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Message from
our CEO
2018-19 has been an interesting year, yet again.
As the NHS Long Term Plan takes shape it has
been challenging, but a privilege, to be an integral
part of those changes within Healthy Wirral.
To our end, we are doing our bit to ensure the
public re-think their own responsibility and
enthusiasm to keeping themselves healthy and
active. We have improved our directory of
services and encourage the use of this via our
training to Care Navigators, Social Prescribers
and a significant number of people who are face
to face with patients and families on a daily basis.
In 2018, the Healthwatch England National
Awards took place and Healthwatch Wirral won
the award for “Giving the Right Information,
Advice and Support at the time when people need
it most”. We were very proud of this award and it
represented the Team’s enthusiasm to listen and
act with, and sometimes on behalf of, the people
of Wirral. Over the last 12 months, we spoke with
12,000 individuals in the Information Bank in
Arrowe Park Hospital. This year we are on target
to increase that by 600.
This year will see Healthwatch Wirral focus on the
NHS Long Term Plan and the introduction of the
Primary Care Networks and Neighbourhoods. We
will also continue to support the great work,
already underway by Wirral CCG, CWP and all
sector partners, in relation to Mental Health.
Healthwatch Wirral has also enjoyed being a part
of the multi-agency approach such as the
Frequent Attenders at A&E and the Patient
Participation Advisory Group arranged by Wirral
CCG.
Healthwatch Wirral attends so many meetings,
crossing multiple health and care services; a list of
some of those meetings is given a little later in
this report. It is important to note, that
Healthwatch Wirral represents the views,
experiences and opinions of the people who use,
and deliver, our health and care services; and also

that we are active across the width and breadth of
our health and care system.
Of course, Healthwatch Wirral Staff could not do
this on our own. We have wonderful volunteers
who give their time and energies to help us give a
valuable service to Wirral Residents. We hold an
annual Volunteer of the Year Award and it is often
very difficult to decide who should win, because
of the enthusiasm and dedication they provide.
This year the Volunteer of the Year was won by
Brenda Shannon.
Our Outreach programme went underway, in
earnest, in late 2018. Reports of our activities are
on our website:
www.healthwatchwirral.co.uk/reports.
Our outreach work is not just to learn about what
is available in our communities and to keep our
directory of services up to date, it is also to
promote Healthwatch Wirral so that people know
that they have an organisation who can
“champion” on their behalf and provide a patient
voice at a decision making level. We have noticed
an increase of 100% of traffic to our website and
directory year on year.
Every Healthwatch across the Country have
voiced a difficulty in demonstrating impacts and
outcomes because we are part of a bigger jigsaw.
This coming year, Healthwatch Wirral will be
looking closer at setting Milestones and shorter
term goals; this should enable us to demonstrate
where we have directly been involved in changes/
improvements in services.
We are really excited about the challenges ahead
and we look forward to offering the independent
support, through our statutory functions and
duties, only a Healthwatch can.
On behalf of Healthwatch Wirral Board, I would
like to thank Healthwatch Wirral Staff and
Volunteers for their unending enthusiasm, energy
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and selflessness throughout the last year; and on
behalf of Healthwatch Wirral Staff and Volunteers
I would like to thank the Board for the advice,
guidance and confidence that they have
demonstrated to us as a Team.
Karen Prior
Chief Officer
For and on behalf of Healthwatch Wirral CIC
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Who We Are
Healthwatch is here to make care better
We are the independent champion for people using local health and social
care services. We listen to what people like about services and what could be
improved. We share their views with those with the power to make change
happen. People can also speak to us to find information about health and
social care services available locally.
Our sole purpose is to help make care better for people.
As Chair of Healthwatch England, it’s my role to make sure
your Healthwatch gets effective support and that national
decisions are informed by what people are saying all over
England.
If you were one of the 400,000 people who shared their
experiences with us last year, I want to say a personal thank
you. Without your views, Healthwatch wouldn’t be able to
make a difference to health and social care services, both in
your area and at a national level. One example of this is how
we shared 85,000 views with the NHS, to highlight what
matters most, and help shape its plans for the next decade.
If you’re part of an organisation that’s worked with, supported
or responded to Healthwatch Wirral, thank you too. You’ve
helped to make an even bigger difference.
None of this could have been possible without our dedicated
staff and volunteers, who work in the community every day to
understand what is working and what could be better when it
comes to people’s health and care.
If you’ve shared your views with us then please keep doing
what you’re doing. If you haven’t, then this is your chance to
step forward and help us make care better for your
community. We all have a stake in our NHS and social care
services: we can all really make a difference in this way.
Sir Robert Francis QC
Healthwatch England Chair
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Our vision is simple
Health and care that works for you. People want health and social care support
that works – helping them to stay well, get the best out of services and manage
any conditions they face.

Our purpose

Our approach

To find out what matters to you and
to help make sure your views shape
the support you need.

People’s views come first – especially
those that find it hardest to be heard.
We champion what matters to you
and work with others to find
solutions. We are independent and
committed to making the biggest
difference to you.

People at the heart of everything we do
We play an important role bringing communities and services together.
Everything we do is shaped by what people tell us. Our staff and volunteers
identify what matters most to people by:
++ Visiting services to see how they work
++ Running surveys and focus groups
++ Going out in the community and working with
other organisations

Our main job is to raise people’s concerns with
health and care decision-makers so that they can
improve support across the country. The
evidence we gather also helps us recommend
how policy and practice can change for the
better.
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How do we
add value?
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Representation
Healthwatch Wirral representatives (both staff
and volunteers) attend a substantial number of
meetings on behalf of Wirral residents, often
having to stretch ourselves to the limits to
achieve as much coverage as possible. As well as
meetings where we represent the voice of the
public, we also have one to one meetings with
Commissioners and Providers to discuss themes
and trends emerging from the information we
collect.
There are also cross-border meetings such as
Safeguarding Board, Care Home Collaborative
and the Quality Surveillance Group; Healthwatch
Wirral also attends these meetings which
enables us to learn about good practice. Crossborder working also allows us to establish if the
same support, and care, can be provided
wherever you live.
Healthwatch actively contribute to the Patient
Participation Advisory Group set up by Wirral
CCG. Working with this group has enabled
Healthwatch Wirral to bring the patient voice to
the planning stages of service improvement/
changes. We do this by analysing the
information we receive from patients/carers,
and the people who provide our health and care,
and sharing the trends and themes that emerge.
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Quality Accounts, PLACE
visits and Enter & View
Quality Accounts - Each year all NHS Trusts
produce an annual Quality Account. This details
how the Trusts have performed against the
priorities they had set for the previous year. It
also explains how they have set, and will meet,
the priorities for the coming year. Healthwatch
Wirral provides a Commentary annually for all of
the NHS Trusts in Wirral. If we have any
information relating to Specialist Trusts outside
of Wirral, such as Walton Neuro, Alder Hey or
Broadgreen, we will also contribute to their
Quality Accounts.
PLACE Visits - Patient-led Assessments of the
Care Environment (PLACE) is a statutory system
for assessing the quality of a hospital
environment. These assessments apply to all
hospitals delivering NHS-funded care, including
day treatment centres and hospices. The
information obtained from the patient assessors
is used to find out how well a hospital is
performing in certain areas, for example, privacy
and dignity, cleanliness, food and general
building maintenance.
The visits focus entirely on the care environment
and do not cover clinical care provision or staff
behaviours. PLACE Audits this year included
Arrowe Park Hospital, Clatterbridge Hospital,
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Clatterbridge Cancer Centre, Spire Murrayfield
and Wirral Hospice St Johns.
The results of PLACE audits results and how
hospitals are performing nationally can be found
on https://digital.nhs.uk

Enter & View
Enter and View can:
++ Be a way to engage with people who might
otherwise not be heard
++ Persuade providers to implement change
++ Contribute to short, medium and long term
planning and commissioning
++ Provide vital intelligence to regulators, and
the local system as a whole

Directory of Services
Healthwatch Wirral boasts a unique Directory of
Services that:
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Meetings where we represent the Public’s Voice:
WUTHFT
Frequent Attenders at A&E, Quality Committee,
Patient and Family Experience Group, CQC, System
Improvement Board for WUTHFT
Wirral CCG
Urgent Care Transformation, Wirral CCG Board,
Wirral Patient Advisory Group, Crisis Care
Concordat for Mental Health, Future In Mind –
Children’s Mental Health, Patient Participantion
Groups
Multi Agency
Safeguarding, Care Home Collaborative across
Mersey and Cheshire, Quality Surveillance Group
across Mersey and Cheshire, Cardiovascular
Disease Group for Merseyside, End of Life Care
Steering Group, Suicide Prevention, Dementia
Strategy Board, Maternity Service Liaison, Health
and Wellbeing Board, COPD Steering Group,
Diabetes Steering Group
Wirral Health & Care NHSFT
Governors Committee, Quality Committee

++ is managed by our staff and volunteers
++ is cleansed every 2 months so that all of the
services listed are current
++ all of the services listed are for Wirral
residents - it does not list services outside of
Wirral; unless the service is a national service
such as Dementia UK and Alzheimer’s Society
We use Google Analytics to monitor the traffic to
our Directory, and our website – these figures are
on Healthwatch Wirral Year on a Page.

Our Volunteers
Our volunteers support the role of Healthwatch
by representing the voice of the public at
meetings. They provide the Quality Assurance
needed for Enter & View visits and reporting and
they look over the forecasted activities for
Healthwatch Wirral and offer practical, sensible
and realistic suggestions on how we can fulfil our
duties. Through Enter & View they have made

recommendations and suggestions to Care
Homes and WUTHFT which have, in a lot of cases,
resulted in service improvement. There are some
examples in our Case Study Section.

Outreach Work
Each month Healthwatch Wirral staff are out and
about in our communities. We talk to café owners,
taxi drivers, church goers, hairdressers, betting
shops. We have visited VCS organisations to learn
more about what they do. We learned how they
can support patients/relatives/families while they
are on waiting lists; or who may need to change
their lifestyle as they take more responsibility for
their own wellbeing.
The information about services helps us to
develop our Directory of Services and to keep
front line staff, through training and the Bridge
Forum, up to date in what is available for the
people they support.
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We have produced reports which highlight the
findings of our Outreach work and these can be
found on our website
www.healthwatchwirral.co.uk/reports.
Tesco Community Room – Tesco Store, Bidston
Moss
We engaged with staff of Tesco and members of
the public and listened to their experiences,
discussed local services, provided information
and signposted people to appropriate services.
Community Connectors
Over the year we also provided information, and
spoke, to the 149 people who had been referred
by the Community Connectors. The majority of
people reported that they were satisfied with the
health and care services they had used. However,
some members of the public continued to be
concerned about Phlebotomy, accessing GP
appointments and the future of Urgent Care
provision in the area. These concerns were fed
back to the commissioners and providers.

Staff Behaviours and Values
It is important to Healthwatch Wirral that we have
a staff team who possess the right experience and
qualifications. However, Healthwatch Wirral’s
recruitment process gives equal opportunity to
those who possess the strong values and
behaviours that are needed to help people at a
vulnerable time in their lives.
It is important to us that all staff can demonstrate
empathy and the correct level of support and
kindness in order for us to truly learn what really
matters to people; and the ability to know our
limitations and not raise expectations.
Healthwatch Wirral Staff are invested in and
actively encouraged in their Professional
Development. All staff have one to one meetings
with the Chief Officer every 4 to 6 weeks and,
during annual appraisal, are encouraged to think
about any training needs for continuous
improvement and development and to set some
aims and objectives for the coming year.
Because of resource limitations, staff are offered
flexible working and an improved holiday
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allowance. We have accessed “access to work” for
those with extra support needs and we have two
Staff Development Days per annum; these are
held off-site and are learning and outcomefocussed as well as having some fun!

Bespoke Training
Through our work with Wirral’s Public Health
team we were identified as a key organisation
able and willing to deliver training to the
community on subjects such as Suicide
Prevention for Community Gatekeepers and
“Connect 5”, which is a preventative approach to
mental health and encourages people to talk and
better manage their own mental health. After
attending Train the Trainer sessions we have
proved ourselves valuable in this regard both in
terms of numbers of people and groups delivered
to as well as the very positive feedback the
sessions have produced (see more under How
HW measure outputs). In turn this has led to
organisations contacting us and asking us to
design and deliver bespoke training packages
such as Care Navigation, Mental Health
Awareness and Mindfulness training.
Our philosophy in developing training is that we
co-produce it with, rather than to, the people who
need it. This means that the training we deliver is
relevant to their organisational needs, the needs
of their trainees and the needs of patients.
In addition we build into each training course a
follow up by email or facilitated meeting so that
we examine the results of the training and how
this has impacted on working practices and any
benefits this may have brought to the
organisation, trainee or patients.

Self Help Information Pack
for NHS Complaints
In 2018 Healthwatch’s remit was to include the
Advocacy Support for NHS Complaints. Although
the support is for NHS complaints, we recognised
that people often have a complaint which spans
the health and care system. To that end, we
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designed a Self Help Information Pack to include
information about where to go for support if a
complaint related to Social Care Services.

Quality Management
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Our Outreach work has given us a much wider
knowledge of what is available within in our
communities. Healthwatch Wirral would like to
acknowledge the strong relationships with the
organisations below and thank them for working
with Healthwatch Wirral to provide quick and
effective wraparound support at a time when
people are at their most vulnerable.

Healthwatch Wirral achieved the ISO9001
standard and has a live Quality Management
System. We are a Disability Confident Employer
and we have accessed support for a team
member who has additional needs via Access to
Work.

++ Involve NW

Healthwatch Wirral won the national Healthwatch
England Award for “Providing the right
Information and Advice at a time when people
need it most”.

++ Community NHS Foundation Trust

++ n|Compass
++ Wirral CCG
++ CAB – Ask us Wirral

++ Wirral University Teaching Hospital NHS
Foundation Trust
++ Wirral Ways to Recovery

Relationships and Partners
Healthwatch Wirral is able to get quick results for
patients due to the relationships that have been
built with partners from all Sectors. These
relationships have enabled us to provide up to
date information/signposting to the people who
use our services. Relationships have also enabled
us to provide positive and negative feedback,
about those services, as a “critical friend”.

++ Public Health
++ Tomorrows Women
++ The Open Door
++ Dept of Works and Pensions
++ Practice Managers
++ Care Homes

Healthwatch Wirral

Healthwatch Wirral is working with Wirral CCG to
promote BCF services to ensure patients can
access care and support earlier and closer to
home.
This project has been developed to help design,
promote and improve the access to services in
partnership with the service providers and the
contract teams. The independence of Healthwatch
ensures a non-biased approach enabling good
relationships and Trust to ensure positive
outcomes for vulnerable Wirral people.
Other organisations have been included in the
design of each of the pathways:
++ AgeUK Wirral
++ Older People Service
++ Dementia Together
++ Wirral Care Home collaborative
++ MediQuip
++ Involve Northwest Connectors
++ WIRED
++ NHS TeleTriage Service
++ Wirral Intelligence Service (JSNA)
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Training USP
We don’t just ask attendees to make
pledges to demonstrate their commitment
to changing how they do things; we hold
follow up sessions to find out about the
barriers to putting new learning into
action and offer free unlimited support to
enable them to embed the learning –
hence strengthening changes in cultures
and behaviours – by staff who provide the
service and the people who use them.

Healthwatch Wirral

How Healthwatch Wirral
measures outputs
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Find out about our resources and the way we have engaged and
supported more people in 2018-19.

We have supported 30 people seeking
advocacy for NHS complaints and sent out 24
Self Help Information Packs

We have a number of volunteers helping to
carry out our work. In total, they gave up
895.5 of hours this year.

We have successfully doubled the traffic to
our Directory and Website since the previous
year to 15,127 visits

We have conducted 28 Enter and View visits
to services which include Care Homes,
Hospitals, Transfer to Assess Units and Walk
in Centres. We participated in 5 PLACE Audits.

Training

Pathways

Training delivered and number of attendees to
date:

BCF Pathways designed and developed to date:

++ Suicide Prevention - 177

++ Falls

++ Care Navigation - 240

++ Red Bag

++ Connect5 - 54

++ Dementia

++ Mindfulness - 39
++ Mental Health Awareness - 61

++ TeleTriage

Healthwatch Wirral

How Healthwatch Wirral
set milestones
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Milestones
In isolation, activity may accomplish small scale
changes. Large scale changes will require the
combined influence of a range of health and
social care organisations and statutory bodies,
as well as Healthwatch.

been involved. It was obvious to us that, through
representing the patients’ voice, we have been
party to lots of changes, or improvements, in
services and by taking this approach we can
recognise where we have made a difference.

It is not easy to demonstrate the power of the
patients’ voice when the main objective has
been achieved. Therefore, Healthwatch Wirral
decided to measure milestones in order for us to
demonstrate our activity and where we have

Two examples below are in relation to our Self
Help Information Pack and the Better Care Fund
Pathways.

Following the production of a Self Help Information Pack (SHIP) for NHS Complaints we set a short,
medium and long term goals which included:
Short Term
How many SHIPs did we
send out

Medium Term
How many people then
went on to need further
support

Long Term
Evaluation – did people
tell us that the SHIP was
useful and therefore did
not need further support,
or was there some other
reason?

BCF Pathways
The aim was to simplify the existing Better Care
fund Pathways and designing the
communications to promote them, we quickly
identified that we needed a platform to promote
the pathways and hence the Bridge Forum was
developed. This was to bring support services
such as Community Connectors, enablers,
navigators and assessors together to showcase
the services that may be available to the public.
Setting Milestones was a fundamental way of
Healthwatch Wirral demonstrating our input in
achieving the overall aim
Milestones
++ Create relationships and improve
communication
++ Create a Bridge Forum for all Connectors
(eventually all community enablers)

++ Acquire understanding of services and
cascade to other stakeholders and the public
++ Build upon knowledge to enable other
projects to be rolled out (NHS LTP)
++ Create a consultation process for the
pathways
++ Dementia Strategy group work with a T&F
group to support the pathway
Outcome
As an outcome to the design of the pathways we
aim to include a mini-directory, detailing the
services available, in the “Looking After Yourself”
section of the Healthwatch Wirral website which corresponds to the relevant pathway.

Healthwatch Wirral

How Healthwatch Wirral
made an impact
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Case Studies and Stories

numbers are correct and the hours that their
helplines are available.

Plight of the Navigator
Wendy Kay - Policy, Research and Training
Coordinator

Signposting Directory

This piece of work has been put forward for a
national Healthwatch England Award.
Healthwatch Wirral understood that helping
patients to navigate through health and social
care services and being aware of what support is
available in the community can be challenging.
We used the patient feedback we received
together with our experience in signposting
people to train GP staff to recognise the
importance of patients seeing the right person
for the right care at the first possible
opportunity. Trained staff use an online directory
built and maintained by ourselves to signpost
people to the most appropriate forms of help.
They also understand when to perform a basic
or specific needs assessment if required.
Feedback that we received from patients and
carers using our Info bank suggested that health
and social care professionals were often
unaware of what support organisations were
available in the community. Similarly when we
built a paper template of a directory of mental
health services and support organisations in the
community, for young people in Wirral, we
found that professionals working in the arena
were keen to take copies and use them. Online
directories built by council partnerships across
Merseyside often directed people to services
who were not funded to work with Wirral
residents.
We decided that a more co-ordinated approach
was needed. We started with building an online
directory available to professionals and patients
24/7 covering health and social care support
organisations funded to work with Wirral
residents. To ensure that the information is as
accurate as possible and so people continue to
use the directory we telephone organisations
that are listed on a frequent basis to ensure that
they are still funded to work with Wirral
residents, that their website and telephone

www.healthwatchwirral.co.uk/signposting
As our signposting directory was evolving we
became aware that GP surgeries in the local area
needed to train their reception and
Administration staff on Care Navigation and
Active Signposting to ensure that patients could
indeed get to see the right person for their needs
at the first possible opportunity.
Together with Primary Care Wirral, a GP
Federation in Wirral with 29 independent
surgeries and covering 233,706 patients we
developed an accredited training programme
split into two parts. The first is an online training
session, Making Every Contact Count (MECC) to
encourage frontline staff to use every
opportunity to help people make healthier
lifestyle choices. These learning outcomes
underpin the Care Navigation programme and
provide a good first step in identifying the right
point of contact, communication skills and how
to signpost.
The second part was a face to face session
delivered by Healthwatch Wirral. We use
examples of Care Navigation around the country
and prompt discussion about how the practices
can best implement care navigation discussions
with patients. We use case studies around
patient histories to prompt people to consider all
aspects of a patients problems and to build
confidence. Using the directory of services helps
trainees to think about what services may be
best able to support patients with their needs.
The real task ahead of us was convincing
receptionists that rather than being an additional
burden to their job, Care Navigation & Active
Signposting could make a real difference to the
patients accessing the surgery and ultimately
release GP capacity ensuring the patients who
need a GP appointment can get one more easily.
People attending the training frequently
reported at the start of the course that their
biggest fear was not knowing what services
were available to patients in the community. We
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talked about the mental health survey that we
had run with young people about the services
that were available to them. It was this piece of
work that prompted our thoughts about having
an online directory available to take patients and
professionals fears away from knowing what
was available in the community and to empower
them. Once they were shown the directory and
we had made arrangements for it to be on their
desktop computers they were happy to change
the way that they worked and also promote the
directory’s usage to patients who could then
identify other services that might be able to
support them with other needs such as debt
counselling.
We were contacted by one of the trainees who
attended first training session a fortnight after
the delivery of the course. They advised us that
the day after training they were talking to a
patient at the practice who was worried about
their adult daughter who was feeling anxious
and depressed following her son’s diagnosis of
ADHD. The trainee talked about the directory
they had been using in the training session and
recalled that there had been reference to
support groups.
The trainee gave the patient a flyer with the
online directory address on. A week later the
patient called in to the GP surgery, not to book
an appointment but to report that she and her
daughter had used the directory and found a
parent support group for parents of children

17

with ADHD. The group met weekly and her
daughter had attended a session and felt much
more positive about the situation.
Feedback has been positive:
“Our staff, who attended, are very experienced
and would have no hesitation in advising us if
training is less than beneficial. Their feedback
was extremely positive – they said it was greatly
beneficial.”
“I had wonderful feedback from the 3 staff
members that attended last week’s session. They
were all very positive about the training and
seemed extremely enthused when they shared
what they had learned. We can see it being very
beneficial to us as a practice.”

++ We have now trained 205 staff in Care
Navigation
++ Care Navigation training has helped
release GP capacity, ensuring patients
who need a GP appointment can get one
more easily.

Healthwatch Wirral

Patient Story 1
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Milestones
++ Refer to safeguarding

Healthwatch was asked for help by a family. A
relative (aged 56), a Wirral resident, had been
found unresponsive in the Nursing home where
they lived and rushed to A&E. Relatives were
concerned that this was in relation to a fall and
that the appropriate treatment had not been
received.

++ Contact CQC
++ Instigate a HW E&V site visit
++ Refer to AgeUK Right time Right Place team
for alternative accommodation support

Outcome
Healthwatch Wirral continued to provide ongoing support for the family when they were to source
alternative accommodation on discharge. Healthwatch Wirral contacted AgeUK right time/right place
service and arranged for a staff member to meet the family in the info bank.
This proved invaluable and an alternative home was quickly found. Healthwatch Wirral also signposted
to local organisations for ongoing carer support and benefit entitlement. The family returned to the
info bank on many occasions to thank Healthwatch Wirral for their help and support which helped
them through a difficult time.

Patient Story 2
Miss L had been in hospital for several months
with serious health problems. She has a young
son who had been staying with a relative whilst
she was in hospital. Upon discharge Miss L
wanted to return home and be re-united with her
child, but was told this was not possible and she
would have to go to a hostel without her son. It
was not possible for Miss L to live with any other
relatives. Miss L contacted Healthwatch Wirral for
help.

furnished accommodation whilst Miss L applied
for a permanent home.
Milestones
++ Put Miss L in touch with local services to
obtain a food bank voucher and a school
uniform charity for her son.
++ Accompany Miss L to CAB within the hospital
to help her with benefit entitlement.

Healthwatch Wirral gained consent and
telephoned the Landlord, who confirmed that
Miss L’s former home was not now available;
therefore she was unable to return. We contacted
a local Refuge which was, also, unable to offer a
place. Healthwatch Wirral contacted Women &
Children’s Aid which was able to offer temporary
Outcome
Healthwatch Wirral was instrumental in a positive outcome for this family:
++ Customer obtained temporary housing for herself and son.
++ Obtained help with benefit entitlement
++ Obtained free school uniform
++ Obtained food bank voucher

Healthwatch Wirral
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Patient Story 3

Milestones

Mr B contacted Healthwatch Wirral to tell us that
he felt that the Care Home where he lives was
unsuitable. He was unable to manoeuvre his
wheel chair within the room and could not get
into bathroom at all. He told us that he acquired
an injury and despite calling for help staff did not
respond quickly enough and this resulted in a
visit to A&E. Mr B also told us that he felt that
sometimes he did not get his medication at the
right time. With all of this in mind, he wanted to
move to a different Care Home and therefore
asked Healthwatch if we could assist in his search.
Mr B has several health issues and suffers from
Anxiety.

++ Contact n|Compass to arrange Advocacy
Support

++ Contact CADT

++ Contact AgeUK to source alternative
accommodation
++ Update medical records to recognise extra
support needs
++ Keep Mr B updated

Outcome
Healthwatch Wirral gained consent from Mr B and contacted CADT on his behalf. Healthwatch Wirral
also contacted n|Compass to arrange advocacy support and Age UK to source an alternative nursing
home. We also provided contact details of mental health support organisations. Mr B’s Medical notes
have also been updated so that his anxiety is taken into account should he need to visit hospital in the
future.
Healthwatch Wirral followed up referral to CADT who confirmed a social worker had arranged to meet
Mr B to address his concerns. Mr B has now moved into new accommodation.

Patient Story
Healthwatch Wirral gave support and comfort to a patient with alcohol
dependency who felt they had nowhere to turn. Healthwatch Wirral
contacted Wirral Ways to Recovery and arranged an immediate appointment
with a counsellor for the same day.
Outcome
Patient was extremely grateful and had received support and access to a
service at a time it was needed.

Healthwatch Wirral

Enter and View Activity
During 2018/19
Healthwatch organisations have statutory legal
duties called Enter & View which enable us to
visit any premises where NHS services or
publicly funded care is provided.
Using the information we have received, and
Healthwatch Quality Assurance Group, enabled
us to decide where to visit and for what purpose.
The purposes of a visit can range from
familiarisation of a service to responding to
patient feedback or concerns.
We met with commissioners and regulators
(CQC) to share information and ensure that our
planned visits complemented the work of other
organisations. To enhance the quality
surveillance of Good providers, and to support
them to remain Good, Healthwatch Wirral
conducted a number of short visits using trained
Elected Member as part of the Authorised
Representative team. Elected Members chosen
for each visit do not visit homes in the
Constituency that they represent at Local
Government.
During the year we were informed by the Local
Authority that the number of ‘Good rated’ homes
had increased, suggesting an improvement in
the quality of care provided in Wirral Care
Homes.
WUTHFT - Information received indicated that
nutrition and hydration were of public concern.
This, combined with the Trust not achieving
compliance in this area, informed our decision to
conduct thematic visits to hospital wards
specifically to look at hydration and nutrition. It
was intended that the reports, recommendations
or considerations provided by Healthwatch
could be used by the Trust to improve these
areas or for this priority for improvement to be
included in the following years Quality Account.
Reports
The reports produced from Enter and View visits
were based on the factual information collected.
In order to help improve care, our reports
provided a variety of recommendations and we
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monitor the responses by attending Patient and
Family Experience Group (PFEG). We, of course,
also recognise good care and shared good
practice.

Better Care Fund Pathways Impact
++ Development of the Bridge Forum,
bridging the gap with community and
support services. This forum may now
be included in commissioning
specifications and for the consultation
in the design of new services by
commissioners
++ Development of ‘supporting
documents’ informing people how to
stay well with conditions
++ Development of Dementia section
within the Healthwatch directory
++ Red Bag pathway used across Health
and Social Care in ensuring process is
understood by both organisations

Healthwatch Wirral

What Outcomes
have we achieved?
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Individual Outcomes
HW Wirral can demonstrate some real and long
lived outcomes for individuals - some examples
are listed in our Case Study section – under “How
we have made an Impact.”

Service Improvement
Outcomes and Testimonials
Future in Mind
Our inclusion at the Future in Mind steering group
allowed us to share feedback regarding young
people aged 16-18 accessing the newly
commissioned IAPT service, with anxiety and
depression, who were not being routinely passed
to a third sector partner (specialising in helping
young adults). As a result of our input, staff
receiving initial calls to the IAPT service have
been trained about the services provided by the
partner agency and are now routinely referring
younger adults with those diagnosis to them.
Mental Health – testimonial sent by Jo Watts Senior Commissioning Manager
Healthwatch Wirral has been a key partner as part
of our mental health programme of work during
18/19 and continue to do so in 19/20. They are
members of the Crisis Care Concordat, Future in
Mind Steering Group and Dementia Strategy
Board. They ensure that the patient/population
voice is captured and help statutory partners to
think wider than service remits. Mental Health is a
key priority in the Healthy Wirral Strategy and
Healthwatch are valuable contributors to our
programme of work. The work that they have
delivered in respect of the directory, mapping
events, future in mind transformation plan has
been of high quality and significant value.
Phlebotomy – testimonial sent from Sarah
Boyd-Short, Senior Commissioning Lead –
Primary Care
HW has been proactively involved during the
changes to the Community Phlebotomy Service
amongst Wirral’s 51 GP practices from 1 July 2018
and beyond. Having received both HW
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Patient Story
Healthwatch Wirral supported a young
unemployed person, who was unable to
visit their parent because of financial
constraints. This was causing distress for
the Patient and relative. Healthwatch
Wirral sourced a donation of weekly bus
pass for the young person from St Vincent
de Paul.
Outcome
Patient received a weekly travel pass free
of charge to enable them to visit their
elderly parent.
observations and patient feedback from an ‘Enter
and View’ visit undertaken at the Phlebotomy
Hub at VCH site, and also providing ad-hoc
feedback on concerns raised by patients, this has
positively informed service improvements and
developments within the service. HW has also
played a key part in communicating changes
within the service throughout its implementation
and ongoing review. WH&CC would like to thank
HW for their ongoing input in shaping the service
and looks forward to continuing to work together
to ensure upon a quality Community Phlebotomy
Service for all patients in Wirral.
Transfer to Assess Beds – testimonial sent from
Phil Forrester Senior Urgent Care
Commissioning Lead WHCC
The Wirral system-leads advised that there was a
requirement to review the current bed-based
provision within the Wirral System which
supports Transfers of Care into T2A beds.
The system had quantitative data and
performance metrics, but there was a real need to
understand the T2A service from a patient
perspective.
As a result Healthwatch colleagues supported a
comprehensive and valuable review into the T2A
service, putting patient’s views at the heart of the
review.

Healthwatch Wirral

We now have a wealth of robust information to
support future decision making and to inform
our future commissioning intentions.
Due to the expertise & support of Healthwatch
Wirral we will ensure that we, as commissioners,
continue to put patients at the heart of
everything we do and ensure that the services
we provide to the people of Wirral are the best
they can possibly be.
We continue to work alongside Healthwatch
within our other urgent care initiatives, and we
absolutely value their on-going support and
guidance.
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with people across Wirral. Healthwatch are a
valued partner and are a member of our Patient
and Public Advisory Group which advises the
CCG on its engagement with people. We have
worked with Healthwatch on many projects
including Urgent Care, Deaf Community
Engagement and Access to Primary Care. The
Bridge Forum, established by Healthwatch in the
last year is a great mechanism to engage with
the voluntary and community sector.
We look forward to developing our valued
partnership with Healthwatch further in the
coming year, especially in our engagement
about the NHS Long Term Plan and Healthy
Wirral.

Thank you Healthwatch!!
Communications & Engagement – testimonial
sent by Michael Chantler – Assistant Director of
Communications and Engagement – Wirral CCG
Throughout the last year we have continued to
work in partnership with Healthwatch to engage

Story
At Clatterbridge Cancer Centre, during a PLACE visit, it was identified that signage could be improved
to be more ‘Dementia Friendly
Outcome
The Trust acted promptly, and after making the improvements, invited Healthwatch to review the
changes.
It was also reassuring to hear that the Trust intends to continue improving signage as part of their
Quality Priorities for 2019/2020.

Outcomes
Improvements in Care Homes as a direct result of Healthwatch Wirral recommendations:
++ Internal and external environments of buildings
++ Dementia environment
++ Engaging with the local community for improved access to activities
++ Signing up for the Teletriage pilot

Healthwatch Wirral
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++ Reviewing the safe storage of equipment
++ Quality of Care had improved in Care Homes resulting in improved ratings
Improvements in Hospital environments as a direct result of Healthwatch Wirral recommendations:
++ Signage
++ Improvement work at Wirral University Hospital Trust included investment in improved menus and
resources delivering food to the wards from January 2019. The menus have included new options
of finger food to ensure patients with dementia are better catered for.

Examples of good practice recognised and publicised by
Healthwatch Wirral
Care Homes
++ Installation of a sweet shop, pub, nursery with dementia dolls.
++ Visiting dementia friendly barber.
++ Mystery shopper to assess service.
++ Made reception area available for emergency services and community clinical professionals to drop
in for tea and cake.
++ Offering elderly people in local community, who may be socially isolated, to join residents for a free
meal.
++ Forge strong links with Tranmere Rovers and Carlton Players who provide free tickets.
++ Started a charity, K Woods foundation, to support local people and their families in the community
who have dementia.
Hospital Trusts
++ Eat, Drink, Move’ initiative where patients and their families can take part in therapy sessions to
enable the patient to be well nourished, hydrated and active
++ #EndPJParalysis a movement embraced by nurses, therapists and medical colleagues, to get
patients up, dressed and moving. Having patients in their day clothes while in hospital, rather than
in pyjamas (PJs) or gowns, enhances dignity, autonomy and, in many instances, shortens their
length of stay. For patients over the age of 80, a week in bed can lead to 10 years of muscle ageing,
1.5 kg of muscle loss, and may lead to increased dependency and demotivation. Getting patients up
and moving has been shown to reduce falls, improve patient experience and reduce length of stay
by up to 1.5 days.

Healthwatch Wirral

25

Finances
Income
Funding received from Local
Authority to deliver Healthwatch
statutory activities

Total Income

£188,000
(£170,000 for Healthwatch Wirral core and
£18,000 for NHS Advocacy Support)

£188,000

Expenditure
Operational Costs

£33,417

Staffing Costs

£137,320

Office Costs

£22,407

Total Expenditure

£193,144

Surplus/Deficit

£ -5,144
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Contact us
Thank you to everyone that is helping us put people at the heart of health
and social care.
Healthwatch Wirral, Liscard Business Centre, The
Old School, 188 Liscard Road, Liscard, CH44 5TN
++ 0151 230 8957
++ info@healthwatchwirral.co.uk
++ www.healthwatchwirral.co.uk
We confirm that we are using the Healthwatch
Trademark (which covers the logo and
Healthwatch brand) when undertaking work on
our statutory activities as covered by the licence
agreement.
If you need this in an alternative format please
contact us.
Need to have an option to have the company
number and/or charity number here.
© Copyright (Healthwatch Wirral 2019

26

Healthwatch Wirral

Glossary
WUTHFT

Wirral University Teaching Hospital NHS Foundation Trust

A&E		

Accident and Emergency

CQC		

Care Quality Commission

WCCG		

Wirral Clinical Commissioning Group

VCS 		

Voluntary Community Sector

NHS		

National Health Service

HW Wirral

Healthwatch Wirral

CWP		

Cheshire & Wirral Partnership NHS Foundation Trust

LTP		

Long Term Plan

E&V		

Enter & View Visits

Outreach

HW monthly activities in the Community

Bridge		

Bringing Resources, Information, Direction and Guidance for Everyone

PLACE		

Patient-led Assessment of Care Environment

ISO9001

Quality Management System

CAB		

Citizens Advice Bureau

USP		

Unique Selling Point

SHiP		

Self Help Information Pack for support with NHS Complaints

Tele-Triage

external on-line support for professionals

Red Bag

Red Bag is used for patients belongings on transfers

ADHD		

Attention Deficit Hyperactivity Disorder

MECC		

Making Every Contact Count

CADT		

Central Advice and Duty Team (Local Authority)

PFEG		

Patient Family Experience Group (WUTHFT)

IAPT		

Improving Access to Psychological Therapies

VCH		

Victoria Central Hospital

WHCC		

Wirral Health and Care Commissioning (joint NHS and LA)

LA		

Local Authority (Wirral Borough Council)

PH		

Public Health

T2A		

Transfer to Assess
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Healthwatch Wirral, Liscard
Business Centre, The Old
School, 188 Liscard Road,
Liscard, CH44 5TN

0151 230 8957
info@healthwatchwirral.co.uk
www.healthwatchwirral.co.uk

