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Message from our chair
As the newly appointed Chair of Healthwatch Wirral, may I extend a warm welcome to
you in reading the 2021/22 Healthwatch Wirral Annual Report. We hope this Report
gives a good overview and understanding of what Healthwatch does and how our
independence allows us to share the voice of the public to influence the design and
commissioning of Wirral’s health and care services.
As a Board, we support our Staff and Volunteers by sharing our own skills and
experiences such as data protection, HR and safeguarding processes. As Wirral
residents, and as recipients of Wirral’s health and care services, we are equipped to
review and sign-off reports, make suggestions and recommendations for service
improvement and support decisions made by Healthwatch Wirral CEO and our Team.
As things have changed, particularly in the last couple of years, we have extended the
skills of our team and the Healthwatch Wirral Quality Management System is a fluid
document which is reviewed and updated as things change.
May I take this opportunity of extending thanks to HWW Staff and Volunteers for their
excellent and innovative work during 2021/22, to those of you who have a strong
relationship with Healthwatch Wirral and to those we are yet to meet.
Very Best Wishes
Bill Wyllie, Chair of Healthwatch Wirral

“The COVID-19 pandemic has thrown long-standing
health inequalities into stark relief. With NHS and
social care facing even longer backlogs, the
unequal outcomes exposed by the pandemic are
at risk of becoming worse. Local Healthwatch play
an important role in helping to overcome these
adversities and are uniquely placed to make a
positive difference in their communities.”
Sir Robert Francis QC, Chair of Healthwatch England
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Message from our Chief Officer
When writing a welcome to a report, I consider what
might entice people to read on. Some are looking
for information, others checking we did what we said
we would, and many want to see how the
information they have given us has made a positive
difference.

Karen Prior, Chief Executive
Officer

It is important that the NHS Trusts, GPs and Local
Authority officers we worked with can recognise how
committed we are to collaborating for a health and
care system that far exceeds being ‘fit for purpose’.
We have seen achievements as Healthwatch in a
number of areas this last year including but not
exclusive to frailty, mental health, carers, learning
disabilities, Enter & View, outreach and engagement.

As we have seen the world around us reopen & services changing, we have
been able to be more present and engage people in new ways, increasing
awareness and the profile of Healthwatch Wirral. Public feedback has grown
and has helped us shape and mould our priorities for this year. These have
been set to proactively match the priorities of the health and care system, to
tackle inequalities whilst being reactive to public voice.
Our health and care services continue to work hard and have a difficult task to
‘catch up’. The challenges are not just about bringing waiting lists down or how
best to discharge patients; but also about managing legislated changes to
bring health and social care closer together.
We have set priorities in line with The Public Health Annual Report (PHAR) 2021/22,
‘Embracing Optimism’, key recommendations and using a programme of work
named ‘Core20Plus5’. We will continue to use these key strategies into 2022/23.
The Core20Plus5 programme for tackling inequalities, by Prof Michael Marmot,
looks at the 20% (Core 20) most deprived people within our communities Plus
those who have most difficulty accessing care across five (5) health-related
clinical pathways.
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Message from our Chief Officer
We have picked up our Enter & View activity within Care Homes, hospitals and
GPs; of particular pride this year is our work with Domiciliary Care Agencies.
We worked with agencies to hear the views of staff and developed a process
enabling us to visit people in their homes. Healthwatch Wirral is the first
organisation to take this approach across Cheshire & Merseyside since the
Pandemic. (Report available online).
With the purchase of our Healthwatch Wirral Resource Vehicle (RV), we are
proud to be able to further enhance our Outreach & Training Programme and
be even more reactive and responsive. This also aids our ability to cascade the
#Spare5 concept, working with Involve NW, which has led to follow up #Spare5
training workshops across Wirral, with organisations such as Mencap, Wirral
Multicultural Organisation, Wirral Change, WEB, GPs, Wirral Autism Together, The
Belvidere Centre and also at our multi-agency BRIDGE forum.
The Healthwatch Wirral Team worked tirelessly amidst the pandemic and
continued to:
Ø share information with the public to support in self-care and keeping safe
and well
Ø listen to the experiences of people – some of whom still felt uncertain and
lacked confidence about how to access care and support
Ø feedback public experiences with the decision makers ensuring public
voices are included when health and care services are designed and
commissioned
As part of our Social Value measures, we encouraged and supported our staff
team to volunteer working with the Vaccination Sites, distributing LFTs,
engaging neighbours, distributing food, supporting local community events
and causes and working closely with Mencap, helping to improve mental and
physical wellbeing.
We recognise that communication is key and it is crucial that we know how to
access the right care and treatment, as well as having a voice around those
services. . We advocate for clear, timely and easy-to-read information to be
shared, so that people can get the right help at the right time whilst connecting
with their community to help them stay fit and well for as long as possible.
Thank you
Karen Prior
CEO on behalf of Healthwatch Wirral
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Thank you to our partners
We would like to show our appreciation to our colleagues across
Wirral. Working together is vital to ensure that everyone’s voices and
experiences are captured, listened to, and cascaded, to help make
real changes to health and social care.
Thanks to organisations below and many other groups.
• Aftermath Support

• Next Chapter CIC

• Age UK Wirral

• One Wirral CIC

• Barnardo's

• Open Door Centre

• Be Well Learning

• Paul Lavelle Foundation

• Building Bridges Wirral

• Positivitree

• Caritas

• PTSD Support

• Carrbridge Centre

• RASA Merseyside

• Change Grow Live

• Rethink Mental Illness

• Citizens Advice Wirral

• Spider Project

• Community Action Wirral

• Together All Are Able

• Cre8ing Careers

• Tomorrow's Women Wirral

• Cruse Bereavement

• Utopia Project

• Cultural Diversity Network

• WEB Merseyside

• Cheshire and Wirral Partnership

• WIRED

• Equilibrium Northwest

• Wirral Community Health and Care
NHS Foundation Trust

• Ferries Family Groups
• Health Junction CIC
• Insight Healthcare
• Involve NW
• Irish Community Care
• Institute for Voluntary Action
Research (IVAR)
• JourneyMEN Wirral
• Koala NW
• Make It Happen
• Martin Gallier Project
• Mencap Wirral

• Wirral ABCD
• Wirral Change
• Wirral Clinical Commissioning
Group
• Wirral Council
• Wirral Deen Centre
• Wirral Maternity Voices
• Wirral Mind
• Wirral Multicultural Organisation
• Wirral Older People's Parliament
• Wirral University Teaching Hospital
NHS Foundation Trust
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About us
Your health and social care champion
Healthwatch Wirral is your local health and social care champion.
We believe everyone has the right to access high quality health and social
care when they need it.
We share your feedback with services and with the people who plan and
design them to make sure that health and social care services are improved.

Our values
•
•
•
•
•
•

Approachable: we want our service to be accessible to
the community; we listen with empathy and provide
accurate information
Collaborative: we connect with the public, Wirral Council,
health and social care services and community
organisations to improve care
Compassionate: we care about everyone’s experiences of
health and social care and creating better services
Credible: we act on what you tell us and tell you about
what we’ve done and the difference it’s made – ‘You Said,
We Did’
Inclusive: we believe everyone needs to be included in the
conversation, especially those whose voices aren’t being
listened to
Influential: we tell services what could be better and help
them to make those changes

Foundations of Quality

The ‘Foundations of Quality Improvement’ must have what
people tell us about their treatment and care at the heart of all
we plan and do. We must be able to show that our actions and
decisions reflect people’s views. We must ensure that everyone
is respected, involved, valued and confident that we are giving
and receiving quality care.

NHS England and NHS Improvement, Healthwatch Wirral, Age
UK Wirral, Wirral System

What our partners say about us
https://healthwatchwirral.co.uk/360-partner-evaluation/
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Our year in review
Find out how we have engaged and supported people.

Reaching out

14,997 people
shared their experiences of health and social care services with
us, helping to raise awareness of issues and improve care.

6,560 people
came to us for clear advice and information about topics such as
mental health and COVID-19.

Making a difference to care
We published

14 reports
about the improvements people would like to see to health and
social care services.
All reports can be found on our website at
https://healthwatchwirral.co.uk/reports/ - reports this year include
COVID-19 Vaccination Report – April 2021, Supporting Wirral Council
with LFT Mobile Community Testing, Young Carers’ Voice Focus
Group December 2021 and Early Intervention and Prevention
Consultation and Engagement.

Health and care that works for you
We had the benefit of

555 volunteer hours = £13,875
from our outstanding volunteers, who gave their time to make
health and care better for our community.
We’re funded by our local authority. In 2021-22 we received:

£188,000

Which is 1% less than the previous year.
We also currently employ

7 staff (5 full time equivalent)
who help us carry out this work.
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How we’ve made a difference throughout the year
These are some of the significant projects we worked on from April 2021 to
March 2022.

Spring
Vaccination reports – compiled a
second report on the COVID-19
Vaccination programme based on
feedback from over 8,000 people

Seeing the Light Through the
Armour – published a “Hearts and
Minds Reflection on Shielding” to
highlight the voices of clinically
extremely vulnerable people

EI&P contract consultation – engaged
with over 150 people to shape future
commissioning around Early Intervention
and Prevention services

Discharge Community Coordinator - added a new role
making calls to Pathway 0 patients
after their discharge from hospital

Community Mental Health
Transformation – brought together
over 40 CVF organisations to begin
developing a local mental health
alliance

Enter & View Domiciliary Care –
restarted familiarisation visits to
health and social care services, and
developed a new process for
observing home care providers

Extraordinary BRIDGE on fuel poverty
– hosted March BRIDGE Forum on the
theme of fuel poverty, with speakers
from Citizens Advice Wirral and Energy
Projects Plus

Summer

Mobile Testing – worked with Wirral
Council to hand out 9,135 home
testing kits during April-June 2021

Autumn
Winter
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Listening to your experiences
Services can’t make improvements without hearing your views, which is why we
make listening to feedback from all areas of the community a priority. This allows
us to understand the full picture and provide feedback to services to help them
improve.
The new Healthwatch Wirral Resource Vehicle (RV) was purchased part way
through the year, and has been travelling around Wirral gathering people’s
views, feedback, and experiences! The RV has already seen 2,000 miles on the
clock, with stop offs at lots of local providers, groups, and organisations.
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What you told us this year
Based on calls, emails and reviews received through the Feedback Centre,
these are the main themes we heard about from Wirral residents this year.

GPs
33% of our contacts wanted to discuss GPs.

The main themes of GP feedback focused on
access to GP services, including difficulties with
e-consult, long waiting times to get through to
GPs on the phone and lack of face-to-face
appointments.

Hospitals
16% of our contacts wanted to discuss
hospitals.

In addition to our core contract, we added a
Discharge Community Co-ordinator to the
Healthwatch Wirral team this year, so many of
these contacts were about discharge from
hospital, especially for ‘Pathway 0’ patients (see
page 22 for more information).

Dentistry
9% of our contacts wanted to discuss dentists.

Over the last year we have heard from many
people about access to NHS dentistry,
including people who could not find an NHS
dentist locally either for routine care or
emergency treatment.
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Demographics of Wirral
How does the Wirral population compare to the rest of the country?

323,266 people
60.6 square miles
5 NHS trusts based on Wirral
Lower proportion of younger adults
compared to national average
Higher proportion of older people
compared to national average
Life expectancy is lower than
national average
Life expectancy varies by 10 years
between east and west Wirral
1 in 4 children lives in a low income
family
1 in 3 older people lives alone
Higher percentage of children ready
for school than national average
Higher GCSE attainment than
national average
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Healthwatch Wirral Feedback Centre
Since its launch in October 2020, the Feedback Centre has created an
additional way for people to quickly share feedback & experiences about
any health and social care organisation on Wirral.

Using the Feedback Centre, you can find and leave feedback on any local
health organisation simply by searching its name, location or postcode. This
can be done on a variety of devices and has been designed to be easy to use.
The feedback you leave can be provided anonymously and will help us to
shape health and social care for everyone.
If you don’t feel confident using the online form, you can call Healthwatch
Wirral on 0151 230 8957 and we can submit feedback on your behalf.

Data from the Feedback Centre is shared with provider organisations and
commissioners and forms a large part of the quarterly Health and Wellbeing
Board report. More recently, we have begun to carry out Enter & View visits to
particular services in response to online reviews.
In addition to generating data that we can interpret and act on, the Feedback
Centre makes it easier for us to gather demographic data to understand who
we’re hearing from, as people can answer additional optional questions to
share this information with us. Importantly, this also helps us to identify areas
and demographics where people are not contacting us, which enables us to
focus our engagement.
60% of people who left online feedback answered one or more of the
demographic monitoring questions.

AGE
3%

1%

7%
30%

9%
26%

24%

1-15 years
old
16-17 years
old
18-24 years
old
25-49
years old
50-64
years old
65-79
years old
80+ years
old

GENDER
Female

2%

Male

38%
60%

Other/prefer
to selfdescribe

13

Championing what matters to you | Healthwatch Wirral | Annual Report 2021-22

Early Intervention & Prevention Contract Consultation
Healthwatch Wirral was asked to carry out a consultation with people who
use services covered under the Early Intervention & Prevention contract, in
order to ensure their views were taken into account by commissioners.
The existing contract covered a range of services including support for adult and
young adult carers, support for older people with dementia and frailty, selfmanagement for people with long-term conditions, special education needs and
disability (SEND) support, Shopmobility and sensory services.
In addition to circulating a survey via email and social media, we worked in
partnership with community groups to run face-to-face workshops with people who
use these services. Services we worked with included Age UK Wirral, Wirral Mind, Soup
and Support Carers Group, Carers Get Together, Merseyside Society for Deaf People,
and Wirral Society for the Blind and Partially Sighted.
Many people wanted to discuss their experiences during COVID-19 restrictions. Carers
highlighted the impact of lockdowns and the effect of infection control measures on
support for themselves and the people they care for; Deaf and blind participants
discussed their difficulties accessing medical care and social isolation resulting from
inclusive activities being suspended. We also heard about mental health difficulties
some people experienced due to bereavement without anyone to talk to or support
them.

“I desperately wanted someone to talk to in the middle
of the night, when I was in crisis.”
Feedback from a local carer

What difference did this make

We published a report based on survey results and focus group discussions,
which made recommendations including the prompt reinstatement of respite
and day services, a 24-hour carers’ helpline, access to information in multiple
formats and wider bereavement support.
This report was submitted to Wirral Council and was included in the supporting
documents for the decision on the Award of the Early Intervention and Prevention
and Carers (Adult and Young Carers).
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Seeing the Light Through the Armour – a hearts and
minds reflection on shielding
As official shielding guidance came to an end on 1st April 2021, we
continued our work with people who had been shielding to understand
more about their experiences and feelings during the pandemic, including
access to health and social care.
‘Seeing the Light Through the Armour’ was a collaborative effort between Healthwatch
Wirral, Age UK Wirral and Citizens Advice Wirral to provide a simple, clear resource
from locally trusted organisations for people who were shielding and their carers.
As a result of this work, it became clear that we needed more local insight into the
impact of shielding on Wirral residents.. We did this using a variety of approaches,
including surveys, interviews and focus groups with both people who had been told
they were “clinically extremely vulnerable” and their carers. We also worked with front
line staff and volunteers. Additional support for this project was offered by Wirral
Multicultural Organisation to capture the views of local BAME communities.
In addition to a written report, we were able to produce a series of short films to
highlight the variety of experiences. Both the full report and the videos can be viewed
on our website:
https://healthwatchwirral.co.uk/seeing-the-light-through-the-armour/

“It has been very difficult to shield but I understand it is
for the best (for myself and for health care providers)... I
feel that the transition stage (now) is very difficult and
anxiety provoking -you are expected to suddenly return
to normal when you have been isolated for an entire
year -more support and understanding is needed.”
Survey participant

Recommendations from the report
•
•
•
•
•
•

Mental health services will require investment to support people in
both the short and long-term, including community third sectorbased offerings.
Better communications around how to navigate health and social
care and any changes.
Continued transition support is needed along with a reset in public
policy to improve the population’s health and tackle deeply
entrenched inequalities.
Reshaping the relationship between communities and public
services, in planning as well as delivering services. Clear channels of
responsibility and communication are needed.
Shift in how information is provided to the public: information needs
to be accessible for all.
Digital platforms cannot be relied upon in isolation or seen as a
replacement: a hybrid offer should be in place.
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Young Carers’ Voice Focus Group
Young carers are often an invisible group in our
society, but they have valuable insights into health
and social care. We worked with Barnardo’s Action with Young Carers Wirral
to hold a second focus group in Dec 2021.
Before the session, we sent out a survey to ask the young carers what they would like
to focus on, and how they feel about accessing health and social care. The top three
topics chosen by the group were mental health, COVID-19 vaccinations for young
people and GP access.
Trust was a theme highlighted by the young carers throughout the session. They
discussed examples of times when they had lost trust in health and social care
services, including feeling that doctors had let family members down, poor
communication, needing time to trust mental health professionals, long waiting times
and difficulties getting appointments due to COVID-19.

The group also gave suggestions on what services can do to build trust:

• Listening to young carers and taking them seriously
• Using language that young people will understand (without being patronising!)
• Explaining what the treatment will be beforehand
• Word of mouth – recommendations from other patients
“We’re with the GP. And my mum… she had to wait two
whole days, but with the conditions that my mum’s got
she could have ended up in hospital by the time they
replied. And when my mom rings them now they say
they’ll call back and reply, but they don't respond or
call back. So they're not very trustworthy, reliable.”
Young carer, aged 11

What changes do young carers want to see?

• Mental health: more time to build trust, better understanding of ‘safe spaces’,
shorter waiting times, more whole-family support
• GP access: better access to face-to-face appointments, an easier process to
change GP (especially during the pandemic), support to get to appointments
• COVID-19 vaccination: access to vaccines for under-12s (we met before this
was introduced), accurate information from trusted sources to combat
misinformation
The full report can be viewed on our website:
https://healthwatchwirral.co.uk/healthwatch-wirral-young-carers-voicefocus-group-learning-from-young-carers-in-wirral/
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Community Mental Health Transformation –
Wirral Alliance building
We have played a major role this year working with CWP, Rethink Mental Illness and
experts by experience & wider colleagues to support the CMH transformation work
here on Wirral and extending to Cheshire.

On Wirral we have also hosted and chaired three Extraordinary BRIDGE Forums focused
on increasing awareness & involvement in the Community Mental Health Framework
and bringing in community organisations to ensure that a local Alliance is in place.
https://healthwatchwirral.co.uk/third-extraordinary-bridge-forum-meetingcommunity-mental-health-transformation-3rd-may/

What difference will this make?
After hosting successful events, we have now been able to hand over the
Alliance work to the newly formed Wirral CVF (Community, Voluntary and Faith
sector), who will work with Rethink to take the Alliance forward. We will continue
to support the Alliance to ensure that the voices and experiences shared are
included in decision-making.

Taking a lead from the NHS Long-Term plan, the Alliance is leading an exciting
transformation programme to create a care model that provides holistic,
person-centred care for people with severe mental illness.
Healthwatch Wirral continues to be part of the wider strategic work around the
new model which should mean that people with long term needs or specific
mental health concerns will receive faster access to high quality care.
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Three ways we have made a difference for the
community

Throughout our work we gather information about health inequalities by
speaking to people whose experiences aren’t often heard.

Creating empathy by bringing experiences to life
It’s important for the NHS and social care services to step back
and see the bigger picture, through hearing personal experiences
and the impact on people’s lives. This provides a deeper
understanding than using data alone, and can challenge
assumptions and motivate people to think and work more
creatively.

We have worked closely with Wirral Maternity Voices to highlight the
experiences of new parents and families. New parents spoke of a
“postcode lottery” when it comes to GPs, with some receiving
exceptional care and others choosing to attend A&E or walk-in
clinics when they were unable to get a GP appointment.

Getting services to listen to & involve the public
Wirral Change made contact about a patient who was having
difficulty accessing translation support, GP appointments and medical
letters. We liaised with the practice manager & the CCG to arrange a
meeting with Wirral Change: this practice has the one of the highest
numbers of patients on Wirral whose first language is not English. As a
result of this meeting, a plan was put in place to support patients with
English as an additional language to help them access language
support and appropriate GP appointments. Learning was shared with
the commissioners and other practices across Wirral.

Improving care over time
Change takes time. We often work behind the scenes with health
and care services to consistently raise issues and push for changes.

We know that people with learning disabilities face additional barriers to
care and we work with local groups to help change this, including Wirral
Mencap and the local Treat Me Well group. Over the last year we have
liaised directly with the Patient Experience Team at Wirral University
Teaching Hospital on behalf of people with learning disabilities and their
carers; we also wrote a joint letter to the hospital with Wirral Mencap
concerning the post of a new Learning Disability Liaison Nurse.
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Advice and information
If you feel unsure and don’t know where to go for the right help and support for you and
your loved ones , Healthwatch Wirral is here for you. In addition to ensuring you have a
voice in times of worry or stress, we can provide confidential support and free
information to help you understand your options and get the help you need. Whether
it’s finding mental health support, how to make a complaint or choosing a care home
for a loved one – you can count on us.
This year we helped people by:
• Supporting the COVID-19 vaccination and testing programmes
• Signposting people to trusted local organisations in person, by phone/email and also
via our website GAIT (Guidance, Apps, Information and Toolkits)
• Compiling a monthly bulletin to share local news, events and updates on our work
and the work of other organisations helping people to access the services they need
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Patient Stories
Complaints advocacy – making a difference
Sophie (name changed) contacted
Healthwatch Wirral about her experience
with her GP surgery and was referred to our
Independent Complaints Advocate. She had
spoken to her GP about a recurring UTI but
had not been prescribed antibiotics. Her
condition deteriorated and she was
admitted to hospital with urinary sepsis.
Although the practice felt they had followed
the existing NICE guidelines, as a result of
contact with Healthwatch Wirral they will
now encourage face-to-face appointments
for patients with recurring UTI symptoms, to
improve access to treatment and outcomes
for these patients.

Improving experiences for hospital patients with a learning
disability
Teddy (name changed), who has a
learning disability, and his mum, who is his
main carer, spoke to Healthwatch Wirral
after being referred by Wirral Mencap
about a recent experience Teddy had while
in hospital. There had been barriers for his
mum to visit him and his phone was not
working, so he was upset at not being able
to see or speak to his mum for 10 days.
They also faced challenges liaising with the
family hub to get an update on how Teddy
was doing while in hospital.
Working with Wirral Mencap, we contacted the Patient Experience Team at the
hospital to arrange a meeting for Teddy and his mum to talk through what
happened during his stay. During this meeting, the Patient Experience Lead identified
areas for improvement in their processes and will work directly with the ward to learn
from Teddy’s experience. Teddy has now updated his own health passport and has
also now been supported to have this electronically.
Both Teddy and his mum have also agreed to be filmed so that their experience can
be shared at a director level for wider learning across the trust around the
challengers people with learning disabilities and their carers often face. This story
has also been used to support the launch and promotion of the carers passport and
the importance of Health passports. We, continue to work locally around this subject
area.
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Accessible information – Wirral Pharmaceutical Needs Assessment
Healthwatch Wirral worked closely with the JSNA
Programme Lead on the Wirral Pharmaceutical
Needs Assessment (PNA) throughout the year,
from promoting the initial residents’
questionnaire to sharing the draft PNA for
feedback.
When we initially circulated the draft PNA, some
members of the public expressed concerns
about the length of the document and asked for
a succinct and ‘jargon free’ version which would
be more accessible for members of the public.
In response, we promoted the Easy Read version
of the draft on our website, in our monthly
bulletin and through social media. Public
feedback to the PNA highlighted how Easy Read
documents can improve public access to
complex reports not just for those with learning
disabilities but more widely also.

Accessible information – Digital Inclusion
Digital inclusion and exclusion has been a
consistent theme throughout the
pandemic as services have had to move
to online and remote ways of working. This
disproportionately affects already
marginalised groups including older
people, those with English as an additional
language and low-income households.
We have worked to highlight this issue at
all levels, including emphasising the need
for documents to be available in multiple
formats, attending local digital inclusion
meetings and inviting speakers from
different organisations, such as Healthy
Wirral, IVAR and Cheshire and Merseyside
Health and Care Partnership, to talk about
this theme at BRIDGE Forums.
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Discharge calls to patients leaving hospital on Pathway 0
This year we added a new role to our team – the Discharge Community
Co-ordinator, who contacts ‘Pathway 0’ patients recently discharged from
hospital to check they have everything they need as they make the
transition from hospital to home.
‘Pathway 0’ covers people who either don’t need additional support when they go
home, or have an existing package of care that will be restarted when they return
home from hospital.
The purpose of these calls is to make contact with a randomised selection of hospital
patients discharged on Pathway 0 with the aim of reducing readmission or
attendance at emergency departments by listening to patient experiences and
signposting to relevant services and to develop, and reinforce, sound working
relationships with key individuals in departments within the health, care and third
sectors.
The Discharge Community Coordinator attends relevant meetings to share findings,
remain informed and to contribute to the early intervention and prevention agendas,
which also helps tackle isolation, thus prospectively contributing to fewer
readmissions or attendances at emergency departments.
Alongside recording other demographic data, the Discharge Community Coordinator
aims to ascertain covid vaccination status and whether the recently discharged
patient is an unpaid carer or cared-for, and if there are any issues surrounding such
things as access to e-Consult and pharmacy services, transport to medical
appointments, or inclusion in and understanding of discharge plans.

“Thank you for the wheelchair hire advice. I can’t wait
to get out in the fresh air, I was getting really fed up in
the house!”
Feedback from Pathway 0 patient after discharge call

What difference did this make

The discharge calls have already had a positive impact on Pathway 0 patients –
one person described their experience as “reassuring to know someone cares”.
The Discharge Community Coordinator has been able to signpost multiple
patients to appropriate support organisations to enable them to stay at home
safely.
Over the course of this project we hope to pinpoint areas of improvement and
learning to further reduce readmissions.
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#Spare5 is a concept highlighting the importance of taking time to listen to
people and to share our knowledge of help and support that may be available.
This project is delivered in collaboration with Involve Northwest.
https://healthwatchwirral.co.uk/free-spare5-workshops-for-all-to-help-you-tohelp-others/

#Spare5 workshops not only help people to develop their listening skills, but also
raise awareness of the many tools available to help direct people to the most
appropriate support for them.
#Spare5 workshops focus on making #Spare5 a part of your daily routine, whether
at work or in your personal life. Training is designed to “help you help others” and
equip people with the tools to find out about local support across the Wirral,
including Wirral InfoBank, Zillo, and Family Toolbox.

L-R: Spider Project, Wirral Change and Carrbridge Community Centre

“I was shocked, I didn’t realise how much was out there
in our Wirral community! I now feel much more
confident when I’m having conversations with my
clients, it meant I can give them useful information to
find services that can help them.”
#Spare5 Workshop Participant
What difference did this make
By the end of March 2022, over 120 people had accessed #Spare5
workshops from more than 10 different local organisations. #Spare5 works
on the principle of cascading information – every person who has
attended a workshop to become a #Spare5 Champion has the potential
to make dozens of #Spare5 interventions on a monthly basis.

#Spare5 forms a core part of Healthwatch Wirral’s work, as we take time to
listen to people and signpost them to appropriate organisations on a daily
basis. During December 2021-March 2022, our staff recorded a total of
2,105 #Spare5 interactions.
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We host two monthly BRIDGE Forums which have been held online during
the pandemic – one for third sector groups and one for Patient Participation
Groups (PPGs).
BRIDGE Forums focus on bringing together representatives from the third sector and
PPGs with health and social care organisations to share updates, improve knowledge
across both sectors and foster strong networks to enable statutory and community
services to work more effectively together.
We invite speakers each month from relevant organisations. This year we have had
speakers from a wide range of services, including Wirral CCG, Institute for Voluntary
Action Research, Wirral and Chester Breast Screening Programme, Public Health, Adult
Social Care, National Autistic Society, Cheshire and Wirral Partnership NHS Foundation
Trust, North West Ambulance Service, Wirral Community Health and Care NHS
Foundation Trust, Kooth, and Age UK Wirral.
In March we hosted an Extraordinary BRIDGE Forum on the theme of fuel poverty in
response to local concerns about the impact of the energy crisis. The main speakers
were Citizens Advice Wirral and Energy Project Plus, who delivered presentations
focusing on the support available to Wirral residents, especially those already
experiencing financial hardship as a result of energy costs. We recognise that fuel
poverty is a health issue due to the impact it can have on people’s ability to heat their
homes, store and cook food and run essential appliances.

“It's my first Bridge Forum and it's been so informative,
brilliant work!”
Feedback after March 2022 Energy Forum

What difference did this make

Over 250 people have attended a BRIDGE Forum in the last year, and attendance
has been steadily growing – twice as many people attended the March 2022
Forum as April 2021. The notes are also made available on our website and
circulated through our bulletin, so the information shared at each forum is shared
with an even wider circle of people.
The success of the monthly BRIDGE Forum format has also enabled us to host
Extraordinary BRIDGE Forums on specific issues, such as the Community Mental
Health Transformation BRIDGE Forums.
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Enter & View
As COVID-19 restrictions have eased, we have been able to restart
Enter & View activities, beginning with ‘familiarisation’ visits to care
homes and GP practices.
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Care Homes
During 2020/21 there were restrictions which prohibited Healthwatch Wirral
from carrying out our Enter & View Activity. Using robust Risk Assessments and
procedures we decided to introduce ‘Familiarisation’ visits to Care Homes and
Domiciliary Care Providers.
We are aware that we may be the only Healthwatch in England who had decided to
conduct or Enter & View visits, but we felt that it was even more important to listen to
people’s concerns at an unprecedented time. We approached well-established care
homes to explore how we could still carry out a visit, in a safe way. One care home, who
had recently been awarded a ‘Gold Standard Care award’, worked with Healthwatch
Wirral to enable us to talk to patients, relatives and staff to gather their experiences and
issues during the pandemic.
We followed strict COVID guidance and followed the care home’s own recommendations
in relation to Infection Prevention and Control, wearing PPE and taking Lateral Flow Tests
before every visit.
From the initial Familiarisation Visit we produced a report, highlighting the problems the
care home had faced and overcome. We did make some recommendations to the care
home; however, being a Gold Standard with a CQC rating of ‘Good’, we found only minor
issues which were addressed..
Following this success, we were confident to move on to two other care homes within the
area, completing full reports including observations and recommendations, sharing
these with commissioners and the CQC (Care Quality Commission).
Healthwatch Wirral regularly attends the care home and residential forums which are
attended by providers from across Wirral, along with staff from Wirral Council and CCG.
This is a vital forum to ensure that we build connections and relationships and keep
updated on what is happening in the care home sector. In addition to public feedback,
this further enables our role as a critical friend and scrutiny body.

GPs
Following our ‘You Said We Did’ approach when listening to public views,
between April-July 2021, we added several GP practices to our programme of
Enter & View and visited four GP practices over a 2-day period.
We compiled reports for each site (including a local walk-in centre) and made
recommendations for improvements. However, the Omicron variant became prevalent
shortly after this and all E&V visits were suspended.
We have continued to gather feedback and views in a variety of ways from different
pockets of the Wirral Community . All experiences shared with us are reflected in our
reports and used in strategic conversations to enhance the strength of our
recommendations; we also produce a quarterly Health and wellbeing Board Report
based on public feedback.
We continue to receive feedback through the Feedback Centre, calls and emails from the
public and face-to-face community engagement, which will guide our work around
general practice moving forward.
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Domiciliary Care Providers
Visiting a Care Home to talk to people about their care is a much easier
process than speaking to a person in their own home due to safeguarding
processes and risk. Nevertheless, we wanted to find out what really
mattered to people and what they felt could improve their experience and
keep them independent and well for as long as possible.
Working with the Local Authority, Healthwatch Wirral undertook a short survey to local
domiciliary services to establish vaccination uptake amongst their staff and if they
had any staff retention or recruitment issues.
This action was well received by the domiciliary care providers we spoke with and
prompted us to expand on this relationship. We shared our plans with them to
embark on a ground-breaking exercise to recognise domiciliary care as an additional
‘Blue light service’.
Extensive and detailed planning, which included risk assessments and letters
requesting consent, resulted in a weeklong exercise. Healthwatch Wirral staff visited
people’s homes alongside Domiciliary Care staff to observe and record what people
had really been feeling and experiencing during 2020/21 in relation to their care at
home. You can find the full report at https://healthwatchwirral.co.uk/reports/

Karen Crampton, Project Officer, outside the Professional Carers office
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Enter & View - Next Steps
Considering the HWW recommendations from each of the E&V visits, we will
revisit these (with the decision makers) to ensure they have been followed
up which will then be included in an updated report.

Enhanced Access within Primary Care
Based on what people have told us about their difficulties with access to GPs,
Healthwatch Wirral are working closely with the Wirral system to explore with
the public what the proposed plans for enhanced access to GPs could look
like.
This work aims to improve patient access by adding additional appointments
with GPs and possibly other primary care services. Appointments could
potentially be available during the evening (6.30pm -8pm) and on Saturdays
(9am-5pm) within each of the Primary Care Networks, which are groups of GP
practices who work collaboratively.
Healthwatch Wirral will be looking to take a lead in this area specifically
around patient engagement to ensure the patient voice is included in the
plans for this service moving forward. We will also be involved in the Annual
Review to ensure the plans are agile and can flex to meet the changing
landscape, while ensuring quality of services is not compromised.
We will also become members of the newly formed committee, which
provides governance over the service. We will ensure health inequalities are
addressed, focusing on the Core 20 Plus 5 priorities we are committed to.
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Volunteers
We’re supported by a team of amazing volunteers who are at the heart
of Healthwatch. Thanks to their efforts in the community, we’re able
to understand what is working and what needs improving in NHS and
social care.
This year our volunteers:
• Supported our outreach work at COVID-19 testing sites, including speaking to
members of the public about their experiences during the pandemic
• Helped to develop new Enter & View procedures
• Completed data uploads by inputting feedback from leaflets distributed to COVID-19
Vaccination sites
• Gave their time to support COVID-19 Vaccination and Testing programmes
• Assisted with proof-reading documents before publishing
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Gareth
“I really enjoy being a volunteer and
find it worthwhile.
The role offers flexibility and allows
you to bring what you can .You get a
lot out of it too. I feel so much better
connected with the local picture and
what is going on. Via the forums
Healthwatch Wirral run, you get to
hear about what's happening with
key local services and can ask
questions and share issues.
Healthwatch Wirral puts patients and
service users firmly back at the
centre of things and it's great to feel
part of that.”

Piara
“Throughout the pandemic, the
needs of the community have
been extremely varied and often
challenging. Healthwatch
colleagues (and I) worked closely
with other organisations and with
our #Spare5 approach, we were
able to help and support people
when they needed us, and I like to
think we brought communities
closer.“

Do you feel inspired?
We are always on the lookout for new volunteers, so please
get in touch today.
www.healthwatchwirral.co.uk
0151 230 8957
info@healthwatchwirral.co.uk
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Finance and future priorities
To help us carry out our work we receive funding from our local authority
under the Health and Social Care Act 2012.
Income

Expenditure

Funding received from
local authority to
deliver Healthwatch
statutory activities

Operational costs
£189,618

Staffing costs
Office costs
Total expenditure
Surplus/Deficit

£19,737
£150,518
£19,302
£189,557
£61

Top priorities for 2022–23: Core 20+5
What
•
Maternity
•
Respiratory
•
Serious Mental
Illness
•
Early Cancer
Diagnosis
•
Hypertension

Who
Experiences &
feedback from
•
Carers
•
Learning
Disability, Autism
& ADHD
•
Sensory
Impairments
•
Language &
translation
services

How
Accessible
Information
Standard

Equality
Impact
Assessment
checklist

Why
Improved public
experiences

Cheshire &
Mersey
Integrated Care
Systems
commissioning
& provision
Place
Commissioning
& Provision

Next steps
The pandemic has shone a stark light on the impact of existing inequalities for those
using health and care services, highlighting the importance of championing the
voices and safety of those who all too often go unheard.
We now have a designated safeguarding officer and continue to have ongoing
consultations and engagement sessions to speak to the public, organisations and
agencies across adults, children and young people’s services around equality, safety
and inclusion..
Healthwatch Wirral will continue to highlight what people are telling us to drive &
improve safety and quality and help reduce health inequalities and barriers to access.
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Working hard with and for
you here on Wirral
Healthwatch Work closely with Public Health Wirral within the Local Authority
to maintain consistent contribution to ongoing insight work and learning.

This year we contributed to the final recommendation of the Public Health
Annual Report: https://www.wirralintelligenceservice.org/local-inequalities/2021public-health-annual-report/
The report discusses five recommendations, which will form part of our key
priorities using the Core20Plus5 programme of work to address inequalities:
1. Prioritise economic regeneration and a strong local community
2. Safeguard a healthy standard of living for all
3. Increase support for children, young people and families
4. Strengthen action to address differences in health outcomes and prevention
5. Residents and partners continue to work together
We are working with the Health and Wellbeing Board to start the process of
developing a new Health and Wellbeing Strategy for the borough.
Throughout this process, we are championing the importance of listening to
local voices to help shape how the strategy looks and how it can be measured.
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Statutory statements
About us
Healthwatch Wirral, Liscard Business Centre, The Old School, 188 Liscard Road,
Liscard, CH44 5TN
Healthwatch Wirral uses the Healthwatch Trademark when undertaking our
statutory activities as covered by the licence agreement.
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The way we work
Involvement of volunteers and lay people in our governance and decisionmaking.

Our Healthwatch board consists of five members who work on a voluntary basis to
provide direction, oversight and scrutiny to our activities. Our Board are confident
with the skills, experience and abilities possessed by the Healthwatch Wirral team
and therefore delegates authority, via the CEO, to identify priorities of work which
reflect the concerns and interests of our diverse local community. Throughout
2021/22 the board met five times and discussed and agreed with the identified
priorities.
We ensure wider public involvement in deciding our work streams to ensure that
these priorities are evidence based.
For example:
Information taken from our Feedback Centre prompted a visit to Clatterbridge
Hospital Outpatients Department in response to negative experiences shared.
Wirral CCG had also asked us to visit the two Vaccination Sites at Clatterbridge and
Birkenhead Medical Building to find out:
1.

Why people were having their jab

2.

Why people were using the site they had

3.

What their experience was like

Whilst on the Clatterbridge site we took the opportunity of visiting Iris Ward (a
Discharge to Assess Ward) to hear first-hand about the experiences of patients
and staff.
Our findings were shared with the decision makers of health and care for Wirral to
ensure public voice is used when services are designed and commissioned.
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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 2021/22 we have been available by phone and email, provided a
Feedback Centre, attended virtual meetings of community groups and forums,
provided our own virtual and in-person engagement 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 is evident throughout this report and very much supported by the strong
relationships and connections we have here on the 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 in the reports section of
our website.
Healthwatch Independent Advocacy Support – this service provides one-to-one
support to people who feel they want to complain about the NHS. We also give
additional support to people who have a range of issues/concerns by signposting to
community support. We have strong relationships within Wirral’s health and care
system allowing us to make direct contact when seeking support for people who may
be struggling.

Responses to recommendations and requests
We had 0 providers who did not respond to requests for information or
recommendations.
Using our statutory duties of Enter & View, we have visited Care Homes, GP practices,
Hospital Wards (including A&E) and Domiciliary Care Providers, speaking to the public,
carers and staff, to learn about their challenges and barriers. We also listened to
what had worked well so that this could be shared with other providers.
From this year’s Enter & View/Familiarisation visits, we have plans to follow up
recommendations. None have required escalation at this stage by Healthwatch Wirral
to the Healthwatch England Committee and so there are no resulting special reviews
or investigations.
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Health and Wellbeing Board - Wirral
Healthwatch Wirral is represented on the Health and Wellbeing
Board by Karen Prior, CEO of HW Wirral, who is deputised by
Micha Woodworth, Project Manager.
We provide a quarterly update to the Health & Wellbeing Board
which highlights good practice, and the not so good. We are
also able to act as that ‘critical’ friend.
We update on the emerging trends and themes from the lived
experiences of Wirral residents, a lot of which have been
shared with us on our Feedback Centre, over the phone/email
or by direct face to face contact during our outreach work.
The information within this update is also disaggregated and
shared with GPs, Hospitals etc - whoever the feedback is
related to. In addition to this, where appropriate,
recommendations are made for the benefit of patients, carers
and families and the staff who provide the care/support.
For example, changes were made in some Covid Vaccination
Sites as a direct result of the feedback HW had received from
the public.
https://democracy.wirral.gov.uk/mgCommitteeDetails.aspx?ID=
630
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