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Healthwatch Cheshire

Making local voices matter
Shaping better health and social care services. Listening to people. Sharing insights.

Healthwatch Cheshire is the local independent advocate for the people of Cheshire
East and Cheshire West and Chester, helping to shape and improve local health, social
care and prevention services.

For the last 12 years, we've heard from tens of thousands of people across Cheshire,
sharing their stories and experiences of health and social care and giving suggestions
on how local services could be improved.

Our independence is central to who we are. While we work closely with the NHS, Local
Authorities and community services at a regional and neighbourhood level, our role is
to represent residents first and foremost. This allows us to be honest, constructive and
focused on improvement, providing challenge where needed and highlighting gaps in
provision. We are also able to highlight best practice and share when we receive
positive feedback.

Crucially, many residents choose to share their experiences with Healthwatch Cheshire
because it is independent of providers and commissioners, offering anonymity where
needed and the confidence their concerns will be treated impartially. Al comments
received through our feedback centre, telephone or outreach engagement are then
shared anonymously with providers.

Thanks to the valuable relationships and connections we've forged over the years,
we're able to bring independent local voice directly to the heart of decision making. We
ensure that health and social care in Cheshire is shaped around lived experiences and
what matters most to people.

“Your work has been instrumental in ensuring that the voices of people

9 across our communities—particularly those who are seldom heard—are
not only listened to but acted upon. Whether through your detailed
reports, community engagement, or your presence at our Board and
Committee meetings, you have consistently brought forward the lived
experiences that will help to shape better, fairer, and more responsive
services.”

Raj Jain, Former Chair, Cheshire and Merseyside Integrated Care Board
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Healthwatch Cheshire

The importance of independent voice

Following the announcement in June 2025 that Healthwatch would close as part of the
wider NHS reforms, The King's Fund published an independent review of Healthwatch,
The Future of Patient Voice: Learning from the Healthwatch model. Its findings speak
directly to the value of what local Healthwatch organisations like ours do every day.

The King's Fund found that independence was the most important factor in
Healthwatch's effectiveness, enabling trusted relationships with communities —
particularly those less likely to engage with statutory bodies — that other organisations
have been unable to replicate.

“..Healthwatch's independence has ensured it's been seen as
credible by communities and allowed it to influence improvements
effectively within the health and care system.

Local Healthwatch organisations have been able to build highly
effective relationships with local communities, including with those

who may have been otherwise less likely or able to put their voices
forward.”

The report raises the question of how “genuine scrutiny can be exercised if the function
responsible for capturing and reporting people’s experiences is embedded within the
very system it is meant to hold to account.”

It concluded that “whatever replaces Healthwatch must build on the core conditions
that enabled it to have a positive impact: a voice independent of government and
services; the capacity to gather unsolicited, varied and rich community insight,
including from seldom heard groups; and a geographical scale that supports both
local insight and system or national-level influence.”

The King's Fund / Healthwatch England, The Future of Patient Voice: Learning from the
Healthwatch model, March 2026.

Beyond individual service changes, our work supports a culture of listening and learning.
Decision-makers gain a clearer understanding of how policies and services affect
people in practice, while residents gain confidence that sharing their experiences can
influence and improve health and care services.

All our reports are published on our websites. You can find out more about the impact of
our work across Cheshire East and Cheshire West and Chester there.
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https://www.kingsfund.org.uk/insight-and-analysis/reports/learning-from-healthwatch
https://www.kingsfund.org.uk/insight-and-analysis/reports/learning-from-healthwatch
https://healthwatchcheshireeast.org.uk/what-we-do/
https://healthwatchcwac.org.uk/what-we-do/
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The difference we make

Our unique role means we can listen to people then share insights directly
with those who run and improve services, making local voices matter.

Here are some of the ways we've made a difference..

We've helped to improve GP access
and responsive care based on
feedback from thousands of local

people’s experiences across

Cheshire and Merseyside.

flnsights from our annual Enter and
View and A&E Watch visits at the
Countess of Chester, Leighton and
Macclesfield Hospitals resulted in
improvements - recent focus has
been on the care, comfort and
dignity of patients located in 5

©
corridor or temporary areas. |D tII_I
OND

N\

Despite Covid restrictions stopping
all Enter & View visits to care
homes, Healthwatch Cheshire
ensured residents’ experiences
could not be ignored—gathering

hundreds of surveys that ©

brought urgent issues

about safety, wellbeing
and daily life to light.

-
We helped to shape drugs and

J

Through our partnership work in
Cheshire East, members of the East
Timor community have improved
access to health and care services
specific to their needs, improving
their wellbeing

and raising awareness of

available support.

Our insights helped the Cheshire
and Merseyside Endoscopy Network
reduce the number of missed
appointments within endoscopy

units across the area. o
U o

U
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alcohol services in Cheshire West
and Chester with the findings and
recommendations from our
Impacts of Drugs and Alcohol
report.

Through proactive outreach along
Cheshire’s waterways, we
connected boaters with health and
care services, breaking down
barriers that make accessing care
more difficult for this often-hidden
community.

Informed by patient experiences,
our dentistry work supported the
Cheshire and Merseyside Dental
Improvement Plan 2024-26 to help
improve access to routine

and urgent NHS dental care.

Independent. Impartial. Insight-led.


https://healthwatchcwac.org.uk/wp-content/uploads/2025/07/Healthwatch-CM-Final-Report-Published-23.07.pdf
https://healthwatchcwac.org.uk/wp-content/uploads/2025/07/Healthwatch-CM-Final-Report-Published-23.07.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/07/Annual-Report-Healthwatch-Cheshire-East-2024-25.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/07/Annual-Report-Healthwatch-Cheshire-East-2024-25.pdf
https://healthwatchcwac.org.uk/wp-content/uploads/2021/07/Healthwatch-Cheshire-Care-Home-Survey-Report-July-2021.pdf
https://healthwatchcwac.org.uk/wp-content/uploads/2026/02/Countess-of-Chester-Corridor-Care-EV-20-January-2026.pdf
https://healthwatchcwac.org.uk/wp-content/uploads/2024/09/Published_HW_Drugs_Report.pdf
https://healthwatchcwac.org.uk/wp-content/uploads/2024/09/Published_HW_Drugs_Report.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/10/HW_diagnostics_report_Final_updateOct25.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/10/HW_diagnostics_report_Final_updateOct25.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/06/Final-Dentistry-Report-2801.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/06/Final-Dentistry-Report-2801.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/06/Final-Dentistry-Report-2801.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2021/07/Supporting-the-Boating-Community-Final-Report-May-2021.pdf

Our impact

There are many examples of the positive impact we have made for people accessing
health and care services across Cheshire. Two case studies below show how listening to
people’s experiences and sharing insights can make change a reality.

[ Case study : Improving A&E services and corridor care

In November 2024, Healthwatch Cheshire conducted an Enter and View and A&E Watch at
the Countess of Chester hospital. We observed and spoke with patients being cared for in
corridors, using the ‘Care and Comfort’ section of the Cheshire and Merseyside Corridor
Care Red Lines Toolkit.

+ The findings provided additional rich and detailed information beyond NHS Trust datq,
helping decision-makers improve emergency care services.

+ Based on our insight and intelligence, the Trust developed an action plan and we were
encouraged during further visits to see the resulting improvements to patient
experience.

“As a result of the Healthwatch visit and feedback, the ED improvement plan
has been reviewed and further strengthened.”

Jane Tomkinson, Chief Executive, Countess of Chester Hospital NHS Foundation Trust.

Case study : Improving patient access to diagnostic services

In 2025, Healthwatch Cheshire were commissioned to gain a better understanding of why
patients were not attending their scheduled diagnostics appointments (known as DNAs) in
Cheshire and Merseyside. Through this work we gained valuable insights, identifying both
system issues and personal barriers.

Our findings led to an immediate reduction in the reporting of DNAs across
the region (approx. 50 per month) which freed up appointments.

In addition, we:

+ Highlighted key factors such as fear and anxiety, late appointment letters, health
problems and communication challenges.

* Helped services better understand where support is needed.

+ Made recommendations which helped shape diagnostic services, improving access,
reducing missed appointments and ensuring patients received timely diagnoses and
treatment.

“The Diagnostics Non-Attendees in Cheshire and Merseyside Hospitals
report is a truly impressive piece of work and reflects a thorough, thoughtful
analysis. It is seldom that we get to speak to patients who don’t attend for
their appointments and so obtaining their feedback on how we can do
better is gold dust, we simply would not have been able to do this without
your support and ability to connect with patients.”

Tracey Cole-Wetherill, Cheshire & Merseyside Endoscopy Network, Diagnostics
Programme Director

Dr Ash Bassi, Cheshire & Merseyside Endoscopy Network, Clinical Lead
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https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://network.healthwatch.co.uk/guidance/2019-04-03/how-to-tell-strong-story
https://healthwatchcwac.org.uk/what-we-do/enter-and-view/nhs-services-enter-and-view/
https://healthwatchcwac.org.uk/what-we-do/our-reports/
https://healthwatchcwac.org.uk/wp-content/uploads/2025/10/HW_diagnostics_report_Final_updateOct25.pdf
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What makes us unique

Our independence, reach across communities and credibility has been built over
many years. We are trusted to represent the public because we are rooted locally,
informed by real experiences, and focused on improving health and social care for

everyone.

+ We actively seek the views of people
whose voices are often overlooked,

needs, experiences and concerns.

E®U gathering real-time insight into people’s

«  We turn what we hear into evidence-based
insight, sharing feedback with those who
plan, commission and deliver services so

Listening to people and shaping that decisions reflect real needs rather than

services

69

assumptions.

“Thank you for being so kind. | do not know where | would be without
Healthwatch.”
May 2025, telephone call from Cheshire resident

“Healthwatch’s ground-breaking report on residents who have been
impacted by drugs and/or alcohol sheds light on the ripple effect that
can happen, how one person’s use of substances may not only impact
those closest to them, but the community as a whole. This insightful
report has had a profound impact on the way we think about

services.”
Helen Bromley, Director of Public Health, Cheshire West and Chester

«  We work alongside colleagues in each of
the health and care neighbourhoods

across Cheshire, bringing local voice to
O shape joined up care.
@ + Our staff and volunteers live and work
locally and are connected to the wider

Healthwatch collaborative, allowing local

Independent, Community and experiences to influence change at regional
14

Neighbourhood led

69
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and national levels.

An engagement visit to a local library sparked a conversation with a
woman who had been widowed, was feeling lonely and didn’t know
where to turn. Being part of the Community Partnership, meant we were
able to contact a local support group who could help. The woman was
reluctant to go alone, but thanks to our relationships we were able, not
only to share information about the group, but to arrange for someone
to meet her there.

A year on and she’s progressed from being a regular visitor to a key
volunteer, giving her a new lease of life and a network of friends.

Independent. Impartial. Insight-led.


https://healthwatch.brandstencil.com/
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What makes us unique

Our independence, reach across communities and credibility has been built over
many years. We are trusted to represent the public because we are rooted locally,
informed by real experiences, and focused on improving health and social care for

everyone.

Signposting and prevention

+ Alongside listening, we provide practical

advice and signposting to help people
navigate complex services and access the
right support at the right time.

By connecting people to support early, we
help improve wellbeing, reduce inequalities
and ease pressure on overstretched
services — empowering people to make
informed choices today that prevent
problems tomorrow.

“It's very important that there are services supporting people like

6 Healthwatch to signpost and raise awareness, | want to give my thanks
personally to Healthwatch staff.”

March 2025, Cheshire resident who attended an engagement event

The daughter of a man called us for help to find a dentist, as her dad'’s
dentures had broken and he was unable to eat. He'd received a quote
of £4,000 from a private dentist which was completely unaffordable.
Thanks to our connections with the Dental Team at the ICB, they were
able to find a dentist closer to home who could help him. Both father
and daughter were ‘over the moon!

Il
!

NHS Independent
Complaints Advocacy
Service (ICAS)

69

Cheshire West and Chester resident

Knowing how to raise a complaint and
exactly who to complain to when you have
an issue with health services can be
complicated.

Our ICAS advocates provide practical
support and information, with empathy
and understanding, to people who want to
make an NHS complaint.

“Thanks so much for the letter, it is perfect. Your help and support
with doing this has been pivotal and greatly appreciated. | would
have had to let this complaint go if it were not for your help.”

“Things have now moved forward, thanks for your help. Just
speaking to someone who seemed to understand my frustrations
made me feel that | was not being awkward and to keep going with

my complaint.”

The Value of Local Healthwatch

Cheshire West and Chester residents

Independent. Impartial. Insight-led.


https://healthwatch.brandstencil.com/

Why our statutory role matters

Our statutory roles ensure that the patient and public voice is not optional. It must be
considered alongside clinical evidence, financial pressures and performance data.

Healthwatch Cheshire CIC was established in 2013 following the introduction of the
Health and Social Care Act, 2012. These changes recognised that people who use
services should have a stronger, more consistent voice in how services dre designed
and delivered. Healthwatch organisations were created across England to fulfil this
role locally.

By being both independent as well as a valued partner of the health and care system,
we are able to act as a conduit between communities and decision makers - a
unique position which is highly valued. We hold individual organisations and systems
to account in a way that is distinct from NHS or Local Authority led engagement.

Our statutory roles include:

We use our legal power to ‘Enter and View’ health and social care
services, gathering evidence -based feedback and making
recommendations to providers. Findings are published on our websites
to help inform the public and shared directly with stakeholders.

Healthwatch Cheshire sits on Health & Wellbeing boards, Overview and
Scrutiny Committees, Joint Strategic Needs Assessments and many

more formal meetings across Cheshire, ensuring insight from residents
directly informs discussions at a strategic level.

Signposting and advising are key to our role. We help people navigate
the complex health and care system, ensuring those who seek advice
or share their experiences are provided with objective, impartial and
trusted advice to help them get the support they need.

by sharing their insights from a wide range of local residents regarding
health and wellbeing issues. This information has been invaluable in steering
and prioritising our collaborative public health approaches and has directly
influenced our Joint Strategic Needs Assessment and our Pharmaceutical
Needs Assessment. It continues to be a pleasure working with the
Healthwatch team, and we are grateful for their support in reaching out to
our residents, advocating on their behalf, and helping us all work together to
have a positive impact on the health and wellbeing of everyone across
Cheshire East.”

Dr Susan Roberts, Consultant in Public Health, Cheshire East Council

6 9 “We have been incredibly grateful to the Healthwatch team for supporting us
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Legislative Background

NHS

Reorganisation —
Act

1974

*Created Community Health
Councils (CHCs).

*Marked the beginning of
independent statutory services.
-Set a bl-year precedent for
public involvement.

Health & Social

Care Act Changes

2001

——- «Introduced Patient and Public
Independent Forums (PPIFs).
«Established Commission for
Patient & Public Involvement in
Health (CPPIH).

*Separated independent
complaints services from PPI
structure.

Local Government
& Public

Involvementin
Health Act

2007 ——=

+Created Local Involvement
Networks (LINks).

LINks gathered views, influenced
commissioning, and reported
feedback.

*NHS complaints support
outsourced to Carers Federation

— costly and ineffective. *Replaced LINks with

Healthwatch.
*Healthwatch became the
independent consumer
champion for health and social
"7 77 care.
+Established Healthwatch
England under the Care Quality
Commission (CQC).
«Expanded statutory functions:
enter and view services,
represent local views, make
recommendations, and support
Independent NHS Complaints
Advocacy
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Who we are and how we’re funded

Our team is made up of staff and volunteers creating a network across Cheshire,
enabling us to reach more people and access a diverse range of perspectives.
Some volunteers have been supporting us for twelve years and have a wealth of
knowledge and skills. Resource that takes years to establish and is valued beyond
measure.

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.

I [am )i 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
provides an opportunity to capture the views of people who need
support.

Rhiannon Wilson, Healthwatch Cheshire West Volunteer

Local Healthwatch funding flows directly from the Department of Health & Social
Care to Local Authorities. Healthwatch Cheshire is co-commissioned by Cheshire East
and Cheshire West and Chester Councils. One organisation running two Healthwatch
functions.

Our board, recruited from local residents, ensures that we use public funding
responsibly and transparently. Regular reporting, open communication and strong
relationships with partners help demonstrate the value of our work and the impact it
has locally.

Find out more about the work we do, the impact we have and our funding by reading
our |latest annual reports.

« Cheshire West and Chester
« Cheshire East

In a complex and pressured health and care environment, that is rapidly changing
and adapting to the growing needs of our neighbourhoods, the role of an
independent, trusted voice is more important than ever.

Healthwatch Cheshire helps ensure that the system remains focused on what
matters most - the experiences and wellbeing of local people.
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https://healthwatchcwac.org.uk/wp-content/uploads/2025/07/Annual-Report-Healthwatch-Cheshire-West-2024-25.pdf
https://healthwatchcwac.org.uk/wp-content/uploads/2025/07/Annual-Report-Healthwatch-Cheshire-West-2024-25.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/07/Annual-Report-Healthwatch-Cheshire-East-2024-25.pdf
https://healthwatchcheshireeast.org.uk/wp-content/uploads/2025/07/Annual-Report-Healthwatch-Cheshire-East-2024-25.pdf
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