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Healthwatch Wirral have recently introduced a RECITE ME function on our 
website, which is accessed by clicking the button that looks like this.

This function is so we can do our best to ensure that everyone is able to 
customise their experience on our website to read & understand content, 
barrier free in a language or format that is suitable.

Glossary
CADT - Central Advice and Duty Team

HCP - Health Care Partnership, Cheshire & Merseyside

KLSW - Knowsley, Liverpool, Sefton and Wirral

NHSE - NHS England

HWE - Healthwatch England

OSC - Overview & Scrutiny Committee (Adult)

WUTHFT - Wirral University Teaching Hospital NHS Foundation Trust

QSG - Quality Surveillance Group (CCGs, LAs, NHSE and HW Ches & Mersey)

CCG - Clinical Commissioning Group 

CQC - Care Quality Commission

WCHC - Wirral Community Health and Care NHS Foundation Trust 

HCP - Health Care Partnership (Across Cheshire and Merseyside)
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Our vision
Our vision is to ensure that the voice of the individual is heard and services 
are responsive to their needs; that everyone has the opportunity to have 
their say and understands how and when to access their local health and 
social care services.

Our purpose 
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 Local Government and Social Care Act). It should involve 
patients, service users and the public in shaping local health and care; and 
raise awareness of their views and experiences 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. 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 our 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

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.
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Chief Officer and 
Board update
In April 2019 we were looking forward to a booming 
year ahead. Plans to increase our activity within 
our Communities were creative to help us get to 
where people are to learn about their experiences 
and views of our health and care services.

In April 2020, working from home during the 
Covid19 virus outbreak, feeling extremely isolated, 
our team continuously stay in touch to help each 
other, our communities and partners.

Working remotely, ironically, appears to have 
removed some barriers and we have learned more 
about people, their personalities, their concerns 
and even what makes them laugh.   We have 
learned a lot about what colleagues’ days actually 
look and feel like and the barriers and pressures 
we all face in the most difficult circumstances; 
within our own team and with organisations we 
work alongside day by day.

Our frontline workers and the people who make 
the decisions about our health and care are, 
tirelessly, working through ever changing policies 
and guidance to create plans which need to be 
flexible and sustainable to meet the demand; as 
we enter the Recovery Phase of the Pandemic.

The Thursday evening 8 o’clock clapping should 
be a reminder to us all of how people reacted and 
behaved, planned and acted and ultimately pulled 
together with the aim of defeating a common 
invisible threat.

The dedication and compassion that has been 
given and received during this time cannot go 
unrecognised and Healthwatch wishes to pay 
tribute to each, and everyone, for their care and 
selflessness during this time.

It is so very important that we pay tribute to the 
Community and Voluntary sector, Care Workers 
people on some of the lowest incomes who are 
proving to be the backbone of our society.  At 
the time of writing, over 800 individuals locally, 
and 750,000 nationally, have volunteered to help 

in varying roles. We are so very proud to work 
alongside them.

Healthwatch function and activity weaves 
between the public, those who design services 
and commission them (such as the Local Authority, 
Public Health and Wirral Health and Care 
Commissioning) and large organisations (such as 
Wirral University Teaching Hospital NHS Foundation 
Trust and Wirral Health and Care NHS Foundation 
Trust) who provide them, for us all.

We represent patients, and staff, at the most 
strategic and operational levels and sometimes 
it is difficult to evidence the changes and 
improvements that have been made and how the 
patient’s voice has influenced them.   Within this 
report we will share some patient’s stories to 
demonstrate the difference that the experiences 
you have shared has made.

We are delighted to report that in October 2019, 
HW Wirral again won the Award for “Giving 
Information and Advice at a time when people 
need it most”. It was a great honour as there were 
some very good nominations – so we are extremely 
proud of this achievement.  I believe we are the 
first Healthwatch to win two year’s in a row – so 
WELL DONE to our Staff and Volunteer Team and a 
big thank you to those who voted us the best!

Karen Prior, for and on behalf of, Healthwatch 
Wirral Board
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Our priorities 
We will ensure that we remain focussed and supportive of the priorities 
of Healthy Wirral.  However, last year, during our outreach work, lots of 
people told us how they felt about their treatment and care so here are 
some of the key issues we will also be prioritising.

Communications
You told us that, generally, communication 
was poor. You said that you didn’t feel 
listened to when you attended your 
appointment or had enough information 
when you left hospital.  You also told us 
that information was full of jargon, not in 
the appropriate language and/or that you 
felt lonely and worried. 

Working closer with CQC
Designing new ways of working and 
listening to people who are most 
vulnerable 

Mental Health
there is an increased pressure on mental 
health services. This is also a key priority 
for the Healthy Wirral programme.

To listen to you more than ever
We will find new ways of learning from 
you and sharing what you tell us and we 
will help you find the most appropriate 
care and support by using our relationships 
and knowledge of Wirral health and 
care services; including community and 
voluntary services.  We may not know the 
answer to everything but we will know 
someone who does.

Healthy Wirral is an approach to 
understanding and improving health 
and the key Priorities are:

• Alcohol Misuse
• Smoking
• Self Care
• Health Inequalities

The key transformation programmes 
that underpin the priorities are:

• Planned Care
• Unplanned Care
• Mental Health
• Learning disabilities and Autism
• Women, children and families
• Medicines optimisation
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About us 
Here to make care better
The network’s collaborative effort around the NHS Long Term Plan shows the power of the 
Healthwatch network in giving people that find it hardest to be heard a chance to speak up. The 
#WhatWouldYouDo campaign saw national movement, engaging with people all over the country 
to see how the Long Term Plan should be implemented locally. Thanks to the thousands of views 
shared with Healthwatch we were also able to highlight the issue of patient transport not being 
included in the NHS Long Term Plan review – sparking a national review of patient transport 
from NHS England.

We simply could not do this without the dedicated work and efforts from our staff and 
volunteers and, of course, we couldn’t have done it without you. Whether it’s working with your 
local Healthwatch to raise awareness of local issues, or sharing your views and experiences, I’d 
like to thank you all. It’s important that services continue to listen, so please do keep talking to 
your local Healthwatch. Let’s strive to make the NHS and social care services the best that they 
can be.

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

Sir Robert Francis, QC
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Highlights from  
our year
Worked in collaboration with Wirral Health and Care Commissioning on the 
“Building a Healthier Wirral Campaign” – using a Campaign bus, spoke to 
approximately 800 people and distributed 23,000 leaflets.
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22 volunteers 
helping to carry out our work. In total, they gave up 1143 
number of hours. This equates to approximately £28,000.

We published

26 Enter & View reports 
and made 5 PLACE visits

15,895 people 
people accessed Healthwatch Wirral last year for 
support and/or signposting

1,234 people 
had complex concerns and 67 people were supported 
with NHS Complaints

~16,000 people 
10,673  people engaged with us through our website 
1,651 people followed us on Twitter*
Approximately 2,500 people engaged with us at 
community events
12 e-bulletins reaching approximately 2,400 people
800 people visited the “Building a Healthier Wirral” 
Road Trip which was a collaboration with NHS Wirral 
Clinical Commissioning Group (CCG) and we distributed 
23,000 leaflet packs
*Twitter was only used across some recent campaigns

Making a difference to care

Reaching out

Supporting people

Health and care that works for you
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How we’ve made  
a difference and 
added value
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Spare5 Campaign
Spare 5, supported by Healthwatch Wirral 
to encourage people to take time for each 
other! Optimising access to information for 
all. Helping to nurture Community Resilience, 
Self-help and wellbeing. Spare 5 is everyone’s 
business. 
The Spare 5 campaign invites people across 
our whole community to become Spare 5 
Ambassadors, increasing confidence to have 
meaningful conversations through their daily 
interactions. The use of Spare 5 and the 
materials and toolkits associated will improve 
knowledge of what is available locally and links 
people to Wirral services, groups and agencies 
and websites that are out there for them!

Put simply – if we all think Spare5 at every 
level, and in every part of our day, we can 
improve our own health and wellbeing, be 
treated well and access the right treatment, 
care and community services.

Patient-led Assessments of the Care 
Environment (PLACE)
PLACE is a statutory system for assessing 
the quality of a hospital environment and it 
uses Healthwatch to represent the patient.   
The information obtained from the patient 
assessors is entirely based on the care 
environment, and does not cover clinical care, 
to find out how well a hospital is performing 
for example, privacy and dignity, cleanliness, 
food and general building maintenance. This 

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 the previous year.  It also explains what 
standards they will set for the coming year.  
HW 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.

Healthwatch Wirral Self Care Zone 
(GAIT) and Spare 5 Toolkit
Healthwatch Wirral boasts a unique Toolkit and 
it is held in on our website within our Self Care 
Zone and GAIT (Guidance Apps Information 
Toolkits).  It is unique in that it:

• 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 
Alzhiemer’s Society

We use Google Analytics to monitor the traffic 
to our Toolkit, and our website – these figures 
are on HW “Highlights of our Year”.

Volunteers
Our volunteers support the role of Healthwatch 
by representing the voice of the public at 
meetings.   They provide the checks and 
balances needed for successful plans to be 
put in place and offer practical, sensible and 
realistic suggestions on how we can fulfil our 
statutory functions.  

year we supported Arrowe Park, Clatterbridge 
Hospital, Clatterbrige Cancer Centre and Spire 
Murrayfield.
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Enter & View activity
Enter & View Visits is a statutory function 
of Healthwatch and all of our reports are 
available on our website. 
www.healthwatchwirral.co.uk/reports 

• Enter and View is a way to:
• engage with people who might otherwise 

not be heard
• discuss possible improvements or changes 

with providers
• Contribute to short, medium and long term 

planning and commissioning 
• Provide vital intelligence to regulators, and 

the local system as a whole

Through Enter & View Healthwatch Wirral has 
made some successful recommendations and 
suggestions to Care Homes and WUTHFT which 
have, in a lot of cases, resulted in service 
improvement. 

The reports provide a summary of information 
on the following:

Bridge Forum  
We are in the Process of reenergising our 
Bridge Forums into a virtual platform to 
respond to restrictions in how we work with 
our residents and Communities of interest.   
The purpose of the Bridge Forum is to support 
our local system and embed the voices of 
real people and communities at the planning 
stages.  What we learn will be shared so that 
we can ensure the Recovery of our health and 
care systems are planned and developed based 
on listening to experiences.

Bridge Forum is a way for health, social care 
and community services to come together to 
share information, knowledge and to network 
with the aim of improving access for the 
people we all support.

This is bringing people together with 
common aims and goals to discuss ways to 
work together and be stronger
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• Environment
• Service Provision and Management
• Staffing levels
• Safeguarding 
• DOLs/DNAR
• Falls Prevention
• Pressure Ulcer Management
• Nutrition (Meals and Diet)
• Exercise and Activities 
• Personal Support and Choice

In order to help improve care, our reports 
provided a variety of recommendations which 
we monitor for compliance. We, of course, 
also recognise good care and share good 
practice. 

Examples of successful visits and 
recommendations at WUTHFT:

1. During an Enter and View visit to the 
Discharge Lounge at WUTHFT, it was identified 
that elements of the environment could be 
improved.

Outcome 
The Trust acted promptly and, after making 
the improvements, invited Healthwatch to 
review the changes.

2. The patient transfer lift in Arrowe Park 
Hospital was out of order and had been out of 
use for 2 months despite staff reporting the 
fault.

Outcome
Healthwatch spoke to Estates Dept who acted 
promptly and the lift was back in use the same 
day.

Improvements in Care Homes as a result of 
Healthwatch Wirral recommendations: 

• Internal and external environments of 
buildings 

• Cleanliness
• Security Systems
• Dementia Environment 
• Engaging with the local community for 

improved access to activities 
• Increased Sign up for the Teletriage pilot
• Reviewing the safe storage of medication 

and equipment
• Quality of Care had improved in Care 

Homes resulting in improved ratings

Improvements in Hospital environments 
as a result of Healthwatch Wirral 
recommendations:

• Signage
• Lighting
• Storage
• Further recruitment of Housekeepers on 

wards

Examples of good practice recognised and 
publicised in reports by Healthwatch Wirral:

• Involving Care Home residents’ relatives 
and family members in reviewing care plans

• Training care home staff in Oral Health
• Using volunteers in Care Homes to support 

Care staff
• Usage of a mobile shower
• Introduction of a breakfast club giving 

residents an extra opportunity to meet and 
chat together

• Residents have their own veg and fruit 
garden and the produce is included in the 
menu.

• ‘Never too late’ campaign which allows 
residents to choose an activity which they 
might otherwise not have considered

• Bistro Cafe’ area for residents to use
• Plan for a dementia café on site

Outreach
Our Outreach plans included, this year, hiring 
a Campaign bus which we took to all areas 
of Wirral.  We spoke with hundreds of people 
from all walks of life and heard some fantastic 
stories and life experiences.  We worked with 
partners such as InvolveNW, Mencap, CAB, 
AGEUK and we visited Supermarkets, sports 
centres, B&Q, GP practices and hospitals 
and we were live on Radio Merseyside and 
Clatterbridge Hospital radio.  Our thanks to all 
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of those who allowed us to park on their Site 
including Asda and Tescos.
 
The information about services helps us to 
develop the information held in our Spare 5 
Toolkit www.healthwatchwirral.co.uk/gait-
self-help-and-inclusion-zone/ and also supports 
the Wirral Infobank: www.wirralinfobank.co.uk 
which is a Council run directory. It also helps 
to keep front line staff, via the Bridge Forum, 
up to date in what is available for the people 
they support.

Representation
Healthwatch Wirral add value by providing 
the Representation needed at a strategic and 
operational level. We attend so many meetings 
from Healthy Wirral Partnership Board and 
Health & Wellbeing Board, at a strategic level, 
to operational meetings such as the Crisis Care 
Concordat (Mental Health) and meetings that 
look at the quality in our Care Homes.

Self Help Information Pack for NHS 
Complaints
To support people who find themselves in 
a vulnerable position after accessing NHS 
services we have an independent Advocate 
who can support with NHS complaints – you can 
contact her on 0151 230 8957 or email 
linda.town@healthwatchwirral.co.uk 

We also offer a Self Help Information Pack 
which can be downloaded from our website: 
www.healthwatchwirral.co.uk/guidance

Quality Management
Following the annual audit Healthwatch 
maintained the ISO9001 Quality 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.   
Our website is fully accessible and can be 
translated into lots of different languages and 
formats. 

Some of the 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 at 
WUTHFT

Wirral CCG Board, Wirral Patient Advisory 
Group, Crisis Care Concordat for Mental 
Health, Future In Mind – Children’s Mental 
Health, 

Multi Agency: Safeguarding, Care Home 
Collaborative across Mersey and Cheshire, 
Quality Surveillance Group across Mersey 
and Cheshire 

Wirral Health & Care NHS FT: Governors 
Committee, Quality Committee

Crisis Care Concordat (Mental Health) and 
meetings that look at the quality in our 
Care Homes.

Staff Behaviours and Values
It is important to HW that we have a staff 
team who possess the right experience and 
qualifications. 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 Staff are recruited for their 
values and behaviours and are invested in by 
actively encouraging them in their Professional 
Development. All staff have regular one to 
one meetings with the Chief Officer, weekly 
team meetings and an annual appraisal, are 
encouraged to think about any training needs 
for continuous improvement and development 
and set aims and objectives for the coming 
year.  We have two off-site Development Days 
per year and these are learning and outcome 
focussed – but we have some fun too!
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Primary Care Service User and 
Public Engagement
Healthwatch Wirral have been working 
with primary care commissioners to 
support engaging with members of 
the public in service transformation 
programme during 2019/20.    Further 
information is provided in the table 
below.

Number Area Examples of activities 
undertaken

1 Improving GP Access 

• Mystery shopper in person, telephone 
and questionnaire survey work.

• GP Access Focus Groups

• Online services patient awareness 
raising

• Active Signposting/Social prescribing 
promotion in support of General 
Practice.

2 Focus Groups and PPG Engagement

• Liaison support for existing Patient 
Participation Groups (PPG)

• Protected Characteristics Groups

3 Commissioned Services Insight Work

• Review of Homeless LCS pilot from a 
patient experience perspective

• Review of Phlebotomy LCS from a 
patient experience perspective

4 Social Prescribing 

• Provide support to Wirral’s Public 
Health Team in the review of current 
social prescribing services across 
Wirral

• Active Signposting/Social prescribing 
promotion and awareness raising in 
general practice.

Healthwatch Wirral won the national 
HW England Award 2019
“Providing the right Information and Advice 
at a time when people need it most”.  
Healthwatch Wirral has won this award for the 
second year running – we are so very proud of 
what we have achieved.

Relationships/Partners
HW have improved relationships with all 
partners and our visibility within our local 
communities.   We are able to get quick 
results for information for people due to the 
relationships that have been built within all 
Sectors.

Outreach Work
Our Outreach work has given us a much wider 
knowledge of what is available within our 
communities. This year we have supported 
Wirral CCG with their Primary Care Service 
User and Public engagement and this has been 
reported within Wirral Clinical Commissioning 
Group’s Annual Report, due to be published 
soon.
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Patient Story A

After speaking with the relative of a patient who was in the last days of their life, we 
realised that staying in hospital with a loved one at this time was extremely difficult for 
so many reasons. We put together a small “comfort bag” which was a small rucksack and 
it contained information about where to charge your phone in the hospital, some toiletries 
including a lip balm, wet wipes, a toothbrush & toothpaste and a comb. We also gave some 
useful phone numbers and a pen and pad. We were so moved by the appreciation that we 
decided to donate 30 bags to the hospital.

Patient Story B

Gentleman spoke to Healthwatch in the Hub at Arrowe Park Hospital on several occasions; 
whilst his wife was ill in intensive care.  He was seeking support as they had no other 
family.  We signposted to various services and helped them seek advice on their benefit 
entitlement and some practical help at home; for when his wife was discharged.

Unfortunately, his wife sadly died and he felt unable to contact us again at that time. 
However, Healthwatch was able to obtain a free local leisure pass and sourced a local Tai 
Chi class, based on what he had told us about his interests in preparation for if/when he 
might contact us again.   A few weeks later he did contact HW again and we gave him the 
passes.  

The outcome was that he joined the Tai Chi and Leisure Centre and has now made new 
friends. 

Impact 
Healthwatch had simply provided a sympathetic listening ear at a time when it was needed 
the most, but we backed off until he felt that he wanted to speak again and take the first 
steps to  meet new friends. 

Patient stories that demonstrate impact 
Healthwatch makes a difference on an individual basis as well as using the information you share 
to help make services better.

Speaking up about your experiences of health and care services is the first step to change.

Our patient experience story (A) demonstrates how simply sharing your thoughts and 
feelings with Healthwatch can help improve a very sensitive and difficult situation.  
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NHS Long Term Plan

Healthwatch Wirral, along with Healthwatch 
across Cheshire and Merseyside supported the 
engagement around the Long Term Plan by 
arranging group meetings and speaking with 
the public at organised separate events (eg. 
One with Carers and one with people who are 
Deaf) and joining meetings across the width 
and breadth of Wirral. You told us that the 
most important thing that would help you lead 
a healthy life was “Access to the help and 
treatment I need when I want it”. See chart 
above. The whole report is available on our 
website: www.healthwatchwirral.co.uk/wirral-
ltp-report

The following is an acknowledgement 
from Neil Skitt, Head of 
Communications at Cheshire 
and Merseyside Health and Care 
Partnership:

The work to produce this report by our local 

What is most important to you to help you lead a healthy life?
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Highlights

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

• Healthwatch Cheshire East
• Healthwatch Cheshire West
• Healthwatch Halton
• Healthwatch Knowsley
• Healthwatch Liverpool
• Healthwatch Sefton
• Healthwatch St Helens
• Healthwatch Warrington
• Healthwatch Wirral

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

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

This report is so important, but it won’t be the 
only engagement on our plans and strategies. 
Alongside the work of Healthwatch, we 
also intend partnering with VCS North West 
and be likely to be partnering with a local 
media partner to reach their audiences in 
Cheshire and Merseyside. And in our Places, 
considerable work will be getting underway 
to ensure all local stakeholders are engaged. 
Finally, we want to ensure the health and 
care workforce are also provided with the 
opportunity to have their say.

We have now received the report and will 
require some time to digest its findings. For us 
though, there are two findings from the report 
which immediately stand out and which will 
need to be comprehensively addressed in the 
five-year strategy. The first is access – ensuring 
that local people can get the help they need 
much more quickly and easily than they can at 
present. The second is a service that is much 
more responsive to people’s needs and the way 
they live their lives today.

Because of the importance we attach to 
engagement, and our ongoing relationship 
with Healthwatch, we intend repeating this 
engagement exercise in Place at least once 
before the launch of the strategy. This will 
allow us to explore these issues again but 
will also allow us to test whether the work 
we are identifying in our strategy that needs 
to happen to address these issues goes far 
enough.

Our intention is to produce drafts of Place 
plans in September, alongside the system 
strategy draft. It will be then that we can re-
engage with communities to test our ideas and 
see whether there is more that needs to be 
done.

Neil Skitt
Head of Communications, Cheshire and 
Merseyside Health and Care Partnership
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Helping you find  
the answers 
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Patient Story C

A patient attended the Patient Experience Hub in a distressed state and appeared to 
be intoxicated. The patient claimed that they had attended A&E and had been refused 
treatment. HW quickly ascertained that this was not the case and, in fact, the patient had 
registered in A&E but had left before being seen. As the patient was refusing to return 
to A&E another solution was required. It was established that the person was in fact 
intoxicated.

HW contacted Wirral Ways to Recovery who were very understanding and supportive and 
they arranged an immediate appointment, and the patient accepted and agreed to go. HW 
also offered information from AA and the Spider Project. HW later contacted Wirral Ways 
to Recovery who confirmed that the patient had attended appointment.

The patient was offered immediate alternative help which resulted in finding a more 
appropriate support mechanism to A&E.

Patient Story D

A young parent of two small children spoke to us about how difficult things were for them; 
not just now but all of the children’s life. One child had a long term mobility condition and 
now, unfortunately, the news did not look good for the future and had been hospitalised. 
They had a birthday coming up and the young parent wanted to have them all reunited to 
celebrate. Trying to arrange care at home to enable a successful discharge from hospital 
was proving really hard and there were also financial and emotional issues to contend 
with.

After gaining consent, HW contacted the Head of Patient Experience at Arrowe Park 
Hospital, Care Services Social Worker and the Ward Sister and a meeting was arranged 
for all parties.   Some days later the young parent contacted HW to thank us for help in 
escalating what was needed and also to tell us that a discharge date had finally been set.  

We utilise the information we gather from public, and staff, experience to inform commissioners 
and providers about how good, or not so good, health and care services are being designed and 
delivered.   We aim to cut out the jargon and translate information into a more user friendly 
format; which can help the public re-think and help them take more responsibility for their 
own, and their families, health and could motivate them to be more active.

In 2019, the HW England National Awards took place and HW Wirral won the award for “Giving 
the Right Information, Advice and Support at the time when people need it most” for the 
second year running.   We are very proud of this double achievement award and it represents 
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 16,500 (approx.) individuals in the Patient Experience 
Hub in Arrowe Park Hospital.

Good examples of finding the right answer for you are:
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Patient Story E

A young Asylum Seeker who had found themselves in hospital found communication a 
barrier. They were very distressed as friends were not local.  The Ward Sister approached 
HW to see if we could help. The patient had lost their phone and, with the hospital’s 
permission, we were able to support them using facebook to send a message to a friend.  

HW also contacted the Local Asylum Seekers helpline who were able to communicate with 
the patient. HW also provided a comfort bag to support discharge from hospital.  They 
were discharged a few days later in a much less agitated state.

Spare5 – the value of sparing 5 minutes

Spare5 – the campaign to engage with community, promote and sustain asset based 
community development, self-care, management of long terms conditions, general health 
Improvement and support sustainable models of care.  

Very jargony for the public – but it simply means that if we Spare 5 minutes at every level 
in every part of our day we can improve our own health and wellbeing, be treated well 
and access great health and care services.

Prior to Covid-19, face to face meetings and overview sessions have been provided to 
representatives of organisations across Wirral. Spare5 has 30 Champions/ambassadors from 
different organisations who are all committed to promote and distribute the message and 
materials.

Our website

The Healthwatch Wirral website is currently undergoing changes.  Within this there is 
now a GAIT- Self Help and Inclusion Zone. This area will include Guidance, NHS approved 
Apps, Information (pathways/healthy lifestyle) and tool kits to support people to navigate 
health, social care services and community and to aid self-care/help.

Resources have been put into updating the Spare 5 tool kit - this will offer a simple easy 
to use list of local organisations and some national site/helplines. There will also be 
information on Wirral Council’s Info Bank www.wirralinfobank.co.uk for people who want 
to explore in more depth.

Healthwatch Wirral have supported the rebranding of the Livewell Directory (which is 
now the Wirralinfobank) to move towards serving the Wirral population.  Healthwatch 
offered the name suggestion of Wirral Info bank and we have provided input and shared 
our intelligence to support the development.  We were also part of the testing phase prior 
to public launch, highlighting areas for possible change/improvement. This resource is 
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Social Media

Healthwatch Wirral’s Facebook page has increased its following by 400% since January 
2020. This will continue to grow through the cascading of Spare 5 information through our 
community. This is a further resource for people who use and have access to Facebook to 
get updates around local activities and useful national information.

Please see link for the soft launch of Spare5 with the support of well-known local poet and 
community asset:

https://www.facebook.com/healthwatchwirral/videos/234114857608375/

This post reached 16,228 people and the video received 6.7k views (42% Male and 57% 
Female) - The top audience was Women aged between 35-44.

The delivery of Spare5 will compliment and tie in with the ongoing work and priorities of 
Healthwatch Wirral and ConnectUs. We will ensure that we utilise local intelligance and 
presenting Community themes to continuously review and adapt the progamme of work, to 
give best chances of positive social impact.

Anticipated Social Value - Creating Healthier, more Sustainable and more Resilient Places 
and Communities. People are supported to have control over their lives.

currently being used as a main point of Wirral information around support and services 
during the Covid19 pandemic.
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Volunteers
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Volunteer with us
If you would like to volunteer for Healthwatch please visit our 
website www.healthwatchwirral.co.uk/volunteering or call us on 
0151 230 8957 or email us on info@healthwatchwirral.co.uk

At Healthwatch Wirral we are supported by 22 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. 

Every year we present an award, at our Volunteer’s Christmas party, for the person 
who has given “just that little bit more” and this year Mary Rutter was awarded 
the Crown. She was always available to help and jumped in if someone found that 
they were not available.

Thank you Mary and thank you to all of the Healthwatch volunteers we appreciate 
everything you do

Di Morley

Thank you!

Mary Rutter Tricia Harrison Tina Fiddies Jo McCourt

Mary Hardy Linda Jones Estelle Conliff David Bowe Adrienne Berkson

Carmel Calvert Alison Shead David McGaw Sandra Hughes Carole Battersby

Piara Miah Brenda Shannon Kristen Beattie Marilyn Wallace Denise Williams

Esther McGaw
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Finances
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Funds received via Local Authority to deliver Healthwatch statutory 
activities

Income

Expenditure

A - Healthwatch Core Only

Funding Received from LA to deliver 
Healthwatch statutory activities:

Operational Costs:

Staffing Costs:

Office Costs:

Total Income

Surplus/Defecit

Total Expenditure

£190,917

£23,276

£150,238

£15,421

£190,917

£1,982

£188,935

27Guided by you |  Healthwatch Wirral



Our plans for  
next year
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The past few months in lockdown due to 
Covid19 pandemic has meant that more 
than ever people have had to be reactive to 
emerging situations and find quick solutions, 
that work! Now finally starting to look ahead 
its easy to see where we need to focus this 
coming year.   We are immersed in the entire 
process relating to hospital admission to 
community support on discharge.

There are also areas such as mental wellbeing, 
social isolation and accessing the appropriate 
care when you need it most that have always 
been important but never more so than now.   
Its essential that Healthwatch now ensures 
that learning from patients is embedded in all 
of the planning and delivery of our health and 
care services.

This coming year will see us embedding 
Patient Voice even more into the planning and 
delivery of health and care; by putting further 
important steps into place to encourage public 
feedback with our new FEEDBACK CENTRE 
which is linked to our website 
www.healthwatchwirral.co.uk. The Feedback 
Centre will mean that you can tell us about 
your good, or not so good, experiences 
and these will be in the public domain, 
anonymously – Healthwatch must, of course, 
reserve the right to moderate but the message 
to Commissioners and Providers will be 
shared. This does not replace you seeking, 

and receiving, our support and if you need to 
contact us you should still use our 
info@healthwatchwirral.co.uk email or call us 
on 0151 230 8957.  

Our website now is fully accessible and can 
translate into lots of different languages and 
formats.  This is so important, as it will help 
address health inequalities and ensure people 
from all walks of life have access to the care 
and support they need and the ability to share 
their experiences. 

To members of the public, we want to thank 
you for all you have contributed in telling 
us how you have coped and what has been 
happening to you so far.   It is important that 
you share even more of your feelings, thoughts 
and experiences so that this information is not 
lost and can help to influence how our care 
services look in the future.

To public services and 3rd Sector, we want 
to continue to work with you to build even 
stronger relationships. Public services on 
Wirral have demonstrated they can be flexible 
and adapt to meet the needs of a diverse 
population during the most difficult times. 
Therefore, as we move forward developing 
provision for our planned and unplanned care; 
let us not forget how agile we worked during 
this period of invisible threat for one common 
goal. 

Please continue to Spare 5 for each other 
and yourself so that we can plan, deliver and 
receive first class support and care for Wirral 
people.

Karen Prior
CEO, Healthwatch Wirral
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We would like to thank all of the people we 
work with across the NHS, Local Authority 
and the Community and Voluntary Sector and 
for demonstrating the ability to really pull 
together when times are difficult.   Learning 
from patients during this time has never been 
so important.

Thank you to all members of the public who 
told us what had been happening to them 
and for demonstrating the confidence in 
Healthwatch to allow us to support and guide 
to the most appropriate care, treatment and 
advice.

A big thank you to our amazing volunteers and 
staff and we look forward to a bright future.

Final thank you to our local supermarkets Asda 
Bromborough, Tescos Heswall and Bidston and 
Morrisons West Kirby, GPs and hospitals for 
supporting us by letting us park on their sites 
to speak with their customers and staff, and 
patients and carers.

Thank you
Thank you to everyone that is helping us put people 
at the heart of social care, including:
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Contact Us
Address of local Healthwatch and contact details of any relevant 
Healthwatch subcontractors as of 31/03/2020.

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

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

0151 230 8957 
info@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.

Note: Please include your charity or company number here.
© Copyright Healthwatch Wirral 2020
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Healthwatch England
National Customer Service Centre
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA

www.healthwatch.co.uk

t: 03000 683 000

e: enquiries@healthwatch.co.uk

 @HealthwatchE

 Facebook.com/HealthwatchE


