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Message from our Chair and CEO

We are delighted to present our Annual Report for 2023 - 2024; a year
which saw the impact the voice of local people can have on the
development of local health and care services across Cheshire.

This year has provided many challenges to our health and care systems and we
have continued to travel into our communities, to ensure we hear the
experiences and views of local people regarding health and care services, often
connecting with those that others find harder to hear. By attending events and
support groups and visiting people in their neighbourhoods, we have engaged
with the diverse range of communities we serve, hearing directly what matters
to them. Our team of staff and volunteers have listened, shared knowledge, and
signposted people to help them find the services they need.

This year people have shared with us the impacts of a range of issues including:

»3

. Accessing GP services Lynne Turnbull

. Finding an NHS Dentist and/or emergency dentistry support. Healthwatch Cheshire
. Quality of services in hospital settings East Chair

. Waiting times for mental health services

. Experiences of residential and nursing homes

. Experience of urgent and emergency care

Our team share these insights with service providers at all levels, influencing
decisions and helping to make real improvements to the services local residents
receive. We present people’s views and experiences at local level, attending all
Care Community and Community Partnerships meetings and at board level,
sitting alongside NHS and Local Authority leaders as they make strategic
decisions for the future.

Louise Barry
With Accident and Emergency departments continuing to be stretched and CEO of Healthwatch

corridor care remaining an issue, we visited the three main A&E departments Cheshire East
across Cheshire to gather people’'s experiences in real time. We are encouraged

that all hospital trusts we visited committed to changes based on our

recommendations, with action plans in place to help improve patient

experience.

With the variety of work we do, nothing could be achieved without our hard
working and dedicated team of staff and volunteers, who bring a wealth of skills,
experience and knowledge. Their passion for helping people and improving their
experience of health and care services is evident in all they do and we are
proud of all their commitment and activity.

We look forward to another impactful year ahead, and to working in partnership
with both people and services to ensure local voices are heard and acted on.
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Statement of support from Cheshire
East Place and Cheshire East Council

69

Healthwatch are one of our most important local partners and in reviewing 2023/24, | am incredibly
grateful for the contribution they have made to ensure full patient and public engagement in our
work. Healthwatch are uniquely placed both to work collaboratively but also to hold us to account,
and this is a role they have discharged fully. In particular, reports of their visits (to emergency
departments for example) bring the patient and public perspective into the heart of our work. This is
particularly important at the present time, and | am grateful for their continued efforts.”

Mark Wilkinson, Cheshire East Place Director

69

Cheshire East Council and Healthwatch have continued to strengthen their approach to partnership
working through 2023/24. In independently reviewing heaith services across Cheshire East,
Healthwatch ensures that the voice of Cheshire East residents and their experience of using services
across the borough is heard. Through the Cheshire East Health and Wellbeing Board we are able to
work in partnership to ensure that the voice of our residents are heard as we work to shape the
future of health and wellbeing in Cheshire East, and as deputy chair of the health and wellbeing
board, Healthwatch are at the heart of ensuring that the future of health and care in Cheshire East
delivers the best outcomes for people.

The work done by Healthwatch in reviewing services and consulting with the residents of Cheshire
East is valued year after year, and it has been incredibly helpful in the development of our new Joint
Health and Wellbeing Strategy and Blueprint for the health and care system in Cheshire East. We look
forward to the ongoing collaboration that the future brings..”

Dr Matt Tyrer, Director of Public Health, Cheshire East Council
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About us

Healthwatch Cheshire East is your local health and social care
champion.

We make sure NHS leaders and decision-makers hear your voice and use your feedback to improve
care. We can also help you to find reliable and trustworthy information and advice.

Our Purpose:

To be an independent voice with the people of Cheshire,
helping to shape and improve local health and care
services.

N7
Our Principles: :
Work in partnership to act as a strong, local consumer

voice, making a difference to health and care provision
for the people of Cheshire R (q

Gather the views of the people of Cheshire

Provide a platform from which diverse and seldom heard
voices from across Cheshire can be heard

Set the standard for excellent public engagement

Ensure that all people have timely and good quality
information and advice

Establish and use networks and public engagement to
gather meaningful and robust local insight and
intelligence

Provide constructive checks, balances and challenge to
service planners and providers

Provide Independent Complaints Advocacy Service
(ICAS) using feedback for insight and intelligence
regarding patient choices and concerns.
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Healthwatch Cheshire East’s
yedar in review

Reaching out:

3,321 people

engaged with us for advice; information about topics; to share their &
experiences and to assist their decision making. e

811 people

shared specific experiences of health and care services with us, helping to
raise awareness of issues and improve care.

Making a difference to care:

about the improvements people would like to see to health and care services.

We published m
20 reports Q 8 g
Our reports that received most attention included:

Macclesfield A&E Watch, Leighton

Hospital A&E Watch and our range of
Enter and View reports.

Health and care that works for you:

We're fortunate to have

65 0

outstanding volunteers who gave up 172 hours to make care
better for our community.

We're funded by our local authority,
Cheshire East.
In 2023 - 24 we received

£151, 126 a small team of staff

who help us carry out our work.

We currently employ

which is the same as the previous year.
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How we've made a difference

this year

@B

The views and experiences of diverse
communities we collected helped to
inform Joint Strategic Needs
Assessments (JSNA) across Cheshire
East.

Our local feedback has influenced the
development of the Cheshire and
Merseyside Dental Recovery Plan, aiming
to give better access to dental services.

111

Based on experiences people

shared with us during our A&E

Watch, Macclesfield Hospital
embarked on an improvement plan.

Changes to CCICP's Ambulatory Wound
Care service were made following our
report last year resulting in
improvements to patient experience.
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We've shared the experiences of care
home residents and their friends and

family with leaders to help improve
services in the future.

The wealth of information people shared
around access to GP services has
informed the Primary Care Access

Recovery Plan.

O
()

Patient experience of Accident and
Emergency at Leighton Hospital has
improved following our A&E Watch.

/4
Z

People who receive direct
payments shared their views and
ideas for change with Cheshire
East Council representatives,
informing their new policy.



Your voice heard at a wider level

We collaborate with other Healthwatch to ensure the experiences of
people in Cheshire East influence decisions made about services at
Cheshire and Merseyside Integrated Care System (ICS) level.

During the last 12 months, the nine Cheshire & Merseyside (C&M) local Healthwatch have continued to
work together to provide a strong voice for the 2.5 million people who live, work and use health and care
services across our region. We have collaborated on a wide range of issues, enabling the Cheshire &
Merseyside Integrated Care System (ICS) to hear what matters to local people across our footprint
enabling them to make informed decisions about the provision of health and care services. Weekly
meetings are held between Healthwatch leads to ensure we provide a collective voice when
collaborating with ICB leaders based on the information people tell us locally.

We have consistently highlighted the dental shortage locally and were delighted to
see the agreement of a Cheshire and Merseyside Dental Recovery Plan to start
addressing some of the challenges facing people in accessing appropriate dental
services. Healthwatch are part of the Dental Recovery Board which means we can
continue to influence improvements to people’s experience of dental services in the
future.

The nine local Healthwatch have heard about the challenges people currently face in
accessing GP services. We outlined the improvements people would expect to see in
the Primary Care Recovery Plan, based on feedback received collectively. The plan
was agreed by Cheshire and Merseyside Integrated Care Board (ICB) and we will
investigate to find out if the plan is making a difference to patient’s experience in the
year ahead.

Many people have been experiencing long distressing stays in corridors of A&E
departments. Healthwatch have been sharing feedback on how this impacts
patients and helped produce a ‘Patient Experience Assessment Tool' for Accident and
Emergency Corridor Care. While the top priority has to be ensuring patients don't
need to receive their care on corridor trolleys, the checklist aims to maintain safety
and dignity as much as possible while corridor care remains a sad reality.

“We are fortunate to have a really strong Healthwatch network in Cheshire and
Merseyside. In 2023-24, our nine local Healthwatch organisations continued to
play an influential role in the work of both NHS Cheshire and Merseyside and our
wider Health and Care Partnership — as an equal partner and constructive critical
friend.

|, personally, really value the vital contribution that each Healthwatch organisation
- and the wider Healthwatch network - continues to make to our Integrated Care
Board, our nine Place Partnerships, and many important programmes of work.

Most important of all, remains the unique value that the Healthwatch network
brings in connecting system partners to people’s views and experiences of the
health and care services that we provide - in doing so helping us to identify and
implement improvements.”

NHS Cheshire and Merseyside Chief Executive, Graham Urwin
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Listening to your experiences

Services can’t make improvements without hearing
your views. That's why, over the last year, we have made
listening to feedback from all areas of the community a
priority. This allows us to understand the full picture, and
feed this back to services to help them improve.
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Improving patient experience of emergency care

In June we carried out an A&E Watch and Enter and View visit at Macclesfield
Hospital, observing activity whilst gathering the views of patients on their
experience of the Accident and Emergency Department. People shared their views
over three days, providing an insight into what’s going well and what improvements
could be made.

The reports that followed were welcomed by senior leaders and governors, and our recommendations
developed into an action plan by the divisional and departmental leads. We were delighted to see the
actions taken forward, which are having a positive impact on the experience of people who access the
service.

What did you tell us about your experience of A&E?

- Over three quarters of respondents (78%) thought the service they received in A& was good
or excellent

+ Positive themes included the service they received from the staff and the speed of being
seen by triage

+ Negative themes included long wait times, not being kept informed of what's happening and
general facilities

« Over half (67%) said they had been kept informed of their wait time whilst in A&E and 70% said

they had been kept informed of the treatment and care

What difference did our visit make?

Thanks to the action plan, Macclesfield Hospital have committed to:

» Non English speakers being welcomed to the hospital with a sign displayed in a variety of
languages, sharing information on how to ask for interpretation services.

+ Improved signage outside the hospital to direct people to the Accident and Emergency
department.

+ A screen displaying waiting times in the reception area.

* Improving people’s privacy by only asking pertinent questions when booking someone in at
reception and ensuring doors are closed in triage during sensitive conversations.

Thank you for the Enter and View report following your visit to Macclesfield Hospital and the
recommendations that you have suggested. We have reviewed all of your
recommendations and will action accordingly to enhance the patient experience within our
department. The recommendations have been collated into an action plan and plans to
complete by the end of October 2023. The progress will be tracked through our Urgent Care
and Directorate Quality Committee to ensure all actions are completed. We are very pleased
with your observations and appreciate the comments on what is working well within the
Department.”

Kate Daly-Brown, Director of Nursing and Quality, East Cheshire NHS Trust
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Leighton Hospital taking action following patient
feedback

Our visits to Leighton Hospital in November 2023, gave us time to observe the busy
Accident and Emergency department and the Same Day Emergency Care Unit
(SDEC), speaking to patients about their experience in real time. As a result of the
visit, an A&E Watch report and two Enter and View reports were published and
recommendations forimprovements made.

The leaders of Leighton Hospital welcomed the reports that followed our visits and were quick to take
action to improve the patient experience. Some of our recommendations complemented and
reinforced work already planned to take place, with additional recommendations taken on board and
actioned quickly.

What actions have been taken?

Since our reports were published, Mid Cheshire Trust have created an action plan and committed to:

+ The Same Day Emergency Care (SDEC) unit opening seven days per week, helping to alleviate the
weekend rush in the Accident and Emergency Department

« Further collaboration with East Cheshire Trust (Macclesfield Hospital), sharing best practice to help
meet the needs of local residents

+ Displaying GP and local Pharmacy opening hours in the reception areq, to encourage people to
seek alternative advice for non urgent treatment

+ Confidential conversations taking place in appropriate rooms rather than at the reception area to
ensure greater privacy and dignity.

Once again, we would like to extend our thanks to the team for the time they spent with us,
our staff and our patients. We value Healthwatch’s understanding of the busy and
challenging nature of our emergency department and appreciate their respect for the role
of our staff and our patients’ dignity. The delivery of urgent and emergency care at
Leighton Hospital, like other departments up and down the country, is under immense
pressure, and these challenges are reflected in some of the experiences that the
Healthwatch representatives encountered, particularly with regards waiting times and the
high volumes of people needing our care. We are proud of the work we do, but, in our
ambitions to be a listening organisation it is essential that we use the feedback we hear to
act and make positive changes for our staff and the communities we serve. This report,
along with other insight and intelligence we receive about our services will be used to make
changes and improve our care.

Actions that will be taken following this report will be aligned to the commitments we have
made in our Quality Strategy in order to challenge us all to collectively focus on improving
outcomes and experiences.

Through our long-standing record of effective system working with Healthwatch | am
confident throughout the year we will be able to reflect how we’re continuously improving
in response to this feedback.

With our thanks to the Healthwatch team.”
lan Moston

Chief Executive Officer

Mid Cheshire Hospitals NHS Foundation Trust
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Meeting local residents’ wound care needs

In July 2022 Healthwatch Cheshire undertook an independent review of Central
Cheshire Integrated Care Partnership’s (CCICP) six Ambulatory Wound Care
clinics. The service had recently transferred to CCICP and they were keen to gain
independent feedback from patients and staff to ensure they were meeting the
needs of local residents.

In November 2023 we revisited the four Cheshire East clinics based in Crewe, Nantwich, Sandbach and
Alsager, to check on progress made and revisit the experience of patients and staff one year on.

What did we find?

This community service is valued, bringing care closer to home in locations easier to get to than
hospital settings. Patients continued to rate their experience of the service overall as good or very
good with staff particularly highly praised. The majority of patients told us that the clinics were all very
clean and the vast majority of staff were seen washing their hands before treatments. Patients told us
that staff members clearly introduced themselves and they received good and appropriate advice

and information to support them with their wound care.

What difference did this make?

CCICP Service Managers valued our reports and were able to make improvements to the service based
on our feedback. This was evident in this year’s results.

« Al patients said they felt involved in their care (an increase of 11% from last year)

*  94% of patients said they are able to make appointments that are convenient to them (an increase
of 15% from last year)

« Al staff members said they work well as a team (an increase of 11% from last year)

+ All staff are now aware how to request an interpreter if required and feel they have sufficient time to
provide quality care within the clinic environment (both up 43% compared to last year)

« Al staff have the equipment and dressings they need to provide evidence based wound care (last
year 85% answered ‘somewhat; this year all felt equipped)

Many thanks to Healthwatch for repeating this exercise and a thorough report.
The report demonstrated positive developments since the service transferred
and since the previous survey. The opportunities identified within the report to
further improve, such as around our estates, will be picked up and taken
forwards.”

Pip Morrant Director of Community Services, Central Cheshire Integrated Community Partnership

“This is an excellent service, quick appointments and patient and friendly

treatment. Thank you so much.”
Feedback from patient attending the Ambulatory Wound Care clinics
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Three ways we have made
a difference in the community

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

Helping to support the East Timor Community

Hearing personal experiences and ideas for improvement directly from those
who are affected can help improve the way services operate day to day.

During the last year we have established relationships with the growing East Timor m
community, gaining insight into the challenges they face when accessing health 8

and care services.

The barriers to care were taken on board by the East Timor Community Steering
Group, with steps put in place to have a signposting guide translated into Tetum
and additional translation services within GP practices.

Helping services to connect with people in need

A service can be provided to those in need, but without the knowing it’s there,

attendance can sometimes be poor. Q
Healthwatch Cheshire East attended an outreach clinic for asylum seekers, helping

to provide the care they need within their hotel setting. The clinic was poorly Q
attended with two district nurses on site to offer help and care. We contacted the

local Care Community Support Manager who, after investigation, found residents

were unaware of the service. Thanks to communication improvements, numbers
have grown and more residents were able to get health checks and advice they
needed from the outreach team.

Improving care over time

Change takes time. We often work behind the scenes with services to raise issues
and bring about change.

Through the feedback we receive and our involvement on a range of forums, we
know that discharge from hospital continues to be a challenge. Over this year we
have been involved in discussions about both reablement services, and discharge
to assess. This has led to planned work and reports for 2024 -2025 based on
people’s experiences.

Additionally, we know that good access to diagnostic tests at locations people can
get to is vital for improved health and wellbeing outcomes. This year has seen us
provide challenge to delivery partners to ensure they are basing planning design
and decisions around people’s lived experiences, rather than making assumptions.
The impact of this is that we are now working alongside the C&M diagnostic team
to gain a stronger understanding of the impact of some aspects of diagnostic
services in the first instance.
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Hearing from all communities

Over the past year, we have worked hard to make sure we hear from
everyone within our local area. We consider it important to reach out to
the communities we hear from less frequently to gather their feedback
and make sure their voice is heard, and services meet their needs.

This year we have reached different communities by:

+ Developing our Enter and View programme to ensure we hear more from care home residents about
their experiences of health and care

« Connecting with asylum seekers, refugees and the homeless to hear about their access to services
and offer signposting opportunities

+ Listening to those with learning disabilities and their parents and carers, in a number of ways,
including regular attendance at the Learning Disabilities Partnership Board, Parent Carers Forum and
Carers Trust, as well as during day to day engagement.
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Enriching lives through community connections

This year we’ve continued to play an active role in all Care Communities and
Community Partnerships across Cheshire. Our relationships with statutory services
and support groups at a local level, have helped us to connect people from all
communities with services which can enrich their lives.

We've been able to share insights directly with those who support our community day to day, helping to
meet the needs of others by providing key information and ideas for improvement.

Older members of the Crewe Community expressed their concerns about the digitisation of GP
appointments at a local surgery during an engagement at the Crewe Senior Forum. Thanks to our
connections with the Crewe Care Community Manager and Clinical Lead we were able to share their
views directly, reinforcing the need to have alternative plans in place for those without online access.
Feedback was welcomed and the surgery asked us to reassure the group that they would still be able
to access the surgery via other communication channels.

With people reporting that access to primary care for older people has become more challenging,

feeding information to local residents via outreach and engagement means that key messages can
be clearly and directly shared to numerous people, resulting in people telling us they now have more
confidence in getting in touch with GP Practices.

Improving the quality of food for asylum seekers

Healthwatch Cheshire East have regularly connected with asylum seekers, helping
them to understand the health and care system whilst hearing their experiences
and views of local services.

The quality of food was a theme which arose during our conversations and thanks to our connections with
professionals working within services, we were able to secure positive outcomes for those involved.

+ Our signposting helped a woman who was concerned about her daughter’s health. She had
been losing weight due to the quality and style of the food in the hotel and with no cooking
facilities, her mum was unable to prepare anything for her. Healthwatch Cheshire East
connected the local Social Prescriber, who was supporting the family, with the Cheshire East
Partnership Meeting Lead who then went on to investigate her case. Menu changes were
discussed and implemented, and after a period of time, the family were rehoused in
accommodation with cooking facilities, allowing the woman to cook for her daughter and
improve her health.

+ A number of asylum seekers we visited complained about the food available to them
(particularly at lunchtime), lacking healthy options with limited variety and no alternatives to buy
or cook for themselves. Healthwatch Cheshire East raised these concerns with the Medical

Outreach Team from Crewe’s Care Community and at the following Cheshire East Partnership
meeting. These concerns were fed back to the hotel provider and acknowledged, and a new
improved lunch time menu was implemented to better meet the residents’ needs.
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Advice and information

If you feel lost and don’t know where to turn, Healthwatch is here for you.
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 an NHS dentist, making a complaint or
choosing a good care home for a loved one — you can count on us.

This year we’'ve helped people by:

Providing up-to-date information people can trust
+ Helping people access the services they need
+ Helping people access NHS dentistry

Supporting people to look after their health during the cost-of-living crisis.
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Dental treatment for those in need

With access to dentists being a continued issue in the area, Healthwatch have been
able to help people get the appointments they need, when they need them.

Healthwatch Cheshire East, alongside our Healthwatch colleagues across Cheshire and Merseyside, are
fully integrated into the oversight of commissioning of services. This invaluable input gives us an
understanding of dental patients’ perspectives and experiences and supports decision making. In
addition, Healthwatch are regularly in contact with the Dental Team to ensure individual vulnerable
patients with identified clinical needs can access NHS dental care.

Thanks to our knowledge and links to the Integrative Care Board's Dental Team, we've been able to
signpost many people to dental practices which have been taking on new patients, some of whom had
been searching for over 12 months to find an available NHS service. In addition we've been able to link
with Cheshire and Merseyside ICB Patient Experience Team, helping those with more complex dental
needs to get the immediate treatment they need.

A man who had gum disease rang Healthwatch Cheshire East; following emergency treatment he

had been told he needed multiple teeth removing and bridgework to replace his lost teeth. He was
unable to afford private dental care and couldn’t find an NHS dentist who could help him. Thanks to
our knowledge and connections, we were able to find a dental practice to help.

“You have no idea how much | appreciate your help. I've been really struggling with my depression
and anxiety, then all the stress from my teeth and not getting help from anyone else. So please,
accept my thanks.”

Signposting to supporting services

Signposting is one of the many ways Healthwatch Cheshire East helps people to get
the care they need. There are many health and care services across Cheshire East,
but finding the right one for you can be difficult.

Our signposting activities take place via email, over the telephone and face to face whilst engaging with
our communities. Here are just a few examples of the people we've helped and the impact our
interactions have had on their health and wellbeing.

Healthwatch Cheshire East spoke to a woman during our Leighton A&E Watch who was with her
husband who had dementia and had recently had a stroke.. She was alone and didn’'t know of any
support that was available to her. We called her the following day to talk through the range of
options available, including the Cheshire East Carers Hub, the Thursday Dementia Club and Crewe
Stroke Survivors groups.

It's not only members of the public, who value our signposting service, professionals who work
within statutory services do too.

Healthwatch Cheshire East shared the details of a new CCICP Pulmonary Rehabilitation Group with
our network of service providers, charities and support groups. A local Practice Nurse contacted us,
as she was unaware she could refer non COPD patients to the service and was pleased her
patients could now access more support.

We were able to connect the Lone Parents Support Group (CLASP) with ‘Henry’ who provide early
start health talks about dental health. They had been looking for someone to visit their group to
give advice to parents and carers as tooth decay and dental health were one of their priority topics
for parents. The talk will help to inform parents and carers of the importance of dental hygiene and
help to prevent future dental problems.
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NHS Independent Complaints
Advocacy Service

This year we’ve helped people by:

+ Giving in-depth practical support to help them access the NHS Complaints
Procedure

+ Providing information to help them find out what stage their complaint is at within
the process

+ Signhposting to other organisations who can help
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NHS Independent Complaints Advocacy Service (ICAS)

ICAS offers telephone, online, and face-to-face support to help the people of
Cheshire to progress complaints in relation to any NHS service provision provided at
hospitals, GP Practices, dentists, pharmacies, opticians, and nursing homes.

This year 96 people contacted our ICAS service with concerns
over their NHS care or treatment:

32% were regarding GP surgeries. Themes included incorrect diagnosis, difficulty obtaining medication
(new or repeat), difficulty making an appointment, poor attitudes of staff, being refused services
including access to medical notes, sick notes, face to face appointments and an interpreter.

Hospital complaints made up 31% of contacts. Themes including poor quality of care of elderly,
misdiagnosis or failed to spot, poor communication staff to patient or service to service, feeling of not
being listened to and the time taken for a complaint to be answered.

Concerns over mental health services made up 14% of our contacts. Poor quality of care, issues with
medication, inaccurate information recorded on records, poor communication and staff attitudes were
the reasons for the contact.

7% of all contacts related to dentistry. Two-thirds were looking for help to find an NHS dentist after finding
themselves without an NHS dentist for a variety of reasons; they had been removed from the books for
low attendance, dentist had gone private, just moved to the area, had not been to a dentist for years
and now finding themselves needing emergency treatment.

4% of contacts were regarding pharmacy. Themes being dispensing issues; given unwanted medication,
refusing to provide medication prescribed or dispensing an inappropriate alternative.

Non-emergency hospital transport made up 3% of the contacts. Two thirds were regarding being unable
to access the service and were looking for alternatives. The remaining third was about the poor care
they had received.

66

| am hugely grateful for all of the help you've given me with this,
and particularly for supporting me during the process, as my
autism makes these types of things incredibly daunting for me.
Cheshire East resident who was supported to make a
complaint to their GP.

n

Looking for support with a complaint?

If you need help through the complaints process, or would
like to explore your options, you can find out more about
ICAS on our website:

\

www.healthwatchcheshireeast.org.uk/what-we-do/help-
making-a-complaint
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Volunteering

We're supported by a team of amazing volunteers who are at the heart
of what we do. Thanks to their efforts in the community, we're able to
understand what is working and what needs improving.

This year our volunteers:

Visited communities to promote their local Healthwatch and what we have to offer

Collected experiences and supported their communities to share their views

Carried out Enter and View visits to local services to help them improve

Reviewed a range of health and care documentation to ensure people could understand its content

Assisted with the national scheme Patient Led Assessments of the Care Environment within local
Acute Trusts.

20 Healthwatch Cheshire East — Annual Report 2023 - 2024



| decided to join Healthwatch Cheshire, as | saw it as an
opportunity to use the skills that | had acquired having
spent 44 years in Education. One of the best things is
being out there in the community, in care homes and
hospitals, talking and interacting with people, listening
to their views, observing what is going on and reporting

back in a constructive manner. \ v / :
We are ‘the voice of the people in Cheshire’ by asking b : 4 i “
them to relate their experiences and listening to their . v SN
s : : ' ' Liz Lawson
opinions then reporting this back to ‘the powers that be’. e
Volunteer

I had a career in Health and Social Care and became
passionate about older people’s service provision in
residential and nursing care. As a volunteer with
Healthwatch, completing Enter and View visits enables
me to ensure good practice is demonstrated and to hear
the thoughts of service users and family members.

| have been proud to be a volunteer with the
Healthwatch Team, to oversee good practice and
recommend improvement in the provision of services for
older people. Healthwatch makes a huge difference to
individuals, services and in the local community and

c . . Healthwatch
provides an opportunity to capture the views of people Cheshire Volunteer
who need their support.

Rhiannon Wilson

Do you feel inspired?

We are always on the lookout for new volunteers, so please get in touch today.

@ www.healthwatchcheshireeast.org.uk
% 0300 323 0006
) info@healthwatchcheshire.org.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.

ourincome

Income Expenditure

Funding received from LA to deliver £151,127 | Operational Costs £12,273

Healthwatch Statutory activities.

This figure includes funding for

Independent Complaints Advocacy

Service

Additional income £0 | Staffing Costs £119,892

Office Costs £10,854

£151,127 | Total expenditure £143,019
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Statutory statements

Healthwatch Cheshire CIC, Sension House, Denton Drive,
Northwich, CW9 7LU

Healthwatch Cheshire East uses the Healthwatch Trademark
when undertaking our statutory activities as covered by the
licence agreement.
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Next steps

Over the next year, we will keep reaching out to our local communities to ensure
people’s voices and experiences inform the design and delivery of health, care and
wellbeing services in their areas.

We will also work together with partners and our local Integrated Care System to help develop a culture
where, at every level, staff continuously strive to listen and learn from people and patients to make care
better.

Our top priorities for the next year are:
1. Primary Care access — including GP, dental and pharmacy.

2. Community Partnerships and Care Communities — ensuring plans include wide range community
voices in design and delivery.

3. Quality of discharge from hospital settings, and use of support to ensure care closer to home.

4. Board development.

69

"Over the last year, local Healthwatch have
shown what happens when people speak up
about their care, and services listen. They are
helping the NHS unlock the power of people's
views and experiences, especially those facing
the most serious health inequailities.”

Louise Ansari, Chief Executive at Healthwatch England
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The way we work

Involvement of volunteers and lay people in our governance
and decision-making

Our Healthwatch Board consists of members who work on a voluntary basis to provide direction,
oversight and scrutiny to our activities. Our Board ensures that decisions about priority areas of work
reflect the concerns and interests of our diverse local community. Throughout 2023/2024 the Board met
four times and made decisions on matters such as governance and maintaining the independence of
Healthwatch Cheshire East.

We ensure wider public involvement in deciding our work priorities.

Methods and systems used across the year to obtain
people’s experiences

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 using services. During 2023/2024 we have been
available by phone, email, provided a webform on our website and through social media, as well as

attending meetings of community groups and forums and general public face to face engagements.

We ensure that this annual report is made available to as many members of the public and partner
organisations as possible. It is shared with health and care services and commissioners, voluntary and

community organisations, and is also available for people in Cheshire to read on our website.

Responses to recommendations

There were no issues or recommendations escalated by us to Healthwatch England Committee, so no

resulting reviews or investigations.

Taking people’s experiences to decision-makers

In Cheshire East we take information directly to providers and to decision makers, including via the
Health and Care Partnership and Health and Wellbeing Board. We also give evidence to Scrutiny

Committees.

Insight and experiences are also taken to decision makers in the Cheshire and Mersey Integrated Care
System. The nine Cheshire & Merseyside Healthwatch Organisations are represented on the Integrated
Care Board (ICB), the Primary Care Commissioning Committee, the Quality and Performance
Committee, the Transformation Committee, the Women'’s Services Committee, subcommittees and
Task and Finish groups and the Health Care Partnership to ensure public voice is represented and

heard.

Individually we are each active partners of ICB groups at our own ‘Place’ level (Cheshire East in our

case).
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The nine local Healthwatch organisations have a trusted and effective relationship of over ten years. Our
processes for joint work, designed to fit local needs, allow us to work proactively and responsively to
ensure local people’s lived experience influences decision making. A Memorandum of Understanding
(MoU) has been written, and endorsed, by all nine Healthwatch organisations to underpin our joint work

and promote openness, honesty and flexibility.

Enter and view

This year we've enhanced our Enter and View Programme, incorporating the views and experiences of
the people accessing the services we visit. As well as giving a broader perspective, it has enabled us to
give more specific recommendations in our reports to help improve the services they offer.

This year we conducted 17 Enter and View visits across Cheshire East. We made 10 Enter and View visits
to care homes, gathering the views and experiences of 79 residents and their friends and family. These
included Twyford House in Alsager, Station House in Crewe and Carmel Lodge in Macclesfield

In addition we visited four Ambulatory Wound Care clinics in Crewe, Nantwich, Sandbach and Alsager,
investigating how the service has developed following our visit last year.

Our local hospitals remain a focus for us, with three Enter and View visits made to Macclesfield and
Leighton Hospital and its Same Day Emergency Care (SDEC) unit.

Our subsequent reports and recommendations were welcomed and have been a catalyst for future
changes and improvements.

Healthwatch representatives

Healthwatch Cheshire East is represented on the Health and Wellbeing Board by Louise Barry,
Healthwatch Cheshire CEO. During 2023/2024 our representative has effectively carried out this role by
using the insight and intelligence gathered by Healthwatch staff and volunteers, and submitted by the
public, to help shape and inform discussions and decisions. Of particular interest in this year have been

reports on our A&E Watch, wound care service and care home Enter and View visits.

Healthwatch Cheshire East is represented on the Cheshire and Merseyside Integrated Care Partnerships
by Healthwatch Cheshire CEO and Cheshire and Merseyside Integrated Care Boards by Cheshire and

Merseyside Healthwatch CEO representatives.
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h-althwatch

Healthwatch Cheshire East
Sension House

Denton Drive

NORTHWICH

CW9 7LU

@ www.healthwatchcheshireeast.org.uk

Qs 0300 323 0006
] info@healthwatchcheshire.org.uk

f Facebookcom/HealthwatchCE
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