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Message from our Chair
Nobody expected 2020 to unfold in the way it did. The pandemic has affected
every person in Wirral, and our thoughts are with those who have lost loved
ones or struggled through the past year. We may not comprehend the toll it has
taken on our wellbeing, health and prosperity for some time.
A challenging year
I don’t usually write the foreword to the annual report, as the remit of the Board at Healthwatch Wirral is
to help the team and volunteers perform effectively rather than find ourselves in the limelight. This has
been an unprecedented year though, so I asked if I could write a few words for the report.
Although the full impact is not yet known, it seems clear that the pandemic has further increased
inequality and the associated health impacts, with national data suggesting that if you live in a deprived
area, you are twice as likely to die from COVID-19. The NHS had to cancel millions of planned treatments
and operations overnight, and we know that many people were left confused and uncertain. NHS and
social care staff, under huge pressure, had to rapidly and in some cases radically change the way that they
treated and supported people, and we need to applaud their efforts and dedication during an incredibly
difficult year, whilst also acknowledging the challenges this situation has created for providing care that
meets the needs of our community.

"I’m extremely proud of the Healthwatch Wirral team, both
our staff and our dedicated volunteers, and would like to thank
them for their hard work and dedication over the 12 months."
I’m proud of our team
Our staff and volunteers really rose to the challenges raised by the pandemic, making themselves available
7 days per week in the early part of 2020, and working to reach and support the most vulnerable people in
our community. Adapting to working from home wasn’t easy, but by emphasising providing people with up
to date, reliable, information, advice and guidance the team were able to help people find support, and at
a time when it was most needed.
I’m extremely proud of the Healthwatch Wirral team, both our staff and our dedicated volunteers,
and would like to thank them for their hard work and dedication over the 12 months. There are more
challenges ahead, but I know that the team will rise to meet them and continue working to improve health
and care services for the people of Wirral.

Phil Davies
Chair, Healthwatch Wirral
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About us
Here to make health and care better
We are the independent champion for people who use health and social care
services in Wirral. We’re here to find out what matters to people and help
make sure your views shape the support you need, by sharing these views with
those who have the power to make change happen.

Helping you to find the information you need
We help people find the information they need about services in their area. This has been vital during the
pandemic with the ever-changing environment and restrictions limiting people’s access to health and social
care services.

Our goals

1

 upporting you to have your
S
say

We want more people to get the
information they need to take
control of their health and care,
make informed decisions and
shape the services that support
them.

2

Providing a high quality
service

We want everyone who shares
an experience or seeks advice
from us to get a high quality
service and to understand the
difference that their views
make.

3

 nsuring your views help
E
improve health and care

We want more services to use
your views to shape the health
and care support you need today
and in the future.

“Local Healthwatch have done fantastic work
throughout the country during the COVID-19 pandemic,
but there is more work ahead to ensure that everyone’s
views are heard. COVID-19 has highlighted inequalities
and to tackle these unfair health differences we will
need those in power to listen, to hear the experiences
of those facing inequality and understand the steps that
could improve people’s lives.”
Sir Robert Francis QC, Chair of Healthwatch England

Here to help you
Healthwatch Wirral | Annual Report 2020–21

5

Highlights from our year
Find out about our resources and how we have engaged and supported people
in 2020-21.

Reaching out

We heard from over

16,000 people

this year about their experiences of health and social care.
We provided advice and information to over

2,000 people
this year.

Feedback Centre
Feedback Centre launched end of October with

15,052 reviews
Feedback Centre currently has

525 services
Making a difference to care
We published

21 reports

including Vaccines, Nurses, Autism Together, Young Carers Voice, Care
Home Family and Visiting and Alcohol Behaviours

Health and care that works for you

27,821 website visits
145 BRIDGE attendees
representing the third sector and PPGs

53 full advocacy cases
supporting with NHS Complaints
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Then and now
Listening to your concerns
Then: Listening to your concerns
Over the past few years, we have been able to drastically increase the number
of contacts we have with members of the public in Wirral, both online and face
to face.
A big part of the work of Healthwatch Wirral is to use the information we gather from to inform
commissioners and providers about how good, or not so good, health and care services are in the borough.
Having won national awards for the quality of information we provide to the public in 2018 and 2019, we
were keen to build on this to hear ever more from local residents and service users about what really
matters to them.
In 2019, we started to develop a Feedback Centre to be used both online and offline, with the aim of
allowing everyone in Wirral to tell us about their experiences at GP practices, Hospitals, Care Homes,
Dentists, Domiciliary Care agencies and many other care settings (if you are looking for a service and it
isn’t there, let us know - it is easily added!). The Feedback Centre was designed to enable Wirral residents,
including staff in the NHS, Local Authority and the 3rd Sector, to leave their views and experiences of a
particular service, anonymously if preferred. From this information provided we can discover the emerging
trends and themes and share them with the people who are in a position to make the changes and
improvements that our care services need. The more we listen, the more effective we can be.
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Now: Listening to your concerns
This year it has been more important than ever for people to share their
experiences of health and social care and we have adapted to make this
possible.
In October we launched our Feedback Centre, which makes it quick and easy to leave feedback about local
health or social care organisations. Our website is regularly updated with accurate COVID-19 information,
and we send out a monthly bulletin with local news and support. We also host monthly virtual BRIDGE
Forums which started in July 2020. The third sector organisations and PPGs can get updates and share
information about their work.
We continue to work closely with health and social care to improve services across the Wirral. As part of
an 8 Point Plan working with colleagues from NHS England and ECIST & Wirral System our team have made
calls to patients after discharge to help the system learn from the pandemic. We encouraged people to
share their experiences with NHS 111 as part of the NHS 111 First campaign. In January 2021, we delivered
over 50,000 leaflets to Wirral vaccination sites and we deliver regular reports based on public feedback.

"Very helpful service, accessible and ready to listen, support
and offer guidance. Supported work with Wirral Young Carers
who have found the experience encouraging… eager to support
Young Carers longer term and ensure young people's voices are
heard" – Barnardo’s Action With Young Carers Wirral
This year it is more important than ever that we hear from everyone in our community, including people
who may be heard from less often. We have worked with partner organisations across the Wirral to ensure
that we can share the views of under-represented groups so that services can be accessible for all. Key
community partners over the past year have included:
•

Wirral Mencap – Treat Me Well learning disability campaign

•

Citizens Advice Wirral and Age UK – Seeing the Light Through the Armour shielding work, developing
resources to support those shielding throughout the pandemic

•

Wirral Change, Wirral Deen Centre and Wirral Multicultural Organisation – working together to promote
accurate information about COVID-19 including vaccination and testing in multiple languages

•

WIRED Carers and local carers’ groups – working closely to raise carers’ issues and experiences during
the pandemic

•

Barnardo’s Action With Young Carers Wirral – Healthwatch Wirral Young Carers’ Voice Focus Group

Share your views with us
If you have a query about a health and social care service, or need help with
where you can go to access further support, get in touch. Don’t struggle
alone. Healthwatch is here for you.
www.healthwatchwirral.co.uk
0151 230 8957
info@healthwatchwirral.co.uk
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Then and now
Accessing your local GP
Then: Accessing your local GP
In March 2020, Healthwatch Wirral published a local investigation report into
GP access.
We used a range of methods, including mystery shopper exercises, focus groups, patient questionnaires
and speaking to the public during our roadshow. We found:
•

Access to GPs by phone was inconsistent. Answerphone messages varied a great deal and there was a
lack of consistency in advice, information and/or support from one practice to another

•

Some Care Navigators signposted to walk-in centres or A&E as a default rather than a response to the
nature of the enquiry

•

There was no continuity in how to register for online services and this process was often hard to
navigate

•

Some groups faced additional barriers to access, such as the deaf community, unpaid carers and
homeless people
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The report included recommendations and suggestions. The landscape has changed significantly. GP and
the primary care offer will remain a priority for us here on Wirral.

Now: accessing your GP during the pandemic
The pandemic has changed the way we access GPs, placing even more pressure
on phone lines and larger reliance on technology at home.
GP access has been a key concern for Wirral residents, especially the use of e-consult. After the launch of
our Feedback Centre in October we encouraged people to share their experiences of GP access through
our website or by calling us; we have also discussed GP access regularly at monthly virtual BRIDGE Forums.
Some people have found it easy to use and even prefer it to phone calls

“I've used e-consult and love it. I get nervous on the phone
and find I feel a pressure to rush - I also don't want to give my
medical history to the receptionists. I like that with e-consult I
can fill it all in at a time that suits me”
However, many people have struggled with e-consult and have found it extremely difficult to get an
appointment during the pandemic. Local experiences of e-consult vary by age group: although some older
people are confident using technology, many of all ages have found e-consult very difficult to use or simply
do not have the internet access needed. We have also heard from those who cannot use e-consult due to
their health conditions: one person told us that her arthritis makes it very hard to type out information as
opposed to giving it over the telephone.

“Tried to use e-Consult about 10 days ago. Had 3 goes at it & each
time it concluded I should ring my GP or 111. Felt more ill after
attempting this system than before.”

It is clear that improvements need to be made to ensure that everyone can access GP care at the right
time for them. A ‘one size fits all’ approach will not work for the Wirral community. E-consult and other
online solutions have been very positive for some, but they cannot be the only option as this would exclude
large numbers of people, including older people, homeless people, people with disabilities and those who
cannot afford reliable internet access.
We are advocating a ‘hybrid’ approach here in Wirral and are working with the statutory partners on how
this can be achieved.

Share your views with us
If you have a query about a health and social care service, or need help with
where you can go to access further support, get in touch. Don’t struggle
alone. Healthwatch is here for you.
www.healthwatchwirral.co.uk
0151 230 8957
info@healthwatchwirral.co.uk
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Responding to
COVID-19
Healthwatch plays an important role in helping people to get the information
they need, especially through the pandemic. The insight we collect is shared
with both Healthwatch England and local partners to ensure services are
operating as best as possible during the pandemic.
This year we helped 1492 people by:
•

Providing up to date advice on the COVID-19 response locally

•

Linking people to reliable up-to-date information

•

Supporting the vaccine roll-out

•

Supporting the community volunteer response

•

Helping people to access the services they need
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Patient Stories
Patient Story 1
A pregnant Wirral resident contacted Healthwatch Wirral. She expressed that
she specifically wanted the Pfizer vaccine and was finding it difficult to book
this through her GP. We supported her to explore her choices and options and
how to book an appointment at Arrowe Park Hospital. Her feedback was that
she had successfully booked and received her vaccination and was grateful to
Healthwatch Wirral.

Patient Story 2
The mother of a small child with autism contacted us after a visit to A&E. She
felt she was not supported during the visit and stated that the examination of
her child was extremely distressing and traumatic. We went on to query this
with the head of nursing at the hospital which resulted in an apology for the
parent and an assurance that a specialist autism nurse would now be available at
paediatric A&E to support both parents and children.

Patient Story 3
In 2020 Healthwatch Wirral called patients who had been discharged from
hospital to home. An elderly lady living alone shared that she had been
discharged from hospital with no support. We arranged a home visit from her
GP and delivery of a food parcel from a local school offering this service, and
referred her for support from local community organisations. This lady shared
feedback and thanks as she felt she would have been re-admitted to hospital
without our intervention.

Share your views with us
If you have a query about a health and social care service, or need help with
where you can go to access further support, get in touch. Don’t struggle
alone. Healthwatch is here for you.
www.healthwatchwirral.co.uk
0151 230 8957
info@healthwatchwirral.co.uk
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Top four areas that people have contacted us about:

COVID-19 vaccine

Hospital care

GP access

COVID-19 testing and guidelines

Case study
September 2020
•

Has there been clear understandable
information about COVID? Yes (18%)

•

Do you feel that people’s mental health has
been affected? Yes (78%)

Our role became very focused. Healthwatch Wirral
responded and adapted, based on what people
were telling us.

In September 2020 we revisited a previous survey
which showed a real shift in what people were
thinking and feeling here in Wirral.
April 2020
•

Has there been clear understandable
information about what to do and how to stay
safe if you or a loved one has COVID? Yes (88%)

•

Has your mental health been affected? Yes
(51%)

It was crucial that we worked with the care
providers and commissioners to ensure that all
people were being supported, kept safe and given
the information that they needed in the way that
suited them.
Along with our ongoing bulletins, social media and
wider work, the new page that was set up on our
accessible website was consistently being updated.
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Volunteers
At Healthwatch Wirral we are supported by 30 Volunteers, who work with us
in a variety of ways in finding out what people think is working, and what improvements people would like to make to services. We were really pleased this
year to see one of our longstanding volunteers, Piara, recognised by Healthwatch England for her fantastic contribution.
"For me, it's been about bringing communities together and
keeping channels of communication open, so that we can help
and support each other and the communities we represent."
Our volunteers have:
• Helped with our local humanitarian response, by supporting with food deliveries, prescription picks up,
testing and vaccine work.
• Supported other local grass roots community organisations and promoting the concept of #Spare5.
• Assisted with digital content, social media and website information.
• Helped with the reviewing of public documents to ensure that they are understandable, concise and
easy to read.

15
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This year our Volunteers have had to work
differently with the team, but have supported
nevertheless with ongoing surveys, videos,
research and supporting the socialisation of the
Feedback Centre and highlighting areas of priority
and focus.
A bespoke MS Teams Volunteer notice board has
been set up for Healthwatch Wirral, so volunteers
can connect and all to be kept up to date.

Volunteers #Spare5 on Mental Health
Awareness Week 2020
In 2020 #Spare5 was pushed out by volunteers and
community partners to raise awareness on Mental
Health awareness week, promoting the theme of
Kindness.
A #Spare5 Healthwatch Wirral Youth ambassador
launched the videos to share her own views and
to encourage people to make time for each other!
This video alone had 1.6K views on the first day

Volunteer with us
Are you feeling inspired? We are always on the lookout for new
volunteers. If you are interested in volunteering, please get in touch at
Healthwatch Wirral.
www.healthwatchwirral.co.uk
0151 230 8957
info@healthwatchwirral.co.uk
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Finances
To help us carry out our work we receive funding from our local authority
under the Health and Social Care Act 2012.

Income

Funding Received from LA to deliver
Healthwatch statutory activities:

£190,396

Expenditure
Operational Costs:

£18,429

Staffing Costs:

£148,048

Office Costs:

£23,804

Total Expenditure

Surplus/Defecit

£190,281

£115
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Next steps & thank you
Top three priorities for 2021-22
1. We will report on people’s experience of the Covid-19 vaccination programme, based on
several thousand responses gathered so far
2. We will increase our efforts to listen to people’s experience of care services
3. We will champion and advocate the voice of our community. We will step up our efforts to
guide and shape our local system to be more person and whole family centred.

Next steps
We are passionate about bringing to life the grassroots and holistic perspectives that are brought to us,
recognising the value that our CVF organisations bring and the difference they make to overall population
health. Integrated care systems across the country are already seeing the impact this can have on the
lives of patients. The concept of #Spare5 and the partnership working between the voluntary sector,
local government and the NHS is crucial to improving care for people and communities. This need for
closer working to address the wider determinants of health, which in turn could impact on the demand on
primary and acute services has never been more important. It is through the support of the VCSE sector
that ICSs (Integrated Care Systems) that we’ll be able to make considerable progress towards addressing
health inequalities and improving public health.
We have a duty to continue to encourage our Health and Social Care colleagues to keep the Foundations
of Quality methodology and #Spare5 in Mind and utilising the strengths of our local assets in place. A great
example is the development of our Local PCN networks on Wirral, and the potential in 2021 in working
with Social prescribing link workers and Community Connectors.

"Thank you to everyone who has contributed to
the work of Healthwatch Wirral during this difficult
year. Together, we can make a real difference to
the care services in our area, and more importantly
we can make a difference for the people we are
here to help."
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Statutory statements
About us
Our Healthwatch board consists of 5 members who work on a voluntary basis to provide direction,
oversight and scrutiny to our activities. Our board ensures that Healthwatch Wirral functions effectively as
a Community Interest Company and meets all of the statutory and regulatory requirements placed upon
us, as well as providing support to the Chief Office and staff team to carry out their roles effectively. In
addition, there is a team of around 22 volunteers who contribute to decisions about priority areas of work
to reflect the concerns and interests of our diverse local community. Through 2020/21 the board met 4
times and made decisions on matters such as how to best support the staff team to transition to home
working, and how to adjust organisational budgets to reflect changing priorities during the pandemic.
We ensure wider public involvement in deciding our work priorities, working with a range of stakeholders
as well as the general public. Some of the issues that have been highlighted as priorities during the past 12
months are:
•
•
•
•
•
•
•
•
•

Health Inequalities, including but not exclusive to challenges encountered by members community with
a Learning Disability and others from seldom heard groups.
Digital solutions and local insight into hazardous drinking
Food Hamper delivery
Community Lateral Flow Testing
Volunteering to support the vaccination programme and wider community responses
Gathering feedback in relation to Covid Testing and Vaccination
Support and resources for the Clinically Extremely Vulnerable
Identification of carers, and carer support, by making follow up calls to Discharged patients
Handling difficult and complex situations for people who were in the middle of a complaint as the

19

Here to help you
Healthwatch Wirral | Annual Report 2020–21

•
•

pandemic struck
Facilitating ‘Families of Care Home Residents’ Forums
The role of Young Carers

Methods and systems used across the year’s work to obtain people’s views and
experience.
We use a wide range of approaches to ensure that as many people as possible have the opportunity to
provide us with insight about their experience of health and care services. During 2020/21 we have been
available by phone, by email, provided a webform on our website, provided a feedback centre/rate and
review system, attended virtual meetings of community groups and forums, provided our own virtual
activities and engaged with the public through social media.
We are committed to taking additional steps to ensure we obtain the views of people from diverse
backgrounds who are often not heard by health and care decision makers. This year we have done this by,
for example, working to reach groups from ethnic minorities (who had demonstrated a hesitancy towards
Covid testing and vaccination) through partnership work with local organisations such as Wirral Change,
Wirral Multi-cultural Organisation and the Deen Centre. By worked with these organisations we were able
to improve access to testing by supporting Wirral Council with a mobile testing unit, which covered all
corners of Wirral.
We ensure that this annual report is made available to as many members of the public and partner
organisations as possible. We publish it on our accessible website at www.healthwatchwirral.co.uk, share
with our community partners and it can be requested in paper form by contacting our office.a copy by
contact our office.

2020-21 priorities
Project / Activity Area
Community Lateral Flow Testing. We assisted with
the distribution of home testing kits whilst using
the opportunity to engage with individuals about
their experiences over the past year.
Quality Accounts. As normal, we responded to
requests for comments from NHS Trusts to their
Quality Accounts. Generally, we felt that a number
of the documents produced by the Hospital Trusts
should be more reader-friendly and that in some
accounts the same priorities appear in several
sections making it hard for the reader to conclude
overall performance.

GP Access. This was a project to identify the
barriers for people accessing their GP and what
could change to improve access. During the
pandemic people were asked to access their GP
via E-consult which many of our older population
found difficult.

Changes made to services
Increased focus on the on-site Assisted Lateral
Flow Test at the Mobile Testing Unit

We recommended that documents are made
more concise, summarising key messages
and reducing the length of the document by
including appendices where appropriate. All
documents should be available in Easy Read &
other languages and be in line with Accessible
Information Standards.
We also recommended that the Foundations of
Quality Statement should be included in a Hospital
Trust’s policies and procedures to encourages staff
to remember that patients are at the heart of
everything we do.
We will monitor if these recommendations are
implemented.
We recommended that a meaningful and thorough
consultation be carried out with the Wirral public
to ascertain the true impact EConsult is having on
patients.
The findings will be published and shared via the
Healthwatch Wirral website.
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Responding to the pandemic. The safest way
to hear how services were coping during the
pandemic was by talking to management,
staff, families, and service users and by using
questionnaires and online surveys.

Our recommendations included that any
changes in dealing with any subsequent Covid-19
outbreaks might be clearly reflected in learning
from the first wave as well as the impact of
any major organisational change on the public.
Better (trusted) ongoing, standardised system
communications are required.
We recommended that Communication between
homes and relatives should be improved.

Being unable to visit care homes. During the
year we received real concerns and distressing
stories from members of the public who had been
unable to visit or speak to their loved ones in care •
homes. We wanted to understand their journey in
more depth.

Review the range of options available to keep
relatives up to date with a resident’s physical
health and wellbeing.

•

Ensure resident’s personal care & dignity
remains a top priority.

•

Consider ongoing reviews of visiting policies
and involve families in decision making.

•

Continue to work with the Local Authority and
access any support available to them.

The Local Authority response was that they would
work with residents’ families and the care home
market, with the support from Healthwatch, to
understand what the obstacles and challenges to
facilitating visits are and how they could assist
homes to overcome them.

Responses to recommendations and requests
We had no providers who did not respond to requests for information or recommendations.
This year, due to the COVID-19 pandemic, we did not make use of our Enter and View powers.
Consequently, no recommendations or other actions resulted from this area of activity.
There were no issues or recommendations escalated by our Healthwatch to Healthwatch England
Committee and so no resulting special reviews or investigations.

Health and Wellbeing Board
Healthwatch Wirral is represented on the Wirral Health and Wellbeing Board by Karen Prior, Chief Officer.
During 2020/21 our representative has effectively carried out this role by attending meetings virtually and
prompting and reminding partners where appropriate to consider services from the patient’s perspective.
We have supported the formation of aCVF Reference Group to the Health and Wellbeing Board and are
working hard further grow and embed the Asset Based Community Development approach on Wirral, which
has #Spare5 at the heart.

Healthwatch Wirral
Liscard Business Centre, The Old School,
188 Liscard Road,
Liscard,
Wirral
CH44 5TN
www.healthwatchwirral.co.uk
t: 0151 230 8957
e: info@healthwatchwirral.co.uk
@HealthwatchWirr
Facebook.com/HealthwatchWirral

