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Healthwatch Central 
Bedfordshire (HWCB) exists  
to make health and care 
services work for the people 
who use them.
Everything we say and do is informed by our 
connections to local people. Our sole focus  
is on understanding the needs, experiences  
and concerns of people of all ages who use 
services and to speak out on their behalf.

We are uniquely placed as a national network, 
with a local Healthwatch in every local  
authority area in England.

Our role is to ensure that local decision makers 
and health and care services put the experiences 
of people at the heart of their work.

We believe that asking people more about 
their experiences can identify issues that, if 
addressed, will make services better.

We believe no one should  
be afraid to speak up...
because your opinion is as 
good as anyone else.
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I am very pleased to provide this 
introduction to our Annual Report for 
2015/16

Our role is to capture the voices and 
experiences of the users of health and 
social care services and channel these 
in such a way as to help influence the 
commissioning and provision of these 
services in Central Bedfordshire. I 
believe we have made great strides in 
this mission during the year, and this 
Report will highlight some of the great 
work we have done. I am proud of the 
achievements of HWCB, entirely due to 
the tremendous efforts of all our staff 
and volunteers. I should particularly 
like to thank Diana Blackmun, our 
Chief Executive, for her leadership in 
the organisation. 

“I am proud of the achievements of 
Healthwatch Central Bedfordshire”

 
The impact on our residents of the changes 
needed in health and social care services 
provides the template within which some of 
our priorities arise. We also recognise that we 
are part of a wider footprint for acute medical 
services and constantly seek to work with 
organisations with like interests to address the 
needs of the Central Bedfordshire public.

...the opportunity to help our residents 
to contribute to improving vital services 
is deeply rewarding.

 
The Central Bedfordshire area faces major 
challenges to improve the integration of its 
acute, community and primary care health 
services, and to ensure that these are fully 
aligned with social care and mental health 
provision – and are provided as close to home 
as possible. A number of special conditions in 
Central Bedfordshire add to the complexities 
of delivering services – for example, widely 
dispersed urban centres and extensive rural 
communities, and a rapidly rising population  
of the frail elderly. 

The task for us is huge: we have limited 
resources and the demands on us are high. 
However, the opportunity to help our residents 
to contribute to improving vital services is 
deeply rewarding. 

Looking forward, we will continue to build 
our capacity and contribution in all areas of 
our work including the development of Young 
Healthwatch and the continued use of our 
volunteers.
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Welcome to Healthwatch Central 
Bedfordshire’s Annual Report 2015/16. 
We have had a very busy, exciting and 
productive year and I am pleased to be 
able to highlight our key achievements 
in this report.   

 
Healthwatch Central Bedfordshire 
(HWCB) is a small organisation with 
slender resources, but with huge 
responsibilities and even greater 
ambition. We aspire to represent and 
speak for thousands of local residents 
to ensure that their voice is heard in 
the development of policy and practice 
in Social Care and Health services. 
 
Our work this year has been made possible by 
a very hard working and committed staff team; 
fantastic support from Robin Smith as Chair, 
and from our Directors and the many wonderful 
volunteers who have all contributed to a 
successful 12 months. 

Our Feedback Centre, on our website, has 
provided detailed qualitative feedback about 
Health and Social Care organisations across 
Central Bedfordshire providing us with the 
ability to spot trends, patterns and safeguarding 
opportunities to influence change and improve 
services.

We have carried out extensive engagement, 
generating over 3,200 comments on matters 
including GP services, younger and older 
people’s health needs, Residential and Nursing 
Care services, Mental Health services, Patient 
Hospital Transport and much more. We are 
pleased that so many people have given 
such a quantity of feedback but we are even 
more pleased that health and social care 
providers and commissioners are responding 
to our reports and recomendations, using the 
information you provide to improve services for 
local residents. 
 

 “Over the past year, HWCB has carried 
out extensive engagement, generating 
over 3,200 comments”

 
This year also saw the launch of HWCB’s 
‘Young Healthwatch’. Our young Healthwatch 
volunteers are currently working with the 
BCCG to ensure that information about the 
Bedfordshire Healthcare Review is published in 
a ‘young people’ friendly format. Future work 
includes the appointment of ambassadors to 
visit local schools giving more young people the 
opportunity to have a voice.

We are continuing to gather public opinion 
to influence service provision, and more 
importantly, to ensure service delivery is a 
reflection of local needs.
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Our reports and 
Newsletters have 
tackled issues 
ranging from Care 
Homes to Patient 
Transport

We’ve spent over 
335 hours listening 
to Young People 
– one of our top 
priorities this year

Our volunteers 
help us with 
everything from 
office support 
to outreach 
activities

We’ve visited 
186 local services 
including 28 
‘Enter & View’ 
visits

This year 
we’ve reached 
over 16,997 
people on 
social media

We’ve met 
thousands of 
local people at 
our community 
events

The year at a glance
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We believe that...

 + No one should 
ever be afraid 
to criticise 
the care they 
receive

 + No one should 
ever be afraid 
to change their 
mind about 
treatment

 + No one should 
ever be afraid 
to share their 
ideas for how 
things could be 
better

 + No one should 
ever be afraid 
to question 
decisions made 
about you

 + No one should 
ever be afraid 
to report abuse

 + No one should 
ever be afraid 
to say thay are 
confused and 
need more 
information 
about services.

Our job is to make sure that the service user’s voice is always heard in Central Bedfordshire 
and that this enables patients and service users to remain at the centre of services in Central 
Bedfordshire.

...no one should be afraid to speak up...because your 
opinion is as good as anyone else.
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Our priorities
Central Bedfordshire is a wonderful 
place to live. The local Authority, 
Central Bedfordshire Council, and the 
Bedfordshire Clinical Commissioning 
Group, who commission health and 
care services for you in Central 
Bedfordshire, work really hard to get 
this right for their residents but need 
to know whether the services they 
commission work well enough for 
you. Unless the people who use these 
services tell them whether or not the 
services they commission work well 
for them, they could be wasting  
their money.

HWCB has a close working relationship 
with Central Bedfordshire Council and the 
Bedfordshire Clinical Commissioning Group but 
we are an entirely independent organisation so 
we are always objective.

The patient voice, as the consumers of these 
services, is a critical part of the partnership 
involved in getting things right for everybody.

Healthwatch Central Bedfordshire is expert in 
engaging with local residents, helping them to 
voice their opinions and to shape and improve 
services, because designing and commissioning 
public services is about what matters to you.

Commitment
We use all our resources to fund unique and 
helpful ways to make sure that service users 
are heard and supported in sharing their 
experience and giving their opinions.  Whats 
more we are committed to taking the patient’s 
voice and satisfaction measures back to the 
commissioners and watching the changes 
patients have asked for being put in place.

Measuring impact 
HWCB builds an effective evidence base that 
can demonstrate using the information you give 
us about what works and what doesn’t. What 
matters most to you and what gives you the 
best results. We call this collecting outcomes 
and measuring impact.

Healthwatch Central Bedfordshire
HWCB is a fairly small organisation with only  
2.5 paid posts and most of our work is 
supported by our volunteers who work to a very 
high professional standard and who we train and 
support. We are also committed to achieving 
additional funding from charitable sources to 
give our staff and volunteers the tools they 
need to be effective and to respond to your 
requirments.

Our Healthwatch team (from left to right): 
Steve Nash, Communications Officer; Susan 
George, Research & Insight Officer, Diana 
Blackmun, CEO; Dave Simpson, Enter & View 
Lead
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Listening to people 
who use health and 
care services
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Gathering experiences 
and understanding 
people’s needs
When we work with people to gather 
their experiences we use lots of 
different and helpful techniques.
During our campaigns like ‘Just Ask’ 
we bring a bus to your neighbourhood 
and fill it with people and material 
from all local health and social care 
organisations, including voluntary and 
community groups, so that you can get 
face to face information, advice and 
guidance right on your doorstep, as 
well as being able to talk to someone 
directly about your experience. 

On HWCB’s website at www.healthwatch-
centralbedfordshire.org.uk we provide you with 
an opportunity in our online ‘Feedback Centre’ 
to tell us about your experiences, concerns and 
views, in your own words, as well as a variety of 
information, advice and guidance.

We deliver the ‘Older People’s Festival’ in 
partnership with Central Bedfordshire Council 
every year in October where we bring together 
local services for older people to give older 
residents and their carers lots of opportunities 
to tell us what they need and want from 
these services, to try new things and pick 
up some new ideas to help older people live 
independent, healthy and happy lives.

Healthwatch Central Bedfordshire has young 
people on the Board as Directors and we hold 
regular events for young people. This year with 
the help of the Big Lottery Fund we were able, 
working with Box Clever, a National Drama 
Group, to hold an event called ‘Health & 
Wellbeing for Young People’ at the Conference 
Centre in Center Parcs, Bedfordshire. Young 
people at this event were able to tell us about 
some difficult problems they experience with 
GP’s, the CAMHS Service and many other 
services. As a result we now have a specialist 
‘Young Healthwatch Group’ which is working 
hard to design solutions and products to 
overcome these problems. We will be featuring 
these in our work next year. Schools in Central 
Bedfordshire heard about the success of this 
event and have invited Healthwatch Central 
Bedfordshire to bring our workshop to their Year 
9’s and above. We will roll out this programme 
of work during 2016/17.

With the help of our volunteers we hold 
‘Listening Events’ at busy locations like GP 
Surgeries, local community and social groups 
and Leisure Centres to give everyone the 
opportunity to talk to a Healthwatch Central 
Bedfordshire representative, to share their 
story and help influence service design.

We’d like your 
feedback
Tell us about your experience by visiting 
the Feedback Centre at www.healthwatch-
centralbedfordshire.org.uk  

http://www.healthwatch-centralbedfordshire.org.uk
http://www.healthwatch-centralbedfordshire.org.uk
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What we’ve learnt 
from visiting services
Part of the local Healthwatch 
programme is to carry out ‘Enter and 
View’ visits. 
 
Local Healthwatch representatives carry out 
these visits to health and social care services 
to find out how they are being managed and to 
make recommendations where there are areas 
for improvement. The Health and Social Care 
Act 2012 allows local Healthwatch authorised 
representatives to observe service delivery and 
talk to service users, their families, patients 
and carers on premises such as hospitals, 
residential homes, GP practices, dental 
surgeries, optometrists and pharmacies. 

Enter and View visits can happen if people 
tell us there is a problem with a service but, 
equally, they can occur when services have a 
good reputation – so we can learn about and 
share examples of what they do well from the 
perspective of people who experience the 
service first hand.

Healthwatch Central Bedfordshire’s ‘Enter & 
View’ authorised representatives are as follows:

 + Dave Simpson (Enter & View Lead)

 + Den Fensome

 + Catherine Davies

 + Linda Grant

 + Linda Harrison

 + Pete Biernis

 + Nicola King

 + Margaret Roberts

 + Brian Scott

 + Steve Nash

 + Susan George

All our Enter & View representatives are fully 
trained to visit a range of NHS and social care 
premises to talk to staff, patients, Carers and 
other service users about their experience.

Programme of visits - 
2015/16
This year has seen the launch of our ‘Enter  
& View’ programme of visits to GP Practices in 
Central Bedfordshire.

During 2015/16 Healthwatch Central 
Bedfordshire carried out 28 Enter & View visits 
on services in our area (for a full list, including 
a report of each visit, please go to www.
healthwatch-centralbedfordshire.org.uk)

Quality Alerts
Each Enter & View report is shared with the 
local authority, Central Bedfordshire Council, 
the Bedfordshire Clinical Commissioning Group, 
the Care Quality Commission and Healthwatch 
England. The final reports, of which many 
include the Provider response, are then 
published on our website.

Since the beginning of 2016 we are working 
even more closely with the Care Quality 
Commission as we are now sharing a national 
organisation structure. We hope to continue to 
be at the forefront of improvements in service 
provision.

“I really enjoy being part of HWCB’s 
Enter & View team. Talking to patients, 
residents and their relatives about their 
experience is really interesting and 
highly rewarding” 

Linda Harrison, HWCB Volunteer

http://www.healthwatch-centralbedfordshire.org.uk
http://www.healthwatch-centralbedfordshire.org.uk
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Enter & View Recommendations

Total number of Enter & View visits to GP Practices undertaken in 2015/16: 29

Total number of completed questionnaires returned: 1003

Total number of recommendations made to GP Surgeries following analysis of 
interviews and questionnaires:

149

Summary of recommendations agreed with  
Practice Managers 

Outcomes 

HWCB recommended that the Practice ‘Complaints 
Policy and Procedure’ should be made clear and 
concise and information showing ‘How to make 
a complaint’ should be in full view and easily 
accessible in the waiting room and on the surgery 
website.

Complaints procedures and ‘How to make 
a complaint’ are now prominent in the 
surgeries and staff members are familiar 
with the procedure for both patients and 
staff.

HWCB found that when recording DNR’s (Did 
Not Attend), there was inconsistency across GP 
Practices. HWCB recommended that all surgeries 
record DNA’s to inform and better educate 
patients how missed appointments impact on the 
availability of appointments for patients at their 
practice.

Since HWCB visit many GP Practices have 
confirmed they are closely monitoring and 
recording DNA’s and sharing this information 
with patients to highlight the impact of 
DNA’s on GP time. 

HWCB recommended that information on a Practice 
website should always be kept up to date as some 
information accessed by HWCB was found to be 3 
years out of date. Particular attention should be 
paid to information about statutory bodies and 
regularly reviewed for accuracy. 

Many GP Practices confirmed they will 
ensure their website is closely monitored 
to ensure outdated material is replaced or 
renewed and that the website is regularly 
updated to ensure patients receive the 
most up to date and correct information.

HWCB recommended that signage in and outside 
the building should be clear and concise to ensure 
patients are aware of the process to register 
for their appointment or to receive further 
information.

HWCB received a positive response from 
many GP Practices who have now removed 
various outdated posters and signs to ensure 
information for patients is clear and in a 
prominent position. 

Potentially hazardous stairways and pathways etc, 
in need of repair, were highlighted to particular 
surgeries. 

The GP Practices concerned have since 
made good the repairs.

Many patients expressed frustration with the GP 
Practice telephone system when attempting to 
make an appointment, in particular having to 
persistently redial following the engaged tone. 
HWCB recommended a review of telephone systems 
to affected surgeries. 

Some surgeries have reassigned budgets to 
provide funds for a new telephone system 
which informs the patient of the length of 
time it was likely to take if held in a queue 
without having to re-dial. 
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Impact & Outcomes
Following an Enter & View visit to  
a GP Practice in Flitwick, HWCB was 
invited to work in partnership with 
the surgery to help improve their 
appointments system and better 
educate their patients to alleviate 
pressure on GP appointments.
 
HWCB have since met with the Practice 
Manager to jointly design a survey requesting 
information from patients  about their 
preference for accessing an alternative 
healthcare professional, for example a minor 
illness nurse or a nurse prescriber. HWCB has 
also worked with the practice to design an easy 
to understand poster, showing the patient at 
the centre, with options on who they can see 
for help and support as an alternative to  
their GP.

HWCB will complete a full analysis of the 
completed surveys and prepare a report.  
This report will then be shared with Flitwick 
GP Practice, other surgeries in the Central 
Bedfordshire area and the Bedfordshire Clinical 
Commissioning Group to help inform their 
understanding of patient preferences and 
ultimately help to improve their appointments 
system. HWCB will also be promoting the 
project to other GP Practices in the Central 
Bedfordshire area.

Case study
‘Festival for Older People’ 2015 

An older lady visited The Festival for  
Older People in October 2015, to find 
information that might help her to 
overcome a housing dilemma.  

Her husband was recently diagnosed 
with a long term condition meaning they 
needed to sell their house and find single 
storey accommodation with capacity for 
a wheelchair. She had secured a buyer for 
her house and found the perfect bungalow 
to accommodate her husband’s needs. 
Unfortunately her buyer had since pulled 
out and she was left with the prospect of 
losing the property they had chosen if they 
could not find another buyer in time. 

After speaking to HWCB representatives  
she was advised to visit CBC’s Housing 
Services stand for help.  Officers confirmed 
that CBC will consider the purchase of 
individual properties and gave her the 
relevant contact information. She has since 
contacted HWCB to say “I am so glad I 
came to the Festival that day. Acting on the 
advice I was given I have sold my house to 
CBC and bought the bungalow we set our 
hearts on. I just don’t know what would 
have happened if I had not visited the 
Festival and been given the information I 
needed – thank you so very much”
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Giving people advice 
and information
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Helping people get 
what they need from 
local health and care 
services 
We have explained the different  
ways we listen to people who use local 
health and care services – but what  
do we do with the information you 
give us about your experiences and 
your needs?

We ……

 + Publish details of all our consultations, 
surveys and reports that affect local 
health and care services;

 + Tell you about other opportunities to have 
your say on health and care surveys and 
consultations;

 + Film local people having their say and 
talking about their health or social care 
experience and we place the films on our 
website so everyone can view them;

 + Record your feedback and log the 
information on our system. We then share 
this information anonymously with people 
who make decisions about our health and 
care services. We may use quotes from 
your experiences when we do this. 

Healthwatch Central Bedfordshire regularly 
attends a special meeting of the local decision 
makers in health and care called ‘The Health 
& Wellbeing Board’, of Central Bedfordshire 
Council. 

The following are some of the things you told us 
that we fed back to the decision makers:

You said:
 + You raised concerns about very long 
waiting times to get an appointment 
with the Child & Adolescent Mental 
Health Service (CAMHS) team and about 
the lack of information conveyed to the 
parent(s) about the referral.

 + Questions were raised about the closure 
of Whichellos Wharf, a mental health 
inpatient unit based in Leighton Buzzard. 
Complaints were received about the 
timing of the closure and the lack of 
consultation with service users and their 
families. 

 + You asked about recent changes to the 
eligibility criteria for Patient Hospital 
Transport and raised concerns about 
how this will affect people who use this 
service.

 + Complaints were raised from service  
users about the delay in follow-up 
support following a mental health crisis 
which has the effect of sending people 
back into crisis.

 + You raised many concerns about a failure 
to get a GP appointment within a 
reasonable time and your frustration 
with waiting times.

 + You raised concerns about how difficult 
it is to navigate through the health and 
social care system to get the help and 
support you need.

 + You asked questions about the poor  
co-ordination between the acute 
hospital and social services.

 + You raised concerns about domiciliary 
care and said it seems to be a ‘one 
size fits all’ system and carers are not 
spending enough time with the service 
user during visits.
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 + You told us that the process of referral 
to mental health Recovery Services is 
often inconsistent or inadequate and not 
‘joined up’.

 + Young people told us they were concerned 
that services are not accessible due to 
complex or intimidating gatekeeping 
procedures.

 + Young people also told us that more 1:1 
support should be provided in schools 
for young carers, including Peer support.

 + You raised concerns about getting 
hearing aids fixed via NHS services. 
You wanted to know where to go to get a 
hearing aid repaired for free.  

 + You were concerned that support to 
return to employment for users of 
mental health Recovery Services is 
practically non-existent.

 + You contacted us with concerns about 
the re-opening of the Old Village School 
Care Home in Marston Moretaine 
and whether future residents would be 
safeguarded. 
 

“As Managing Director of ELFT, I meet 
regularly with Healthwatch Central 
Bedfordshire and find their engagement 
and involvement both productive and 
helpful as we continue to deliver high 
quality, safe services with the patient 
at the centre of all that we do”

John Wilkins, Managing Director and 
Deputy CEO, ELFT

We did:
 + We contacted East London Foundation 
Trust (ELFT), the provider of mental 
health services for Bedfordshire and Luton 
and raised your concerns about mental 
health services delivered across Central 
Bedfordshire. HWCB also fedback your 
concerns about the lack of communication 
with parents following a referral and 
waiting times for an appointment with 
CAMHS. HWCB also attended a CAMHS 
Stakeholder meeting in May 2016 to 
further highlight your concerns.  To 
address the issues raised CAMHS has 
promised to review their procedures, 
following a referral, to ensure parent(s) 
are included in all communications. ELFT 
also advised HWCB that they are aware of 
the sometimes lengthy wait for a CAMHS 
appointment, and a follow-up appointment 
after crisis intervention, and are working 
hard to reduce waiting times. The 
recruitment and retention of Healthcare 
professionals remains a challenge for ELFT.

 + Your issues and concerns about mental 
health Recovery Services, delivered 
across Bedfordshire, were highlighted in 
a joint report (with Healthwatch Bedford 
Borough) which included recommendations 
for improvement. The comprehensive 
report was presented to ELFT’s Mental 
Health Recovery Partnership Board in 
December 2015. ELFT has since launched 
their Recovery College offering a range of 
courses to the public and HWCB are waiting 
to learn more about how ELFT will act on 
the recommendations listed in the report.

 + We also raised your concerns about 
mental health services with the Care 
Quality Commission (CQC) to inform their 
inspection of East London Foundation 
Trust in June 2016. We passed all 
comments (anonymised) received to them, 
to be used alongside the CQC’s other 
intelligence.
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 + HWCB directly contacted ELFT to 
highlight your concerns about the 
closure of the inpatient unit at 
Whichellos Wharf. ELFT reassured HWCB 
that they had addressed all the concerns 
of the inpatients and their relatives, 
including personally visiting a relative in 
her home, to give a full explanation why 
the unit was closed including details of   
engagement with inpatients prior to the 
closure.

 + Following your concerns about changes to 
the eligibility criteria for Patient Hospital 
Transport (PHT), HWCB conducted a 
survey during July to September 2015 to 
document how the change in criteria for 
accessing the PHT service had impacted 
on the more vulnerable people in the 
Central Bedfordshire area. The full report 
can be found on our website at http://
www.healthwatch-centralbedfordshire.
org.uk/wp-content/uploads/2016/05/
Transport-Survey-Report-Aug-2015-
FINAL.pdf. This report includes HWCB 
recommendations for improvement. The 
report was shared with the Providers and 
Commissioners of the Patient Hospital 
Transport service.

 + In response to your concerns about 
GP appointment times, HWCB are 
currently working with a GP Practice 
in Flitwick to better educate patients 
and encourage them to make full use of 
other healthcare professionals within the 
surgery, to help alleviate GP appointment 
times. Further information about this 
project can be found on page 13.  If 
successful, HWCB plans to offer support 
to other GP Practices across Central 
Bedfordshire. 
 
 
 
 

 + We presented information to the Local 
Authority - Central Bedfordshire Council 
(CBC), and the Bedfordshire Clinical 
Commissioning Group (BCCG) concerning 
the difficulties you have experienced 
in navigating the health and social care 
system, and the poor co-ordination 
between the acute hospital and social 
services, through our attendance at the 
Health & Wellbeing Board and the BCCG’s 
Governing Body. These decision makers 
took on board the issues and committed 
to look into them. 
 
 
 
 
 
 

 + Domiciliary Care - We have listened 
to your concerns and are planning an 
indepth survey about home care services 
during July / August 2016. The results of 
which will be shared with the Providers 
and Commissioners of Domiciliary Care 
services.

 + Concerns and issues raised by young 
people were highlighted in HWCB’s 
report of the Health & Wellbeing Event 
for Young People. This report can be 
accessed via our website at http://www.
healthwatch-centralbedfordshire.
org.uk/wp-content/uploads/2016/05/
HWCB-Report-Health-Wellbeing-Event-
for-Young-People-FINAL.pdf . Further 
information about this report and our 
recommendations can be found on page 
25. This report also went to the decision 
makers who subsequently used the 
information to improve services. 
 
 

21% of comments received on HWCB’s 
Feedback Centre were about mental 
health services provided in Central 
Bedfordshire.

http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/Transport-Survey-Report-Aug-2015-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/Transport-Survey-Report-Aug-2015-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/Transport-Survey-Report-Aug-2015-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/Transport-Survey-Report-Aug-2015-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/Transport-Survey-Report-Aug-2015-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/HWCB-Report-Health-Wellbeing-Event-for-Young-People-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/HWCB-Report-Health-Wellbeing-Event-for-Young-People-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/HWCB-Report-Health-Wellbeing-Event-for-Young-People-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/HWCB-Report-Health-Wellbeing-Event-for-Young-People-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/05/HWCB-Report-Health-Wellbeing-Event-for-Young-People-FINAL.pdf
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 + Following concerns raised about hearing 
aid repairs, HWCB were advised that 
Specsavers were awarded the contract 
by NHS England to provide free hearing 
aid repairs. This information was relayed 
to the service users who contacted HWCB 
and we received a positive response 
from people who had since accessed the 
service.  

 + We arranged an Enter & View visit 
to The Old Village School Care Home 
and produced a report, including 
recommendations, based on the 
experiences of those we spoke to and our 
observations. The report, including the 
home’s response to our recommendations, 
can be found on our website at http://
www.healthwatch-centralbedfordshire.
org.uk. This report was shared with Central 
Bedfordshire Council, Bedfordshire Clinical 
Commissioning Group, The Care Quality 
Commission and Healthwatch England.

Case Study:  
‘Just Ask’ 2015
A gentleman visited the Just ask 
stand at Dunstable in September 
2015 to express his dismay with  
his GP surgery.

He had previously been advised by the 
receptionist that he now has to go to the 
Luton and Dunstable Hospital to have blood 
samples taken as the medical centre in 
Dunstable was closed. He is disabled and 
has diabetes. HWCB staff advised him to 
call his surgery, explain his circumstances 
and ask how they can support him.  He 
later called HWCB to say he had spoken 
with his surgery, and after telling them he 
had spoken with HWCB, they had offered 
the perfect solution for him. He was very 
grateful for the advice and assistance given 
and thanked the HWCB team for being in 
Dunstable that day to help him.

http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2015/09/HWCB-Enter-and-View-Pre-open-Report-Village-Green-Care-Home-inc-Provider-Response-March-2016.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2015/09/HWCB-Enter-and-View-Pre-open-Report-Village-Green-Care-Home-inc-Provider-Response-March-2016.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2015/09/HWCB-Enter-and-View-Pre-open-Report-Village-Green-Care-Home-inc-Provider-Response-March-2016.pdf
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Our reports and 
recommendations
It is crucial that people are able to 
voice their concerns about health 
and social care services and to tell 
us about their experiences. It is 
also important that they do not fear 
repercussions of speaking up and that 
action is taken to resolve and learn 
from their concerns.

Healthwatch Central Bedfordshire has 
used our reports and recommendations 
to suggest how people’s health and 
care services might be improved, in 
the following ways:

 + Through sharing our ‘Enter & View’ 
reports with local Commissioners, 
Providers, the Care Quality Commission 
and Healthwatch England.

 + Publishing reports on our website about 
our engagement activities, for example, 
‘Listening Events’, ‘Just Ask’ and the 
‘Festival for Older People 2015’. These 
reports include case studies and are 
shared with our key stakeholders.

 + Sharing the results of various surveys 
about local services on our website and 
with the Providers and Commissioners 
of those services, for example, Patient 
Hospital Transport.

 + Supporting local people to report their 
complaint to the Commissioners of health 
and care services and the Parliamentary 
Health Service Ombudsman.

HWCB is fortunate to have a dedicated seat 
on Central Bedfordshire Councils Health & 
Wellbeing Board, occupied by HWCB’s CEO. This 
gives us access to all the local decision makers 
in health and care services. Our CEO is a good 
choice to have on the Board as she has access 
to all the information generated by HWCB at 
her fingertips.  Our CEO also sits on Central 
Bedfordshire and Bedford Borough’s joint 
Safeguarding Board, and the Governing Body of 
the Bedfordshire Clinical Commissioning Group. 
 

“Since we have had our new website, 
where we record feedback from 
consumers of health and care services, 
it makes my job so much easier to 
report your concerns at the Health & 
Wellbeing Board”

Diana Blackmun, CEO, HWCB

 
Working with other organisations
Healthwatch Central Bedfordshire use a 
collaborative approach to our work through 
partnership with the voluntary, statutory and 
independent sector and other local system 
partners, to bring about change.

Our working relationship with our partners has 
allowed information and evidence to be shared 
in the following ways:

 + We work closely with the Care Quality 
Commission (CQC) to report on, and 
share information and evidence about, 
local services.  For example, we regularly 
attend a local ‘sharing meeting’ with 
officers from the Local Authority, the 
BCCG and the CQC to highlight areas of 
concern. Our relationship with the CQC 
has allowed our activities to complement 
and support local CQC monitoring, 
inspection and regulatory activity.   
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For example, in addition to directly 
sending CQC our ‘Enter & View’ reports 
we also monitor upcoming inspections 
and ensure information is fedback as 
appropriate. 

 + Local evidence and insight has been 
shared with Healthwatch England 
and used in their national reports, for 
example, ‘Safely Home’ about what 
happens when people leave hospital and 
care settings. 

 + HWCB pursue Service Providers who 
do not respond to a formal request for 
information in an appropriate or timely 
manner. For example, through reporting 
in our incident log, we will act to escalate 
a complaint to the Service Provider if the 
service user has not received a response 
or the Provider has not responded to our 
initial concerns.

Involving local people in our work
Healthwatch Central Bedfordshire has promoted 
and supported the involvement of local 
people in the commissioning, provision and 
management of local health and social care 
services. The following is a summary of some of 
the ways in which we do this: 
 

 + Bedfordshire & Milton Keynes 
Healthcare Review:  This is a partnership 
of local commissioners, as well as national 
organisations which involves patients, 
carers, representative groups and service 
providers. HWCB has been involved in 
various sub-committees of the review to 
feedback your concerns about local health 
service provision and to influence the 
Reviews thinking. HWCB will also take a 
central role in the public consultation on 
the options to ensure the sustainability of 
both local hospitals in Bedford and Milton 
Keynes later this year. 

 + Bedfordshire Clinical Commissioning 
Group ‘Value Based Commissioning’: 
HWCB have encouraged local people to 
give their views on whether Gluten Free 
Foods, over the counter medicines and 
specialist fertility services should continue 
to be funded locally by the NHS, through 
our outreach projects.

 + Dementia Friends: helping local people to 
learn more about what its like to live with 
dementia and then turn understanding 
into action; HWCB offered local people 
the opportunity to take part in a 
dementia friends session.

 + Carers in Beds Forums & Café’s: HWCB 
regularly attend these public events to 
raise awareness of our activities, to listen 
to Carers issues and concerns, to ensure 
these are fedback to the commissioners 
and providers of Carers services.

 + Consultations: HWCB regularly update 
residents on local consultations affecting 
the provision and delivery of health and 
social care in their area and explain 
how they can get involved through our 
Ebulletins and Newsletters. 
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Volunteers
Healthwatch Central Bedfordshire 
train and support local volunteers, 
and representatives of service users, 
to participate effectively in the 
commissioning and management of 
local services.

One of our Directors, Catherine 
Davies, is the professional Manager 
of our volunteers and overseas their 
selection and induction, skill matching 
and development, continued support 
and training.

This year our volunteers have been involved 
with the following:

 + Design and development of an Induction 
programme for new volunteers including 
an induction booklet.

 + Representing HWCB at various Stakeholder 
Meetings and public meetings.

 + Presenting their thoughts and ideas for 
‘social inclusion in their local community’ 
to Central Bedfordshire Council’s Older 
People’s Network to inform their work.

 + As an integral part of HWCB Planning 
Committees for various projects, 
volunteers are involved in our Mystery 
Shopper Programme, Listening Events, 
‘Just Ask’ Programme and The Festival for 
Older People’.

 + Volunteers help to signpost people to 
helpful organisations.

 + Volunteers take part in focus groups and 
help design surveys and questionnaires.

 + Volunteers support people to feedback 
information via our Feedback Centre on 
the website or our surveys.

 + Volunteers take part in various training 
sessions including Safeguarding, Domestic 
Abuse, Equality & Diversity, Data 
Protection, Confrontation and Conflict 
Resolution, Active Listening, Social Media 
Awareness and Understanding the NHS.

 + Volunteers are a critical part of HWCB 
Enter & View Programme. 

“I have been volunteering with HWCB 
for two years. What’s great is that 
there are lots of different roles to suit 
everyone. We are all really valued by 
the team and knowing that we help 
people in this area influence our local 
health provision feels good.”

Mrs Nicola Kidby, HWCB Volunteer
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Health & Wellbeing 
Event for Young People 
On 17th February 2016, HWCB held a 
Health & Wellbeing Event for Young 
People at Center Parcs in Central 
Bedfordshire in a comprehensive 
attempt to engage a cross section of 
young people (aged 12–18) living in 
Central Bedfordshire.

This event, supported by Lottery Funding, was 
designed to build on the important work we 
began in 2013/14 working with young people, 
whose voice is seldom heard, in order to 
forge better, sustainable and more resilient 
connections, to inform local health and 
wellbeing services and to influence accessibility, 
inclusion and long term health improvements 
for this group of consumers. 

Themed Workshops
Over 85 young people attended the event and 
took part in five themed workshops: 

 + Mental Health

 + Young Carers

 + Quality Standards

 + Young Healthwatch

 + Right Care, Right Place

Young people were also invited to contribute 
to a Graffiti Board using ‘Health’ as a starting 
point. Via a ‘Big Brother’ style diary room, 

young people spoke on film about their health 
and social care experiences and gave their 
thoughts and ideas on how commissioners 
could spend money on services to support 
young people. This film can be viewed 
on HWCB website at www.healthwatch-
centralbedfordshire.org.uk.  The Graffiti Board 
is currently on display at Central Bedfordshire’s 
Councils head office at Chicksands in Shefford. 

 “I liked being a part of this event 
because I like giving my opinion and 
listening to other young people’s points 
of view. This event gave me a voice 
which will be heard by the people who 
make decisions about young people’s 
services”

Ben (12) from Shefford

Our Partners
Our partners in this event were; Box Clever 
(theatre group), Carers in Beds, MIND, Aragon 
Housing Youth Involvement Team, and The 
Forum, a local mental health and wellbeing 
youth group. Local commissioners were 
also approached in advance of the event to 
identify their data requirements. The BCCG, in 
particular, attended and facilitated a discreet 
group to achieve some of the more specialist 
data they required. 

Our work in focus
Healthwatch Central Bedfordshire work with people of all ages and needs.  
We have chosen just two areas of our work to showcase here:

http://www.healthwatch-centralbedfordshire.org.uk
http://www.healthwatch-centralbedfordshire.org.uk
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Once we had an understanding of our 
Commissioners’ needs we worked with Box 
Clever to design a dramatised approach 
specially delivered to elicit feedback from 
young people regarding their wellbeing issues.

What did Young People tell us?
A wealth of feedback was generated at the 
event and a summary of what young people told 
us is listed below:

 + There is insufficient awareness of 
mental health in schools – mental health 
in young people is not a choice but is 
treated as such by many healthcare 
professionls and there is a lack of 
understanding from teachers. The default 
treatment is often medication, which is 
not what they want.

 + There is a fundamental lack of support, 
information and guidance for young 
carers – young carers feel pressured, 
stressed and depressed because their 
needs are not being met.

 + More appropriate language is needed 
when speaking to young people – 
young people feel frustrated by the use 
of patronising language by healthcare 
professionals and visits to the GP appear 
to be an ‘adults only zone’

 + Poor access to a Counsellor – Young 
people told us they feel it is difficult to 
get access to a Counsellor unless it is for 
something considered serious.

 + Health and social care services are 
insensitive to the needs and interests of 
young people – A&E and GP surgeries are 
daunting, depressing and boring and many 
young people feel intimidated by Doctors.

What did we do with the evidence?
A summary of evidence was presented to the 
Health & Wellbeing Board and the BCCG’s 
Governing Body. This included showing the short 
film mentioned above. A link to the full report 
from the event can be found at: http://www.
healthwatch-centralbedfordshire.org.uk

The final report includes our recommendations 
to the Providers and Commissioners of 
Children’s services to help improve services 
for young people. This report has been shared 
with all the young people who attended the 
event, key stakeholders, Commissioners, 
Providers, Public Health, GPs, and Voluntary 
and Community groups for young people.

How has this helped 

http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/04/HWCB-Report-Health-Wellbeing-Event-for-Young-People-FINAL.pdf
http://www.healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2016/04/HWCB-Report-Health-Wellbeing-Event-for-Young-People-FINAL.pdf
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How has this helped 
improve people’s 
experience?
We wanted to make this event a 
sustainable process through the 
development of a Central Bedfordshire 
‘Young Healthwatch’. 
 
Several young people wanted to be part of a 
Young Healthwatch Group and the group has 
since identified areas and projects to develop 
which includes the following: 

 + The appointment of Young Ambassadors 
who will visit schools promoting Young 
Healthwatch, thereby giving more young 
people the opportunity to have a voice. 

 + The BCCG confirmed that they want to use 
Young Healthwatch as a pre-consultative 
group for the Bedfordshire Healthcare 
Review.

 + Young Healthwatch has been included on 
the work plan of a local social housing 
provider, to be used as a consultative 
group. 

 + Young Healthwatch has been approached 
by the Bedfordshire Integrated Dermatology 
provider to create and disseminate 
information and understanding on skin 
conditions to a wider group of young 
people. This will be a full year programme.

 + More importantly, as proposed by young 
people at the event, members of Young 
Healthwatch are designing a GP self-
referral form to download from HWCB 
website and present to their GP at their 
appointment. This form is for completion 
prior to their appointment to help young 
people to better articulate their symptoms 
in situations where they may feel 
uncomfortable. 

 + Young Healthwatch will produce, via a 
YouTube video, a young people’s guide to 
making an appointment with their GP. 

To address another proposal by young people at 
the event, Members of the Health & Wellbeing 
Board and the BCCG’s Governing Body (this 
includes Commissioners and Providers) have 
agreed to adopt as best practice, within 
their recruitment policies, young people’s 
involvement in staff selection for key post 
holders who will work with young people.

As a result of showing the film to local GP’s, 
several GP’s have asked if members of Young 
Healthwatch can visit their surgery to offer 
advice on how the surgery can be less daunting 
and depressing. They have confirmed that they 
are open to ideas for change.

HWCB has also received a request from a 
significant local Upper School to provide an 
interactive workshop (similar to workshops held 
at the event) to give more young people the 
opportunity to voice their opinions and join 
‘Young Healthwatch’ to make a difference to 
young people’s services.     
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Mental Health 
Recovery Services 
In April 2015, East London Foundation 
Trust (ELFT), the mental health 
provider for Bedfordshire, decided 
their Recovery Service needed 
improvement. 

ELFT established a local Mental Health 
Recovery Partnership Board that covered the 
whole of Bedfordshire, the areas covered 
by both Healthwatch Central Bedfordshire 
and Healthwatch Bedford Borough. Both 
organisations are participants at the Partnership 
Board. 

To improve service provision, the Recovery 
Board specifically wanted to seek the views of 
service users that have used or are currently 
using a local Mental Health Recovery Service. 
This was to enable all participants to express 
their views and experiences of the current 
service and to influence the development of 
a remodelled and improved Recovery Service 
across Bedfordshire that is fit for purpose and 
meets the needs of the service user.

Healthwatch Central Bedfordshire and 
Healthwatch Bedford Borough were invited to 
help support the development of a Recovery 
Service across Bedfordshire that clearly 
reflected current service user needs. 

Both local Healthwatch arranged to work jointly 
on a programme of engagement with service 
users and their carers (previous and existing 
users of the Recovery Service) during the period 
August to November 2015. 

Together we engaged with over 320 service 
users and carers. The project structure and 
framework was further supported by a user led 
campaign called ‘Tackle the Stigma’. 

“People need this Recovery Service –  
if not Mind then ELFT but the service 
needs to be here as I rely on it. It is a 
comfort to know that it is here. Any 
less than what we have now would be a 
disaster”

Recovery Service User, Dunstable

Our work in focus
Mental Health
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What was our overall 
aim/objective and 
how did we make this 
happen?
The main objective was to engage 
with local service users to contribute 
to service redesign and to identify 
specific ways of delivering a recovery 
service that is more effective and 
enhances the prospect of long term 
recovery. 

The aim of the engagement programme was to 
ensure that a diverse range of mental health 
service users and carers were given a voice and 
heard by the Mental Health Provider, in addition 
to gaining insight and feedback on the current 
Mental Health Recovery Service, provided and 
delivered across Bedfordshire that also sought 
improvement advice.

Together we designed an engagement 
programme that would engage with our diverse 
range of service users and carers, in order to 
make sure the process was as accessible to 
as many people as possible.  We used one to 
one engagement sessions, focus groups and an 
‘online’ questionnaire. 

What did people  
tell us?
Analysis of the results showed that service 
users and carers expressed a clear desire to 
experience a robust, good quality Recovery 
Service that enables them to receive the help 
and support they need, when they need it and 
that ultimately aids their recovery.  
 
 

Common themes emerged from all the feedback 
gathered. Service users and carers told us that:

 + There is limited access to services. The 
process of referral to recovery services is 
often inconsistent or inadequate and not 
‘joined up’. There is no obvious referral 
pathway to recovery services.

 + The present ‘Day Services’ support is 
crucial. Many service users regarded 
support received at the Day Centres as 
preventing a reoccurrence of a serious 
acute phase of their illness.

 + There is a lack of information and poor 
awareness of what recovery services are 
available. This is particularly unhelpful to 
carers and those who may wish to self-
refer.

 + Employment support is a key need 
in a Recovery Service. Service users 
need support to enable them to stay in 
employment or return quickly to work.

 + More personalised support is needed. 
Service users feel that specific individual 
needs could be met through one to 
one counselling to help them access 
opportunities for personal development 
and inclusion in the wider community.

What did we do with 
the evidence?
Both local Healthwatch worked jointly on a 
full report of findings from the engagement 
programme which included recommendations 
to help people access a redeveloped, improved 
and remodelled Mental Health Recovery 
Service.  The full report was presented to the 
Mental Health Recovery Partnership Board 
in December 2015 and shared with mental 
health service providers, members of the 
Bedfordshire Clinical Commissioning Group and 
key stakeholders. 
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What impact has  
this report made to 
people locally?
Acting on evidence in the report, ELFT, has 
recently appointed ‘People Participation Leads’ 
in each locality area, to facilitate the increased 
involvement of users and carers in the newly 
developed Recovery Service.

In May 2016, jointly with the University of 
Bedfordshire, ELFT launched the Bedfordshire 
and Luton Recovery College for better mental 
health. The College offers educational 
workshops and courses focusing on recovery 
and wellbeing to help service users to access 
employment opportunities. ELFT has also 
commissioned an external agency to support the 
development of an agreed Bedfordshire Vision 
and Implementation Plan. 

Day services will be reconfigured as a result of 
feedback received and ELFT has appointed a 
lead for this project. Both local Healthwatch 
will be working closely with ELFT to take this 
forward.

We fully anticipate that ELFT will continue 
to monitor these service developments 
and Healthwatch Central Bedfordshire and 
Healthwatch Bedford Borough would like to 
reassess the improvements and health gains 
with them over time.
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Future priorities
Central Bedfordshire is a mainly rural 
location and the population is growing. 
In 2001, 230,000 people lived in 
Central Bedfordshire. This had risen 
to around 264,500 by 2013 and it is 
estimated that this will increase by 
12.4% to 287,300 by 2021 which is 
higher than the projected increase in 
England overall (9%).   

The number of people registered with  
Central Bedfordshire General Practices in early 
2014 was 282,059. 

The increasing growth in the number of older 
people will place greater demands on health 
and care services in all areas of Central 
Bedfordshire and although Central Bedfordshire 
consistently performs above the average for 
England in terms of health and wellbeing 
indicators, significant inequalities exist across 
the county in terms of the health and lifestyle 
behaviours which lead to health problems  
for people.

Life expectancy in Central 
Bedfordshire is increasing at the rate 
of about 3.5 years for men and 2.5 
years for women each decade

The scale of challenge across health and social 
care is not underestimated, and a system wide, 
collaborative, critical friend approach is how 
Healthwatch Central Bedfordshire seeks to 
measure the impact of services on patients 
lives, and improve their experiences as they 
access, or seek to access, services across 
Central Bedfordshire. 

Potential gaps between people’s expectation 
of health and social care services, and 
what is achievable, may present significant 
challenges over the coming years. It is our job 
to work towards a better fit between people’s 
aspirations and their current experience. 
Engaging to ensure a compassionate, patient-
centred approach across services is likely 
to be a key role for Healthwatch Central 
Bedfordshire, from using patient experiences 
to influence transformation and remodelling, 
to more specific monitoring of current activity 
being delivered day-to-day. 

Action Plan 
With this in mind the Board has developed an 
immediate Action Plan which sits alongside our 
Core Business Plan for 2016/17.

We will be focussing on outcomes, and what 
impact the feedback we gather from the public 
has on the shaping of services, by health and 
social care commissioners and providers.

We receive a wealth of information as a result 
of our work with the public and some of this 
information is centred on accessing services.  
There has been service reduction within the 
local area due to funding cuts and we expect 
this to continue in 2016/17. The impact of 
new legislation, such as the Care Act, may 
also affect service access and have a further 
detrimental effect on demand.  

It is for this reason that we chose helping the 
public to understand how to access and make 
best use of their local health and social services 
as a further strategic priority.

More detailed work will include the 
development of an independent Stakeholder 
Panel to determine if HWCB is working well 
and is being effective, in addition to Volunteer 
Consultation Panels, each of which will focus 
on a particular subject area. Each Panel will be 
used as a consultative group with an increased 
focus on HWCB functions and projects.
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We will continue to develop our Listening 
Events across Central Bedfordshire to provide 
us with further opportunities to listen to the 
public, so that information can be added to 
the feedback already received to support 
improvement, or to drive up the quality of 
health and social care services.

To showcase the experience of Carers across 
Central Bedfordshire we will develop a short 
film featuring Carers telling their story. This 
film will be shown on our website to inform the 
work of commissioners and providers of Carers 
services and to encourage other Carers to share 
their experience and help improve services for 
Carers.

Some of the information we receive from 
service users is about gaps in health and social 
care services. With many services facing 
budgetary cuts we will develop surveys to 
target specific areas, such as Self-funders, Falls 
Prevention, Domiciliary Care etc. We will speak 
with service users, who may need support to 
voice their views and needs, who can provide 
clear evidence for commissioners about where 
they need to spend their money. 

We will continue to work collaboratively with 
our partners to ensure the success of our 
priorities to ultimately improve service quality. 

“ We will continue to 
develop our Listening 
Events across Central 
Bedfordshire to 
provide us with further 
opportunities to listen 
to the public..”
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Young Healthwatch 
HWCB Young Healthwatch has met on 
several occasions since their launch 
in February 2016 to prepare their 
Terms of Reference and Action Plan for 
2016/17.

Young Healthwatch members have developed a 
colourful and varied programme of activities, 
goals and objectives that will be implemented 
over the next 12 months.  These plans include 
the design of a ‘Young Healthwatch’ page, on 
HWCB’s website, providing information, news, 
activities and events, to raise awareness of and 
support for health and wellbeing issues and 
concerns for young people.  Young Healthwatch 
members will also be developing some short 
‘helpline style’ videos, for example, ‘how 
to make an appointment at your doctors’, 
‘understanding your sexual health’ and ‘alcohol 
awareness and appreciation’. 

Information on the Young Healthwatch website 
page will also include contact details for various 
diverse groups such as Lesbian, Gay, Bisexual & 
Transgender (LGBT), Young Carers, and Chums.

Young Healthwatch members will appoint 
young ambassadors from the group to visit 
local schools and youth clubs to encourage 
more young people to join young Healthwatch, 
to become ambassadors for their school and 
to support them to speak up and share their 
experiences of health and social care issues.

The significance of the development of a 
Young Healthwatch for all our partners means 
that we will have a sustainable group to work 
with to help the commissioners and providers 
of services for young people to find out what 
matters most to young people.

Income generation
Aspirations can only be realised through 
financial stability and sustainability. For 
example, we will consider exploring ways of 
generating income to supplement available 
funding. Being a sustainable business is  
critical to success, and this will be part of  
the strategic approach. 

The organisation will need to adapt quickly 
and with resilience to external change if 
Healthwatch Central Bedfordshire is to  
remain valued and effective.

‘During 2015/16, in addition to 
our statutory annual income, we 
generated an additional 10% of 
funding from external sources’

“Healthwatch Central Bedfordshire  
has worked collaboratively and 
proactively with South Essex Partnership 
Trust as a statutory body for the benefit 
of the local community. SEPT looks 
forward to a continuing relationship 
which enables the Trust to engage and 
listen to our patients and carers as 
we strive to continually improve the 
patient experience”

Helen Smart, Director of Community 
Services and Lead Nurse.
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Future models of care 
and Support
Healthwatch Central Bedfordshire will continue 
to be involved in and will feedback public 
opinion on, the emerging models of integrated 
care and support in Central Bedfordshire. This 
includes the implications of the Bedfordshire 
Healthcare Review, re-commissioning of 
Community Health Services, Better Care Fund 
Plans and the provision of specialist services 
closer to home through locality/hub facilities 
and other primary, acute and intermediate 
healthcare.

“HWCB have been encouraging 
local people of all ages to feedback 
information about their experience 
of health and social care services for 
over three years now. They have built 
a strong foundation of an active and 
vocal consumer community in Central 
Bedfordshire, regularly reporting the 
views and concerns of service users 
to local decision makers.  As a result 
we regularly consult with HWCB when 
designing new service specifications and 
act on the advice they give us about 
consumer views.  This is proving a very 
effective way to place the health and 
social care consumer at the heart of our 
thinking”

Julie Ogley, Director of Social 
Care, Health and Housing, Central 
Bedfordshire Council

June
July

August
September

October
November

December
January 2017

Domiciliary Care Day 
Opportunities

Self-funding – how 
much would you pay  
to stay independent?

Falls Prevention

What is ‘that little  
bit of help’ that  
would make you feel 
more positive about 
your health?

Surveys scheduled

Diary 2016/17
Some of our diary entries for 2016/2017  
are as follows:

March
September

‘Just Ask’ 2016

June to 
December

Listening Events

July to August Carers Film

September Volunteer  
Consultation Panels

October Festival for Older 
People 2016

July to  
March 2017

Stakeholder Panel 
Meetings

Engagement events scheduled

Diary 2016/17
Some of our diary entries for 2016/2017  
are as follows:
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Decision making
Healthwatch Central Bedfordshire is 
a registered charity and a company 
limited by guarantee. HWCB’s Board 
comprises people with a wealth of 
relevant skills and experiences gained 
in their working lives. Their primary 
role is to guide HWCB’s strategy and 
policy direction and work with staff in 
reviewing implementation.

The Board meets informally every six weeks 
and holds a Board meeting in public every 
quarter. The Board has developed standing 
sub-committees to manage, in more depth, 
finance and volunteer activity and also holds 
project based Board Committees to consider 
and develop particular proposals such as grant 
applications for specific projects.

Healthwatch Central Bedfordshire’s Board of 
Directors was appointed following external 
advertising and a selection process. The Board 
is made up of local residents and members of 
the Youth Parliament.

Board Members 2015/16 

 + Robin Smith – Chair, Director and Trustee

 + Dave Simpson – Vice Chair, Director, 
Trustee and ‘Enter & View’ Lead

 + Catherine Davies – Director,  
Trustee and Volunteer Lead

 + Wendy Toomey – Director and Trustee

 + Linda Grant – Director and Trustee

 + Gill Hiscox – Director and Trustee

 + Helen Hardy – Director and Trustee

Youth Parliament Members 2015/16 

 + Stephen Dawkins

 + Chloe Gray 

How we involve the public and 
volunteers 
Healthwatch Central Bedfordshire value the 
support of the public and the work of our 
volunteers. We have continued to involve the 
public and our volunteers throughout 2015/16 
in our work and to undertake various roles. 
We involve and amplify people’s voices in the 
following ways: 

 + Board Meetings in public.

 + HWCB representation at Stakeholder 
meetings, Locality Boards and 
Committees.

 + Our activities, engagement events, 
meetings, reports and policies are 
published on our website and shared with 
public organisations.

 + We take responsibility for capturing 
system-wide learning from complaints 
feedback and consumers personal 
experience

 + We ensure that marginalised groups are 
listened to through our work with young 
and older people.

 + Through our feedback centre we identify 
local trends and preferences.

HWCB Annual General Meetings
HWCB hold Annual General Meetings where we 
are joined by many of our members, volunteers 
and stakeholders.

At our AGM in October 2016 the Chair, Vice 
Chair, Directors and Trustees were re-elected 
for a further year and HWCB’s financial accounts 
for 2016/17 were approved.
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Financial Report 
Healthwatch Central Bedfordshire receives funding directly from Central 
Bedfordshire Council to deliver the statutory functions of a local Healthwatch  
for Central Bedfordshire. We have been advised by our local authority 
commissioner that we received all of the funding allocated by the Secretary 
of State for Health to Healthwatch Central Bedfordshire. This equates to 
approximately £140,000 per annum.

The table below shows Healthwatch Central Bedfordshire statement of activities for the year ending 
31st March 2015.

INCOME £

Funding received from local authority to deliver local Healthwatch statutory 
activities

140,000

Additional income (inclusive of Lottery Funding) 15,565

Total income 155,465

EXPENDITURE

Operational costs 43,341

Staffing costs 100,083

Office costs 16,382

Total expenditure 159,806

2013/14 Underspend B/F

2014/15 Overspend*

2015/16 Overspend*

Balance Carried forward

45,426

(8,575)

(4,341)

32,510

* The term overspend in this context is used to refer to expenditure against existing Healthwatch 
Central Bedfordshire assets and not our annual contract from commissioners, hence how we are 
adding qualitative value to this contract.
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Address:   Capability House
   Wrest Park
   Silsoe
   Bedfordshire
   MK45 4HR

Phone number: 0300 303 8554

Email:   info@healthwatch-centralbedfordshire.org.uk 

Website:  www.healthwatch-centralbedfordshire.org.uk

Twitter:  @healthwatch_cb

Facebook:  Facebook – Healthwatch Central Bedfordshire

You Tube:  Healthwatch Central Bedfordshire

Address of Local Authority: 

   Central Bedfordshire Council
   Priory House
   Monks Walk
   Chicksands
   Bedfordshire
   SG17 5TQ

We will be making this annual report publicly available by 30th June 2016  
by publishing it on our website and circulating it to Healthwatch England, 
CQC, NHS England, Clinical Commissioning Group/s, Overview and Scrutiny 
Committee/s, Health and Wellbeing Board and our local authority. 

We confirm that we are using the Healthwatch Trademark (which covers the  
logo and Healthwatch brand) when undertaking work on our statutory activities 
as covered by the licence agreement.

If you require this report in an alternative format please contact us at the 
address above. 

© Copyright (Healthwatch Central Bedfordshire 2016)

mailto:info@healthwatch-centralbedfordshire.org.uk
http://www.healthwatch-centralbedfordshire.org.uk
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“ Working with Healthwatch Central 
Bedfordshire is integral to the way 
in which we make decisions about 
local healthcare; they are valuable, 
independent, critical friends who 
advocate the patient view. They 
help us to assure that our plans and 
decisions are thorough, detailed, 
open and transparent and help us to 
inform the local population about 
those decisions”. 
 
 
Jane Meggitt 
Director of Communications & Engagement, 
Bedfordshire Clinical Commissioning Group.
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