and nurses caring for you were discussing 
which treatment you should have?

11. Were you given the name of a Clinical Nurse Specialist who 
would be in charge of your care?

Yes No

73% 17%
Can’t remember

9%

12. How easy is it for you to contact your Clinical Nurse 
Specialist?

Easy Somewhat easy

40% 29% 16%
Difficult

13%
Sometimes difficult

Yes

70%
No

19%

Not sure

10%
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Post-discharge

13. Did you have a care plan in place when you left hospital? 15. Did hospital staff give you information about hospices, 
voluntary and support groups for people who have had, or 
are living with cancer in your local area or about national 
organisations or useful websites?

16. Were the services you needed after you left hospital 
arranged for you?

Yes

80%

No

16%

Unsure

2%

14. Did hospital staff tell you who to contact if you were worried 
about your diagnosis or treatment after you left hospital?

Yes

69%

No

19%

Can't remember

6%

It was not 
necessary

5%

47%

20%

24%

7%
Yes

No, but I would
have liked some

No, but I got
information from
somewhere else
Not sure/ Can't
remember

35%

23%

15%

24%

Yes, all the services I
needed

Yes, some of the
services I needed

No, but these services
were needed

It was not necessary
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Post-discharge

17. As far as you know, was your GP given all necessary 
information about the treatment or advice that you received 
in hospital?

19. Were your needs and wishes taken into account 
when planning where you would be looked after and 
receive ongoing care?

Yes

59%

No

14%

Unsure

25%

0% 5% 10%15%20%25%30%35%40%

Yes, definitely

Yes, to some extent

No, my wishes were not taken into
account

I did not need ongoing care

Don't know/ Not sure

18. After you left hospital, did you get enough help and support?

29%

Yes, definitely

32%

Yes, to some extent

22%

No

14%

I did not need any 
support
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Discharge & Rehabilitation

If you did get enough help and support, please explain what you found useful
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Discharge & Rehabilitation

If you did get enough help and support, please 
explain what you found useful

Absolutely superb support. Prompt 
service, understanding 

professionals. I owe my life to my 
GP and prompt action of scanning

The nurse team at the oncology department 
was brilliant, caring and supportive. The 

nurses would always enquire about how I 
felt, how I'd been and I did call them a few 
times with worries. I valued their care so 

much

I cannot speak highly enough 
about the treatment I received 
and the professionalism of the 

staff

I have found the whole 
approach professional and 

informative

I was kept informed of what was 
happening and what was going to 

happen at all times

The fact one my parents could go 
with me to the UK was more than 

helpful

My specialist nurse has been amazing and I cannot 
speak highly enough of her. She always returns 

my calls (and there were and still are a lot!) 
immediately and has been so kind, calming and 

knowledgeable

The breast care team and oncology/ radiology 
teams were so kind and professional. The 

specialist nurse is key to obtaining additional 
information although she is extremely busy

The link up you have with Liverpool 
hospital’s is invaluable as they are world 
leaders in many treatments and has to 

continue 
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Discharge & Rehabilitation

If you did not get enough help and support, please explain what you would have wanted more of
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Discharge & Rehabilitation

If you did not get enough help and 
support, please explain what you would 

have wanted more of

When I arrived home from Liverpool 
after major surgery there was no 

follow up on the Island for assessment

No one ever came to tell me 
what benefits and grants I 
was entitled to and what 

support groups could help my 
family

I received no support with 
the financial side of things

Once the operation was completed and 
checked, we were transferred to oncology but 
never heard anything – after 3 weeks we had 
to contact the oncologist to make sure we got 

an appointment

The lines of communication 
and out of hours service 

are pretty poor
My situation was 
underestimated.

I would have wanted a specialist to 
listen and talk to me not hand me a 

leaflet and dismiss me

Psychological support for the whole 
family would have been helpful, as 
we were left to struggle on our own

No one at Noble's could help, no 
services on island to help me. Had to 

push and argue over years with a 
consultant for further care. Very poor

I had to photocopy my discharge notes myself as 
no information was given to my 

GP. Communication with the surgery was non-
existent, for example 3 days after the patient died, 
the GP phoned to give the results of a blood test

I had to wait 8 weeks for the results 
of my follow-up scan, which caused 

a lot of anxiety for me and could 
not get the consultant to contact 
me after numerous phone calls

I am afraid I was extremely 
disappointed with the lack of 

support I received for my 
husband dying at home

No help at airport 
for return journey 
in weakened state 

It was left to me to hurry the 
chemotherapy after surgery to 

make sure it was timely. The fax 
to Liverpool got lost
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Check-ups

23. Where were your check-ups and reviews?22. How often did/do you return to hospital for 
check-ups or ongoing treatment?

0% 20% 40% 60% 80% 100%

Regularly

Sometimes

Rarely

Never

55%
24%

4%

17% Nobles Hospital

Off-Island (Liverpool)

Off-Island (elsewhere)

Other (please specify)

‘Other’ included check ups 
at both Nobles and Liverpool
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Wider Support

Yes

23%

No

66%

Can’t remember

9%

24. Were you or your immediate family offered any 
psychological support?

Yes

10%

No

85%

Can’t remember

4%

25. Since your diagnosis, has anyone discussed 
with you whether you would like to take part in 
cancer research?

26. Have you received help from health and social 
services with getting benefits or other financial 
assistance?

0% 10% 20% 30% 40% 50% 60%

Yes

No, but I would have liked help

I did not need any help

I was already receiving benefits
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Leave as is

Next Steps
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What happens next 

Pathfinder Engagement Process

We analyse the 

data and bring it 

together in a single 

model

We confirm output 

with workshop 

attendees, ensuring 

it accurately reflects 

how they believe the 

pathway should look

Output will go 

through governance 

structure of senior 

management team 

and DHSC

When approved, we 

will develop a 

transition plan and 

continue engaging 

with the service

We will support the 

service with delivery 

during the 

implementation 

process

Service user and 

carer interviews and 

feedback

We are 
here
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We’d love to hear your thoughts…

Contacts: 

Health and Social Care Transformation Programme

▪ If you have any questions, comments or other feedback regarding the work 
being done to the Health and Social Care Transformation Programme team at:

▪ HealthandCareTransformation@gov.im

Care Pathways and Service Delivery (Pathfinders) Transformation 
Project

▪ If you have questions that are specific to the Care Pathways and Service 
Delivery Project (Pathfinders), including any related to the Pathfinder 
Engagement Process or the Service User Feedback findings summarised here, 
please contact one of our team:

▪ Project Lead – Claire Bader 

▪ claire.bader@gov.im

▪ Project Manager – Francesca DeHaven

▪ francesca.dehaven@gov.im

20



21

Working together, we all want to create 
a sustainable system that:

improves quality of care

organises care around patient 
and service-user needs

delivers the right care, in 
the right place, at the right 
time, in the most affordable 
way 


