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A message 
from our 
Chair 
and Chief 
Executive

Welcome to 2017/18 Healthwatch Wirral 
Annual Report.   Like other years there have 
been challenges.  However, Healthwatch 
Wirral has continued to strive to meet as 
many people as possible to enable individual 
voices to be heard at the highest level. We 
have attended Board meetings, Community 
meetings, Councillors meetings, themed 
meetings (such as Urgent Care, Mental Health, 
COPD, Diabetes, Pressure Ulcers) and have 
discussed issues that many of us face on a 
daily basis.

It is, of course, a priority for Healthwatch 
Wirral to identify what matters to the residents 
of Wirral, from those who use health and 
social care services to those who design and 
deliver them.

Our strategy for 2017/18 was to get out and 
about as much as possible and increase 
the amount of people we spoke to and 
gather more information than ever before.  
Healthwatch Wirral plans for 2017/18 included 
setting priorities which matched the public’s 
views, and experiences, with “the Five Year 
Forward View”.

A more joined up approach to delivering 
services by the NHS and the Local Authority 
has resulted in Healthwatch Wirral attending 
more meetings than ever, to ensure that the 
public’s voice is an integral part in the design 
of services for the future.

Working within the Information Bank, at 

Arrowe Park Hospital, has enabled us to put 
strength of numbers behind the information 
we have gathered. We have been in direct 
contact with approximately 12,000 people 
mid-March 2017 to end of February 2018 – just 
in the Information Bank.

Strategic Highlights

Our strategic highlights have been:

• Greater reach into our communities to find 
out what really matters to people

• Greater knowledge of services in our 
communities, which has resulted in people 
being signposted to the most appropriate 
services, at the earliest opportunity

• Improved collaboration, enabling 
Healthwatch Wirral to be a partner in 
improving pathways and integrated 
services (mental health, care navigation 
working in partnership with GP’s, Dementia 
and Urgent Care)

• Improved networking and partnerships 
(Healthwatch England, Local Healthwatch 
Networks, local Counsellors, local Trusts 
and the Local Authority)

• The continued success of the Directory of 
services on our website both in terms of 
the number of services listed and also the 
amount of people who are now using it

• Receiving certification for the ISO 9001 
Quality Management system

• Healthwatch England ‘Highly Commended’ 
for Engagement and Information 
Gathering



We’ve reached 
30,615 
people 
online*

We have made 10 
referrals to the 
Central Advice and 
Duty Team, aiming to 
keep people safe

We have 
attended 122 
events and 
engagement 
opportunities

We have received 1426 
issues from members of 
the public 

Our volunteers have 
given approximately
1006 
hours of 
their time

your
voice

counts

*140 new Twitter followers with 16,616 impressions. 6,469 website visits. 7,390 active e-bulletin recipients.

Highlights 
from our 
year



Who we are
What  We Do

You need services that work for you, your 
friends and family. That’s why we want you to 
share your experiences of using health and 
care with us – both good and bad. We use your 
voice to encourage those who run services to 
act on what matters to you.

As well as championing your views locally, 
we also share your views with Healthwatch 
England who make sure that the government 
put people at the heart of care nationally.

Our Vision

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

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

How we work

Every voice counts when it comes to shaping 

the future of health and social care, and when 
it comes to improving it for today. Everything 
that local Healthwatch does will bring the 
voice and influence of local people to the 
development and delivery of local services.

People need to feel that their local 
Healthwatch belongs to and reflects them 
and their local community. It needs to feel 
approachable, practical and dynamic and to 
act on behalf of local people.

• We’re helping you to shape and improve 
the services you use

• We’re engaging with people in your 
community & if you haven’t met us yet, 
please get in touch!

• We’re an open organisation and want to 
make it easy for you to talk to us

• We’re inclusive & we want people from 
every part of your community to join us

• Ask us what we’re doing & we’ll always tell 
you what’s happening

• We’re here to help services to improve
• We’ll notice the bad things, and the good
• We use your evidence to build a true 

picture of your local services



your
voice

counts

Supporting 
you to have 
your say



Annual Report 2017/188

Listening to people’s views
We have worked in partnership with a final year student from Liverpool 
University, Leah Regan, to examine how local people who are homeless 
access and experience healthcare services. The Charles Thomson 
Mission in Birkenhead kindly allowed us to use their premises to talk 
to people whilst they accessed the centre for hot food and drinks at 
the coldest point in the year.  We used questionnaires and interviewed 
people who are homeless along with professionals to get a better 
understanding of the barriers that people experience when accessing 
health and care services. We have considered GP services, community 
services together with local Accident & Emergency services. Leah’s 
report which will form her dissertation will be available on our website 
later in the year.

We recognise that people who live in sheltered accommodation often 
access healthcare services but are often a hard to reach audience 
in terms of being able to express their views.  We worked with 
Riverside Housing Association and visited each of their 13 sheltered 
accommodation sites across the Wirral having a “Tea and Tell Us” 
session where we captured their views and experiences of Health & 
Social Care services in Wirral.

Examples of how and why we have worked with diverse 

communities in our area

We gave advice to a family regarding CHC funding. The family were 
distressed and anxious because they thought they would not be able 
to visit her husband if the patient was placed at any distance from 
home, as she did not drive. We ensured that the patient was offered 
at least two options of care within 5 mile radius of home. Due to our 
intervention and working alongside the Integrated Discharge Team, 
we ensured the patients’ rights and choices were met. Sadly when no 

An asylum seeker, who is also a victim of domestic abuse, and 
subsequently a patient in Arrowe Park, came to us for help and support 
regarding imminent discharge. We were instrumental in signposting 
to a local Asylum support co-ordinator and support groups. We also 
provided details of how to access free cookery lessons in the local 
community and begin healthy eating plans. This was an essential 
part of this patient’s recovery, and thus prevented future relapses and 
further hospital admissions.

During the period, we reached over 75 older people across the borough 
by visiting  11 care homes which had a total capacity of up to 343 people.

Comments received included:

“I love living at this home”
“I am very happy with the care” 
“The food is lovely”
“I enjoy the activities”

Tesco Community Room – Tesco Store Bidston Moss

We engaged with our local community to listen to their experiences, 
discuss local services, provide information and to signpost people to 
appropriate services.

Over the year we provided information and spoke to 128 people. The 
majority of people reported that they were satisfied with the services 
they had used but some members of the public were concerned about 

suitable offer of care could be found, the family requested the patient 
remained in hospital to receive end of life care. This was agreed. 
Healthwatch Wirral was paramount in this decision being taken.
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the changes in the phlebotomy service and the length of time they had 
to wait when they attended for an appointment. Some people informed 
Healthwatch Wirral about difficulty in accessing GP appointments. Both 
of these concerns were fed back to the commissioners and providers 
and Healthwatch were assured that the waiting times for Phlebotomy 
had improved.

Making sure services work for you
Enter and View Activity During 2017/18

Healthwatch organisations have statutory legal powers called Enter & 
View. These powers enable us to enter premises where NHS or social 
care is provided. 

During this year we conducted visits to Care Homes, Hospital 
Departments, GP Practices and a Walk in Centre to make observations 
and speak to residents, patients, relatives and staff.

When we decided to visit a provider, we met with our Quality 
Assurance group and looked at a wide range of sources of information 
to decide the purpose of the visit and obtain a full understanding of 
the service. The purposes of our visits during the year ranged from 
‘responding to feedback from the public’ to ‘revisit’.

On occasions, if applicable, to support this we met with commissioners 
and regulators (CQC) to share information and ensure that our planned 
visits complemented the work of other organisations.

In addition to following our own programme of Care Home visits, 
Healthwatch Wirral worked in partnership with the Local Authority 
who identified a number of care homes that they would like us to visit 
with Local Elected Members. The aim of this piece of work was to visit 

‘Green’ rated homes (homes that were performing well) in order for the 
Local Authority/CCG Quality Improvement team to visit and support 
homes that required improvement.

We conducted a series of short visits using a Healthwatch Wirral Staff 
Member and an Elected Member as Authorised Representatives.                                                   
The Elected Members used for each visit were not from the 
Constituency that they represent at Local Government. 

Responding to incoming issues from members of the public around 
nutrition (and also to the fact that Arrowe Park Hospital was struggling 
to meet the target to support patients with eating and drinking based 
on their nutritional needs) Healthwatch Wirral Working Group made 
a decision to conduct thematic visits to hospital wards specifically to 
look at hydration and nutrition provided.

The reports produced from our Care Home visits were based on 
the factual information collected. In order to help improve care, our 
reports provided a variety of recommendations and we monitored 
the responses. We also recognised good care and shared good practice 
with other organisations.

Care Homes

Following our 11 visits, we made recommendations to the providers of
Care and highlighted good practice. 

Our recommendations included: installation of handrails to aid 
residents to move around safely, consider introduction of dementia 
friendly environment in future refurbishment plans, investing in 
information technology to enable residents to use Skype etc, remove 
an old fridge placed in a garden, complete 6 Steps End of Life training, 
engage with the local community, ensure that visitors sign in and use 
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hand gel, continue to work on CQC recommendations, consider taking 
part in the Teletriage Pilot, remove equipment stored in hallways, 
Continue to develop systems and documentation to improve the 
kitchen food hygiene rating, address cleanliness issues.

Outcomes

A number of our recommended changes are ongoing or have already 
taken place, including:

• Engaging with the local community by inviting schools in to talk to 
residents

• Inviting community groups to use spare rooms for meetings and 
activities

• Removal of white goods placed in garden
• Reviewing the safe storage of equipment
• Improving both external and internal environment
• Installing signs to remind visitors to sign in to the home and use 

hand gel
• Installing dementia friendly signage
• Signing up for the teletriage pilot
• Investment in a deep clean

Examples of good practice 

• One home has become part of the Centre for Creativity & 
Innovation (Ladder to the Moon) which encourages staff to be 
spontaneous in their delivery of activities

• Another home works in partnership with an organization called 
OOMPH (which stands for Our Organisation Makes People Happy) 
an award winning Social Enterprise who provide fun, inclusive and 
effective exercise and activities for older people

Walk-in Centre

The provision of local urgent care services are currently being 
reviewed by the commissioners and we worked with the CCG in 
obtaining views from the public and local stakeholders.                                                                                              

We attended Eastham clinic to listen to and gather the views and 
experiences of local residents who have used, or may have cause to use 
urgent care in the future.

Outcome

These views were shared with the commissioners in order to help 
them develop options for public consultation in the summer of 2018.

GP Practices

During the year Healthwatch Wirral conducted visits to 5 local GP 
Practices who had been participating in the ‘Patient led repeat ordering 
project’ piloted by NHS Wirral CCG. The purpose of these visits were 
to produce a report and provide independent feedback to NHS Wirral 
CCG and stakeholders. Healthwatch Authorised Representatives talked 
to patients about their experiences and views of using the new system 
of ordering repeat prescriptions.

 The report included recommendations for the CCG to consider and 
was presented at the Overview and Scrutiny Committee by the CCG.

Outcome

The Wirral Medicines Management Team are currently reviewing the 
outcomes following the OSC meeting in March.
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Hospitals

Wards - We visited two Wards at Wirral University Foundation Hospital 
Trust to observe catering and nutrition provision in wards with patients 
who may have challenging nutritional needs and need specialist 
ongoing support.

Further visits to Wards will take place in 2018.

Healthwatch recommendations included:

• Ensure that patient rounding includes checking that patients can 
open their bottled water or staff opening the bottle for the patient

• Ensure that portions of meals are always discussed with patients so 
that they are not overfaced as this can have a detrimental effect on 
nutrition

Examples of good practice were:

• The patients benefit from the close proximity of the Specialist 
Nutrition Team

• The introduction of the snack fridge has been a success as has the 
installation of a communal TV in the patients’ lounge

• The introduction of finger foods mainly for patients with dementia

Outcome

• Healthwatch were assured that discussions would take place with 
patients and the staff about portion size

• The report findings would be shared with Ward teams
• A dedicated Nutrition and Hydration group has been established to 

address any issues

Wards - Discharge from Hospital Survey Wirral University Teaching 
Foundation Trust

Healthwatch Wirral Working Group identified from monitoring that 
patients continue to have problems with their discharge from hospital. 
It was decided that we would review the process of discharge from 
Hospital and produce a report on the findings.

During November 2017 to March 2018 we carried out 6  Enter and View 
visits to the Discharge Lounge and visited 13 wards at Arrowe Park 
Hospital to speak to patients as they were waiting to be discharged. 

Outcome

The findings of the survey will be published on Healthwatch Wirral 
website.

A&E Department

Healthwatch worked in partnership with 8 other Healthwatch 
organisations to focus on pressures around delivery of NHS A&E and to 
gain a snapshot view of the A&E departments in the region

• Healthwatch Cheshire East 
• Healthwatch Halton 
• Healthwatch Knowsley 
• Healthwatch Liverpool 
• Healthwatch Sefton 
• Healthwatch St Helens
• Healthwatch Warrington 
• Healthwatch Cheshire West
 
The survey was completed over a three-hour period in the 
summertime so as to provide a direct comparison with the winter visit 
in January.
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Two questionnaires were devised in order to capture reasons for 
attending A&E and then people’s experiences of A&E following their 
visit.

Outcome

A combined report will be published.

PLACE Visits 

Patient-led assessments of the care environment (PLACE) is a 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.

PLACE assessments put patient views at the centre of the assessment 
process, and use information obtained directly from patient 
assessors to report how well a hospital is performing in the areas 
assessed – privacy and dignity, cleanliness, food and general building 
maintenance. It focuses entirely on the care environment and does not 
cover clinical care provision or staff behaviours.
                                                                                                           
During the year, through our communications, we were able to recruit 
volunteers and staff members to be involved with a number of patient-
led care reviews. 

We participated in a number of PLACE Audits, including Arrowe Park 
Hospital, Clatterbridge Cancer Centre, Hospice St Johns and Springview 
Hospital.

Representatives who attended were able to comment on issues such as 
compassion and dignity of care, quality of food provision, cleanliness 
and site maintenance. 

All comments were taken into account by the Hospitals who have a 
statutory duty to undertake the assessments annually and report the 
results publicly

The results which can be found on https://digital.nhs.uk show how 
hospitals are performing nationally.

Our Enter & View Authorised Representatives During 2017/18

Volunteers

Diane Morley, Tricia Harrison, Marylin Wallace, Mary Rutter, Carmel 
Calvert, Piara Miah, Jo McCourt, Kristen Beattie, Bev Parker, Cllr Bruce 
Berry, Cllr Ian Lewis, Cllr Stephen Williams and Cllr Julie McManus

Staff

Karen Prior, Elaine Evans, Wendy Kay, Karen Crampton

Supporting our Enter & View Authorised Representatives

We offer training in the role itself and ongoing further awareness 
sessions in Safeguarding, Deprivation of Liberty (DOLS), Infection 
Control, Manual Handling and Report Writing.

Spire Murrayfield Hospital

Wirral CCG approached Healthwatch to work with them in an attempt 
to get a broader picture of Spire Murrayfield. The concerns were in 
relation to environment, leadership and delayed procedures.  We 
were able to provide some assurances – as we had conducted an Enter 
& View where we met with staff and the new Hospital Director.  The 
CCG were very encouraged by the findings of Healthwatch Wirral and 
thanked us for a thorough piece of work
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We had also identified through our monitoring that a patient had 
experienced problems with wheelchair access to the entrance.

Healthwatch recommendations included:

• Continue with the planned programme of refurbishment and 
improvements both internally and externally

Outcome

• External car parks have been resurfaced where required 
• Improved signage
• Road markings repainted 
• Front entrance wheelchairs access altered and improved upon
• Externals being taken care of and maintained appropriately 
• Internally, all items are complete and actioned apart from actual 

refurbishments which are ongoing



your
voice

counts

Helping 
you find the 
answers
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How we have helped the community get the 
information they need

Wirral
Need Support? Let us 

point you in the right 

direction

Our free signposting directory is 
mobile-friendly, easy to use and 
contains services funded for 
Wirral residents.

Healthwatch Wirral would like to hear your thoughts on local Health & Care services. Call us, email us or 
visit our website to have your say.

www.healthwatchwirral.co.uk/signposting

To enable us to give people the most appropriate advice/information 
we use the expertise of our staff team.  We have a team meeting every 
Thursday morning where we share any news or updates on health 
or care services.  We also talk about the wider things that support our 
wellbeing like transport and housing.

Any information we gather is shared with the public on our website 
and through a monthly e-bulletin – which you can receive if you simply 
send us your email address.  We can also send out a hard copy if 
required.

To help us with signposting people to the right service, or person, we 
have compiled a directory of services.  Initially, the directory focusses 
on services to support people with mental health concerns; the plan 
is, however, to build more themed directories – all of which will be 
available on our website. 

The “unique selling point” of our directory is that we call all of the 
services bi-monthly to ensure that their details have not changed. 
Therefore, the directory is always kept up-to-date.



your
voice

counts

Making a 
difference 
together
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How we have helped improve your experience 
whilst viewing care
A patient who is profoundly deaf and was required to stay in hospital 
over Christmas period. He could not afford the cost of the hospital TV. 
Staff asked if we could source a TV with subtitles for patient during 
their stay. We contacted SVP and Wirral Society for Deaf to ask for their 
help. Through our intervention a local charity donated a small TV for 
the patient.

Elderly relatives of a terminally ill patient had travelled from out of area. 
They had no option but to book temporary overnight accommodation 
in a local hotel. WUTHFT could offer guest accommodation on-site at a 
cost of £40 per night, but the couple could not afford this, although they 
wanted to stay at the hospital so as to be near their relative. 

A sister on ICU contacted us to see if we could help. We contacted our 
local St Vincent De Paul on Wirral who immediately offered to fund the 
stay at the hospital. The couple were delighted with this outcome. 

We continued to liaise with the ward sister and hospital guest services 
to ensure the required paperwork was completed; this avoided extra 
stress for the relatives.

A patient who used the services at Spire Murrayfield reported that the 
access both in and out of the entrance was very difficult and could be 
unsafe for wheelchair users.

We conducted an Enter and View visit and observed a member of staff 
having difficulty assisting a wheelchair user depart from the hospital. 

This concern was highlighted in the visit report and the Hospital 
addressed the issue by altering and improving the front entrance 
wheelchairs access.

A patient, who had been an inpatient at the local hospital with a throat 
condition, contacted us. They had developed a problem with their jaw 
which was preventing them from swallowing and eating properly. At 
their follow up appointment they were told that the jaw problem was 
due to wear and tear. Their condition was worsening and they wanted 
to know if they could go back.

We contacted the ENT department who said that they would contact 
the patient. The patient was offered an appointment in 3 weeks time. 
The patient informed them that they could not wait that long as their 
condition was deteriorating. The ENT Dept said that they would speak 
to the doctor and phone the patient back. This did not happen so the 
patient contacted Healthwatch again.

We advised the person to go to the Walk in Centre at Arrowe Park 
Hospital.

The patient attended the Walk-in Centre and was seen by a doctor 
who referred them to ENT. The patient was admitted for 3 days and 
discharged with a further supply of antibiotics.

The patient contacted Healthwatch saying:

“ I would like to say a great big ‘Thank you’ for steering me in the right 
direction, I did exactly as you advised and attended the Walk in Centre 
who arranged for me to be admitted. I am now at home recuperating.”
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Work with the Community Trust

Wirral Community NHS Foundation Trust had planned a series of 
events for their services to support them in developing transformation 
plans to best meet the needs of patients, and commissioner’s 
requirements, whilst operating ever more efficiently.  Healthwatch 
Wirral was invited to attend the first planning day to support the 
context for this work.  We presented to their service leads about our 
work on patient engagement and how we engage with patients who 
are “hard to reach”.  The feedback from this presentation suggested that 
our insight really helped service leads understand how they might get 
the most out of engaging patients in their service transformation and 
support their planning. 

This resulted in the 0-19 service asked us to attend their team meetings 
and provide some more advice about engaging with younger patients 
and their carers.

Following on from our involvement the 0-19 service engaging with 
patients and using the feedback to evaluate and transform their 
service. They extended their popular Healthy Child Drop in Clinics to 
allow access for school aged children and are now running four, weekly 
“Health & Wellbeing Hubs, for school aged children and young people” 
across the Wirral. 

Work with Public Health – Suicide Prevention Training

In February 2017 one of our staff members attended Public Health 
sponsored “train the trainer” training in Suicide Prevention for 
Community Gatekeepers. We delivered our first session to 5 people 
in a community café setting in April 2017.  Since then we have trained 

126 community gatekeepers increasing their knowledge of practical 
suicide prevention techniques, to enable them to confidently make 
appropriate and timely interventions if they think someone is feeling 
suicidal. The recipients of the training have included mental health 
drop in centres, specialist services supporting women, Barnardo’s case 
workers, housing association staff and Citizens Advice advisors.

We worked with organisations both local and national in order to help 
us monitor the quality of local service provision and to enable us to 
influence and communicate change.

Care Quality Commission

We engage with the Care Quality Commission, by inviting them to our 
team meetings. We also send our Enter and View reports directly to the 
CQC, the service provider and commissioner.

Contract and Quality Surveillance Group

We attended the monthly Contract and Quality Surveillance meeting 
at the Local Authority. At this multi-disciplinary meeting all of the 
Care Home services, who have contracts with the Local Authority, are 
monitored and information is shared.

GP Patient Participation Groups

Throughout the year we engaged with several GP Patient Participation 
Groups locally to develop an information sharing process between 
Healthwatch Wirral and the practices.

In the coming year we hope to develop this further with other practices 
in the locality.

Working with other Organisations
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Wirral Medicines Management Team

Healthwatch produced a report based on patients views and 
experiences of using  the new system of ordering repeat prescriptions 
and also provided independent feedback to NHS Wirral CCG and 
stakeholders.

The report included recommendations for the CCG to consider and was 
presented by the CCG at the Overview and Scrutiny Committee.

The Wirral Medicines Management Team are currently reviewing the 
outcomes following the OSC meeting in March.

Quality Accounts

This year, Healthwatch Wirral commented on the Quality Accounts 
of four major providers:  Wirral University Teaching Hostpital NHS 
Foundation Trust, Wirral Community NHS Foundation Trust Hospital., 
Wirral Hospice St Johns and Clatterbridge Cancer Centre.

Our response was based on the views of the Healthwatch Working 
Group and Quality Assurance Group.

We provided an independent view, held providers to account for their 
performance against the priorities set for the previous year, as well as 
commenting on their priorities for the coming year.

Place Visits 

Patient-led assessments of the care environment (PLACE) is 
a 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.

PLACE assessments put patient views at the centre of the assessment 
process. They use information obtained directly from patient assessors 
to report how well a hospital is performing in: privacy and dignity, 
cleanliness, food and general building maintenance. It focuses entirely 
on the care environment and does not cover clinical care provision or 
staff behaviours.
                                                                                                           
During the year, through our communications, we were able to recruit 
volunteers and staff members to be involved with a number of patient-
led care reviews.

We participated in a number of PLACE Audits, including Arrowe Park 
Hospital, Clatterbridge Cancer Centre, Wirral Hospice St Johns and 
Springview Hospital.

Representatives who attended were able to comment on issues such as 
compassion and dignity of care, quality of food provision, cleanliness 
and site maintenance. 

All comments were taken into account by the Hospitals who have a 
statutory duty to undertake the assessments annually and report the 
results publicly.

The results which can be found on https://digital.nhs.uk show how 
hospitals are performing nationally.

Multi-Agency Discharge Event

Healthwatch Wirral were invited to take part in the Multi Agency 
Discharge Event (MADE) in January 2018.

MADE brought together health partners to support patient flow, 
unblock delays and challenge complex discharge processes. There 
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were teams of internal and external colleagues visiting 14 wards across 
Arrowe Park and Clatterbridge sites. All patient pathways on those 
wards were reviewed.

Following a short briefing from Janelle Holmes (Chief Operating Officer) 
we were divided into teams of 6, and each team was allocated 2 wards 
to visit. During the course of the day each agency/dept. offered support 
to assist patient discharge.

Healthwatch Wirral provided information to six patients awaiting 

discharge from wards 21/22/33, including:

• Hot meal delivery
• Access to ‘home from hospital support’, including shopping service 

and help with transport to future appointments
• Befriending services to avoid social isolation
• Signposting to carer support and care services

Other obstacles to discharge included:

• Patients awaiting blood tests and ECG’s
• Patients awaiting doctor assessment
• Patients awaiting package of care to be arranged

Healthwatch contributed to addressing these delays and expediting 
discharge of patients.

Working Collaboratively to Address Mental Health Issues

• To produce the Care Navigation training and Suicide Awareness 
• To produce the directory of services
• Frequent Attenders – listening and learning from patient stories

This year we worked collaboratively with our Local Councillors.  We 
produced a report on Continuing Health Care. The report will be on our 

website. We also worked with Local Councillors on Enter & View visits 
to Care Homes.   These reports are also available on our website. 

It is important that we pro-actively seek the experiences and views of 
the public in relation to our health and care services. However, we must 
be reactive too.  On two occasions this year we needed to work with the 
Public Sector where changes to services were made at short notice.    

The first of the two occasions was when it was announced that 
Eastham Walk In Centre was to close.   We sourced background 
information and asked why this action had been decided upon.   
Equipped with, and sharing this knowledge, we then asked the public 
for their views and feedback.  This information was shared with Wirral 
CCG.

The second occasion was to discuss, with the public, the changes to the 
Repeat Prescriptions ordering. 

Working With Other Healthwatch’s

All Chief Officers of LHW’s meet on a monthly basis to discuss local 
issues and compare trends and themes.  We have, to date, been asked 
to provide representation on the GP Forward View, Safeguarding Board, 
Cardio Vascular Disease STP, Quality Surveillance Group, Pressure 
Ulcer Steering Group, Dementia Strategy Group and the new Care 
Home Steering Group.  

We have identified a Healthwatch representative who will attend and 
share relevant information to all of the other Healthwatch’s in the 
region. 

Healthwatch England have developed a much stronger link to Local 
Healthwatch and the development of a new leadership team has 
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started a great new relationship between Healthwatch England and 
Local Healthwatch’s.

Joined up working

• AgeUK – Choosing a Care Home (films etc.)
• The Orchard – Care Navigation training
• Suicide Awareness Training (with Public Health)
• A&E (with other Healthwatch’s)
• Repeat Ordering Prescriptions (CCG)
• Regular meetings with  LHW’s and Regional Healthwatch’s
• Information Bank - WUTHFT
• Interchange – Charles Thomson – Health Without a Home
• Mental Health – CCG, Future in Mind, Crisis Care Concordat



your
voice

counts

Our people
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Organisation Structure

Executive Board

Karen Prior

Chief Executive Officer

Phil Davies

Wendy Kay

Policy & Research Officer
Elaine Evans

Project Officer

Jo McCourt (Volunteer)

Volunteer Champion
Carmel Calvert 

(Volunteer)

Volunteer Co-ordinator

Kirsty Maton

Finance & Navigation 
Officer

Karen Crampton

Outreach Officer

Karen Livesey Victoria Adlard Patricia Goulborn Mike Sowden



Flowchart of Processes Within the Organisation

Do we need to know more?

Yes No

If no, consider the action to be taken.

Local actions:
• Wait for response from information sharing process
• Formal letter with 20 day response time
• Safeguarding referral
• Escalate to scrutiny HWBB, QSG, CQC

National actions:
• Escalate to Healthwatch England

Issue Identified

Plan engagement activity (Timeframe: 3 months) Could be face-to-face 
engagement, survey, focus group or Enter & View.

Approach to be determined by staff team based on capacity and logistics.

Analyse data, produce report with recommendations for response

Is anybody we know already dealing with the issue?

If satisfactory response, no further action from 
Healthwatch Wirral 

If yes, talk to them

If unsatisfactory 
response

Can we realistically have an impact make a difference?

If no, consider our next steps

If yes, carry on
If no, why not? Talk 

to somebody that 
can and pass on our 

information. No further 
action.



Positive and negative comments and suggestions for improvement, collated and recorded from patients and 
the public about their experiences of using health & social care services in Wirral. Obtained through a variety of 
sources:

• General engagement activity
• Telephone calls
• Email/Social Media
• Post
• Website
• Visits to the office

All comments shared with health & social care providers & commissioners

Responses received by Healthwatch and fed back to commentators

IIA sub-group analyse comments and identify themes and propose actions.

Engagement Activities

Task & Finish

Report written containing recommendations

Report shared for response

Findings followed through by Healthwatch Wirral

Outcomes

Work conducted at the request of providers/commissionersWork conducted at the request of providers/commissioners

Concerning feedback dealt with under internal escalation processes and 
policies

Volunteers explore/test a service Volunteers explore/test a service Infobank, Tesco, and Events

Signposted to alternative/
support services by Healthwatch 

Wirral

Mystery Shopping Enter & View Outreach

Work not triggered by IIA 
decided by CEO

Relevant intelligence used to 
inform Healthwatch England 

and CQC

Quality Management System
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Income Expenditure

Funding received from 
Local Authority to 
deliver Healthwatch 
statutory activities

Operational Costs

Staffing Costs

Office Costs

Total Expenditure

£170,093

£19,003

£136,754

£17,585

£173,342

£170,093Total Income
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Our Volunteers’ Stories
Tricia Harrison

I find it very worthwhile and useful being a member of Healthwatch 
Wirral, as they are a good source of information regarding the NHS and 
other related organisations.  

I can always approach Healthwatch Wirral and be confident that I will 
be signposted to the correct department or person.  I am a member of 
my GP surgery PPG and again, find the information I acquire as part of 
Healthwatch Wirral helpful to the other members of my group. 

 I am also part of the Enter & View team and hopefully by viewing 
establishments as a critical friend, make constructive comments that 
can make a difference to the service users and family.

Piara Miah

As a Healthwatch Wirral volunteer, I have helped with patient surveys 
in the Discharge Lounge, A&E and GP surgeries. I have taken part in 
Enter and View visits, PLACE visit and attended an End of Life Care 
meeting. Also I help out in the Information Bank at Arrowe Park 
Hospital.

I enjoy helping people and learning about new things, so working with 
Healthwatch Wirral has been perfect for me.

Di Morley

Having stopped attending the Safeguarding Board, due to its change 
of structure into a regional board, I have now started attending the 
Dementia Strategy Board and recently went to the second meeting.  
As usual, it’s always interesting to meet another group of professional 
colleagues in a different area. 

I continue to go to Tesco Bidston Moss on as many Friday mornings 
as I can manage to get customers’ views on health and social as part 
of our engagement programme. I enjoy doing this as it keeps up our 
interaction with the public and often gives us the opportunity to meet 
other organisations.  We also hold our Enter & View representatives’ 
meetings at Tesco, which is useful for me to get to keep in touch with 
them.

I continue to lead the Quality Assurance Group which oversees the 
Enter & View Reports and sit on the Working Group, both enjoyable 
experiences as we have fun while doing some work.

Barbara Dutton

I am a recent volunteer for Healthwatch Wirral and to date have helped 

with administrative duties in the Healthwatch Wirral office as well 
as participating in PLACE visits at the local hospital trust on behalf of 
Healthwatch Wirral.

In these roles I am treated in the same manner as a paid member of 
staff.

I chose to be a volunteer as it is enjoyable and offers me the chance 
to give something back to the community and hopefully make a 
difference to the people around me.

Volunteering is fun and is an excellent leisure activity. I get great 
enjoyment from what I do – that is why I keep doing it!
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Marylin Wallace

I carry out enter and view visits to hospital wards and clinics and 
residential and nursing homes for Healthwatch Wirral, along with 
other volunteers and the Project Officer. I have also been involved with 
PLACE visits as requested.

I enjoy being involved with Healthwatch Wirral and being able to 
have some influence on the health and care services provided on the 
Wirral. Despite the negative media and public perceptions, we find 
many excellent examples of good practice and it is gratifying to be able 
to give establishments who are performing well the recognition they 
deserve. We also help to raise standards by identifying areas in need of 
improvement and sharing good ideas.

The website and the reports are very informative and I try to publicise 
the information available to friends and the public and indeed have 
used it myself when looking for available services. I also encourage 
people to comment on good and bad healthcare experiences as I like to 
promote constructive feedback as I feel this empowers the public.
Coming from a healthcare background I also appreciate the 
educational talks we have as I find this helps me to keep informed of 
new /changed practices.

Mary Rutter

I would say I have gained insight into areas of the NHS. Their problems 
and  assets it has been of great benefit to my understanding and I have 
enjoyed working  with other volunteers as well as Healthwatch staff. It 
also gives me an opportunity to contribute to the work of Healthwatch 
as an Enter & View and PLACE contributor

Carmel Calvert

Since April 2013 I have been a volunteer with Healthwatch Wirral. I 
have various roles within the organisation which are as follows :

I am the Equality and Diversity Representative  for Healthwatch Wirral. 
This involves attending any meetings which the various local Trusts 
may hold which the Chief Officer feels I could support on her behalf. I 
then report to the Chief Officer regarding the meeting attended.

I sit on the Quality Assurance Group which reviews all the Enter and 
View reports before they are presented to the Board.

I sit on the Working Group which looks at possible work plans after 
reviewing any causes for concern which are brought to the Group 
mainly through our monitoring but also through other organisations 
such as the local CCG.

I am always happy to take part in any surveys or Task and Finish 
groups which might take place after a concern is raised through the 
Working Group. I take part in presentations to various groups who may 
want to know more about what Healthwatch Wirral is all about.

I am the Volunteer Coordinator for new volunteers and contact them 
initially to welcome them to Healthwatch Wirral and find out what 
their volunteering interests may be. I then help to arrange and present 
Inductions and Enter and View training.

Finally, I volunteer each Thursday morning at the Information Bank, 
Arrowe Park Hospital. Where we signpost people to the right support 
they may need, whether it may be hospital related or any health and 
social care issues.
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What Next?
For the coming year we intend to focus our attentions on mental health 
and the services funded by the Better Care Fund (BCF).  These range 
from Teletraige to Falls Prevention and mental health to home from 
hospital.    

The pathways to re-ablement services, which assist in the reduction of 
admissions and re-admissions to hospital, are often blurred.  HW aim 
to work in partnership to create a clear and distinct pathway to enable 
the public to navigate complicated journeys through health and care 
processes.

We also aim to continue the work with the most vulnerable people 
on Wirral.  Last year we worked with Homeless People and we will 
be working closer with Probation Services. This project will engage 
with people who have recently been released from custody who often 
experience difficulties accessing medications and accommodation.

The Independent Complaints Advocacy support is now part of 
Healthwatch Wirral.  Linda Town, our Advocate, is available to offer 
support to members of the public with regard to their NHS complaint.   
We aim to triangulate the themes from complaints with the wider 
information we receive through calls, the Speak Out Page on our 
website and emails. 

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
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Karen Stephens – Head of A&E WUTHFT

The Emergency Department Frequent attenders meeting was 
introduced to review and implement care pathways across multi 
agencies. The patients have a mental health or alcohol problem which 
results in them attending the Emergency Department 15 times or more 
a year. 
 
• CWP
• WWTR
• Healthwatch Wirral
• Emergency Department
• Public Health
• Safeguarding
• Police
• CCG
 
All agencies come together to discuss, in detail, each patient. Having an 
MDT discussion on what alternatives to the Emergency Department 
can be found to support the patients. Having a multi-agency approach 
gives a balanced, challenging and different view to the Emergency 
Department as agencies are aware what is an alternative to Emergency 
Department whilst Emergency Department has a focus internally. 
Healthwatch Wirral are key to this and challenge some of the 
alternatives to establish if it is best for the patient. They are also aware 
of community support that other agencies are not aware of.

NHS Wirral Clinical Commissioning Group

Healthwatch Wirral have been a key partner in our commissioning 
work over the last year. In particular, they have been a key member of 
our Urgent Care Transformation Programme and as always have acted 
as a supportive yet critical friend.  We value this relationship and hope 
that it continues to be evident during our work to transform health and 
care services in Wirral over the next year.

We are also very pleased that Heathwatch Wirral have agreed to be 
a member of our new Patient and Public Advisory Group which has 
been set up to act in an advisory capacity to the CCG and to review its 
engagement and consultation plans.

Commentaries
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Contact Us

0151 230 8957
info@healthwatchwirral.co.uk

www.healthwatchwirral.co.uk

@healthwatchwirr





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

Our annual report will be publicly available on our 
website by 30 June 2018. We will also be sharing it 
with Healthwatch England, CQC, NHS England, Clinical 
Commissioning Group(s), Overview and Scrutiny 
Committee(s), and our local authority.
 
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 require this report in an alternative format please 
contact us at the address to the left. 
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