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Message from the Chair of
Healthwatch England

Here to make care better

The network’s collaborative effort around the NHS Long Term Plan shows the power of the
Healthwatch network in giving people that find it hardest to be heard a chance to speak up.

The #WhatWouldYouDo campaign saw national movement, engaging with people all over the
country to see how the Long Term Plan should be implemented locally. Thanks to the thousands
of views shared with Healthwatch we were also able to highlight the issue of patient transport
not being included in the NHS Long Term Plan review — sparking a national review of patient
transport from NHS England.

We simply could not do this without the dedicated work and efforts from our staff and
volunteers and, of course, we couldn’t have done it without you. Whether it's working with

your local Healthwatch to raise awareness of local issues, or sharing your views and experiences,
I'd like to thank you all. It's important that services continue to listen, so please do keep talking
to your local Healthwatch. Let’s strive to make the NHS and care services the best that they can

be

e I've now been Chair of Healthwatch England for over a year and I'm
extremely proud to see it go from strength to strength, highlighting the
importance of listening to people’s views to decision makers at a national
and local level.

Sir Robert Francis, Healthwatch England Chair
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Message from our Chair

As your independent consumer champion, the Healthwatch Cheshire
East staff and volunteer team constantly seek to hear from people
about what works well for local health and care services and exactly
where any concerns about services and support lie.

Throughout this year we have gathered and shared the experiences of
1,400 people of the health and care services and support they and
their families receive. We have been able to act on this information to
ensure that it is used to help shape the planning, commissioning,
quality, and delivery of future services and support.

Working closely with the public and our Local Authority and NHS
partners, this year we completed engagement activity on the NHS
Long Term Plan and the subsequent local Cheshire East Partnership
present to you our Five Year Plan asking the people of Cheshire East their thoughts on

the Plan and what matters most to them about health and care
Annual Report for services. The findings were published in two reports and were shared
2019/20; a year with key health and care partners and with the public via our website,
which has been to ensure they helped inform local plans that include Integrated Care
incredibly busy and  Partnerships; and Care Communities.

diverse for the staff
and volunteer team
of Healthwatch
Cheshire East

I am delighted to

The period of uncertainty caused by the Covid-19 pandemic means
that our partnerships will be more important than ever. I would like to
thank our staff and volunteer team, and everyone that has shared
their views and experiences with us this year. Thanks also to service

responding to providers, and local authority and NHS commissioners, for working
emerging health with us and listening to the views and experiences of the people of
and care policies; Cheshire East.

the themes coming
through from the
public; and latterly
our response to the
Covid-19 pandemic.

Lynne Turnbull
Healthwatch Cheshire CIC Chair

e Healthwatch continue to ask the right questions of its strategic partners and
encourage us all to put the residents of Cheshire at the heart of what we do.
Cheshire CCG and its 4 predecessor organisations has worked closely with, and
learnt from, Healthwatch during 2019/20. We have an excellent partnership which
is down to Healthwatch staff and volunteers, and the values the organisation
cherish. I look forward to continuing to work with the team in the coming months
and years.”

Clare Watson, Accountable Officer
NHS Cheshire Clinical Commissioning Group
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Message from our CEO

I would like to take the opportunity to
say a big thank you to all of our staff
and volunteers helping to make positive
changes for people’s health and care
services in Cheshire East.

As a Healthwatch we pride ourselves on our
ability to remain independent, agile and
responsive, demonstrated through the impact
of our work. The Covid-19 pandemic has
brought many new and additional challenges,
along with deep concerns amongst the public.
We have worked hard with local health and
care partners to keep the people of Cheshire
East up to date with the latest information
and developments.

During this year, the team have been closely
following the development of Care
Communities in Cheshire East, working to
bring services closer to people’s homes. We
are very keen to ensure that what matters
most to the public about health and care

services in their communities is fed into
planning at a local level.

People’s views and experiences remain hugely
important and we recognise that new ways of
engaging with the public will be required to
make this effective. As the new year begins,
we have created a survey asking people
about their health and wellbeing during this
period. Findings from the survey will assist in
planning of health and care services, and will
inform our Healthwatch priorities for the
coming year.

Louise Barry
CEO — Healthwatch Cheshire CIC

(6]

Cheshire East Council is very pleased to be able to comment in this year’s Healthwatch
annual report. The local Healthwatch is designed to hear views of the people and their
needs and experiences of local health and social care services. Their work in
collaboration with our commissioning and operational teams has helped to scrutinise
services in order that positive outcomes are delivered for our population.

They give concise reports that enable the Council to make improvements to services
which keeps the citizens at the heart of our planning. Their support in the development
of the five-year NHS and Council Place Plan has been invaluable in seeking the public
views, it has been a platform for information and advice which has clearly helped with
the shaping of the document. They have undertaken a survey to capture future planning
and learning aimed at new ways of working for the Cheshire East footprint and the
support we have had from Healthwatch during the recent Covid-19 pandemic has been

excellent.

The work Healthwatch Cheshire East undertake for us is vital and ensures we have the
person’s voice at the centre of all our developments.”

Mark Palethorpe , Executive Director of People — Director of Children's
Services & Director Adult Social Services; and Matt Tyrer, Acting Director of

Public Health - Cheshire East Council
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=n  Our vision at Healthwatch Cheshire is simple

To be an independent voice for the people of Cheshire, helping
to shape and improve local health and care services.

Our principles
Healthwatch Cheshire:

* independently collects the voice of the people of Cheshire
about their health and care experiences

* challenges providers and commissioners to influence key
decision making in health and care

* sets the standard for excellent public engagement, enabling
diverse and seldom heard voices from across Cheshire to be
heard

* ensures that all people have good quality, up to date
information and advice

* uses its networks and public engagement to gather
meaningful and robust local evidence and intelligence,
working in partnership across all sectors of health and care

* provides a range of ways to gather the experience of people
of Cheshire

* provides an NHS Independent Complaints Advocacy Service
(ICAS) supporting people to raise their concerns and
complaints.

Find out more about us and the work we do
Website: www.healthwatchcheshireeast.org.uk
Twitter: @HealthwatchCE

Facebook: @HealthwatchCE



http://www.healthwatchcheshireeast.org.uk/
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Our 2019-20 priorities

In 2018-19, 1054 people told us about the improvements they would like to see
health and care services make in 2019-20. These were our priorities for 2019-20
based on what you told us, and how we acted on them.

You told us you wanted it to be easier
to see a doctor or nurse quickly.

=7l

* We have provided information from the
comments we receive from people to the
GP Practices, Hospital and Community
Trusts, the Primary Care Committee, and
NHS Cheshire CCGs.

* We conducted A&E Watch, with a focus
on waiting times for people to see health
professionals.

You told us you wanted shorter and
fewer delays in diagnosis and
treatment for Mental Health
conditions and Autism.

* Conversations with people on the
Cheshire East Partnership Five Year Plan
brought up issues around Mental Health,
which were included in our final report.

* During engagement on the NHS Long
Term Plan, we held specific focus groups
relating to Autism with members of
Space4Autism, feeding back these in
depth discussions to the Cheshire and
Merseyside Health and Care Partnership.

* Healthwatch have worked with East
Cheshire Trust and Space4Autism
regarding Patient Passports.

You told us you wanted shorter waits
for hospital treatment after GP
referrals and fewer cancelled
operations at our hospitals.

= G G
e

* We regularly attend local steering groups
in Cheshire East, where a key priority is
to create joined-up care between
services such as GP Practices and
Hospitals.

* We have shared comments that we
receive with the NHS Cheshire CCGs, and
Hospital and Community Trusts, so that
they can work together to improve
people’s experiences.

* Healthwatch actively participate in
Patient Experience Groups in Cheshire
East.

N
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Highlights from
our year
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Find out about our resources and the way we have engaged and
supported more people in 2019-20.
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Health and care that works for you
40 volunteers

helping to carry out our work. In total, they gave up 875
hours.

We employed

7 staff

who work a variety of full-time and part-time hours.

We received

£167,500 in funding

from our Local Authority in 2019-20, no change from the
previous year.

Providing support

about health and care were received from people in Cheshire
East, 49% more than last year.

contacted our Independent NHS Complaints Advocacy Service
for support through the NHS complaints process, 52% more
than last year.

Reaching out

C

) 2,370 people

engaged with us at community events, there were 8,009
visits to our website, and 1,834 people follow us across
Facebook and Twitter.

Making a difference to care

were published about the improvements people would like to
see with their health and care. These included Project
reports and Enter and View reports. From this, 51% of
the services we visited made changes as a result of
our recommendations.
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How we’'ve made a
difference
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Speaking up about your experiences of health and care services is

the first step to change.

Take a look at some of the ways your views have helped make a
difference to the care and support people receive in Cheshire East.

On 13t January 2020 Healthwatch
Cheshire East and Healthwatch Cheshire
West conducted A&E Watch at the three
ARE Departments of Macclesfield Hospital,
Leighton Hospital and the Countess of
Chester Hospital. A&E Watch is designed
to give a snapshot view of the
experiences of people attending A&E and
their reasons for choosing A&E.

In total we received 170 responses to our
ARE Watch survey across the three
hospitals. We also conducted an Enter &
View visit at each department which you
can view on our website:
www.healthwatchcheshireeast.org.uk/wha
t-we-do/enter-and-view

At both hospitals, the Healthwatch team
observed a busy but calm and
professional feel to the environment. The
ARE department at Leighton Hospital
has benefitted from the renovation work
that has taken place over the past year,
including in the waiting areas with better
signage about the streaming process, and
the new extended Clinical Decisions Unit.
However, we did observe people waiting
on trolleys in the corridor before going
into Majors, and their relative, friend or
carer stood next to them with no seating
in the corridor.

During the visit at Macclesfield
Hospital, staff were not viewed to be
being rushed and patients expressed
appreciation of the service and how quick
and easy the streaming process was.
However, people told us that they did not
feel they were being kept informed about
waiting times and reasons for delays.

What People Told Us

The main findings of the report across the
three hospitals were:

* A slight majority of the people we
spoke to had tried to visit another
service before attending A&E, at 57%
of people overall.

* Of the people who tried to go
elsewhere before A&E, 61% reported
trying going to their GP first.

* The ambulance service satisfaction
rating indicates that across all three
A&E departments, 84% found this
service to be excellent (rated 5 out of
5).

* On the day we visited, across the three
hospitals 73% of people we spoke to
rated their experience of A&E as being
at least 4 out of 5.

This A&E Watch report is presented to
each of the Hospital Trusts and Clinical
Commissioning Groups, to feed into their
planning and delivery. It is also published
on our website at:
www.healthwatchcheshireeast.org.u

k[what-wedo[our-reports

Healthwatch
Cheshire East
Community
Engagement and
Project Officer,
during A&E Watch
at Macclesfield
B Hospital, 131
January 2020


http://www.healthwatchcheshireeast.org.uk/what-we-do/enter-and-view
https://healthwatchcheshireeast.org.uk/what-we-do/our-reports/
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A&E Watch: Spotlight on Leighton Hospital’s streaming process
Leighton Hospital is based in Mid Cheshire and draws patients from both Cheshire East
and Cheshire West and Chester. In February 2019, Leighton Hospital had recently
commenced their 90-day workstream on improving the streaming process for patients
attending A&E, looking at how patients are assessed, where they are sent, and deciding
by whom they will be treated. Healthwatch Cheshire East and Healthwatch Cheshire
West were asked by Mid-Cheshire Hospitals NHS Foundation Trust to revisit Leighton
Hospital on 7t October 2019 in order to assess the success of the new streaming system
following its implementation. We were also able to compare these findings later in our

January 2020 survey.

At our October visit, the waiting area had

been renovated with the addition of a
streaming desk. On this occasion new
signage including direction from the
streaming desk toward reception and
two television screens displaying waiting

times for separate departments, had also

been added.

* People we spoke to were fairly evenly
split on whether they felt they were
being kept informed of timings or
delays.

* 51% indicated that they did not know
why they had been waiting the time
they had.

* On the day we visited, 90% of the
people we spoke to rated their
experience of A&E as being at least 3
out of 5. 22% rated their experience
as excellent (5 out of 5).

* At Leighton Hospital 71% felt well
informed about waiting times. This is
up from 49% in the October 2019
survey. People mentioned that they

were being kept informed in a number
of ways at Leighton — either via the TV

screens, or by the triage nurse or
other members of staff.

* 97% of the people we spoke to rated
the experience of A&E as being at
least 3 out of 5. 57% rated their

experience as 5 out of 5, up from 22%

in October.

John,
Healthwatch
Cheshire East
volunteer at
Leighton Hospital
during A&E
Watch, 7th
October 2019

"As a system we are working hard to
ensure appropriate signposting for
our patients, to the service that best
fits their need. The review
highlighted there is more work to do
on this agenda.” - Chris Oliver -
Chief Operating Officer, Mid
Cheshire Hospitals NHS
Foundation Trust

You can read the October 2019
Leighton Hospital A&E Watch
Report, and the January 2020
A&E Watch Report covering
the three A&E Departments of
Cheshire by visiting our
website:
www.healthwatchcheshireeast

.org.uk/what-we-do/our-
reports


https://healthwatchcheshireeast.org.uk/what-we-do/our-reports/
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Volunteers and staff from Healthwatch
Cheshire East regularly visit Care Homes,
GP Practices, Hospitals, and other
specialist services to conduct Enter and
View visits. An Enter & View visit provides
a snapshot in time of the services being
provided and allows us to see, hear and
feel what it is like within that particular
setting for the people who use services,
as well as their families and staff.

Healthwatch Cheshire East then publish
these reports, which also contain
recommendations for the service provider
about how we think services could be
improved. Providers regularly feed back
on these recommendations and our visit,
which show us the impact our Enter &
View activity can make and the change it
can affect.

These reports are sent to the Care Quality
Commission, Clinical Commissioning
Groups and Cheshire East Council and are
used at various meetings where our
findings can be discussed and used to
influence change.

Between April 2019 and the end of March
2020, Healthwatch Cheshire East
published 42 Enter & View reports of
services across the whole of Cheshire
East, available to view on our website

at www.healthwatchcheshireeast.org.uk/w
hat-we-do/enter-and-view.

These include reports of:
* 36 Care Homes
* 4 GP Practices

* 2 Hospital settings.

Alison, Healthwatch Cheshire East
Enter and View Authorised
Representative at the Senior
Forum in Crewe, 14t February
2020


https://healthwatchcwac.org.uk/what-we-do/enter-and-view/
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Services acting upon our Enter
& View recommendations

Healthwatch Cheshire East received
feedback on Enter & View reports from 22
of the providers.

The recommendations offered in these
reports led to improvements to areas such
as care home activities, interior décor,
improvements to meals, more information
provision for people in waiting areas.

Improvements based on our
recommendations were carried out in:

* 18 Care Homes
* 1 GP Practice

* 2 Hospital settings

Feedback from providers on our Enter and View reports includes:

e The Healthwatch representatives were very friendly and helpful.
Following the Healthwatch review of our premises we shared the
findings with both staff and the GP partners.”

Practice Manager, Grosvenor Medical Centre

"This re/,700rt provides useful positive feedback, and we take on
board the recommendations to see where we can make
improvements to our patients’ experience.”

Leighton Hospital A&E Department

"Following the visit, I received lots of positive comments about
how pleasant the visit had been and how lovely it was to be
given the opportunity to show off the Village.”

Manager, Belong Macclesfield
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For the latest Coronavirus information, visit:
www.healthwatchcheshireeast.org.uk/coronavirus

@ The latest NHS and Government advice on Coronavirus
@ Updates on service changes at local hospitals,

GP Practices, pharmacies and more

@ Latest Local Authority information and support
@ How to volunteer to help in your community
@ Useful blogs and advice to help during Coronavirus

You can still tell us about your health and care

experiences via our online Feedback Centre

Website: www.healthwatchcheshireeast.org.uk 4R

Telephone: 0300 323 0006
Email: info@healthwatchcheshire.org.uk

healthwatch

Cheshire East

Keeping Cheshire updated with
the information they need
about Coronavirus (Covid-19)

The Coronavirus (Covid-19) pandemic
escalated during March 2020, with
lockdown measures, social distancing, and
changes to services introduced.
Healthwatch Cheshire East created a
dedicated section on our website to
provide all of the local and national
information about Coronavirus, in one
place, as a reliable source.

www.healthwatchcheshireeast.org.uk/coro
navirus

As a part of ensuring consistent
communications covering Cheshire, we
are in partnership with the
communications teams at each Hospital
and Community Trust, Cheshire CCGs, and
Local Authorities who provide us with the
latest updates from their organisations.
The CCGs produce a weekly stakeholder
bulletin on behalf of the partners, using
the content from our website as a central
point to populate the bulletin. Our website
is therefore seen as a place where all
partners can feed in information they wish
to share.

Our online Coronavirus pages contain:

* The latest advice from NHS England
and Public Health England direct from
their websites.

* Information about Coronavirus in
accessible formats — Easy Read format,
links to BSL information at Sign Health,
and the ability to download information
in different languages.

* Updates from all of our local Trusts,
Cheshire CCGs, and Cheshire East
Council. These pages provide
information on service changes, visiting
restrictions, support helplines and
more. All information is taken direct
from the Trusts to ensure consistency
of message.

» Useful links and advice — links to blogs
and advice from trusted sources about
Coronavirus, for example from the
World Health Organisation, Information
Commissioner’s Office, and Public
Health England.

* Information on how to volunteer to
help or access support.


http://www.healthwatchcheshireeast.org.uk/coronavirus
http://www.healthwatchcheshireeast.org.uk/coronavirus
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Assisting with the local
response to Coronavirus
(Covid-19)

As well as our work keeping the people of
Cheshire informed with local and national
updates, we have also started to gain
feedback from people about their
experiences of the Coronavirus pandemic.
This includes accessing health and care,
and asking about their mental health and
wellbeing through our Coronavirus survey.
Gathering views and information from the
public will continue to form a large focus
of our work in the coming months. Our
findings will be regularly fed into the Local
Authority, local NHS, and community
sector to aid the response to Coronavirus
and provide intelligence as services
continue to adapt and develop.

Healthwatch Cheshire East are supporting
the local community by being a part of the
NHS, Local Authority, Community and
Voluntary Response Cells, feeding back
intelligence regularly in online meetings.
Members of staff have been responding to
telephone and online queries from
members of the public requiring
information or support around the
Coronavirus response. Working in
conjunction with Cheshire East Council’s
Community Development Department and
‘People Helping People’ scheme, we have
been offering some of our staff time to do
shopping and prescription collections for
the most vulnerable in Cheshire. We look
forward to continuing to offer this support
across Cheshire in any capacity we can.

Alison, Healthwatch Cheshire East Community
Engagement and Project Officer, doing
shopping for a person in the shielding
category.

Share your views with us @

If you have a query about a health and
care service, or need help with where
you can go to access further support, get
in touch. Don't struggle alone.
Healthwatch is here for you.

Website:
www.healthwatchcheshireeast.org.uk

Telephone: 0300 323 0006
Email: info@healthwatchcheshire.org.uk

e/-/ea/thwatch Cheshire East have been a key partner in the communications response to
Coronavirus, providing great support as part of a system-wide effort to inform and
update local people and communities about changes to services and how to access
them during the pandemic. The work Healthwatch is leading to capture people’s
experiences of care and support during the Coronavirus outbreak will help ensure that
we don’t end up going back to old, less effective habits.”
Jonathan Taylor, Associate Director of Communications and Corporate
Development - NHS Cheshire Clinical Commissioning Group


http://www.healthwatchcwac.org.uk/

This year has seen us work
closer than ever with partners
in the health and care system in
order to independently feed
back people’s views and
experiences to affect change.

Cheshire East Partnership Five-Year
Plan — Healthwatch Cheshire East
published a report on people’s views of
the Cheshire East Partnership Five-Year
Plan in October 2019. This fed into the
final published Plan which helped define a
health and wellbeing strategy for Cheshire
East that was presented to the Cheshire
and Merseyside Health and Care
Partnership. We produced an independent
survey to help people to have their say.
We hosted the survey online, and
engaged with people about the Plan at
engagement events across Cheshire East
including at markets and libraries in the
main towns. Feedback on the Plan was
also provided by our volunteers following
a focus group held at the Healthwatch
Cheshire office, which was submitted to
the Partnership. The report tells us
whether people felt the Plan identifies
most of the important issues facing health
and care services in Cheshire East,
whether there is anything missing, and
what people think could be done to
improve health and wellbeing in Cheshire
East. You can read the report on our
website:
www.healthwatchcheshireeast.org.uk/wha
t-we-do/peoples-views-on-the-cheshire-
east-partnership-five-year-plan-report

Healthwatch Cheshire East volunteers at
a Cheshire East Partnership Five Year
Plan Workshop, 16™ August 2019

Care Communities — A priority of health
and care partners in Cheshire is to bring
care closer to home for local people in the
form of Care Communities, integrating
health and care. Healthwatch Cheshire
East decided to seek the views of people
in the eight Cheshire East Care
Communities and their residents in a
campaign called Healthwatch Across
Cheshire. A large exhibition van with
seating and display screens was hired and
Healthwatch Cheshire East logos were
professionally added to it to undertake a
programme of engagement events across
the area. Unfortunately, the Coronavirus
outbreak meant that the programme had
to be postponed. However, the contacts
which were built up through this exercise
will enable us to reschedule these events
at a later date and support our
Engagement Team in the future.

A Healthwatch Engagement Team
member is linked to each of the Care
Communities in Cheshire East. This gives
Healthwatch the ability to focus on local
developments within health and care and
feed back the views of local residents.

[ healthwatch

e i Healthwatch
Cheshire
East
branded
van,
Healthwatch

Across
e Cheshire



http://www.healthwatchcheshireeast.org.uk/what-we-do/peoples-views-on-the-cheshire-east-partnership-five-year-plan-report

Annual Report 2019-20 | Healthwatch Cheshire East

One of our Community Engagement and Project Officers, Jem
Davies, talks about presenting our work on people’s experiences
of Sexual Health services from 2018 at the Annual Healthwatch
Conference in Birmingham in October 2019.

My colleague Katie Tierney and I were
given the opportunity to present our
Sexual Health Project at the annual
Healthwatch Conference in Birmingham.
I was extremely proud to highlight our
work to our national colleagues. This
involved us explaining the project from
beginning to end, detailing the various
methods of engagement and research
we used and how we overcame any
challenges. The session was particularly
focused on how to hold conversations
with people on difficult issues that
people may be hesitant to talk about
openly.

I was able to explain that not only had

the public valued our work but that also
the providers of the Sexual Health
services across Cheshire had provided
detailed feedback on how the
recommendations that we made had
influenced the design and delivery of
current and future services.

A short time later a colleague from
another Healthwatch contacted me
directly for some guidance on how they
could do a similar project and
specifically stated that they had been
inspired to cover this subject following
on from our presentation. I am very
proud that our work is valued across the
whole of the Healthwatch network.”

Jem Davies and Katie Tierney at
Healthwatch Annual Conference,
Birmingham 2nd October 2019

View our project reports

You can view our 2018 Sexual Health report discussed above, along with all of our other project
reports, by visiting our website: www.healthwatchcheshireeast.org.uk/what-we-do/our-reports



http://www.healthwatchcheshireeast.org.uk/what-we-do/our-reports
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Supporting people in Cheshire
East through the NHS
complaints process

Healthwatch Cheshire provides an NHS
Independent Complaints Advocacy Service
(ICAS). ICAS helps people to use the NHS
complaints process to make their voice
heard.

ICAS offers telephone, online, and face-to-
face support to help the people of Cheshire
to progress complaints in relation to any NHS
service provision provided at hospitals, GP
Practices, dentists, pharmacies, opticians,
and nursing homes.

Of the 105 people who contacted ICAS for
support during the year, 53 were provided
with information by ICAS to progress their
complaint, 22 were signposted by ICAS to
other organisations, whilst 20 required

further support from our ICAS Advocate to
help them through the complaints process.

5290 more people contacted
ICAS for support in 2019-20
than in the previous year.
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Case Study: Access to diabetic insulin pump services

The ICAS Advocate supported a resident to prepare for a complaint resolution meeting with
their local Clinical Commissioning Group (CCG). The complaint was regarding difficulties
accessing diabetic insulin pump services which were being provided at a clinic in Manchester.
Health issues and personal circumstances made it difficult to regularly travel to the clinic at
Manchester which meant the individual was missing out on vital training, information and
support on how to use their pump safely and effectively.

ICAS supported the resident to prepare for the meeting and also attended alongside them. As a
result of the meeting, the person had their care transferred to a local consultant and diabetic
nurse team. On a system-wide level, the CCG committed to considering the recommissioning of
the service more locally within Cheshire.

e Just wished to email you and thank you for your support on Thursaay. It
was great to have you at the meeting as support.”

Case Study: Helping to rectify incorrect prescriptions

A resident contacted ICAS after the prescriptions for them and their spouse were incorrectly
dispensed on two occasions. They were unsatisfied with the response from the pharmacy, and
so the ICAS Advocate provided them with information and options regarding a formal
complaint.

After being supported to make a complaint themselves, the pharmacy then committed to
putting procedures, such as barcoding, in place to prevent any dispensing errors being made in
the future.

Case Study: Effective treatment for Parkinson’s patients

An individual was supported in raising concerns with their local hospital over medication for
Parkinson’s patients. They were unhappy that the medication was not being provided at the
right time, reducing its effectiveness.

The ICAS Advocate provided information and support to help them to write a complaint letter

and meet with the hospital. Following the case, the hospital implemented visual reminders and
designated nurses across wards, and were reviewing a potential trial into the use of alarms to

improve the timing of medication.

Contact us for advice and support

If you would like independent support with the NHS complaints
( ) process, get in touch.

Website: www.healthwatchcheshireeast.org.uk/what-we-
do/help-making-a-complaint
Telephone: 0300 323 0006

o Email: info@icascheshire.org.uk



http://www.healthwatchcheshireeast.org.uk/what-we-do/help-making-a-complaint
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NHS Long Term Plan

The NHS published the ‘Long Term Plan’ in
January 2019, setting out its key ambitions
over the next 10 years. Healthwatch England
launched a countrywide campaign to give
people a say in how the plan should be
implemented in their communities.

Healthwatch Cheshire coordinated the work of
the nine local Healthwatch across Cheshire
and Merseyside, with a final report produced
for each local Healthwatch, Cheshire as a
whole, and the Cheshire and Merseyside
region. Across Cheshire and Merseyside,
2,807 people shared their views, including
320 attendees across 21 specific focus group
events.

In Cheshire East, we received 270 survey
responses from circulating the survey online
and engagement events across Cheshire. As
you told us that you wanted us to focus on
Mental Health and Autism support, we
conducted two specific focus groups with
students from South and West Cheshire
College in Crewe, and with parents and carers
of children with Autism at Space4Autism in
Macclesfield, attended by 33 people in total.

with Autism
reaching different
communities across
Cheshire East.

Healthwatch across
Cheshire and
Merseyside, with over
2,800 people sharing
their views across the
region.

Healthwatch Cheshire East focus group at
Space4Autism, Macclesfield, 23 April 2019

e The Chair of Healthwatch England and

the committee acknowledged the great
piece of collaborative work produced by
Healthwatch Cheshire and Merseyside in
such a short space of time.” -
Healthwatch England Board
Minutes, May 2020
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NHS Long Term Plan - What did we find?

Here's a summary of our work and what
we found.

What do people want?

We asked people #WhatWouldYouDo to
improve the NHS locally. The top issues that
people told us are:

* People want access to the help and
treatment they need when they want it.

* People want health and care professionals
that listen to them when they speak about
their concerns.

* A focus on prevention, joined-up care, and
the environment, in order to help live a
healthy life.

* Easier access to GPs.

* A focus on effective and timely
communication.

What are we doing about it?

The findings of the report were shared with
the former two NHS Clinical Commissioning
Groups serving Cheshire East, Cheshire East
Council, and the Health and Wellbeing Board
to ensure the findings inform locally
developing Five Year Plans; Integrated Care
Partnerships; and Care Communities. The
findings helped us to identify priority areas
and themes for future engagement, research
and Enter and View activity.

470
Above: Healthwatch Cheshire East focus group
at South Cheshire College, 30t April 2019

Below: Engaging with the public in Nantwich
on market day

View the Healthwatch Cheshire East NHS Long

Wh Q t Term Plan Public Views Report

You can view the specific Cheshire East, or regional

would Vou dO? Cheshire and Merseyside report by visiting our website:

www.healthwatchcheshireeast.org.uk/what-we-

It's your NHS. Have your say.

do/healthwatch-cheshire-east-nhs-long-term-plan-

public-views-report



https://healthwatchcheshireeast.org.uk/what-we-do/healthwatch-cheshire-east-nhs-long-term-plan-public-views-report/
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How will our work influence the

development of the NHS Long
Term Plan?

Cheshire & Merseyside
Health & Care Partnership

Below is a contribution from the Cheshire and Merseyside Health and Care
Partnership about how the findings are influencing their next steps in

progressing the Long Term Plan:

Q The work to produce this report
done by our local Healthwatch is
the biggest of its kind ever
undertaken in Cheshire and
Merseyside, with nearly 3000
people providing their feedback. We
are immensely grateful for the time
and effort that has gone into this
report by all concerned. We would
like to thank Healthwatch Cheshire
for their work in coordinating the
research and for compiling the
report, and we would also like to
thank all of the Healthwatch that
conducted the research and
engagement activity in each area.

What shines through is the passion
that our local Healthwatch
representatives, and those who
participated in the workshops and
survey, have for health and care in
general and the NHS in particular.
7o be able to tap into this, and the
ideas that people are brimming
with, and the understandable
concerns they still have, gives us an
invaluable, comprehensive insight
into how, together, we can continue
to improve health and care in

Cheshire and Merseyside over the
next five years and beyond.

The wealth of information
contained in the report will enrich
the development of the system-
wide strategy. The report, and the
work that lies behind it, is an
integral piece of our plan for public
engagement around our five-year
strategy. The strategy will be an
aggregation of our nine Place plans,
and it is essential that those plans
meet the needs and requirements
of their local communities. That is
why Healthwatch work in each
Place has been so important
because it gives each Place a
proper sense of what the priorities
of local people are. I'm delighted
that many of our Places are already
incorporating their tailored reports
into their thinking of their own
plans.”

Neil Skitt - Head of
Communications, Cheshire and
Merseyside Health and Care
Partnership
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Healthwatch Cheshire East use a variety of methods to obtain the
views and experiences of the diverse communities of Cheshire
East. This includes in person, by telephone, via email, by Freepost
comment cards, via our website and Feedback Centre or via
Facebook and Twitter.

Healthwatch Cheshire East report on the feedback received in various ways:

« All Hospitals, GP Practices, and the Local Authority are sent the comments we have
received from people relating to their service on a quarterly basis.

* We attend the Cheshire East Health and Wellbeing Board, and the NHS South
Cheshire and Eastern Cheshire CCGs Quality and Performance Committees.

* Quarterly reports are submitted to the above committees, as well as to Cheshire
East Council commissioners, outlining what people have told us about their health
and care.

This year we received 1,400 comments from people about health
and care services. Here are the top four themes that people talked
about by number of comments:

203

530
251

472

® Treatment and care (i.e. effectiveness, experience)
m Access to services (i.e. waiting times, transport, information and advice, lack of
services)

Staff (i.e. attitudes, staffing levels)

m Administration (i.e. appointment availability, booking appointments)
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Throughout the year Healthwatch

Cheshire East attended 230

engagement events including 65

visits to libraries and 40 to GP

Practices to hear about people’s

views and experiences

We attend events and participate in meetings of

over 30 wide ranging and diverse groups in

Cheshire East, including groups for elderly

people, carers, and mental health issues, such

as:

» Senior Forum, Crewe

» Royal Voluntary Service Luncheon Club,
Alderley Edge

+ Opal rural carers’ group

« Stroke Survivors Groups in Bollington and
Macclesfield

» Alzheimer’s Groups in Bollington and
Macclesfield

« Parkinson’s UK in Bollington and Macclesfield
» Space4Autism, Macclesfield

« Dementia Café UK in Macclesfield, Nantwich
and Sandbach

« Active Cheshire Mental Health Network
» Macmillan Unit, Leighton Hospital
e Action on Cancer

« Dance to Health.

Healthwatch Cheshire East engage and network

with a diverse range of organisations, groups and

forums, attending meetings. These include:
+ Cheshire East Carers Hub

» Mid Cheshire Maternity Voices

« Falls Prevention

* Neighbourhood Partnership Meetings

» Pledge Meetings

+  Wishing Well

« Vulnerable Learners’ Group.

:healthwatch
g

] .v-;heshire'm
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Healthwatch Cheshire East volunteers Bev and Amy
at Crewe Pride, 29t June 2019

In focus: Cheshire East Pride

We attended all Pride events in Cheshire East,
including Macclesfield, Crewe, Congleton and
Nantwich, allowing us to obtain the views,
concerns and compliments of almost 100
people from the LGBTQ+ community. Ahead
of the virtual 2020 versions of Pride, we are
analysing the trends from comments from last
year, which include:

« the need for consistent and easy ways to
find relevant information within GP
Practices and their websites to support the
trans community.

the need to improve existing knowledge
across the Clinical Commissioning Group of
supporting the LGBT+ community around
their specific health needs to increase
confidence of people using services.
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Case study: Making a
difference to the care of
dementia patients

In May we were contacted by a woman
concerned about the care her father was
receiving at a care home. He had dementia
and had suffered several unwitnessed falls,
despite the use of a chair with pressure
monitors. Following these falls he had twice
been sent to A&E without any carer and once
there had been left on a trolley in a corridor
where he became very disconcerted and
confused. On one occasion he managed to
entangle his legs in the side rails when
attempting to get off the trolley on his own.
On another, he became so agitated he began
scratching himself, causing bleeding.

The daughter queried protocols around
numbers of staff required to look after
dementia patients; should a 90-year-old man
with dementia be left alone in a strange
environment? We advised her that there are
no set protocols, but that each home has a
dependency tool with which they will assess
a resident’s care requirements. The care
home, like many others, did not have the
staff available to send someone to
accompany her father to hospital. His details
were passed on to the Local Authority to
enable a full assessment of his situation to be
carried out.

With the daughter’s permission, this case was
then raised and discussed at the next A&E
Delivery Board meeting with Senior staff of
the local Health Trusts, Local Authority,
Commissioners, and North West Ambulance
staff. Each member resolved to examine and
identify how their service could improve the
patient’s journey.

The results of this inquiry were far-reaching
and Healthwatch were able to feedback to
the daughter that the following
recommendations had been made at the A&E
Delivery Board:

* That staffing levels being suitable to allow
accompanied conveyance is evaluated and
considered for future commissioning of
services;

* The Clinical Commissioning Group to link
in with the care home in question to look
at options to accompany patients,
especially those on the dementia unit if
they require hospital assessment;

* To look at staffing levels being suitable to
allow accompanied conveyance;

* The case example be shared at the ICP
Long Term Care Programme Board to
inform the work on enhanced nursing
home support;

* Ongoing work with NWAS regarding
conveyances and seeking support from GP
Out of Hours if required;

* Healthwatch have been asked to do a
follow up audit into A&E in due course.
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Signposting to support groups close to
home

At a Stroke Survivors’ group in Bollington, a woman who
attended the group told us that she is a regular attendee
but found it is a long way for her to travel. We were able to
source information regarding similar groups that were
within half the travel time. The woman fed back that she
was making arrangements to go along to these groups as it
is much easier for her and her husband.

Sharing our local knowledge

At Crewe Library Storytime our staff spoke to a mum with
two young children who was new to the area. We had
important conversations about local GP Practices, dentists,
and playgroups. We also showed her the Live Well Cheshire
East website which she found very useful and informative
giving her far more understanding about the services that
were on offer to her in the area.

Supporting care home residents during
COVID-19

At the start of the COVID-19 pandemic the Healthwatch
team lent their handheld engagement tablets to care homes
within Cheshire. One of these care homes was Telford Court
in Crewe. They were delighted to be able to use them and
informed us that this has been invaluable to their residents
to maintain contact with families and friends. It has been
really important for the residents’ wellbeing during lockdown.

Top: Congleton Community Wellbeing Fair, 15t October 2019

Middle: Macclesfield Hospital, 29" November 2019

Bottom: A resident of Telford Court Care home using a Healthwatch tablet to connect with their family
[picture courtesy of Telford Court Care Home who have doctored the image to anonymise]

Contact us to get the information you need

If you have a query about a health or care service, or need help
with where you can go to access further support, get in touch.

( , Don't struggle alone. Healthwatch is here for you.

Website: www.healthwatchcheshireeast.org.uk

Telephone: 0300 323 0006

0 Email: info@healthwatchcheshire.org.uk



http://www.healthwatchcheshireeast.org.uk/

Emma McKenzie

JennyY

Mercy Ade
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« Listened to people’s experiences to help establish our priorities by engaging with the local
community, with health and care services, and attending workshops on subjects such as the NHS
Long Term Plan, Report Writing, and Cheshire East Partnership Five Year Plan.

» Carried out 25 of our 42 Enter and View visits to GP Practices, Hospitals, and Care Homes to find
out what it is like from the patient or resident’s perspective and writing subsequent reports.

« Assisted our day-to-day running in a number of ways such as in administration, and taking part in
the recruitment of new Community Engagement and Project Officers.

Our volunteers are crucial to the work we do,
helping us to access and collate the
experiences and opinions of many more
people across Cheshire.

Some of the highlights from our volunteers’
year include:

* NHS Long Term Plan — Healthwatch
Cheshire led the coordination of the nine
local Healthwatch across Cheshire and

Merseyside in gaining the public’s views on

the NHS Long Term Plan in summer 2019.
This required volunteers to take part in
workshops and engagement events,
helping to obtain 270 responses from

people in Cheshire East. The finished report
was valued by the Cheshire and Merseyside

Health and Care Partnership as feeding in

to the development of the next stage of the

Plan. To view the full report, visit

www.healthwatchcheshireeast.org.uk/what-

we-do/healthwatch-cheshire-east-nhs-long-

term-plan-public-views-report

Volunteer with us

Healthwatch Cheshire East volunteer and
Volunteer Coordinator at Macclesfield Hospital
during A&E Watch, 13t January 2020

A&E Watch - In January 2020, 16
volunteers took part in visits to the three
A&E departments in Cheshire, enabling us
to engage with over 170 people during the
course of one day, from 9.30am to 9pm.
People’s experiences of A&E were then
formulated into a report which was shared
with the Hospital Trusts and published on
our website:
www.healthwatchcheshireeast.org.uk/what-
we-do/our-reports

Are you feeling inspired? We are always on the lookout for new
volunteers. If you are interested in volunteering, please get in
touch with Healthwatch Cheshire East.

Website: www.healthwatchcheshireeast.org.uk/get-

involved/volunteering

Telephone: 0300 323 0006
Email: info@healthwatchcheshire.org.uk


http://www.healthwatchcheshireeast.org.uk/get-involved/volunteering
http://www.healthwatchcheshireeast.org.uk/what-we-do/healthwatch-cheshire-east-nhs-long-term-plan-public-views-report
http://www.healthwatchcheshireeast.org.uk/what-we-do/our-reports
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* Cheshire East Partnership Five-Year

Plan — Healthwatch Cheshire East
published a report on people’s views of
the Cheshire East Partnership Five-Year
Plan in October 2019. Volunteers helped
to promote the survey online, talking to
people at engagement events across
Cheshire East including at markets and
libraries, and also provided feedback on
the Plan themselves in a focus group
which was submitted to Health and Local
Authority partners. You can read the
report on our website:
www.healthwatchcheshireeast.org.uk/wha

t-we-do/peoples-views-on-the-cheshire-
east-partnership-five-year-plan-report

Mental Health Training — Healthwatch
Cheshire has a constant programme of
training and support to offer our
volunteers. This year, one of the most
successful sessions was on Mental Health
Awareness as a precursor to becoming a
Mental Health First Aider. Over 20
volunteers took part in a full day of
training provided by an outside
organisation. This session increased
understanding of Mental Health issues,
equipping them with the knowledge and
skills they need to engage with people
more effectively.

M.U.S.T (Malnutrition Universal
Screening Tool) Care Pathway
Training - This training identifies adults,

NHS Cheshire CCG
Associate Director of
Communications and
Corporate Development,
Jonathan Taylor,
addressing Healthwatch
Cheshire East staff and
volunteers at the Team
Event, 9t March 2020

who are malnourished, at risk of
malnutrition, or obese. It provides
guidelines that can be used to develop a
care plan for use in hospitals, community
and other care settings. This training
enables volunteers and staff to observe
the nutritional value of care home meals
during Enter and View visits.

Healthwatch Cheshire Team Event -
In March, we organised a whole team
event of over 40 staff and volunteers. A
training session was conducted on how to
hold effective conversations to gain
feedback from people that can be used by
health and care services to review their
delivery. The volunteers also received an
update from NHS Cheshire CCG Associate
Director of Communications and Corporate
Development on the merger of the four
Cheshire CCGs who viewed updating our
staff and volunteers as vital in
communicating the merger to the public.

Volunteer Satisfaction Survey — In
March we opened our survey asking
volunteers about their experience with
Healthwatch Cheshire East, what they
enjoy and what they feel could be
improved. The results of this will be
analysed and will be fed back in June,
with the acknowledgment that future ways
of working may be impacted by the
Coronavirus pandemic.


http://www.healthwatchcheshireeast.org.uk/what-we-do/peoples-views-on-the-cheshire-east-partnership-five-year-plan-report

Annual Report 2019-20 | Healthwatch Cheshire East 33

Our volunteers
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Graeme

“Volunteering for Healthwatch was suggested by a friend when
discussing retirement over two years ago. The care world was
new to me and I've learned so much from the patients, carers,
and the Healthwatch Cheshire volunteers and staff. The work is
varied, interesting and allows me to maintain some of the skills I
used at work.”

Kabale

“There are no set hours a week or per month to volunteer, and
for me that was very appealing with a busy home life and family.
I choose when I volunteer to fit around my life. There are many
opportunities to attend a variety of training from Nutrition to
Mental Health. The engagements provide a great opportunity to
improve communication, listening and presentation skills. The
Volunteer Coordinator is friendly, enthusiastic and always willing
to help the volunteers achieve their aims.”

Ezgi

“It is great that I am able to volunteer when I am able, the
Volunteer Coordinator is aware of my university demands and
assists in trying to provide opportunities for me outside of that. I
am an overseas student, so working with Healthwatch Cheshire
has increased my knowledge of the area and the people. It has
introduced me to many things in the area of health and care, I
have learnt about hospitals, care homes, GP Practices. I have
been involved in recruitment drives working at University events
which has increased my circle of friends. I have been involved in
projects that have seen a public report produced having impact
on local services and I have been involved as a team member
attending regular training events which is very important to me. I
have carried out Enter and View visits which requires working as
a team going into health and care environments looking at what
it is like to use the service from a patient or resident perspective.
I get to talk to staff and the patients or residents then produce a
report which goes to Local Authorities, and local NHS.
Healthwatch Cheshire has made a real positive impact on me
because I am able to make changes to help people.”
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Bev and Amy completing their Enter and View training

Bev and Amy

“When we began to volunteer for Healthwatch
we were originally volunteering at the
Winsford Work Zone. It was here that we first
met Jackie, a Community Engagement and
Project Officer from Healthwatch Cheshire.
When we were asked if we would like to
volunteer, we jumped at the chance as it
sounded so interesting. We began by carrying
out engagement sessions within the
community. Amy and I have always liked
engaging with people and began to really
enjoy talking to people again. We now do an
engagement stand in Winsford on a regular
basis once a month.

We collect views all over Cheshire and if we
cannot get transport the Healthwatch team or
Volunteer Coordinator will assist to ensure we
can be involved, which is good as we can do
more with Healthwatch.

We have done courses and training that help
us in working with Healthwatch. We have
conducted Enter and View visits, this allows us
to enter care homes and hospitals as well as
GP Practices to assess their services, and
write reports and make recommendations on
things that need improving. It was through
Healthwatch Cheshire that we have become
involved with Pride and we have attended a

number of these events across Cheshire. It is
very colourful and great fun. We found A&E
Watch really enjoyable; staff and volunteers
really help each other out at these sorts of
events. We have carried out a refresher
course on safeguarding as we had previously
received training. This was very rewarding
and interesting.

We have completed Patient-Led Assessments
of the Care Environment (PLACE) training,
which was provided by the training teams at
individual hospitals in our area. This enabled
us to enter wards in hospitals and assess what
could be improved. The Volunteer Coordinator
is always in touch to see how we are and to
offer training courses, such as safeguarding
and blood pressure readings. The latest
training Amy and I took part in was around
Mental Health. This was a day course and was
eye-opening to me and really increased my
understanding. There is so much more we can
learn and look forward to our next steps at
Healthwatch.

The staff at Healthwatch are lovely, friendly
and welcoming people who are always willing
to help you in any way they can. If you are
looking for an enjoyable place to volunteer, I
would definitely recommend Healthwatch. No
two days are the same and you are always
meeting new people.”
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Casey

“"Why do I do it? I have been asked this
question so many times around why I
volunteer with Healthwatch Cheshire. The
truth is I took part in a college workshop
looking at the NHS Long Term Plan hosted by
some of the Healthwatch Cheshire team in
Crewe. Their energy and their way of being
involved in the community really impressed
me and I wanted to know more about what I
could do if I volunteered for them. As a
college student I needed to gain more
experience in health and care and I felt that
volunteering for Healthwatch Cheshire could
give me the most experience in the sector.

I contacted the Volunteer Coordinator David;
he came to the college and explained
thoroughly what I could do and be involved
in. A couple of weeks later I took part in the
Enter and View training as this intrigued me, I
had my DBS done and received the training
and support that helped so much. I then went
on two shadow visits with experienced
representatives and really got to see what to
do and how to fill in reports. I really enjoyed
looking into the standards of care, being able
to meet and speak with the ward
managers/care home managers and the staff,
family and residents. Listening to them and
their stories was amazing, listening to their
views, especially on their concerns or
compliments on the service being provided
and then making sure that the management
were aware of these. I also produced reports
that were documented on the visits I had
undertaken and then they would be sent to
the providers and commissioners.

Casey (centre, third from left) at Chester Pride,
22d September 2019

I have taken every opportunity to gain more
experience whilst being a volunteer with
Healthwatch Cheshire, including working in
the main office gaining administration skills,
safeguarding training, mental health training
and I have also just completed an e-learning
module on suicide awareness. All of this is
something that I would never have got to
experience without the support from
Healthwatch Cheshire. The team are very
supportive and helpful and I cannot give them
enough thanks for everything they have
helped me to accomplish. I could mention so
much more like around the community
engagement, experiencing my first Pride
event, PLACE and being part of a team.

I love volunteering but most of all being able
to help communities and strive for the best
that services can be.”

You can watch Casey talk about why she loves
volunteering for Healthwatch Cheshire East,
along with some of our other volunteers, on

our website:

www.healthwatchcheshireeast.org.uk/get-

involved/volunteering/ meet-our-volunteers


http://www.healthwatchcheshireeast.org.uk/get-involved/volunteering/meet-our-volunteers
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We are funded by our Local Authority under the Health and Social Care
Act (2012). In 2019-20 we spent £173,676.57.

B Running costs

Operation costs

B Staff costs

£173,676.57

Total expenditure

3.54%
® 96.46% funding
received from local
authority

H 3.54% additional
income

£173,646.38

Total income

96.46%
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Looking ahead

Healthwatch Cheshire East is undertaking an independent survey
to ask people about their health and wellbeing during the
Coronavirus (COVID-19) pandemic. What people tell us about
their views and experiences will inform our work during 2020-21.

We will continue to work in partnership at a strategic and local
level to help inform the development of health and care services.
A keen focus will be given to the work of the developing Care
Communities, ensuring the voice of local residents is at the heart
of decision making.

We will be developing new ways of engaging with the public, and
our staff and volunteer team look forward to working closely
with health and care partners to share best approaches.

Tell us about your Health and Wellbeing
during Coronavirus (COVID-19)

Local NHS and care services in Cheshire are doing
everything they can to keep us well during this crisis.

They still value your feedback on the services they provide - what has
been good; what would improve your experience; and what lessons
can be learned.

Take our short survey on your experiences of health and care
services during the Coronavirus outbreak.

We will share your feedback with providers, local NHS, and
Cheshire East Council. They can then understand directly
from you what is going well, but also what else you

need and what could be improved in the current
circumstances, and as we move forward.

www.healthwatchcheshireeast.org.uk/coronavirus '

healthwoatch

Cheshire East

Take the Healthwatch Cheshire East Coronavirus survey at
https://www.surveymonkey.co.uk/r/M3RXMKN



https://www.surveymonkey.co.uk/r/M3RXMKN
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Thank you

* Members of the public who shared their views and experience with us.
* Groups and organisations in whose events we have participated.

* All of our amazing staff and volunteers.

* The voluntary organisations that have contributed to our work.

* Local NHS and Local Authority partners.
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