
Annual Report
2016 - 2017

Wirral



Contents

Year at a Glance

Introduction

About Healthwatch Wirral

Our Vision/Mission and Strategic Points

Your View on Health and Social Care

Listening to People’s Views

What We Have Learned From Visiting Services

Helping You Find The Answers 12

23

28

6-7

13

9

17

25

5

10

20

27

6

8

16

3

How We Have Helped The Community Access The Services They Need

Making A Difference Together

Working With Other Organisations

How We’ve Worked With Our Community

It Starts With You

Our Plans for Next Year

Finance

Contact Us



3

Introduction

Welcome to the Healthwatch Wirral (HW) 2016/17 Annual Report. To 
say that it has been an interesting year of change would be an under-
statement.
 
For HW, reading, digesting and translating documents from all aspects 
of our health and social care system has been really difficult. It is 
something HW must do to enable Wirral residents to have a fair chance 
of making their views and experiences known.

For the public, STPs (Sustainable Transformation Plans), NHS Five Year 
Forward View Next Steps, GP Forward View, Integration plans etc. are all 
confusing and difficult to get to grips with. Actually, they all amount to 
the same thing – the need to pool health and social care monies and plan 
services jointly for the people who need them – when they need them.

Patients simply want to know whether the service they receive will 
change; and if so how!

Sounds simple, but for a system that has done things separately for so 
long the time and effort needed for re-design is huge.

Through our new community engagement space in the Information 
Bank in Arrowe Park Hospital, we have taken a new approach to 
signposting and patient engagement. We have been able to spend 
quality time talking to patients, carers and staff. This has allowed us to 
record whole experiences of people from primary, acute & specialist 
care to Nursing and Residential Care and End of Life. 

There were no surprises in the themes that emerged from working in 
the Information Bank. Mental Health and Discharge from Hospital have 
proved the main concerns for patients, visitors and staff. This is why HW 
Wirral have these as two of our priorities for 2017/18.

Healthwatch Wirral would like to thank David Allison, Gaynor 
Westray, Alison Quinn and the Senior Leadership Team for putting 
their trust into the Information Bank.

During 2016/17 we have exceeded our expectations of gathering 
patient feedback by undertaking activities in the community 
such as Race for Life, working with the National Citizen Service 
discussing Mental Health, Group work with Deaf people, utilising 
our “Let’s Talk About Boards” and hosting a Summer Fun Day in 
New Brighton.

HW have quadrupled the amount of issues we receive monthly. 
Patients are being dealt with timely and efficiently by HW which can 
only improve the patient’s experience. All of the information we gather 
is shared with Healthwatch England, Commissioners, Providers and 
Regulators on a monthly basis.

This year, we have partnered with our local Councillors (Elected 
Members) looking at Avoiding Hospital Admissions and Intermediate 
Care. For the coming year we will be working together on Continuing 
Health Care and this will be completed by September 2017 (approx.)

Our Elected Members have also undertaken HW training for Enter & 
View. This has allowed them to understand how rigorous our process 
is and how seriously we take visits to NHS and Social care premises. All 
reports can be found on our website. Some of the Elected Members will 
join HW on visits. A process has been drawn up to ensure neither the 
independence of HW nor Elected Members is compromised.

Healthwatch Wirral does not routinely get involved with individual 
concerns, these are signposted to people who are set up to deal with 
them. However, this year HW was able to evidence the lack of clear 
pathways and gaps in service, particularly for patients with mental 
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health needs, and fed this back directly to the Commissioners and 
Providers. 

We have gathered feedback from people about their support from HW, 
verbally and in writing. They told us that, where Healthwatch have been 
involved things have improved or changed for them.

We have substantially improved our engagement and communication 
with the public, and public sector. We have filmed patient’s stories to 
emphasise the problems experienced by patients and their families.  

The films are all available to view on our website.

Healthwatch Wirral’s statutory seat on the Health and Wellbeing Board 
means that the experiences of patients, carers and other service users 
are heard when local needs assessments and strategies are prepared.     

The HW Board would like to acknowledge the efforts of the staff team 
and volunteers who carry out the day to day activities, aiming to 
improve the experiences for all, who use health and social care services.

For example, we met a Wirral resident whose relative had been 
using NHS Mental Health services for a number of years.   Their 
relative had been waiting for therapy services for a while, but there 
were no other services to support them while they waited – HW 
were the first organisation to signpost to Community Non-Clinical 
services for support.  They said that they don’t know where they 
would be today if they had not met Healthwatch.

Karen Prior (Healthwatch Wirral Chief Officer) and Healthwatch 
Wirral Board (Phil Davies, Patricia Goulborn, Mike Sowden, Karen 
Livesey and Vicki Adlard)



This year we have improved our 
community voice by the use of social 
media. We have 2000 new contacts and 
have kept people updated by sending 
out 23 bulletins and updates, numerous 
press releases and information about 
consultations. The number of contacts 
this year is 53,983*. 

This does not include numbers where our bulletins have 
been re-distributed or how many people may have seen 
information on our “Let’s Talk About Boards” and does not 
cover contacts with professionals within NHS and Local 
Authority.

We have made 8 referrals to the 
Central Advice and Duty Team, 
aiming to keep people safe.

We have made recommendations 
to Care Homes and to NHS services 
(Information Bank) – which have 
been upheld – giving an improved 
service to patients and the public.

Our 32 active volunteers help 
us with everything we do - from 
attending meetings and deciding 
new work streams to attending 
events and collecting views. 

Our volunteers have given 
approximately 1715 combined  
hours.

We have collected 707 real time 
stories from members of the 
public, resulting in 2121 issues – 
looking at the difficulties people 
experience when accessing health 
and social care services.  We have 
also shared this information with 
the commissioners and providers.

We have attended 68 events and 
outreach opportunities to collect 
people’s views and experiences.

We have worked in partnership 
with Wirral University Teaching 
Hospital NHS Foundation 
Trust to open a new Innovative 
Information Bank. We recruited 
a new Team member for the 
Information Bank and had an 
Access to work Interpreter to 
support our Team member who is 
deaf.

* 2,000 new Twitter contacts with 35,700 impressions. 4,916 website visits. 7,500 e-bulletins. 2,000 Race for Life. 160 National Citizen Services. 500 6th Form College. 500 
Summer Fun Day. 707 case studies = 2121 issues.



Healthwatch Wirral aims to ensure that your views and 
experiences are heard by those who design our health and social 
care services.
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About Healthwatch Wirral 
 
HW aims to ensure that the views and experiences of all are heard to 
help improve health and social care for everyone. We endeavour to 
listen to the public through our outreach points and to share appropriate 
information in a way that is accessible to all.

HW is not distracted by providing services or other projects, we work 
solely to gather patient feedback and share it with those who are 
responsible for designing and commissioning our services. We have 
strong relationships and networks, and have aggressively sought 
relationships for ease of sharing and gathering information. We are part 
of a Healthwatch Network across the North and there is a local HW in 
every Local Authority area in England.

As a statutory watchdog we can Enter & View Care Homes, Hospitals, 
GPs; almost any premises where health or social care services are 
provided.

Local Healthwatch alerts Healthwatch England to concerns about 
specific care providers.

HW provides people with information to help them make informed 
choices and what to do/where to go when things go wrong; this includes 
either signposting people to the relevant provider or to Healthwatch 
Advocacy Support for people who want to complain about NHS 
Services.

HW always prioritises its work based on what the public tells us, or 
when there is a number of concerns over any one issue at a given time. 
We will continue to raise the “softer” information with commissioners 

and service providers to ensure it is recognised as a valuable source of 
evidence in the design and delivery of appropriate services.

That being said, it is important that we are around the tables when 
changes and plans are being discussed. This year our priorities have 
been linked to the Five Year Forward View – Next Steps, GP Forward 
View, Mental Health and Urgent Care. It is equally important that 
HW attends meetings to discuss the move to an “Accountable Care 
Organisation/System” and the New Models of Care.

Our volunteer numbers have grown again this year with 11 new 

volunteers being inducted. They are now undertaking roles such 

as Authorised Representatives, engagement and as part of our 

Task & Finish work on Urgent Care and Discharge from Hospital.

Janice Connolly worked with Healthwatch last year developing our 
understanding of the barriers to services faced by deaf people. We held 
health awareness sessions with the group in partnership with the NHS 
and Local Authority. We also developed a “Barriers to Communication” 
training package which we delivered to Student Nurses and Community 
organisations. The aim is to develop this further in the 2017-18.

We have conducted several formal Enter & View visits to Hospitals 
and Care Homes and we have also undertaken some informal visits to 
conduct surveys in Outpatient Clinics for patients with Diabetes and 
COPD. HW Wirral visits always include staff and volunteers.

To keep the public informed of the work of HW we publish a monthly 
e-bulletin and our website has been re-designed and now includes 
patient’s stories. We also produce updates and reports regularly on our 
activity – which are all available on our website.

Our Vision/Mission

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

The core purpose of Healthwatch Wirral is to be the consumer 
champion for health and care service users (through section 221 
activities set out in the 2007 Health & Social Care Act). It will 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 commissioning provision 
and regulation.

Our Strategic Priorities

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

 » 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 

 » 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 

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

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

 » Maintain, and continuously develop, an up to date signposting 
service for the benefit of all of the residents and organisations of Wirral



Your views on Health 
and Social Care
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Listening to People’s Views 
 
Gathering experiences and understanding people’s needs

During 2016/17 Healthwatch Wirral has worked hard to gather 
experiences and gain a better understanding of the needs of the people 
of Wirral. We recognised the need to engage people in a way that is 
most appropriate to them and in surroundings where they are most 
comfortable. To do this, we used a variety of methods. We developed an 
Outreach Programme utilising our local One Stop Shops in West Kirby 
and Moreton. We set up regular sessions to promote health awareness 
(using the expertise and knowledge of our local health and care 
providers) and also to gather views and experiences from the public, in 
Tesco, Bidston.

We attended events arranged by the public and community sector. We 
attended the Patient Voice meetings as observers and attended some 
PPGs (Patient Participation Groups) to understand what issues people 
are talking about within their practices. We wanted to tell people about 
Healthwatch and to learn more about our local community to enable 
us to understand what really matters to people and to publish what we 
found.

In August 2016 we held a Healthwatch Summer Fun Day – staff and 
volunteers spent the day in New Brighton talking to the public about 
their experiences of health and care services (report on website).

We have continued to develop our engagement with the Deaf 
Community – to gather views and provide health and care awareness 
sessions and information. We were successful in being granted a small 
pot of money which allowed us to recruit a new member of the team 
who would work solely with the Deaf Community for 12 months. 

Healthwatch “your voice” leaflets are distributed widely and the 
information we receive via these leaflets is added to our monitoring.  
The monitoring is shared with the Provider as well as the Commissioner.     

Where there have been concerns, or where HW have made 
recommendations, Providers are made aware of the Statutory Right of 
Response which is 20 working days.

Collection boxes are left in Care Homes prior to visits to gather feedback 
from relatives and staff and this information is included in the Report 
following the visit.

Healthwatch Wirral’s website has a “Speak out” section where visitors to 
the site can leave their concerns/compliments about services.   We have 
an answerphone system where people can leave a message out of hours 
and our policies reflect that calls will be returned with 24 hours; or first 
thing on a Monday morning if a message is left on Friday.

Let’s Talk About Boards. These are an idea developed by our Policy 
and Research Officer.  Boards are placed in communal areas such as 
Kitchens. The boards currently have information relating to Sex and 
Sexual Health. There is a section on Facts and Fiction, Signposting 
information and a small survey asking about service experience and 
ideas for improvement.

Understanding People’s Needs

Healthwatch staff and volunteers have demonstrable skills in gathering 
real experiences from the people they talk to. We give an unbiased but 
caring and compassionate ear to people who want to tell us what they 
feel and experience when accessing health and care services.

The overarching issue that concerns people is communication. Whether 
it is car parking at the hospital, staff attitudes, a possible misdiagnosis or 
even not being able to find a Dentist – communication appears to be key 
to a good experience.

The most contact that HW Wirral has with the public is face-to-face. 
We pride ourselves on the quality of our engagement with people. Our 
staff listen, and hear, what people say and act upon it accordingly. This 
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could be simply signposting a person to a service, giving some advice or 
information. At the other end of the spectrum it could be just listening 
to a concern about an experience which involves the whole system of 
health and social care.

Members of the public don’t know who pays for what and which 
organisation is responsible for their care, other than their GP or 
hospital.  If a patient needs physiotherapy they will, perhaps, be 
unaware of who is providing it.   HW found that people do not 
know why, or when, they should pay for care.  Common concerns 
are over waiting times and staff attitudes.

What We Have Learned From Visiting Services
 
During the year, we continued to attract experienced people who 
expressed an interest in joining the Enter and View Authorised 
Representative team. This included 23 Local Authority Councillors 
some of whom were trained by Healthwatch and will join the current 
team of Healthwatch Authorised Representatives on visits.

Our trained Authorised Representatives are:

Diane Hill Jo McCourt Tricia Harrison Marilyn Wallace

Mary Rutter Kristen Beatty Margie Gill Kate Gratwick

Allie Woods Debbie Hurst Sheila Hillyard Tina Fiddies

Liam Evans Diane Morley Carmel Calvert Alison Shead

Mary Hardy Heather Ward
 
The full programme of bi-monthly training and awareness sessions were 
well attended during the year. Training sessions included Safeguarding, 
End of Life, Infection Control, Dementia Awareness and Manual 
Handling.

Healthwatch Wirral scheduled 16 Enter and View visits during the 
year. The purpose of the majority were to ‘verify user/commissioners 
feedback’ or ‘familiarity’ as a number of homes had recruited new 
management, were newly built or were new providers. We were unable 
to visit one of the homes due to the owners decision not to provide the 
service in the future.  
      
Six visits were completed as part of Healthwatch IMC (Intermediate 
Care) Project. A hospital ward was revisited during the year. The 
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objective of the visit was to monitor progress since our previous visit.

Healthwatch Wirral statutorily submit each report to the Provider, 
Commissioner, CQC, HWE and these are also placed in the public 
domain on our website.

As a result of Healthwatch’s visit, a recommendation was acted 
upon resulting in the ward being nominated for an Award.

Healthwatch recommended that one of the care homes visited 
improved their environmental issues and were encouraged to 
hear that their Kitchen Hygiene rating had improved considerably.

The most common recommendations from Healthwatch were for 
providers to: 

 » Implement Dementia Friendly environments
 » Comply with any CQC recommendations or action plans 
 » Share good practice
 » Provide a full programme of activities for residents
 » Identify training opportunities and encourage staff to attend
 » Be Person Centered 
 » Engage with patients, relatives and staff, and involve local com-

munities

PLACE Assessments

 » The Patient Led Assessment of the Care Environment is a system for 
assessing the quality of the patient environment in NHS funded care 
settings. 

 » Each year Healthwatch representatives are invited to be part of teams 
to assess how the environment supports patient’s privacy and dignity, 
food, cleanliness and general building maintenance. The assessment 

focuses entirely on the care environment and does not cover clinical 
care provision or how well staff are doing their job. 

 » Results are reported publicly to help drive improvements in the care 
environment. The results show how hospitals are performing nationally 
and locally. 

 » During the year Healthwatch representatives participated in PLACE 
assessments at Spire Murrayfield, Clatterbridge Cancer Centre, WUTH 
(Arrowe Park Hospital and Clatterbridge Site) Wirral Hospice St Johns 
and Springview.

Quality Accounts

This year HW took part in 4 Quality Accounts; Wirral University 
Teaching Hospital NHS Foundation Trust, Wirral Community NHS 
Foundation Trust, Cheshire & Wirral Partnership NHS Foundation Trust 
and Wirral Hospice, St John’s. 

We have a small Sub Group of Healthwatch volunteers and staff that 
look solely at the Quality Accounts and provide feedback on whether 
the Trust has met the previous year’s priorities and whether the new 
priorities are achievable.



Helping you find the 
answers
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How We Have Helped the Community Access 
the Services They Need

Healthwatch Wirral provides information and signposting in the 

following ways:

Online support for people who email through the website or by using 
the email address that is published on all literature – this email is 
checked daily and responded to within 24 hours.

Telephone line – offering single point of access straight through to a 
member of staff who can signpost or help with the query/concern.

NHS 111 Directory. The Navigator and the Admin Assistant have log-in 
access to the NHS 111 directory of service. This is not to give clinical 
advice but to use the directory to signpost callers to services.

Outreach work.  Regular sessions in the community where members of 
the public can talk face to face with someone who will take action.

Members of the Healthwatch Wirral team have a good relationship 
with commissioners and service providers, whether public sector or 
voluntary sector, and can usually help with the right information, or the 
right contact, for their query.

Calls to the office

Phone calls to the office largely fall into two categories. The first category 
includes people who want advice about the availability of services 

This year HW successfully signposted patients who had Mental 
Health concerns to community non-clinical services, such as the 
Open Door Centre and Tomorrows Women whilst waiting for 
therapies and treatment

and support available in our community. The second category include 
people who want to report concerns or compliments about a service. 

 » In terms of the first category, signposting, we use our unique 
community position as licence holders to the NHS 111 Directory of 
Services.  Once we know the caller’s postcode we can list the closest 
services to the person with a click of a button. In addition, this year 
we have worked in partnership with other community organisations 
to create a local directory of support for those with mental health 
difficulties and its associated problems. This is hosted and updated on 
our website but is available for anyone to use 24 hours a day, 7 days a 
week. 

 » In terms of the second category, feedback on services, we record both 
compliments and concerns about services. 

 » However if someone wants to make a complaint about a service 
they have used, this can take some time as the person will often need 
someone to listen and give them advice on the best thing to do. This will 
either include signposting to our Healthwatch Independent advocacy 
team or signposting to another organisation who may be able to offer 
support. 

The Information Bank

The information bank at Arrowe Park Hospital opened mid-January 
2017.

During this time the ‘Infobank’ has been used by patients, visitors, 
relatives and hospital staff. This is a drop in service and accessible to all.

This new initiative, aims to provide accurate, current information on 
health and social care in Wirral, whilst engaging with the public to obtain 
feedback on local services.

You can find all kinds of resources and literature, on a wide range of 
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subjects, in the ‘Infobank’. 

‘Need help now?’ Information directory compiled by Healthwatch is 
used regularly and local organisations and charities were contacted 
to obtain leaflets and posters to display.   Staff have been able to 
use experience and knowledge of local services and 3rd sector 
organisations to signpost to over 200 external partners since January 17.

Working closely with C.A.B and using ‘askuswirral’ referral service 
Healthwatch has helped patients who cannot access a computer or 
phone whilst in hospital. Support and advice for carers and help to quit 
smoking also have a weekly presence in the “Info Bank”, this allows 
services to be visible and available to the public. Working closely with 
other organisations has allowed us to help people get timely accurate 
advice on benefit entitlements, carer support and where to signpost.

Working alongside the Patient Relations Team has proved a steep 
learning curve, getting to know hospital procedures and protocol 
were unfamiliar at first. However, Healthwatch is now established and 
accepted as a working partner, and foundations have been laid for a 
good working relationship. Healthwatch front the Information Bank 
and receive the majority of initial concerns or incident reports. With 
our skills we can step in and help, with good advice and refer minor 
concerns to the matron’s helpline. Where patients have more complex 
concerns, we are also well placed to call on the Patient Relations Team 
to deal with the problem very early on to prevent escalation to a more 
formal complaint. All issues are recorded within HW monitorting.

Signposting

From 17.2.2017 to 30.4.2017 (2 months) statistics show Healthwatch 
Information Bank has signposted to over 150 external organisations.

Examples of how Healthwatch has helped:

1. Healthwatch have identified and helped several vulnerable patients 

whilst in hospital.
2. Healthwatch has helped several patients with mental health 

problems putting them in touch with outside agencies whilst 
highlighting the lack of immediate help for patients in crisis.

3. Healthwatch has helped a member of the public access personal 
‘Stoma’care at home when an emergency arose and their carer was 
admitted to hospital.

4. Healthwatch helped a Fibromyalgia sufferer get in touch with a local 
support group; this gave support and friendship of people with the 
same condition.

All of this information is recorded and take to the Patient & Family 
Experience GP - which is attended by all heads of divisions.
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During the year we have forged good links with Tesco Community 
Champion, Debbie Layfield, and their in-house pharmacy staff.

Healthwatch has used Tesco Community room during the year to 
provide training and awareness sessions for Healthwatch volunteers, 
staff and anyone who may have an interest.

These issues were forwarded to the CCG resulting in the 
commissioning of a service locally in the area. Several members 
of the public reported back to Healthwatch that waiting times had 
also improved.

The provision of the new Phlebotomy services in the community was 
another matter of concern for residents with several reporting long 
waits when they attended the service. Residents who lived in the West 
of the Borough were concerned that there was no local provision in their 
area and that they had to travel a considerable way to get their blood 
tests taken.

Outreach/Community Engagement

TESCO 

Healthwatch Wirral representatives have a presence in the Community 
Room at the local Tesco store every Friday morning. The aim is to 
promote Healthwatch and to talk to Tesco customers and staff to find 
out what they think about Health and Social Care in Wirral.

The main areas of discussion have been focussed on access to GP 

services.

A number of practices particularly in the Wallasey area were rated 
highly, were accessible and showed continuity of care.



Making a Difference 
Together
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Working with other organisations

During 2016-17 HW have worked with local Elected Members on several 
issues:

 » Avoiding Hospital Admissions
 » Intermediate Care
 » Continuing Health Care/Complex Care

The Elected Members (EMs) have also undertaken HW Enter & View 
Training with the aim of understanding, and being reassured that, the 
robust process that takes place when HW visit an NHS or Social Care 
service. The EMs will take part in some of the future visits with HW. 
Clear guidance and mutual understanding of the need to maintain 
independence and remain non-political was of high importance. EMs 
will not visit services within their own Constituency and they will 
support HW by providing vital public information which could help 
designing the purpose of a visit.

Working with People Who Are Deaf

HW has continued to develop our work with people who are deaf.   
By being involved in the Contract Review meeting between Wirral 
University Teaching Hospital NHS Foundation Trust (WUTHFT) and 
their current provider of Translation and Interpretation services, we 
were able to provide constructive feedback from people who use the 
Interpretation services and we have agreed to provide regular feedback 
from patients.

Liverpool UNI Interchange Your Road to Recovery Project

Following public concerns over substance misuse deaths on the Wirral 
we wanted to understand more about how patients felt about the drug 
and alcohol services commissioned to work with them. We believe that 
users of drug and alcohol services are often people whose voices are not 

heard when it comes to the commissioning of services.

We also felt that it would be useful to conduct this research with the help 
of a different perspective. So, we invited a Liverpool University student 
studying Social Policy and Criminology to conduct the research as part 
of her final year dissertation project. 

We worked with the commissioned services in the area and facilitated  
access to their clients, staff and volunteers. We attended groups, asked 
people to complete questionnaires, facilitated a focus group and 
interviewed staff members.

The report is due to be published shortly and will consider what has 
helped people in their recovery journey and what may have caused this 
process to stall.

Warren - Placement from the “step into work” programme Autism 

Initiatives

Warren Tarbiat came to work with us for 12 weeks and through 
the support and guidance from Healthwatch Wirral colleagues 
has developed his social skills and gained valuable research work 
experience.

Training with our Local Acute Trust - WUTHFT

We have designed and delivered Accessible Information Standard 
training along with training on working with people with a 
communication disability to over 75 staff at Wirral University Teaching 
Hospital NHS Foundation Trust. We also conducted a ‘mystery shopper’ 
exercise in the outpatients clinic to staff that had been on the training 
and found that they understood and responded better to patients 
with a communication need. There is however still room for further 
development and a need to consistently strive to keep communicating 
appropriately.
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Wirral Sports Forum

Wirral Sports Awards present prizes to Sports Clubs and bursaries to 
young people participating in sports across Wirral. We were asked 
by Sue Freeman the Chair of the Board to talk about the role of 
Healthwatch. We also discussed with them about how young people can 
provide inspiration to older people about participating in sport and how 
this links to improved health and reduces pressure on services.  There 
were 110 people who attended the evening event and each received 
information about Healthwatch and feedback forms to tell us about 
their experiences of health and social care.

Suicide Prevention

As part of our membership of the Suicide Prevention Network we were 
asked to participate in “train the trainer” training in suicide prevention 
for community gatekeepers. We are now in the process of rolling that 
training out to people working in partnership organisations who may 
identify people with mental health problems and its associated causes 
by signposting them to help before a crisis occurs.

Some of the most popular organisations HW signposted to are:

 
 » Central Advice and Duty Team 
 » Citizens Advice Bureau
 » Dementia Support
 » British Lung Foundation
 » NHS Trusts
 » Bereavement support services
 » Dept of Works and Pensions

We have also signposted callers to:

 » Healthwatch Advocacy support
 » General Practice Managers
 » Other Healthwatch and out of area equivalents of Healthwatch such 

as Community Health Councils in Wales.

This year we have referred 8 issues to the Central Advice and Duty 
Team (CADT) because we had some concerns for the safety of patients.

Quote from Alison Quinn, Associate Director of Nursing (ADN) - Clinical 
Support & Diagnostics Division, Head of Patient Experience

“Healthwatch Wirral and Wirral University Teaching Hospital NHS 
Foundation Trust working partnership:

Since January 2017, Healthwatch have proven to be an extremely 
valuable, highly professional and caring partner organisation, 
working alongside Wirral University Teaching Hospital’s Patient 
Relations Team. 

The highly regarded and extremely popular information, advice, 
support and signposting service that our teams provide jointly, is 
located within the hospital’s ‘Information Bank’ and has served to 
provide a unique collaboration that bridges the gap between the 
hospital and its wider community, and demonstrates the value of 
true partnership working. 

The hospital and Healthwatch teams complement each other, 
sharing and increasing their skills, knowledge and experience, 
whilst providing our patients, their families and staff with highly 
visible, easily accessible and timely, impartial advice and support.

Whilst we are in the early stages of our journey together, we 
are very keen to be able to demonstrate the value associated 
with our partnership working, and will do so by collecting and 
analysing data that evidences shared learning and will promote 
opportunities for continuous, collaborative patient and public 
focused service improvements. “
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Quote from Tracey Cole, Head of Continuing Healthcare/Complex Care

“During 2016, an NHS Continuing Healthcare and Complex 
Care Patient Advisory Group was established for the service 
which covers Cheshire and Wirral. The group has met quarterly 
and we have been delighted that Wirral Healthwatch has had 
representation on the group. Comments, feedback and guidance 
has been requested and taken on board by the service and has 
been helpful particularly to influence: 

 » The content of the Continuing Healthcare and Complex Care 
Commissioning Policy

 » The wording of standard letters used to communicate complex 
information to patients

 » The process to ensure that patient and carer views are included 
in patient assessments

 » A decision to move toward an approved provider list for person-
al health budget brokerage services. 

We next hope that the group will help to enhance a patient 
information leaflet and potentially to participate in interviews for 
staff applying to work within the service.”

Working With Other Organisations

HW give out information packs with details of local organisations. 
Independent feedback has shown that some organisations have seen an 
increase in the amount of people seeking support from their services.



How we’ve worked with 
our community
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We know from our monitoring that people who work shifts find 
it difficult to get to see GP’s and attend health and social care 

events. It made Healthwatch Wirral think about the small moments 
and opportunities when people get a chance to think about and discuss 
health topics with colleagues.  For example, when you’re in a work 
kitchen waiting for the kettle to boil or microwave to ping!  Lo and 
behold the lightbulb moment of the Let’s Talk About Boards.

Local employers commit to supplying us with a noticeboard in their 
kitchen area dedicated to information supplied by Healthwatch 
Wirral. Each month the health topic will change and will display local 
information about the facts and fiction of the topic, signposting to local 
organisations that can help, asking for people to tell us their stories and a 
monthly survey of people’s opinions of what could be done.

We are piloting the boards with a GP surgery and our local sixth form 
college. We are also using this facility to recruit Healthwatch Champions; 
individuals within an organisation who will act as someone who is a 
focal point for people who want to feed into us and who can help us to 
get much needed health information out to groups.

Mental Health Survey for Young People

On Wirral more young people (5-16) suffer from mental health disorders, 
emotional disorders, conduct disorders and hyperkinetic disorders than 
the national average. Healthwatch Wirral surveyed young people, aged 
16 and 17, about their understanding of mental health and the services 
who can help people. The aim of this survey was to allow young people 
to share their understanding of mental health and to raise awareness of 
the services that are commissioned to support them. The survey was 
promoted through July, August and September via the National Citizens 
Scheme and with Birkenhead Sixth Form College and 148 young people 
responded.

Our report showed that young people were often unaware of the 
services that could help and support them and that they could self-refer 

into the services.  The participants of the National Citizens Service were 
encouraged by this piece of work.

Race For Life

Healthwatch Wirral were invited to have a stand at the Race for Life 
event at Birkenhead Park on Sunday 25th of June 2016.  More than 2000 
runners attended the event with their families and supporters.  Having 
a presence at the event enabled us to tell people more about the work 
we are involved with and to collect some rich, informative feedback on 
people’s experiences of health and social care on Wirral.

BME

We have attended network meetings with partnership organisations 
working within the BME community. This identified an issue that 
asylum seekers were experiencing on arrival at hospital appointments 
and discovering that an interpreter had not been booked.  Liaising 
with the hospital trust and the company who provide interpreters, we 
addressed those concerns so that staff understanding of how and when 
to book interpreters was improved.

People Who Are Deaf

We fed back all of the issues HW received from patients with a hearing 
impairment to the service provider of Interpretation services.  This 
resulted in the Provider saying that they would develop awareness 
sessions for staff, liaise regularly with patients who are deaf (via HW) 
and they would be happy to receive regular feedback from  HW on 

As a consequence and part of National Social Action Day, they 
organised a Coffee and Conference Day in order to raise awareness 
on the topic of Mental Health and the issues surrounding it and 
invited Healthwatch to talk about the issues revealed in the survey.
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experiences of patients/visitors.

Summer Fun Day

Stalls and activities were set up near the Bowling Green in New Brighton 
to promote HW and to invite people to tell us about their views and 
experiences of health and social care.  Stalls included Wirral University 
Teaching Hospital, Mencap, Alzheimers Society.  It was well attended the 
weather was kind to us.  We conducted a survey asking people about 
GP Access/7 day week.  We spoke with over 100 people and the report is 
available on our website.
 
Equality & Diversity

HW have attended meetings arranged by Wirral Community NHS 
Foundation Trust, Wirral University Teaching Hospital NHS Foundation 
Trust, Cheshire & Wirral Partnership NHS Foundation Trust and Wirral 
Clinical Commissioning Group which looked at how Trusts might 
ensure that their services are delivered equitably. These meetings 
looked at the equality delivery system (EDS2).
 
HW provided details of community organisations who provide support 
for people under the 9 protected characteristics. We asked the NHS that 
the Organisations be invited to the Equality meetings to ensure the 9 
protected characteristics experiences were represented.



It starts with you
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Patients who had mental health related issues, and their families, told 
us that they were experiencing long delays from GP to treatment. They 
talked to us openly and honestly about the impact the waiting had on 
them and their family life.    They also told us that they were unclear and 
fearful about the pathway to treatment and what they should do if they 
should encounter a crisis situation.

HW were already attending some meetings which looked at Mental 
Health situations and services, but we felt that we needed to know 
more in order for us to signpost and support people; dealing with issues 
early on with the aim of preventing crisis. Our portfolio of meetings 
and information grew and we drew up a “map” of what we did, what 
the aims were and what we should do next. We became Trainers of 
Suicide Prevention, which identified Community Gatekeepers and 
provided them with enough information and skills to be able to identify 
and support anyone at risk. We undertook training to help us deal with 
difficult calls and we discuss a case study, at our weekly team meetings, 
to learn from what we did and what we could have done better.

“A” told us about her family member who was waiting for treatment 

and asked us:

We were able to signpost both “A” and her family member to community 
support.  This has meant that they are both building a valuable network 
of support for times when they are in crisis as well as when they are 
maintaining their mental health.  The community support uses the 
experiences of others and trains them to provide peer support and so 
there is an opportunity for “A” and her family member to help others 
when they feel able.

The feedback that “A” and others have provided us with forms valuable 
qualitative evidence so that future commissioning through the 
concordat uses more than quantitative evidence to shape services.

“A” told us:

 “What happens while we are waiting for therapy and my loved one 
is suicidal”?

“Is there any support that can be offered while they are waiting for 
therapy?”

“Healthwatch are the first organisation to tell us about community 
support in the whole 8 years we have been accessing services”.

“Why don’t services talk to each other? Why don’t services include 
family members because mental health involves us all? Why is 
there such a wait for treatment?”

Faced with this awful scenario, we made contact with people who could 
give us the answer and asked:

The answer was, “No”.

Healthwatch signposted “A” and her family to a non-clinical support 
service in the community which helped the situation while they waited 
8 weeks for therapy.

“A” told us:

“A” then asked us:

“I dont know what I would have done if I had not met Healthwatch”.
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HW attend the Crisis Care Concordat which is a multi-agency group with 
the aim of asking these questions and challenging the services to think 
about them when designing and commissioning services.

Our plans for next year

 » Mental Health
 » Urgent Care
 » Primary and Secondary Care – cross cutting themes
 » CHC/Complex Care
 » COPD/Respiratory
 » Diabetes
 » Pressure Ulcers
 » Engagement (Events and Outreach)

Through representation HW aims to challenge the Decision Makers on 
how joined up services are and how clear the pathways to service are, 
especially in Mental Health.

We are designing plans that make the best use of HW’s time so that our 
staff can remain focussed on our priorities.

We will use our resources, relationships and knowledge to keep us 
focussed on improving patient’s experience of services.

We want to help the public sector improve their communications with 
the public, both verbally and written at a time when people are most 
vulnerable.

We made several referrals to the Central Advice and Duty Team.  
However, due to the current process, CADT are unable to tell us what the 
outcome was for the individuals concerned.   Our aim this year will be to 
ask the Local Authority/CADT to specify what their next steps would be, 
at the point of referral, and if we could have feedback as to whether the 
actions had been carried out and any outcome for the individual.

Our People

Healthwatch’s structure ensures decisions about local activity is made 
in an accountable, open and transparent way.   

Our Board of Directors are volunteers, recruited for their business 
acumen. The Board of Directors of HW have devolved the operational 
side of the organisation to the Chief Officer and staff.   

To support the day to day running of HW there are, at the time of writing, 
32 volunteers – some still going through the Induction. Throughout 
2016/17 we have seen some volunteers come and go but there has been 
a steady group who have enthusiastically supported the plans for HW 
activity.

Our structure includes:

 » A Working Group made up of Volunteers and staff whose role it is to 
look at the monitoring and prioritise work streams and decide how a 
piece of work should be undertaken e.g. A Task and Finish project or an 
Enter & View visit. This group also annually produces a commentary for 
the Quality Accounts for each of the NHS Trusts on Wirral

 » A group of Authorised Representatives who are trained and 
undertake a DBS in order for them to visit any premises where health or 
social care services is provided. This group is also responsible for writing 
the reports following any visit

 » A Quality Assurance Group who identify who should undertake 
visits.  This group also sets the aims and outcomes for each visit and 
casts an unbiased eye over the report produced following any visit

 » Healthwatch Board – looks at the strategic direction of HW, supports 
the Chief Officer in decision making and signs off all reports before they 
are published
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 » A Communications Group made up of staff and volunteers 

 » A “volunteer” Volunteer Coordinator – who assists in the inductions 
and support with our volunteers

 » A “volunteer” Healthwatch Champion Coordinator – who identifies 
the Champions and works with the Volunteer Coordinator closely

Training we have undertaken as a team this year

 » Level 2 Independent Advocacy 
 » Open Awards Level 3 in Education & Training delivered by Connect
 » Suicide Prevention for Community Gatekeepers delivered by Public 

Health
 » Next Steps (mental health discussions with young people) delivered 

by Future in Mind
 » HR training
 » Induction training at Arrowe Park Hospital (for the Information Bank) 

Volunteer Hours

 » Board - 135 hours recorded
 » Volunteers - 1580 hours recorded 

Total hours for 2016/17 April - March is 1715 hours calculated from £13.00 
to £50.00 per hour = £27,290.00 approximate saving.

Our team of volunteers have been the “eyes and ears” of Healthwatch 
Wirral. They play an important role in helping us fulfil our statutory 
activities.

One of our volunteers, Carmel Calvert, has been recruited as a 
‘Volunteer Co-0rdinator’ and her role is to provide Induction sessions 
and support new and current volunteers. She was awarded Volunteer of 
the Year 2016/17.

Statement from Kristen Beatty

“I began volunteering with Healthwatch when I came to live in the 
UK from America. Through my work I have spoken to people who 
have raised health and social care issues. It became apparent to 
me that it was hard for individuals to be heard and get satisfaction 
when dealing with large organisations such as the NHS, so I was 
enthusiastic about volunteering with the Healthwatch Wirral team.

I have taken part in a Patient Led Assessment of the Care 
Environment (PLACE), have been trained as an Authorised 
Representative to assist Healthwatch in their Enter and View visits. 
I have also attended events promoting Healthwatch and listening 
to people’s views of local services. My role has been so wide and 
interesting I continue to find it increasingly satisfying.”



Finance
Income Expenditure

Funding received from 
Local Authority to 
deliver HW statutory 
activities

Operational Costs

Staffing Costs

Office Costs

Total Expenditure

Balance brought forward

£170,000

£20,867.51

£132,844.50

£15,532.16

£169,244.17

£755.83

£170,000

Additional Income 

Total Income
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