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Our Vision

Our vision is to 
ensure that the voice 
of the individual is 
heard and services 
are responsive to 
their needs; that 
everyone has the 
opportunity to 
have their say and 
understands how 
and when to access 
their local health and 
social care services.

Our Annual Report
Healthwatch Wirral CIC replaced Wirral Local 
Involvement Network (LINk) from 1st April 
2013. This Annual Report covers our first year, 
from April 2013 to March 2014, during which 
we have established ourselves operationally 
and begun to make progress towards becoming 
recognised as Wirral’s independent consumer 
champion for care services. Our remit is 
extensive, wide-ranging, and challenging, and 
our vision and objectives as an organisation 
reflect this.

The core purpose of local Healthwatch is 
to be the consumer champion for health 
and care service users (through section 
221 activities set out in the 2007 Act). It 
should involve patients, service users and 
the public in shaping local health and care 
services; and raise awareness of their views 
and experiences in relation to those services 
amongst those in charge of services including 
commissioners and providers.

Objectives
After asking staff, volunteers and other 
stakeholders for their suggestions, we have set 
out the following objectives for Healthwatch 
Wirral for 2013 - 2015:

1. Engage with the widest range of local 
people to ensure that they are aware 
of the health and social care services 
available to them, and that their views 
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and experiences are listened to.
2. Establish levels of understanding, skills 

and capacity at individual, corporate 
and community levels in relation to the 
development of relationships, activity 
and information sharing by Healthwatch 
Wirral. 

3. Ensure that Local Healthwatch is 
accountable to the people of Wirral for 
operating on their behalf by making 
sure that there is clarity and good 
communication about decisions taken and 
how they were arrived at.

4. Influence the commissioning and provision 
of health and social care services 
by presenting clear, realistic, well 
researched, evidence-based reports and 
recommendations to the commissioners 
and providers of health and social care 
services in the appropriate forums.

5. Recruit and retain volunteers who 
represent the breadth of the Wirral 
community using their experience, skills, 
knowledge and commitment as a key part 
to Healthwatch Wirral’s success.

6. Establish and build up networks and 
partnerships to ensure a there is a range 
of cohesive and effective services without 
unnecessary duplication or gaps.

7. Maintain excellent up-to-date local 
knowledge of local health and social care 
provision in Wirral.

8. Maintain an up to date signposting service 
for the benefit of all of the residents and 
organisations of Wirral.

We aim to be the consumer champion for 
health and social care service users in 
Wirral - to involve patients, service users 
and the public in shaping Wirral’s health 
and care services and to raise awareness 
amongst commissioners and service 
providers of their views and experiences. 

Our Team
The Board of Directors of Healthwatch Wirral 
for 2013/2014 was appointed based on their 
valuable skills and experience. Their role on 
the Board of Healthwatch Wirral is voluntary 
and non-remunerated, and their primary 
focus is on helping the organisation function 
effectively.
• Anna Clark (Chair)
• David Hughes
• Patricia Goulborn
• Annette Roberts
• Phil Rostance
Anna Clark stepped down at the end of this 
first year and has been replaced for 2014/15 
by Phil Davies.

The day-to-day work of Healthwatch Wirral is 
undertaken by a team of staff and volunteers 
based in Liscard.
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Delivering our statutory activities

What We 
Are Doing
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Promoting and supporting the involvement 
of local people in the commissioning, the 
provision and scrutiny of local care services; 
We are actively reaching out to the local 
community to seek their views on local 
care services. We have worked with 
Clinical Commissioning Groups (CCGs) and 
Patient Participation Groups (PPGs), as 
well as the local hospital trusts and Wirral 
Council to distribute their consultations 
on commissioning and provision of services 
online, by post and at our outreach locations.
Enabling local people to monitor the 
standard of provision of local care services 
and whether and how local care services 
could and ought to be improved;   
We have placed volunteers on a number of 
key committees in the Wirral where they can 
feedback the views and opinions expressed to 
Healthwatch Wirral by the local community. 
We are continuing to recruit volunteers to 
represent Healthwatch on this type of group.
Obtaining the views of local people 
regarding their needs for, and experiences 
of, local care services and importantly to 
make these views known;
We have set up a Consultation & Engagement 
group to look at how we can encourage more 
people to express their views of local care 
services. This group has agreed a promotional 
strategy for the next twelve months to 
raise local awareness of Healthwatch with 
a particular focus on encouraging people to 
tell us their experiences of care services. 
By holding regular events in the community, 
hosting surgeries in One Stop Shops and other 
venues and by producing regular information 
bulletins and Newsletters we endeavour to 
gather the patients and publics views and 
experiences on services.

Making reports and recommendations about 
how local care services could or ought to be 
improved. 
Our own programme of work is ongoing, 
and we expect to start producing our own 
reports and making recommendations during 
the next twelve months. In the past year we 
have made recommendations or contributed 
to reports including Learning With Patients 
Surveys, Patient Discharge from Hospital 
and the new Patient Transport Service (PTS) 
Contract for the Northwest Ambulance 
Service, and have monitored the responses of 
providers and commissioners to these reports.
Providing advice and information about 
access to local care services so choices can 
be made about local care services;
We have been very successful in establishing 
the advice and information service of 
Healthwatch, in partnership with WirralWell. 
We have provided these services to more than 
15,000 people during the last year, via our 
website, phone and in person.
Formulating views on the standard of 
provision and whether and how the 
local care services could and ought to 
be improved; and sharing these views 
with Healthwatch England, and making 
recommendations to Healthwatch England;   
We have set up a committee of staff and 
volunteers to consider the feedback provided 
by local people and consider whether 
any trends can be identified, either for 
Healthwatch Wirral to pursue or to share with 
Healthwatch England.
Providing Healthwatch England with the 
intelligence and insight it needs to enable it 
to perform effectively.
We have signed up to the Healthwatch Hub 
provided by Healthwatch England in order to 
feedback the information gathered in Wirral.   

Healthwatch Wirral 
has a challenging 
statutory remit. 
This is what we’ve 
achieved so far.
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Engaging with people

Engaging with People
 
By the 1st April 2014, Healthwatch Wirral 
resolved 170 communications in total since 1st 
April 2013. More than 95% of communications 
received from April 2013 - April 2014 (as of 
15/4/14) are marked as being “closed” or as 
having been dealt with. 
“Open” records are those regarding issues that 
have not yet been resolved and are therefore 
subject to change. They are changed to 
“closed” once the issue has been dealt with.

Phone calls were the most common means 
of communication used by those who 
contacted Healthwatch Wirral. Over a third of 
communications were received by phone.
Face to face communications that took place 
outside Healthwatch (often at events) made 
up 22% and email communications made up 
21% of the communications that came in. 

We also had more and 1500 unique visitors 
to our website during the year, who spent an 
average of nearly three minutes browsing the 
site. Over 43% of all communications received 
by Healthwatch Wirral were concerns or 
issues. Almost 39% were information requests. 
The average length of communications was 22 
minutes 40 seconds.

By quite some margin, the single most 
common topic of communications over the 12 
months was quality of treatment. If we group 
together similar topics, it’s possible to build 

a more general picture of the kinds of things 
that were communicated to Healthwatch 
Wirral over the year:
• Treatment
• Access to/Choice of Service
• Appointments
• Staff
• Information/Records
• Environment/Facilities
• After-care
• Medication

The single most common specific service 
related to communications logged this 
year was primary care/GPs. Nearly 22% of 
communications were about GPs. In total, 
10% were logged as being about acute care, 
slightly less than 10% about care homes.

100% of people who answered the question 
were satisfied or completely satisfied with the 
response from Healthwatch Wirral.

We have regular engagement via information 
sharing with local organisations that support 
16-24 year olds, and attended Wirral Council’s 
‘Your Future, Your Choice’ event at the 
Floral Pavilion. Healthwatch Wirral engaged 
with young people with learning difficulties 
and disabilities who attended this event to 
learn about future employment, training 
opportunities, support, housing and adult 
services.

We also actively looked for opportunities to 
engage with disadvantaged and vulnerable 
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people, for example by attending events at 
Wirral Met, the ABCD of Health and Wellbeing 
Event, and through our relationships with 
Cheshire & Wirral Partnership NHS Foundation 
Trust (CWP), AiW Health, Recovery Wirral, 
Wirral Public Health, Wirral Mental Health 
Forum, The Social Partnership and the Alcohol 
Engagement team.

We have worked with over-65s through regular 
engagement and information sharing with the 
Older People’s Parliament.

We have a Healthwatch representative on the 
Patient Participation Group who feeds back 
cross boundary issues, and we are represented  
on the Equality and Diversity Multi-Agency 
group.

Volunteers & Lay-People

As a local Healthwatch, we have a duty to 
involve volunteers and lay-people in our 
work. We have a team of 35 active volunteers 
who work regularly alongside our staff team 
in Consultation & Engagement, Operations, 
Research, Administration and Quality Control, 
and our Board of Directors is made up of 
volunteer lay-people.

Our Board of Directors have worked with 
the staff team to establish our governance 
arrangements, and will continue to play a 
role in reviewing these arrangements, as will 
the part-volunteer operational group. The 

The contribution of Healthwatch 
Wirral was vital in demonstrating 
to NHS England that effective 
engagement with service users 
had been achieved.

Antoinette Doyle
Screening & Immunisation Co-ordinator
Wirral, Warrington & Cheshire Area Team 
Public Health England

Operational Framework for Healthwatch was 
sent out to all Associates and Volunteers of 
Healthwatch for their contribution towards 
the governance arrangements. 

In terms of our statutory activities, we have 
begun to bring together a pool of trained 
Authorised Representatives who will be able 
to carry our Enter and View visits, and where 
appropriate lay-people are being placed on 
groups and boards asking for representatives 
from Healthwatch, including the Health & 
Wellbeing Board, the Quality Surveillance 
Group, the Governing Body of the CCG and 
the Safeguarding Board. The opinions of 
volunteers and lay-people are being actively 
sought to influence our decision making 
process relating to the issues that we take up 
as an organisation.
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Relationships

Use of our statutory powers
During 2013/14 we were not required 
to use our statutory powers to make 
recommendations to Healthwatch England 
or ask the Care Quality Commission (CQC) to 
undertake reviews or investigations. However, 
we used our relationships with other local 
Healthwatchs to make recommendations 
to North West Ambulance Service.  We also 
worked closely with CQC providing evidence 
for their investigations. We did not carry out 
any formal Enter and View visits, but did carry 
out familiarisation visits of an informal nature.

Our Relationships
We have representation on a number of 
groups, including:
• Safeguarding Board, Wirral Council 
• MSLC (Maternity Service Liaison 

Committee)
• Nutritional Steering Group, Wirral 

University Teaching Hospital
• Dignity in Care Shared Action Group, 

Wirral Council
• End of Life Care Steering Group 
• Health and Wellbeing Board, 
• Acute & Clinical Governance Group 
• Patient-Led Assessments of the Care 

Environment

We have worked hard on establishing 
relationships with providers and 
commissioners of care services, and with other 
voluntary and community sector organisations, 
and have encouraged these organisations to 
make ‘pledges’ about how they will work with 
Healthwatch Wirral. A small selection of these 
pledges are shown below:

“We welcome the establishment of 
Healthwatch Wirral and we pledge to be open 
and transparent and work with Healthwatch 
and other agencies to improve the care and 
experience of health services for all members 
of the community. We will do this by:
• Having a dedicated relationship manager
• Actively involving Healthwatch in our 

service improvement activity
• Sharing information about areas of 

excellence and areas of challenge in an 
open and transparent way

• Welcoming Healthwatch visits to the 

Trust and ensuring that we learn from the 
experience

• Helping to raise the profile of Healthwatch 
in our Hospitals and sign post service 
users”

Mike Chantler, Wirral University Teaching 
Hospital NHS Foundation Trust

“We will support Healthwatch Wirral as we are 
In the process of setting up a web page within
the ‘Healthcare Professionals’ section on 
the NWAS website, with a direct link to the 
Healthwatch Wirral website.”
Sara Morley – Northwest Ambulance Service

We will promote all activities and events 
that Healthwatch hold. We will offer the use 
of our facilities (meeting rooms) to Wirral 
Healthwatch free of charge.
Claire and Nikki Farmer – Lonsdale Trust

We will attend Healthwatch meetings, provide 
stroke association ‘Know your blood pressure’ 
stands and give advice info and literature. We 
will also provide Aphasia Awareness Training.
Joanne Mason – Stroke Association

Health & Wellbeing Board

Healthwatch Wirral has a statutory place on 
Wirral’s Health & Wellbeing Board. The Chair 
represents Healthwatch on this important 
body, and the staff team prepare a summary 
of the issues that have been received that 
month to ensure that the our representative is 
well-informed ahead of the meeting.
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Financial Information

I was appointed as Chair of the Local Professional Network for Eye 
health and as part of the remit we needed a representative from 
Healthwatch who could liaise with other Healthwatch across the 
region. Having contacted Healthwatch in Wirral, I am very pleased 
to say that the engagements was superb from the outset.
 
Healthwatch drew up a person specification which was then 
agreed, advertised the position as a member of the core steering 
group, and interviewed several prospective patients.  I was able to 
participate in this process. Following interviews, we appointed the 
patient representative and he has attended meetings.
 
I am hoping that he will be liaison with all Healthwatch groups in 
Cheshire, Warrington and Wirral and I understand that there is an 
email pathway to communicate across the whole of the area. This 
is particularly useful to extend the network.

The importance of building relationships and working in partnership 
for the benefit of people affected by cancer can’t be stressed enough. 
Healthwatch Wirral and its manager Karen Prior are well aware of this 
and have engaged in building a working relationship with Macmillan 
Cancer Support. This relationship was established from an information 
training day in April 2013 and has gone from strength to strength. 

This partnership approach helps us to see the bigger picture and 
support the public from all angles particularly by the sharing of 
contact details, notes and write ups from Westminster briefings, 
signposting and advertising of up and coming events, advertising the 
whereabouts of the Macmillan community information bus, signposting 
cancer support groups to the Macmillan offer of support and group 
grants and more recently working together to hold a Macmillan event 
for cancer voices to join and support local Healthwatch.

Wirral people affected by cancer are now reached on a more personal 
level in that Macmillan was able to approach Healthwatch for support 
when recruiting to a local Macmillan post. The Healthwatch volunteer 
became a stakeholder on an interview panel. But more importantly 
the stakeholder co-produced a 2 part interview process of which the 
stakeholder panel findings became part of the overall decision. All 
this could not have been achieved in this last 12 months without the 
relationship and willingness to work together.

David Knowles B.Sc(Hons), F.C.Optom
Optometrist, Clinical Adviser and Chair Local Professional Network for Eye Health
NHS England

Linda Hill, Macmillan Involvement Coordinator
Macmillan Greater Manchester Lancashire & South Cumbria
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Financial Information
 
April 2013 - March 2014 

Income     £218,220.17 
 
Expenditure  
Staffing Costs   £90,619.37 
Delivery and Communication  £71,477.76 
Rent     £15,000.00 
Support Costs     £22,320.01 
Total Expenditure    £199,417.14 
 
Profit for the Year   £18,803.03


