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Healthwatch Central Bedfordshire

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’s.
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Message from our Vice Chair,
Dave Simpson and Chief Executive
Officer, Diana Blackmun
We were delighted to be able to work with our
colleagues in Luton on a joint consortium bid for
the Healthwatch Luton contract earlier this year.
Following the successful bid we have recently
set up a Joint Working Board which will facilitate
more collaborative work across our diverse
communities, whilst retaining each local
Healthwatch separate identities.

Welcome to Healthwatch
Central Bedfordshire’s Annual
Report 2017/18. This year has
been very challenging but also
very rewarding.
In the past year we have recruited two new
Directors and two new Youth Parliament members
to our Board. This has broadened the Board’s
experience and skills which has further enhanced
the ability of the Board to encompass all areas of
health and social care across Central Bedfordshire.
Our new staff members, who joined us last year,
have enabled us to vastly increase our
engagement and outreach activities, to reach
more members of the local community, supporting
them to have a voice and using the information
they give us to improve and influence the care
being provided to local residents.

“I have witnessed our local
Healthwatch go from strength to
strength; the voice of local people
is coming through very strongly
which is helping to influence our
understanding of the health and
social care issues faced by local
residents. I welcome the approach
that HWCB has taken in gaining
often sensitive feedback from our
customers to ensure their voice is
heard. Through HWCB we are able
to learn of residents experiences,
both positive and negative and I
look forward to continuing to work
jointly with HWCB, particularly
around integration of care and
support services and encouraging
people to feedback information
about local services”.
Julie Ogley, Director of Social Care,
Health and Housing,
Central Bedfordshire Council
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By growing our online and social media presence
we have seen a vast increase in the number of
people contacting us to tell us about their health
and social care experiences, which is used in our
reports or to develop a survey to learn more about
the issues affecting local residents. We use all of
the information we receive and we feel very
fortunate to have the opportunity to help our
residents contribute to improving services.
On behalf of the Board of Directors we would like
to thank our dedicated and passionate staff, our
wonderful volunteers, who all contribute to our
success, and of course to our Board members who
are also all volunteers.
In the future, we will focus on continuing to ensure
the local voice is heard, that people are involved in
decisions that affect them in a meaningful way, and
that people are given the opportunity to help
shape services that meet the needs of the local
population.

Talking to a local resident at ‘Just Ask’.

Healthwatch Central Bedfordshire

“We have a very positive and
constructive working relationship
with Healthwatch Central
Bedfordshire, who provide us with
invaluable patient and carer
feedback about the quality and
responsiveness of our adult mental
health services. This feedback
enables us to continually seek to
improve what we do and how we do it
in adult mental health. We also enjoy
regular catch-up meetings with
HWCB and this gives us ideas for how
best to shape our services for the
future. The Healthwatch Central
Bedfordshire website is also a good
source of patient feedback for us.”
Paul Rix, Deputy Director,
Bedfordshire Mental Health and
Wellbeing Service
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Highlights from
our year
12

26

410

We have visited 12 services to
talk to people about their care.
(see page 12)

Active volunteers have helped
us to reach local people and to
complete various tasks
(see page 22 and 23)

Over 410 people signposted
to local services for support,
information and advice
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1,400

We have produced five reports
to influence local services
(see page 26 and 31)

Our reports explore people’s
views of services from
MSK to Mental Wellbeing for
young people.

We have spoken with over
1400 people during our Just
Ask Tour 2017

6,300

6,120

248

We’ve interacted with over
6,300 people on social media

We engaged with over 6,120
people at events, meetings and
groups across the County

Comments logged on to our
feedback centre from people
using services.
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We believe that...
...no one should be afraid to speak up...because your opinion is as
good as anyone else’s.

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

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

No one should
ever be afraid to
report abuse

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

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

No one should
ever be afraid to
say they 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.
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Who we are

You need services that work for
you, your friends and family.
That’s why we want you to share
your experiences of using health
and care with us – both good and
bad. We use your voice to
encourage those who run services
to act on what matters to you.
Health and care that works for you
People want health and social care support that
works – helping them to stay well, get the best out
of services and manage any conditions they face.

As well as championing your views locally, we also
share your views with Healthwatch England
who make sure that the government put people at
the heart of care nationally.

Our purpose
To find out what matters to you and to help make
sure your views shape the support you need.
People’s views come first – especially those who
find it hardest to be heard. We champion what
matters to you and work with others to find ideas
that work. We are independent and committed to
making the biggest difference to you.
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Meet the team

Diana Blackmun

Dee Dillistone

Jane Kelly

Chief Executive Officer

Engagement & Volunteer
Coordinator

Communications Officer

Susan George

Clare McAnulty

Research & Insight Officer

Digital Development Officer

Healthwatch Central Bedfordshire

Your views on
health and care
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Listening to the views and experiences of older people accessing health and social care services in Central Bedfordshire.

Listening to people’s views

Making sure services work for you

When we work with people to listen to their views
and experiences we use lots of helpful and
different techniques including:

Part of the local Healthwatch programme is to
carry out ‘Enter & View’ visits.

++ Visiting local communities using the ‘Rave Bus’,
inviting our partner organisations to join us to
collectively gather local peoples experiences of
health and care services and to identify needs.
++ Visiting local community groups in village halls
and housing schemes to listen to the views and
experiences of older people accessing health
and social care services in Central Bedfordshire.
++ Visiting local schools and colleges with Young
Healthwatch Members to listen to young people
talking about the challenges and issues they
face whilst engaging with health professionals.
++ Visiting local support groups and parent/carer
groups to listen to people who may be
disadvantaged or vulnerable due to their
physical or mental health.
++ Encouraging people via social media, who may
live outside of Central Bedfordshire but who use
services within our area, to give their feedback
about local services using the Feedback Centre
on our website at www.healthwatchcentralbedfordshire.org.uk

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 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 & 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
Team will also carry out a visit at the request of the
local authority or Clinical Commissioning Group
if they have identified concerns about the quality of
care or service delivery.
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Healthwatch Central Bedfordshire’s
authorised Enter & View representatives
are as follows:
++ Dave Simpson (Enter & View Lead)
++ Catherine Davies
++ David DeButts
++ Linda Grant
++ Den Fensome
++ Linda Harrison
++ Nicola King
++ Michael Hyde
++ Leanne Fitzsimons
++ Brian Scott

Programme of visits 2017/18

We also work very closely with the Care Quality
Commission as we share a national organisational
structure. In this way we continue to be at the
forefront of improvements in service provision.

Impact & Outcomes
GP Practice - One of HWCB’s visits to a GP Surgery
in Central Bedfordshire was undertaken as part of
our scheduled programme of visits in 2018.
However during the visit it became apparent that
many of the administrative and clinical staff had
concerns about the quality of service offered to
patients.
Many concerns identified related to the
management structure at the Practice which staff
felt was affecting patient care and their frustrations
when using the current software system for
patient appointments. Patients also highlighted
issues with particular GP’s and their inability to
secure an appointment with clinical staff at certain
times which was equally as frustrating for patients.

During 2017/18 Healthwatch Central Bedfordshire
carried out 12 Enter & View visits to services in our
area (for a full list including a report of each visit
please go to www.healthwatchcentralbedfordshire.org.uk

Looking to the future
We aim to recruit more Enter & View volunteers
during 2018 and we are also opening our Enter &
View Training Programme to Healthwatch Luton
volunteers and staff.

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

All of 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.

In our full report, which was shared with the
Bedfordshire Clinical Commissioning Group and
the Care Quality Commission we recommended
that the Partners at the Practice continue to listen
and support the staff and act on the
recommendations of a recently appointed
independent management consultant, with the full
cooperation and engagement of staff, to ensure
that the patient experience and quality of service
was not affected.
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Residential Care – Early in 2018, Central
Bedfordshire Council asked HWCB to support a
scheduled ‘Person Centred / Dignity’ visit to a
residential care home, to observe and feedback at
a Provider Performance Meeting.

The promotion of privacy, dignity and respect for
residents was clearly in evidence and HWCB
representatives witnessed Carers responding
effectively and efficiently, whilst being respectful,
to all residents at the home.

Following a CQC report which rated the home as
‘inadequate’ an improvement plan had been
developed and the Council requested that HWCB
visit the home to conduct an independent review,
observe activities within the home and talk to staff,
residents and their families about their experience
of the home.

During the visit, HWCB representatives raised one
concern observed during mealtimes. It was noted
that bibs were placed on residents up to 20
minutes prior to serving of meals which caused
anxiety and impatience amongst residents. This
was highlighted at the time of the visit, and as one
of the recommendations in our report, which
asked that staff defer from issuing bibs until meals
are served.

HWCB representatives spent a day at the home
and were pleased to see that improvements had
been implemented in accordance with the plan
and refurbishment of certain areas of the home
were taking place with minimum disruption to
residents and staff.
Plans to improve the quality of life and wellbeing
for residents were clearly in hand and ideas for
future improvements were under discussion.

One of our volunteers talks to a local resident .....

All HWCB’s Enter & View reports can be viewed on
our website at https://healthwatchcentralbedfordshire.org.uk/publications/enterview-reports

Feedback from residents, relatives
and staff confirmed that recent
changes implemented at the home were
very positive.

Healthwatch Central Bedfordshire

Helping you find
the answers
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How we have helped the community
get the information they need
During our outreach events, which took place
across various towns in Central Bedfordshire, we
spoke with over 4,210 people giving advice and
guidance about local services; how to access them;
helping them to navigate the health and social care
system; signposting people to statutory or
voluntary organisations offering support; and
listening to their experiences of health or social
care services and investigating further where
needed.

Our outreach activities are listed below:
++ Programme of visits during 2017/18 to local
Community, Voluntary and Charity Groups and
Support Groups across Central Bedfordshire
++ Just Ask 2017/18 (Spring/Summer)
++ Just Ask 2017/18 (Winter)
++ Listening Events 2017/18

Healthwatch Central Bedfordshire

Older Peoples Festival 2017
The Festival for Older People is facilitated and
delivered by HWCB, in partnership with Central
Bedfordshire Council and Aragon Housing
Association residents group ‘ROAR’, as a local
initiative designed to celebrate the life of older
people and the contribution they make to society.
The theme for this years festival was ‘Stepping into
the future’.
Each year we bring together local services for
older people, to give 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 ideas to help older people live independent
and happy lives.

The main aim of our programme of
outreach activities is to reach out to
the general public, to be visible,
approachable, and to give everyone
the opportunity to talk directly to
HWCB staff and colleagues from key
local organisations

Promoting the work of Healthwatch Central Bedfordshire to a local resident
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The Festival for Older People
2017 – at a glance
Over 330
visitors attended
the Festival

The event was
supported by 19
volunteers

78 people gave
feedback about the
event by filling out
evaluation forms

There were 48
Exhibitors over 42
stands

The Macmillan cake
stand raised over £190
for the charity

110 visitors
took advantage of
the health checks
on offer
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Other ways we help the community
access the care they need
This year Healthwatch Central Bedfordshire has
been involved in a number of different ways to
help the local community
++ A member of HWCB supported a user led
mental health support group to acquire funding
to sustain the group, via a meeting with the
local MP and discussions with Central
Bedfordshire Council and local businesses in
the community.

“The group offers a much needed service to
help with recovery, provide support and
just a reason to get out of bed in the morning” Member of Minds2gether

++ In September 2017, the Trust Boards of Bedford
Hospital and Luton & Dunstable Hospital
announced plans to merge both hospitals and
form a single NHS Foundation Trust. The Trust
Boards were committed to keeping core
services such as A & E, Maternity and
Paediatrics and to ensure people were kept
informed of developments and engaged
throughout the process, HWCB raised
awareness and encouraged local residents to
give their feedback at public information events
held across Bedfordshire. People were also
encouraged to help shape the future of their
local hospital by becoming a Foundation Trust
Member.
++ As well as constantly adding news items on our
website about health and social care issues
from around Central Bedfordshire we also
publish details of both local and national public
consultations to give people the opportunity to
have their say about local care services. We also
post details of any health and wellness events
we feel would be of interest, such as workshop
availability at the Recovery College.

Healthwatch Central Bedfordshire

Case Study: ‘Just Ask’ 2017
At the Just Ask stand in Sandy in September 2017 a
couple visited the stand who were very concerned
about a family members current residency at a
local Nursing Home. At the time of the visit, the
couple explained that their relative privately
funded their care. However, due to their relatives
dwindling savings this could not be sustained and
they were very worried that their relative would be
moved out of the place she has lived in for some
considerable time and regards as her home. The
couple had spoken with the local authority and
been advised that their funding would only cover
55% of the bill.
HWCB staff listened to their story and provided
information leaflets on the Council’s charging
policy for residential and nursing care together
with a copy of the Care Directory. They were also
advised to contact Central Bedfordshire Council’s
Older Peoples Team and request a full needs
assessment, to include discussion about finances
and funding options, for their relative.
HWCB’s staff subsequently called the family
to ask about progress. The couple confirmed
they followed the advice given at Just Ask and
they were pleased to report that their family
member would be remaining at the home they
currently reside in. Both the cared for person and
their family were very appreciative of the advice
given on the day and were very happy that
they had stopped to discuss their issue with the
‘Just Ask’ team.

We’ve created a bite-size video
which explains how your stories
help us to influence decision makers
when planning and delivering health
and social care services. To view
the video go to www.healthwatchcentralbedfordshire.org.uk

Healthwatch Central Bedfordshire

Making a difference
together
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How your experiences are helping
influence change
Healthwatch Central Bedfordshire use all the
information and feedback you give us. Positive and
negative comments about specific health and
social care services are logged and fed through
into reports that help service providers and the
decision makers understand how the experiences
of local people can help to influence change and
improve the quality of care received.
We have collated information and made
recommendations to providers to help improve
services in the following areas:
++ Residential Care Homes
++ GP Practices
++ MSK Services
++ Community Health Services
++ Young People Mental Health Services
++ Carers
++ Older People

In July 2017, HWCB staff were asked by the
Bedfordshire Clinical Commissioning Group to join
a procurement panel, representing the public voice,
for the provision of Community Health Services
across Bedfordshire. Part of our involvement was to
ensure that the organisations bidding to deliver
the service were able to develop a better picture of
local needs and services.

Working with other organisations
We work very closely with other organisations so
that we can influence the shape and quality of
local health and social care services.
We share all our ‘Enter & View’ reports with the
Care Quality Commission, Central Bedfordshire
Council, Bedfordshire Clinical Commissioning
Group, Healthwatch England, NHS England, the
Providers and Commissioners of local services,
and the public. All of our Enter & View reports are
published on our website.

Healthwatch Central Bedfordshire

HWCB also respond promptly to requests
from the Care Quality Commission for
information and feedback about local Care
homes or GP Practices provided to us by
local residents
Working with other local Healthwatch
Following the introduction of the BLMK
Sustainability and Transformation Plans (STPs),
local Healthwatch in the Bedfordshire, Luton and
Milton Keynes area ran a snapshot survey during
June to September 2017 to determine whether
local people were aware of the plans for their area.
The questionnaire was designed to:
++ Understand what local people know about the
plans a year after the introduction of the STP’s.
++ Determine whether people feel currently
involved in how the Plans were taking shape.
++ Ascertain whether people want more
information about the Plans and how this could
be achieved.
++ Produce an initial entry survey on local people’s
understanding, to enable the organisations
involved to measure improvement in
communications, as the STP developed.
Local Healthwatch across the BLMK footprint
widely distributed the survey and spoke with over
345 people.
Results of the survey showed that the majority of
respondents were not aware of the plans for the
BLMK area and only a small minority had attended
one of the consultation events. Most people felt
they had no opportunity to comment on the Plans.
The survey results together with our
recommendations, which included accelerating
engagement and communication plans with the
public to develop an understanding of the
outcomes they want to achieve, were shared with
the BLMK STP Leads and the wider public.
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Working with Healthwatch England

Working with local Providers

As part of the local Healthwatch network we
continue to support Healthwatch England as the
national consumer champion, in its wider
engagement.

Healthwatch Central Bedfordshire has maintained
and improved its relationships with local service
providers, receiving appropriate and timely
responses to our formal requests for information.
Specifically issues about:

In 2017/18, prior to the ‘it starts with YOU’
campaign, HWCB signed up to the HW Eng
Thunderclap campaign on social media sites. As a
result a one time message was placed by HW Eng
on our social media accounts at the same time as
other local Healthwatch who had signed up to the
Thunderclap. This simultaneous activity generated
much more publicity for the ‘it starts with YOU’
campaign.
During the campaign we continued to promote
awareness through our social media sites and
website. We retweeted HW Eng content and
encouraged our followers to retweet the messages
too. The resources created by HW Eng were used
to create Twitter cards, Facebook posts, a website
banner and an email signature. We also created
and displayed posters with ‘it starts with YOU’
branding at our outreach events to raise
awareness of the campaign and encourage
feedback on local services.
We have also contributed to numerous reports
and surveys undertaken by Healthwatch England,
including:
++ Life in a Care Home – what’s it really like?
++ Home Care Services Report
++ Annual Survey of Health and Care Priorities
++ Help make mental health care better
A regular feature of our quarterly Newsletters is
‘News from Healthwatch England’. This includes all
the latest updates from Healthwatch England, the
launch of their new strategy 2018 – 2023 which
draws on the ideas and views that people shared
with their local Healthwatch, and explains what
Healthwatch England want to achieve over the
next five years.

++ Community Health Services
++ Mental Health Services (Adults and
Children & Young People)
++ Deaf Services
++ Physical Disability Services
++ Carers Services
++ Services for Older People
++ Housing Solutions Team
++ MSK Services
++ Advocacy Services
++ Adaptations & Aids
++ Extra Care Housing
During 2017/18 HWCB staff were very active in
liaising with the Community Mental Health Teams
(CMHT) across Bedfordshire to ensure that the
service user’s voice is heard. We escalated your
concerns to the CMHT’s and helped to resolve
outstanding concerns.

How we have worked with our
community
Healthwatch Central Bedfordshire has promoted
and supported the involvement of local people in
the commissioning, provision and management of
local health and care services in the following
groups and forums:
++ Older Peoples Network
++ Partnership Boards
++ Voluntary and Community Groups
++ Pharmaceutical Committees
++ Mental Health Forums
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“I enjoy volunteering with Healthwatch
Central Bedfordshire and being part
of the Enter & View Team. In particular
visiting GP Surgeries because, as a
former Practice Manager, I am very
interested in this area of work and lots
of experiences stick in my mind. Due
to recent health problems I haven’t
been able to get involved as much as
I would like and I really miss the
interaction”
Brian Scott, HWCB Volunteer

Healthwatch Central Bedfordshire

Working with the Health
& Wellbeing Board
We play an active role in numerous forums
responsible for planning and delivering health and
social care across Central Bedfordshire; the Health
and Wellbeing Board is one of the most important.
The Health and Wellbeing Board has a duty to
encourage integrated working between health,
care and other public services in order to improve
wellbeing in Central Bedfordshire. It is also
responsible for the delivery of the Joint Strategic
Needs Assessment and the Joint Health &
Wellbeing Strategy .
Our representative on the Board in 2017/18
continued to be our Chief executive Officer, Diana
Blackmun. As a member of the Board we have
been able to contribute to discussions about
improving the health and wellbeing of our local
population.

Working with our Volunteers
To be the independent effective voice of local
people Healthwatch Central Bedfordshire relies on
a network of volunteers who support us to check
local services are meeting the needs of the people
using them and to gather feedback from
communities.
We have over 26 active volunteers including 10
‘Enter & View’ volunteers who receive in house
Enter & View training which includes
Confidentiality & Data Protection and Equality
& Diversity. All our volunteers regularly attend
Safeguarding training.
Some volunteers have experience of services as a
patient or a service user and some have useful
knowledge from previous professional roles. We
know that much of our strength is rooted in their
passion.

“We can learn from each other. The events are a
good opportunity, not only for the training,
but to meet other volunteers and hear about the
work they are doing”.
HWCB Volunteer, October 2017
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In our quarterly Newsletters we highlight the work
carried out by our volunteers and feature a
volunteer story.
During 2017/18, we nominated several volunteers
for awards and were delighted that three of our
volunteers received recognition for the fantastic
work they do for HWCB and other organisations, as
follows:
++ Dave Simpson received a national award, The
Douglas Macmillan Award, which celebrates
those who have promoted Macmillan Cancer
Support, in May 2017. In addition to supporting
HWCB’s ‘Just Ask’ programme, Dave also
disseminates Macmillan Cancer Support, advice
and information, to those visitors to ‘Just Ask’
seeking help for cancer related issues.
++ Michael Hyde won Central Bedfordshire
Council’s ‘Cheering Volunteering’ Award outstanding contribution for his volunteering
activities with HWCB in June 2017. Michael is
part of HWCB’s Enter & View team and supports
and attends the ‘Just Ask’ programme of events
and the Festival for Older People. Michael has
contributed to a film highlighting the challenges
and benefits of accessing Domiciliary Care
services and also takes a very active part in
HWCB surveys. Michael is supported and
assisted by his PA, Leanne, who is also a very
valued HWCB volunteer.
++ Nicola Kidby, received a ‘highly commended’
award for her outstanding contribution at
Central Bedfordshire Council’s ‘Cheering
Volunteering’ Awards ceremony in June 2018,
also for her work with HWCB. Nicola is an
integral part of HWCB’s Volunteer Involvement
Group and helps to plan training events,
including events linked to children’s and parent
carers needs. Nicola is also a qualified
accountant and one of the very valuable roles
Nicola performs for HWCB is supporting one
of our back office functions, bookkeeping.
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Our volunteers support us in a range of
different roles and we also hold regular Volunteer
Engagement and Training days for all our
volunteers to attend. During 2017/18 we held
three volunteer events to recognise and value the
huge contribution volunteers make to the
organisation. Presentations were delivered by
guest speakers on the following topics:
++ Enter & View Training
++ Independent volunteering by Healthwatch
Luton
++ Communications & Digital promotion
++ An introduction from Chums
++ Dementia Friends Information session
++ Equalities and Diversity in the NHS
++ Volunteering experiences

Michael Hyde recieving his ‘Cheering Volunteering’ award.

Healthwatch Central Bedfordshire

“For over five years HWCB have been
encouraging local people of all ages
to feedback information about their
experience of health and social care
services and they use this
information to regularly report 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”
Cllr Carole Hegley, Executive Member
for Social Care, Housing & Customer
Services, Central Bedfordshire Council

Healthwatch Central Bedfordshire
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“I felt that I must write to you because of what you did
for me and to thank you. At the appointment with the
doctor I was given most of what I wanted and I didn’t
have to wait another six weeks feeling awful and she
has kept my appointment in July. I am not feeling perfect
and still have bad thoughts but at least I know I have
another appointment booked”
It Starts With You
We have explained the many different ways we
listen to people who use local care services – but
what do we do with the information you give us
about your experiences and your needs?
We …………….
++ Raise your concerns, issues and complaints
directly with the organisations that provide
health and care services, requesting prompt
responses and action to reach resolution;
++ Notify health and care service providers of the
positive comments we receive about a service;
++ Escalate any comments that staff identify as a
safeguarding concern and act according to
local procedures. This includes communication
with key partners such as the Care Quality
Commission and Central Bedfordshire Council’s
Safeguarding Team.
++ Use feedback to inform current issues of
interest to HWCB such as our Enter & View plan
of visits or specific research projects.
++ Inform relevant persons about outcomes that
may have been generated from their individual
involvement.
++ Inform local and national health and social
care agendas by contributing intelligence to
specific networks and bodies.

++ Alert Healthwatch England to concerns about
specific care providers so that it can escalate
concerns about health and social care services
raised by local Healthwatch to the Care Quality
Commission. Healthwatch England will provide
advice to the Secretary of State, NHS
Commissioning Board, Monitor and the English
local authorities; and they must have regard to
that advice.
++ Publish and disseminate 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.

“Thank you so much for all your help and
support; arranging for an urgent needs
assessment means she is finally getting the
care and treatment she needs which will
make such a difference to her quality of life”
Carer in Houghton Regis
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We use reports to influence decision makers in health and social care with the views of our local
communities. This includes reports published following our visits to local services and also reports that
follow extensive surveys or research projects, examples of two reports are shown below:

You said...

Falls Prevention Survey
Through our engagement with local residents we became aware that falls prevention was a
subject less likely to be addressed until one or more residents had suffered hospitalisation due
to a fall in the home.
We wanted to find out what level of awareness and understanding exists amongst the population
of Central Beds about the best ways to prevent falls and critically also, whether people have the
williness to ‘future proof’ their homes in advance of need and eliminate risk through good
planning. We also wanted to know whether older local residents felt a need for an information
service to advise them of sensible and low key options to help prevent falls.

Our recommendations included further investigation by the local authority into self-prescribed
walking aids and what current opportunities exist to encourage people to exercise more. We
received a positive response to the survey with requests for future involvement highlighting falls
prevention projects.

We did...

We developed a survey in September 2017 and approached a popular local community group;
University of the Third Age (U3A), to talk to their members, raise awareness of falls prevention, and
to discuss and distribute HWCB’s survey designed to ascertain their awareness of changes that
might need to be made to their home in order to prevent falls in later life. Members were
also asked to tell us what help they require in this area of self-care. Over 60 responses were
received and analysis of the results showed that there is significant potential to reduce the
future prevalence of trips and falls through judicious and minor self-funded interventions.

You said...

MSK Patient Experience Report
The Bedfordshire Clinical Commissioning Group (BCCG) commission the Circle Health Partnership
to deliver MSK Services to patients across Bedfordshire which is delivered in community clinics, as
well as centralised services and hospital settings. You raised issues and concerns about the
quality of particular areas of the service and about the difficulty you were having contacting the
MSK service to confirm or request an appointment or to self refer into the service.
To address the concerns raised and to give people the opportunity to shape the way in which MSK
Services are delivered with a focus on the things that really matter to patients, Circle
commissioned us to conduct an independent patient experience survey.

Our recommendations included the installation of additional phone lines with appropriate call
handlers, equity for all with regard to patient choice, further promotion of the self-referral process
and quality improvements for those with complex care needs. Circle MSK responded positively to
the survey and will be reviewing current procedures in line with our recommendations.

We did...

The survey was developed to gather additional feedback from current and former patients in the
twelve months prior to December 2017, and specifically designed to understand current service
delivery from the patient’s perspective, with a focus on their current and/or previous experience
including how patients accessed the service. 78 responses were received and analysis showed
that overall satisfaction with the service is good although there were polarised opinions about
the quality of service. Those with complex care needs were less than satisfied with the service
and some patients were confused with particular aspects of the service.
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Further examples of the things you told us, some of which we resolved directly and others that we fed back
to the decision makers, are shown below:

You said...
Mr H, a tetraplegic patient, shared his thoughts
with HWCB staff about his condition which
severely limits his movement. All he wanted to do
was to be upright and be able to look out of his
bedroom window. He had an idea how to do this
but did not know how to turn his idea into a reality.

You said...
Mrs K, an MSK patient, had waited two years with
severe back problems that required treatment and
input from the pain clinic. Appointments were
cancelled and administration errors meant that
the primary problem was not being treated.

You said...
Mr J, a patient, already known to HWCB through
our work on the Non-Emergency Patient
Transport Service survey, was very concerned that
he could no longer collect repeat prescriptions
from his local chemist. He was told to collect from
the Health Centre which was too far away for him
to walk to and they had previously given him the
wrong medication.

You said...
Our Listening events have demonstrated that
there is little knowledge or information available
for patients wanting or needing affordable
transport to hospital or healthcare appointments.

We did...
After talking to us we put Mr H in touch with a
company called Remap who help disabled people
reach independence. One of their engineers
subsequently met with Mr H and after only a few
weeks they returned with a piece of equipment
that enables him to stand upright and which will
eventually improve his posture.

We did...
We directly contacted the MSK service to urgently
investigate the issue. MSK immediately discussed
concerns with Mrs K and arranged for her to
placed on the correct pathway to receive the care
she needs. Mrs K managed to receive an earlier
appointment and told HWCB ‘thank you, thank
you, I should have come to you months ago’.

We did...
We contacted Medicines Management at the
BCCG who confirmed that any patient requesting
repeat medication can decide for themselves
where to collect but it needed to be confirmed
with the GP Surgery and ordered online. We also
contacted the pharmacist, who knew Mr J, who
agreed to call to ensure he understood the
process.

We did...
We promoted local transport services through our
Newsletters, social media and online presence and
shared information directly with individuals who
contacted us about transport services available in
their geographical area. We also invited local
voluntary providers to join us at our outreach
events across Central Bedfordshire to promote
their transport services.
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Further examples of the things you told us, some of which we resolved directly and others that we fed back
to the decision makers, are shown below:

You said...
Mrs P called us with a concern relating to
specialist medical aids she needed following an
operation. She had received some aids from the
hospital but was now running out and had no idea
how to get any more. These were key to helping
her recovery and overall wellbeing.

You said...
Concerns were raised by the daughter of a
profoundly deaf patient who was not receiving
support to participate effectively in his care and
treatment during a hospital stay. We were advised
that hospital staff were not supporting her father
to enable him to communicate effectively which
was affecting his treatment.

You said...
A member of the public who did not wish to
be identified contacted us about a resident in a
care home who they felt was suffering with severe
anxiety and distress because he had been
separated from his wife who was living in a
different care home. They had previously lived
together for over 50 years and he wanted
them to be together.

You said...
As part of HWCB’s involvement in the mock CQC
inspections at Bedford Hospital during June 2018,
we identified that one of the questions to staff
regarding use of interpreters only related to
foreign language and did not encompass British
Sign Language which we know is an issue for
many patients.

We did...
One of HWCB’s volunteers had a family member
with the same condition and they were able to
provide very detailed information on how to
source the aids she needed. Mrs P was also
signposted to a local equipment service provider
for additional support.

We did...
We contacted the hospital directly to highlight
the concerns raised and to request that staff
follow current procedures and hospital policy to
ensure that deaf patients were fully supported
during their stay. As a result of this complaint,
HWCB will be developing a survey of deaf patient’s
experience, including young people, in
collaboration with a local support group.

We did...
We directly contacted Central Bedfordshire
Council and liaised with the Councillor responsible
for health and social care to highlight the
resident’s concerns. Following the Councillor’s
intervention and after a period of investigation,
the resident’s wife was moved into the same care
home as her husband and he was overjoyed to be
reunited with his wife.

We did...
As a result of our recommendation, Bedford
Hospital will be reviewing this question to staff
during their mock CQC inspections to ensure it is
more equitable for those in need of interpreters.
This links directly to the project work we will be
developing in the future to learn more about Deaf
patient’s experience.
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“Healthwatch Central Bedfordshire
regularly attends meetings of the local
decision makers in health and care
called ‘The Health and Wellbeing
Board’ of Central Bedfordshire Council,
and The Governing Body, of the
Bedfordshire Clinical Commissioning
Group.”

Healthwatch Central Bedfordshire

Young Healthwatch
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Young Healthwatch
Healthwatch Central Bedfordshire work with
people of all ages to understand their
experiences, needs and issues across all health
and social care services. A very important part
of our work is engaging with young people to
ensure their voice is heard.
Our young Healthwatch group continue to go
from strength to strength and this year they
have been involved in supporting our outreach
projects; Just Ask and Listening Events, talking to
young people about their experiences of health
and social care across Central Bedfordshire. Other
activities include intergenerational work
supporting staff and volunteers at the Festival for
Older People in October 2018, helping to guide
older people to the various exhibitors and services
available.
A main focus for Young Healthwatch this year was
mental health linking in with HW England’s ‘#speak
up’ campaign to encourage young people to talk to
us about their experiences of mental health care,
in order to understand what support people want
and need to help manage their condition. It has
long been recognised that good mental health is
key to maintaining children’s wellbeing and their
ability to thrive and with the national focus on
mental health, HWCB prioritised work in this area
to inform and further strengthen the evidence
from a local perspective.
Youth Action, in partnership with Groundwork at
Sandy Youth Club contacted us to work with their
group of young people to develop a project to help
their community. Using a core team of young
volunteers, a set of key questions was developed,
with support from members of Young
Healthwatch. The aim of the questionnaire was to
gather feedback from young people about their
knowledge and understanding of mental health,
their experiences, either their own, those around
them or those close to them, such as friends or
family members.
The project evolved to include an element of
interviewing peers and support was on hand to
help the young people develop the skills and
confidence to conduct peer interviews. As part of
the project young people were also asked to rate
the service they had received and staff were once
again on hand to offer mentoring or referral to
specialist services.

Healthwatch Central Bedfordshire

From the responses given in the questionnaires
some powerful stories were highlighted with a
clear demonstration that children and young
people know about and experience mental health
issues and that these can have a significant impact
on their lives.
This snapshot programme of work has enabled the
young people, who conducted the interviews, to
develop the skills to listen, to work in a team, and
to communicate and collate information from their
peers. Their work has also increased their
understanding of the complexities of mental
health and how this can affect young people today.
One of the interviewers told us ‘You start to realise
how people feel and what they go through on a
daily basis’. Analysis of the questionnaires
identified the following key themes:
++ The majority of young people had a
recognised mental health issue;
++ Several young people placed a large emphasis
on the importance of feeling listened to;
++ Self-harming was considered a coping strategy
by many young people;
++ Young people put a great deal of value on
talking.
The full report, called Sandy Youth Mental
Wellbeing Project, together with our
recommendations, which included developing our
Young Healthwatch website to provide a guide to
mental health services and links to support
networks, was shared with Children’s Services at
CBC, the BCCG, East London Foundation Trust
(ELFT), who are responsible for delivering mental
health services across Bedfordshire, and various
mental health support groups. The findings in the
report were also presented to the Child &
Adolescent Mental Health (CAMHS) Stakeholder
meeting in June 2018 to highlight the results of
the survey and our recommendations.

Speak about it. Go to family, friends and
relationships to talk about how you are suffering to
see how they can help. Go to doctors because they
are trained in it and counsellors can be good.
They are in different areas. Don’t bottle it up and be
honest about how you feel.
A young person’s message

Healthwatch Central Bedfordshire

Our plans for
next year
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What next?
Central Bedfordshire is an area of growth and
also a predominantly rural area; the number
of residents is set to increase to 297,400 between
2016 and 2021, a 7% rise, according to the Office
for National Statistics.
A particular challenge is that the complexities of
people’s needs are changing and there will be an
increase of older residents, with the number of
over 65’s rising by 14% over the same period to
55,200, and the proportion of over 85’s increasing
by 18% to 6,700.
There are sizeable health inequalities in the area.
For example, men in the richest parts of Central
Bedfordshire can expect to live more than seven
years longer than their poorer peers.
The local authority and the Bedfordshire Clinical
Commissioning Group are also required to make
unprecedented financial savings, which places
pressure on their budget to effectively deliver
health and social care services that people want
and need.

Our top priorities for the next year
1. Access to Mental Health services, both Adults
and Young People;
2. Investigating the deaf patient’s  experience
accessing primary and secondary care;
3. Wheelchair users accessing care and treatment;
4. Enter & View Programme of visits to Hospital
Wards in collaboration with HW Luton;
5. Review of Out of Hours services and the planned
Urgent Treatment Centre.

Healthwatch Central Bedfordshire

Health and social care is going through a huge
period of change and throughout 2018/19 we will
continue to focus on improving the quality of
services in Central Bedfordshire and influence the
decision makers to ensure services are delivered
that meet the needs of diverse communities.
Healthwatch Central Bedfordshire recognises its
role and responsibility over the next 12 months to
support and engage with the population of Central
Bedfordshire and to empower people to take more
control of their own health and care as well as the
decisions that affect them.
It is our job to work towards a better fit between
peoples aspirations and their current experience.
Engaging to ensure a compassionate, patient
centered approach across services will be a key
role for HWCB, from using patient experiences to
influencing transformation and remodeling, to
more specific monitoring of current activities
being delivered day to day.
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Priorities & Challenges
We believe that greater public involvement in
health and care services delivered locally is critical
to overcoming the challenges our society faces.
Current priorities identified within Central
Bedfordshire include:
++ BLMK STP - local health and care providers
working together to develop a single plan for
2018/19 for the region which will see primary
care strengthened and redesigned, (to include
community services, mental health, social care
and the community and voluntary sector),
around the needs of patients.
++ The merger of Bedford Hospital and the
Luton & Dunstable Hospital to form one single
Foundation Trust - services such as A & E,
maternity and paediatrics will be retained at
both hospital sites bringing many benefits for
patients including much improved continuity of
care.
++ Improving access to GP Appointments – plans
are being developed locally which will see the
Bedfordshire Clinical Commissioning. Group
introduce extended opening hours of GP
practices in Bedfordshire. National guidance
from NHS England states that by 2020
everyone should have improved access to GP
services including sufficient routine
appointments at evenings and weekends to
meet locally determined demand, alongside
effective access to out of hours and urgent care
services.
The scale of challenge in Central Bedfordshire
across health and social care is not to be
underestimated, and a system wide, critical friend
approach is how HWCB seeks to measure the
impact the changes highlighted above will have on
patients lives, and to improve their experiences as
they access, or seek to access, services across
Central Bedfordshire.

In 2017/18 the BLMK STP became one of
eight first wave integrated care systems
with the intention of becoming a ‘live’
Integrated Care System during 2019/20

“As an older person living in
Bedfordshire, the Annual Festival for
Older People is an event not to be
missed.
I was blown away by the number and
variety of stalls as well as the advice
on offer for those seeking practical
help, information and support. More
than 40 carefully selected stalls
reflected brilliantly the needs and
interest of older people.
Through the day visitors from all over
Bedfordshire had free access to
experts giving advice on everything
from healthcare, mobility aids,
housing and charities, to holidays and
even choosing the right pair of shoes.
The event, which attracted more than
300 visitors, is a unique showcase
of what is available in the county
to support older people and deserves
to go from strength to strength.
It was a privilege to be invited”
Rosie Gutteridge MBE JP DL,
Deputy Lieutenant of Bedfordshire,
October 2017
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“Thank you once again for your amazing
service and support, I happened to
mention to another friend of mine that
I’d spoken to you at HWCB and she said
you have also been very supportive of
Snap!”
Mrs Taylor, Patient in Ivel Valley

Healthwatch Central Bedfordshire

Our people
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Decision making

Our Board of Directors 2017/18

We enable local people to have their views, ideas
and concerns represented as part of the
commissioning, delivery, design and scrutiny of
health and social care services. In order to achieve
this, the Board, its Chair and Directors, will
undertake to provide a coherent, practical and cost
effective framework. Within this framework both
paid staff and volunteers will be supported to
gather and collate information required. The Board
will not use or allow their personal experiences to
be promoted over and above the experiences of
the rest of the resident population.

Our Board is comprised of seven volunteer
Directors and Trustees, and two Youth Parliament
Members and our Chief Executive. It is our
Governing Body and oversees our strategic and
operational activities. It’s overall responsibilities
are to:

The Board will ensure that the organisation is cost
effective with a balanced budget at the end of the
financial year and will take responsibility to ensure
the continued development of its members to
implement its purpose. It will embrace succession
planning to assure the future sustainability of the
Board and the organisation within its resources.

++ Seek assurance that systems are robust and
reliable

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 2017/18 in
our work and to undertake various roles.
We involve and amplify peoples voices in the
following ways:
++ Board Meetings in public

++ Establish our vision, mission and values
++ Set company policy, strategy and structure
++ Monitor progress towards achieving our
objectives

++ Promote a positive culture
All Board meetings are held in public and minutes
and agendas for the meetings are posted on our
website at https://healthwatch-centralbedfordshire.
org.uk/publications/board-meetings
In October 2017, the Board decided to
formalise individual responsibilities for particular
workstreams and each Director adopted a
portfolio according to their areas of skills and
expertise. This has had the effect of streamlining
our reporting process and strategic planning.
In April 2018 we announced the appointment of
two new Directors to our Board, Kevin Daly and
Tony Shepherd.

++ HWCB Annual General Meeting
++ 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 systemwide 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.

We’ve created a bite-size video
which explains how your stories
help us to influence decision makers
when planning and delivering health
and social care services. To view
the video go to www.healthwatchcentralbedfordshire.org.uk
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HWCB Board of Directors 2017/18

Joint Working Board 2018

++ Dave Simpson – Vice Chair, Co Chair & Trustee.
Portfolio: Enter & View and Finance

Healthwatch Central Bedfordshire and
Healthwatch Luton recently collaborated on a joint
consortium bid to tender for the provision of a
local Healthwatch service in Luton, starting from
1st April 2018.

++ Wendy Toomey – Co Chair and Trustee.
Portfolio: Governance
++ Catherine Davies – Director and Trustee.
Portfolio: Volunteers
++ Linda Grant – Director and Trustee.
Portfolio: Data Protection & Engagement
++ Gill Hiscox – Director & Trustee.
Portfolio: Policies & Health and Safety
++ Kevin Daly – Director & Trustee. Portfolio:
To be confirmed
++ Tony Shepherd – Director & Trustee.
Portfolio: Strategic Planning
++ Miriam Coffie – Director & Trustee (stepped
down in October 2017)

Youth Parliament Members 2017/18
++ Louie Jones
++ Ayshia Bhutti
Cllr Angela Barker visiting the Just Ask stand at Haynes

The main aim of jointly bidding for a local
Healthwatch contract means that both
organisations can work more efficiently, sharing
and reducing costs, whilst acknowledging the
diversity of their separate demographics.
Following the success of the bid, Healthwatch
Central Bedfordshire and Healthwatch Luton set
up a Joint Working Board which feeds into the two
individual Boards of each organisation.
The Joint Working Board is comprised of the Chair
of Healthwatch Luton and the Vice Chair of
Healthwatch Central Bedfordshire, plus four
additional Directors (two from each Healthwatch),
and the Chief Executive from each organisation.
The role of the Joint Working Board is to oversee
and promote closer collaborative working across
each organisation, with a particular focus on
shared health and care services commissioned
and delivered in Bedfordshire.

Media stats
300,000

We’ve reached people’s social
media feeds almost 300,000 times

144

New followers on Twitter

1524

Top Facebook post reached 1524
people

33,000

Our website has received over
33,000 page views
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One day in the ‘Just Ask’
programme

June 2018 at Shefford Summer Fate

Healthwatch Central Bedfordshire

Our finances
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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
receive all of the funding allocated by the Secretary of State for Health
to Healthwatch Central Bedfordshire.
The table below shows Healthwatch Central Bedfordshire statement
of activities for the year ending 31st March 2018.

Income
Funding received from local authority to deliver local Healthwatch
statutory activities
Additional Income

£
144,200
7,581

Total income

151,781

Expenditure

£

Operational costs

34,620

Staffing costs

96,866

Office costs
Total expenditure
Balance brought forward

14,323
145,809
5,972*

*T
 his figure is pending final adjustments by the Independent Examiner and approval of the Board of Trustees at the
Annual General Meeting

Healthwatch Central Bedfordshire

“I am very proud to be part of a charitable
organisation that provides the unique opportunity
for all users of health and social care services in
Central Bedfordshire to have an effective voice in
the way in which local services are commissioned
and provided”.
“T hrough our wide range of public engagement
projects, partnership working with other agencies
and regular meetings with the local authority,
we ensure that the experiences of patients and
service users remain an integral part of the
commissioning and service provision of all health
and social care services in Central Bedfordshire”
Tony Shepherd
Director, Healthwatch Central Bedfordshire
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Contact us
Healthwatch Central Bedfordshire registered office:
++ Capability House
Wrest Park
Silsoe
Bedfordshire
MK45 4HR

Contact details of the local authority holding
Healthwatch Central Bedfordshire contract as at 31.03.18
++ Central Bedfordshire Council
Priory House
Monks Walk
Chicksands
Bedfordshire
SG17 5TQ

Get in touch
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

YouTube: 		

Healthwatch Central Bedfordshire

Our annual report will be publicly available on our website by 30th June 2018.
We will also be sharing it with Healthwatch England, Care Quality Commission, NHS
England, Bedfordshire Clinical Commissioning Group, Overview and Scrutiny
Committee and the Health and Wellbeing Board of 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)2018

“Healthwatch Central Bedfordshire is a crucial component
of the health care system. The team works closely with
Bedfordshire CCG and local healthcare providers to ensure
that the patient voice is heard and considered in
commissioning decisions.
They help us to disseminate information and engage with
local communities – making sure that we access the seldom
heard and those who have specific views to share.
Healthwatch Central Bedfordshire has a place on our
Governing Body and is a member of our Patient and Public
Engagement Committee, which scrutinises our engagement
plans and provides assurance to the Governing Body
that we are delivering on our statutory duty to involve and
putting patient views at the heart of our work.”
Sarah Thompson
Accountable Officer
Bedfordshire Clinical Commissioning Group

Healthwatch Central
Bedfordshire
Capability House
Wrest Park
Silsoe
Bedfordshire
MK45 4HR

www.healthwatchcentralbedfordshire.org.uk
t: 0300 303 8554
e: info@healthwatchcentralbedfordshire.org.uk
tw: @Healthwatch_cb
fb: Healthwatch Central Bedfordshire

