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Healthwatch Cheshire Community Response Report

Healthwatch Cheshire were proud to have a
unique opportunity to support local people who
were deemed to be at high risk of the coronavirus
pandemic.

In conjunction with Cheshire East Council’s
Community Development Department and other
community partners, we were able to help by
volunteering to take on essential community tasks
such as shopping, support phone calls and
prescription collections

We would like to share our experiences in this
report.

Introduction

Healthwatch Cheshire, consisting of Healthwatch Cheshire East and Healthwatch
Cheshire West, is an independent consumer champion for health and care across
Cheshire East and Cheshire West and Chester, forming part of the national network
of local Healthwatch across England. Our role is to make sure that those who run
health and care services understand and act on what really matters to local
people.

Healthwatch Cheshire East and Healthwatch Cheshire West undertake continuous
engagement activities with the public to hear about concerns and compliments
regarding health and care services. The information we gather is then analysed so
that we can identify and act upon trends and common themes by presenting our
findings to decision makers in order to improve the services people use. We also
share people’s views locally with Healthwatch England who make sure that the
government put people at the heart of care nationally.

How did the coronavirus (Covid-19) affect our local community?

On Monday 239 March, Prime Minister Boris Johnson, announced that Britain
would be placed in lockdown in response to the coronavirus pandemic. As a
result, people were prohibited from meeting up with others outside of their
household, were only allowed outside to perform essential work, essential tasks
such as buying food or collecting medicines or attending medical appointments,
and for exercise once a day.
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For those with serious health conditions, a process called ‘Shielding’ was
implemented to protect people who were identified as being clinically
extremely vulnerable. This was because people in this group may be at a high risk
of serious illness if they become infected by the coronavirus (Covid-19). People in
the shielding category were strongly advised to stay at home as much as possible
and to keep interactions outside to a minimum. Shielding was put into place
between March and 315t July.

Cheshire East Council recognised that the pandemic would create a lot of
challenges for local people, and especially for those who were most vulnerable.
In response, they established the People Helping People Scheme and 3,436
vulnerable and isolated local people signed up to receive help and support.
Working collaboratively with partners and local volunteers, they were able to help
meet the needs of residents who found themselves isolated and without a support
network of family or friends.

Healthwatch Cheshire’s Community Response

Due to lockdown, Healthwatch Cheshire were working from home and were unable
to take part in their usual face to face engagement activities and decided to work
in collaboration with Cheshire East Council in order to support our local
community. 5 members of Healthwatch staff volunteered to sign up and became
part of a group of 264 local volunteers who were providing 1:1 support to
vulnerable and isolated people. Our community response included daily tasks such
as support phone calls, shopping for essential food and medical supplies, offering
advice, signposting and reassurance to help lift people’s spirits, and doorstep chats
at a safe social distance.

Tell us about your health and wellbeing during the Coronavirus outbreak
bhealthwatch Healthwatch Cheshire are also conducting a
A et survey about Health and Wellbeing during
) coronavirus. Local NHS and care services in
Take our Coronavirus Ch h d . th th t
(COVID-19) survey eshire are doing everything they can to
el keep us well during this crisis. They still value
psbosisiinoiibmmetll \our feedback on how services are being
bl  delivered, which is why we have put together

this short survey.

The survey asks how you have found accessing advice and support, how you have
been affected by changes to health and care services, and about your mental health
and wellbeing during the coronavirus outbreak. This is designed to find out what has
been good, what lessons could be learned, and what other support you may need
during this time. The survey will be ongoing and people are encouraged to complete
it more than once as the situation develops.

Click here to take the survey https://www.surveymonkey.co.uk/r/M338XBK

The latest reports based on findings from out survey can be viewed on our website:
www.healthwatchcheshireeast.org.uk/what-we-do/our-reports



https://www.surveymonkey.co.uk/r/M338XBK
http://www.healthwatchcheshireeast.org.uk/what-we-do/our-reports
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How Healthwatch Cheshire Supported Local People

Our Healthwatch Community Response

During lockdown, our usual face-to face

engagement activities were put on hold. We
connected with local people, healthcare
partners and community groups via our

Health and Wellbeing During Coronavirus
(COVID-19) survey, email, telephone and

video call.

However, by being part of the People
Helping People Scheme, we not only had the
privilege of helping local people, but also a
unique opportunity to engage and to share
personal shielding journeys and experiences
of Covid-19.

Timeline

o March -the Government announces lockdown

in the UK and Healthwatch Cheshire commence

home working and stops face to face engagement.

An opportunity arises to support Cheshire East Council’s
People Helping People Scheme and Healthwatch
Cheshire help 6 people with shopping and support
phone calls.

. April - 5 members of the Healthwatch Cheshire
Team volunteer to support the People Helping People

&1 Scheme alongside their usual role, helping 40 different
people with 79 requests Requests are received on an ad hoc basis
depending on need.

e May - Healthwatch Cheshire liaise with Cheshire East Council’s People
Helping People Scheme to organise a set cohort of clients to aid continuity.
14 clients are allocated to 2 members of staff, supported by 3 Healthwatch
Volunteers.

e June - Healthwatch Cheshire continue to support regular clients each week,
establishing good relationships and offering signposting, support chats and
phone calls, alongside essential tasks such as shopping and prescription
collections.
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e July - Shielding to be discontinued on 315t July. Healthwatch liaised with
People Helping People to begin a programme of step - down support to
regular clients. Farewell conversations took place and feedback obtained.
The last tasks were completed on 24t July. People Helping People
contacted clients to offer on-going support.

Summary of Healthwatch involvement in People Helping People

> Who helped? - 5 members of Healthwatch Staff and 3 Healthwatch
Volunteers

» How much support was given? - 305 hours
> How many tasks were completed? - 338 tasks

Number of Community Response Tasks Completed by
Healthwatch Cheshire

¢

= Shopping (162) = Prescriptions (38) = Support Phone Calls (37)
= Door Step Chats (83) = Miscellaneous (18)
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Who did we support? Where did we shop?

e People over 70 years of age Shopping was by far the most

e People and families of all requested task. Where possible
ages with a wide range of we shopped according to people’s
medical conditions including preferences and budgets. These
asthma, chronic obstructive were the main shops we used:
airways disease, heart e Asda
conditions and kidney disease e Tesco

e People with physical and o Aldi
learning disabilities e Morrisons

e People with mental health ¢ Home and Bargains
conditions

A 8

Comments from people about Healthwatch
Cheshire’s Support

“I am very grateful for the help. “The scheme has literally saved my
life. | am at high risk of the
coronavirus and had no one else who
could help. | would have had to go
out and risk my health to shop if |
hadn’t had this support.”

| was worried how | was going to
manage but feel reassured that | will
now have the food and essentials that |
need to get by.”

Than y ou for all of y O.u r help and “Thank you so much for doing my
service it has been brilliant. . .
shopping for me and the kids.

You helped me at a very difficult time
and kept me going. Very supportive,
friendly and kind too.”

I will miss you; you have become a
lovely friend.”
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“Thank you so much for
helping my family”

“I am so grateful to
Healthwatch and the
Healthwatch Volunteer for
the way they have shopped
for me and for the chats at
the front gate. They have
been truly wonderful and |
thank them so much.”

| think you are very brave to
go out to the busy
supermarkets during covid-

19 and want to thank you for
doing this for us.”

“Just to say thank -
“Thank you. you for all he help

during lockdown.
Thank you again”

“Thank you to the
team at Healthwatch
for all your help and
support.”

It has really helped having
someone to shop for me
and my young family during
shielding.”

Comments from People Helping People

“A massive shoutout to Healthwatch Cheshire for
their incredible support.” - Joe Cosby,
Community Development Officer (People Helping
People)

“A client asked me to document how amazing his
volunteer has been. He said he couldn’t sing her
praises her enough. She has helped him when he
needed it most.” - Hannah Marr, Community
Engagement and Project Officer (Crewe Town
Council)

“Thank you for your help. You’ve clearly made a
difference to some very vulnerable people.” -
Mark Gleave, Wellbeing Project Manager
(Healthbox CIC)
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Healthwatch Cheshire Volunteers

Supporting the People Helping People Scheme provided a great opportunity for 3
young Healthwatch Volunteers to gain new skills whilst making a difference to
people in the local community.

New Healthwatch Volunteer Ryan Langley gave 70 hours of his time to
complete nearly 50 shops, and said:

“I have been glad to volunteer for Healthwatch Cheshire. Not only does it provide
the motivation to get up and get going in the morning, it also gives you the
satisfaction that you have been able to help others during these difficult times.”

David Crosthwaite, Healthwatch Volunteer Coordinator said:

“I thought the assistance provided by our young volunteers was fantastic,
highlighting incredible commitment to helping their community and engaging with
clients in a friendly manner which broke down any communication barriers.”

We would like to thank our 3 Healthwatch Volunteers -

Brodie, Ryan and Lucy

Who volunteered 170 hours of their time and helped with 110 shops.

A day in the life of Healthwatch Cheshire’s Community Response -

It has been my absolute pleasure to be able to support
Cheshire East Council’s People Helping People Scheme &
as part of my role as a Community Engagement and
Project Officer for Healthwatch Cheshire. As a local
resident, | really wanted to help and support my
community during the unique and challenging times of
the coronavirus pandemic, and volunteered as soon as
lockdown commenced.

A few days later | was signed up and ready to go, and
made my first phone call to see how | could help. | soon
discovered that my help was very much needed as the
person | rang had no light and needed light bulbs, also
an electric top up and food shopping. The reality of what it was like to have to shield
during Covid-19 suddenly felt very real, and | was more determined than ever to
support people who needed help with these essential community tasks.

At first it was rather daunting going out every day to shop or to collect prescriptions
for people as the roads were deserted, the queues were long and the experience of
visiting shops and pharmacies was completely different to that prior to Covid-19.
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| was stopped by the Police on my second journey as
only essential travel was allowed at that time, but
fortunately was armed with a Key Worker letter from
my employer and was allowed on my way.

People stood quietly in long queues and at a social
distance, and you had to wait, often for long periods (a
2 hour wait outside one pharmacy), before staff or
security allowed you to enter. The atmosphere often
~ felt anxious and tense as people grappled with the
pandemic; social distancing, queues, bare shelves,
staff dressed in PPE, fear of catching the virus and the
new and rather strange ‘normal’. Each task took so
much longer than anticipated and hand sanitiser became your new best friend (|
used 6 bottles during 17 weeks). Once home, careful handwashing, wiping everything
down with antibacterial wipes and hoping that you hadn’t contracted the
coronavirus, became my daily routine.

As time passed, the routine became more familiar and less anxious and staff at
supermarkets started to recognise me and to chat and say hello. After a while | was
given a regular group of 7 people to support each week, and this worked really well
as we established a good routine, shopping on a set day and at a supermarket of
individual choice that suited my clients. We developed a really good rapport over
the weeks and months of weekly phone calls and visits to drop off shopping and
prescriptions, and | was only too aware that | was often the only person they would
see from one week to the next.

From a safe social distance, often the garden gate or front door, | was privileged to
share many personal Covid-19 journeys and to gain a real insight into the challenges
faced during shielding. | came to really care for my clients and their families and
took every opportunity to stop and chat, to listen to their experiences and to sign
post to information about Covid-19 and any local services that might be of help.

People shared family photos and videos, experiences of using health and care
services, their frustration at being isolated, concern about their children returning
to school, about using local public transport, and about going out again once
shielding ended. | was able to share the joy of one of my clients who lived alone and
had at last been able to form a ‘bubble’ with a family member, and another who’s
son won ‘pupil of the week’ after creating a poster to commemorate VE Day out of
resources | had shared with them. | learnt that very small things, made a big
difference at this time like going in search of enclosed slippers for someone with
mobility problems who had tripped and fallen and who said that she felt safer once
she had the new slippers, and helping to get additional support phone calls via the
People Helping People Scheme for someone who was shielding alone and was
struggling with the isolation. Even shopping for pet food for people who were anxious
they might run out.
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As the end of shielding became imminent, we worked with People Helping People to
step down our volunteering, and farewell conversations took place. | received such
lovely feedback about the support Healthwatch Cheshire had given, and felt sad that
my time with my clients was coming to an end, but also hugely privileged to have
supported the scheme and what’s more, to have been supported by my employer to
be able to do this in work time. At times it was a hard and exhausting job, both
physically and emotionally, and sometimes even frightening when customers in
supermarkets forgot social distancing rules and lent over you to get something off a
shelf. But | will never forget this experience and the people | helped, and how
powerful People Helping People really is.

Alison Langley - Community Engagement and Project Officer, Healthwatch
Cheshire.

“l thought the process when Healthwatch Cheshire took
responsibility for a number of clients worked really

well. Engaging with the people we were supporting by being
friendly, professional and doing exactly what we said we could
do.

| ensured that people | held responsibility for where contacted

on the days they preferred and at an agreed time. This provided
reassurance. | gave them information about Healthwatch
Cheshire and this led to one client volunteering and another
considering volunteering.”

David Crosthwaite - Volunteer Co-ordinator, Healthwatch
Cheshire

What people told us about their experiences of shielding

As well as completing essential tasks such as shopping and
prescription collections, volunteering for People Helping People
gave Healthwatch Cheshire a unique opportunity to engage with
the local community during the pandemic. We listened to people’s
experiences, fed back their views, and offered support and
signposting.

» A person was concerned as they had heard that buses had cordoned off the
disabled space at the front of the bus due to social distancing - Healthwatch
called the bus service and were able to confirm that there was still a space
for wheelchairs and electric scooters on the bus.

» We heard how shielding in isolation can be very difficult, and can challenge
mental wellbeing - Healthwatch contacted People Helping People to arrange
for additional volunteer support phone calls, and signposted to on-line
support services and activities.
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> A person said they would like to join some local groups for people with
disabilities when shielding ends - Healthwatch signposted to the Live Well
Website and shared details of their local Community Connector.

> One person had a blood test at home and didn’t feel that the member of
staff was wearing adequate PPE - the comment was shared on the
Healthwatch Cheshire East Feedback Centre, and was fed back anonymously
to the service provider.

Conclusion

The People Helping People scheme provided an excellent
opportunity for Healthwatch Cheshire to support local people and
also for new Healthwatch Volunteers to make a difference.

Healthwatch Cheshire’s Community Response helped to support
local people (deemed vulnerable to the coronavirus) with essential
tasks at a time when they needed it most. The feedback received
was very positive and reflected appreciation not only for completing
the tasks but also for the friendly, regular contact, support and
signposting that was given.

It was a unique, hands on experience for Healthwatch staff and
volunteers who otherwise would have been unable to engage in
person due to the pandemic.

Our only recommendation from being part of the scheme is that it
would have been useful to have an information leaflet or flyer to
give to people when we handed over our volunteering tasks,
including information on continuing support if required.

Healthwatch Cheshire would like to say thank you to Cheshire East
Council, for the opportunity to be part of People Helping People,
which enabled them to understand first hand, the challenges faced
by local people who were vulnerable or isolated.
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