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19 Healthwatch is the independent consumer champion 

created to gather and represent the views of the public

Phyllis tells the story of one woman and her family 
attempting to navigate the complex system of older 
people’s care - P4

Tell us how you feel about any health or 
social care service in Central Bedfordshire - 
it has never been more important. You can 
rate and review services on our website

www.healthwatch-centralbedfordshire.org.uk/services

What is the NHS’s Long 
Term Plan? P8

Our Observation / Site Visit 
to the Integrated Urgent 
Care facility in Bedford. P5
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P2Healthwatch Central Bedfordshire (HWCB)

Robin joined HWCB as a trustee and volunteer shortly after 
its inception and remained committed to its important 
contribution to ensuring that the patient and user voice is 
influential in commissioning and service delivery, up to his 
death in December 2018.

He served as the HWCB representative on the Chiltern Vale 
Locality Board and the Mental Health Recovery Partnership 
Board. He will be sadly missed.

A Tribute to our former Chair, and member of 
the Board of Trustees, Robin Smith

We would welcome the opportunity to 
come and spend some time with you, your 
colleagues and the people you work with 
to let you know what Healthwatch Central 
Bedfordshire and Young Healthwatch Central 
Bedfordshire are doing, and how we can help 
champion quality health and social care. 
 

We will liaise with you to arrange a convenient 
date and time.  
 
To arrange a talk/presentation please email us on 
info@healthwatch-centralbedfordshire.org.uk, or 
call 0300 303 8554 and speak to one of the team.

Let us join you to share what HWCB and Young HWCB are doing
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We are planning our Just Ask 2019 
programme of events. Just Ask is our tour 
of Central Bedfordshire, where HWCB 
comes to your local community.

We work closely with Central Bedfordshire 
Council and health and social care 
organisations to deliver a wealth of 
information on a wide range of topics 
including; transport, education, cancer 
care, health conditions and care and 
support. 

JUST ASK 2019
Information and advice on your doorstep

Our staff and dedicated volunteers engage 
with the public to provide signposting and 
information and advice.  
 
Look out for our promotional poster in the 
coming months.

If you are interested in seeing Just Ask in 
your locality please contact Dee Dillistone, 
Engagement & Volunteer Coordinator on 
0300 303 8554 or by email dee.dillistone@
healthwatch-centralbedfordshire.org.uk.

During the last few 
weeks, HWCB staff have 
instigated a programme of 
engagement with users of 
mental health services from 
across Central Bedfordshire. 
Initially the programme 
was driven by issues and 
concerns raised by services 
users, their relatives, 
Carers and friends about 
mental health service 
delivery, and HWCB wanted 
to further explore all of 
the care and support that 
help or challenge them 
in their daily lives. This 
prompted over 70 users 

to contribute to the 
programme and HWCB 
has been able to pull 
together a wealth of lived 
experience. The evidence 
and recommendations 
to key stakeholders will 
form a report titled ‘I am 
not my mental illness’ 
which will be published 
in February 2019. Please 
contact Dee Dillistone on 
0300 303 8554 or dee.
dillistone@healthwatch-
centralbedfordshire.org.
uk if you would like to talk 
about your experience to 
include in the final report.
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 Supporting Macmillan Cancer Support,
 come along to our 4th Annual Mammoth Quiz

 Fully Licensed Bar

 Raffle Prizes

 Entry Fee: Teams of 4-6 – £10 per member
 Includes Fish or Chicken & Chips Supper

 Book your tickets early to avoid disappointment!
 Call or email Dave Simpson at Healthwatch Central Bedfordshire

 Tel: 0300 303 8554/07867 670953
 dave.simpson@healthwatch-centralbedfordshire.org.uk

Phyllis tells the story of one woman and her family attempting to navigate the complex system 
of older people’s care. Developed from research with patients, family members and health & 
social care professionals, the play highlights the very real challenges that many experience.

Please book early to avoid disappointment. 
Email info@healthwatch-centralbedfordshire.org.uk quoting ‘Phyllis’ or telephone direct on
0300 303 8554 and speak to one of the team.

Arrival is required by 13.45pm, as the production will start at 2.00pm!

Phyllis is also showing on the following dates:
12th March – Luton – contact Healthwatch Luton for more information and venue details, 01582 817060
14th March – Chrysalis Theatre, Japonica Lane, Milton Keynes MK15 9JY – contact Healthwatch Milton Keynes for 
more information, 01908 698800

SAVE THE DATE!

13th March 2019
2.00pm-4.30pm

The Lockyer Suite, The Rufus Centre 
Steppingley Road, Flitwick

ANOTHER DATE FOR YOUR DIARY!
Friday, 22nd February 2019 - 7:00 pm-11:30 pm 
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Observation 
/ Site Visit 

Herts 
Urgent Care

Local Healthwatch representatives carry out 
observation / site visits to health and social care 
services to find out how they are being managed 
and 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.  
 
Observation and site visits can be scheduled 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. 

Continuing with our joint working arrangement, 
representatives from Healthwatch Central 
Bedfordshire (HWCB) and Healthwatch Luton (HWL) 
were invited to visit the Bedford Integrated Urgent 
Care (IUC) Contact Centre during a weekend to 
better understand the challenges and pressures on 
the Contact Centre outside of normal working hours.  
The visit was subsequently scheduled for Sunday 
11th November starting at 12 noon. The visit lasted 
approximately four hours.

Healthwatch Representatives were escorted into 
the Contact Centre and distributed to an individual 
Health Advisor (Call Handler) to observe and listen-
in to various calls. 

The overall impression gained by 
representatives was of a well-run service which 
is attentive to its challenges, including feedback 
received, and which strives to improve. 
Within the Contact Centre, Healthwatch 
representatives observed a happy, calm and 
efficient working environment. Representatives 
were advised that all calls should be answered 
within 60 seconds and this can be monitored 
by the software system. However, the average 
wait on the day of the visit was recorded as 
3.46mins.

As part of our continuing programme of visits, 
the Manager of the IUC has invited HWCB and 
HWL to also visit and observe the out of hours 
services in Bedford and Luton in the near 
future. These visits will be scheduled as soon as 
possible. 

You can read the full report of our joint visit 
here.

https://healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2019/01/HWCB.HWL-Observation.Site-Visit-Report-HUC-Nov-2018.-Final.pdf
https://healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2019/01/HWCB.HWL-Observation.Site-Visit-Report-HUC-Nov-2018.-Final.pdf
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Amy Eymor, Youth Engagement & Volunteer 
Coordinator spent some time advertising and 
recruiting for volunteers and introducing Young 
Healthwatch Central Bedfordshire to young people 
at local schools and events.

For their first meeting in November 2018, eight 
young volunteers were very keen to learn more 
about Young Healthwatch proposed activities and 
how they can get involved.

We have held three further meetings and to date, 
12-14 volunteers are now signed up as members of 
Young Healthwatch.

Young Healthwatch has supported 
the Central Beds Red Box Project  
by having a donation point in 
the office which was filled up by 
residents in the offices at Wrest 
Park. This was delivered to the 
representative just after Christmas 
as it was over spilling with donations. 
We are now filling up our second box 
and donations are welcome. Contact 
Amy on 0300 303 8554.

Christmas Tree Festival at 
Arlesley. Healthwatch Central 
Bedfordshire provided a Tree for 
Young Healthwatch and What Makes 
You Happy. It was a very successful 
event and great feedback was 
received from the young people. This 
idea came from one of our Young 
Healthwatch Members. Well done 
Hermione for thinking of this and 
putting it into action.

The Young Healthwatch Team has now 
taken on a Period Poverty project 
following on from the successful Red 
Box project. The team are doing their 
research and will soon be sending a 
survey out and doing some face to 
face interviews. 

Healthwatch Central Bedfordshire 
has secured a work experience 
placement for one of our Young 
Volunteers in a local medical 
setting from June this year. Young 
Healthwatch gave her some help with 
her applications to various medical 
professionals, as she is keen to work 
in this field. We wish Safa the best of 
luck in her work placement. 

We have events booked in for April and 
May - keep an eye on our Social Media 
for more info.

So…..what have we done ??

Our first meeting with the Young Volunteers

Winter 
edition 
2019
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Talk to us, we are listening

Meet one of our Young Healthwatch Central Bedfordshire 
Volunteers - Cameron Hughes

“I’ve always been interested in science since a young 

age but more recently the idea of a career in a medical 

science has been at the forefront of my ambitions. 

So when, by chance, I discovered Healthwatch it was 

impossible to turn down. 

I am 16 years old so school has dominated most of my 

life but extra curricular activities have often been 

what has gotten me through the school day and Young 
Healthwatch is like a combination of the educational and research aspects of school 

and the social, team-based aspect that school lacks. 

I am excited to undertake the challenges that Young Healthwatch provides and try to 

effect real change in the community”

If you would like to join Young Healthwatch Central Bedfordshire, please get in touch with 
Amy Eymor, Assistant Engagement & Volunteer Coordinator on 0300 303 8554, or by email 
amy.eymor@healthwatch-centralbedfordshire.org.uk

https://www.facebook.com/YoungHealthwatchCentralBedfordshire/
https://twitter.com/YoungHWatch


P8NHS England

Health and care leaders have come 
together to develop a Long-Term Plan 
to make the NHS fit for the future, and 
to get the most value for patients out of 
every pound of taxpayers’ investment.   
Their plan has been drawn up by those 
who know the NHS best, including 
frontline health and care staff, patient 
groups and other experts. They have 
benefited from hearing a wide range of 
views, whether through the 200 events 
that have taken place, and / or the 2,500 
submissions they received from individuals 
and groups representing the opinions and 
interests of 3.5 million people. 

The NHS Long Term Summary sets out 
the key things you can expect to see and 
hear about over the next few months and 
years, as local NHS organisations work 
with their partners to turn the ambitions 
in the plan into improvements in services 
in every part of England.  To read a 
summary of the Plan, click on the link or 
to find out more go to www.longtermplan.
nhs.uk or join the conversation at 
#NHSLongTermPlan. 

Healthwatch Central Bedfordshire will be 
working with our colleagues in Bedford, 
Luton and Milton Keynes Healthwatch 
(BLMK STP) on a footprint wide  
engagement programme with the public 
starting in February 2019. The aim is to 
give all local residents the opportunity to 
help shape what the NHS Long Term Plan 
means for their area and how the services 
they use or work in need to change and 
improve.

Look out for more information about 
our NHS Long Term Plan engagement 
programme on our website at www.
healthwatch-centralbedfordshire.org.
uk or sign up to receive our regular 
weekly Ebulletin media@healthwatch-
centralbedfordshire.org.uk.

https://healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2019/01/the-nhs-long-term-plan-summary.pdf
http://www.longtermplan.nhs.uk
http://www.longtermplan.nhs.uk
http://www.healthwatch-centralbedfordshire.org.uk
http://www.healthwatch-centralbedfordshire.org.uk
http://www.healthwatch-centralbedfordshire.org.uk
http://media@healthwatch-centralbedfordshire.org.uk
http://media@healthwatch-centralbedfordshire.org.uk


P9 Central Bedfordshire Council

In the next financial year (from April 2019 
to March 2020), Central Bedfordshire 
Council (CBC) is planning to spend around 
£196million on public services across our 
area. 
 
The amount of money needed to maintain 
services for the communities of Central 
Bedfordshire is increasing, whilst they are 
receiving less funding from Government. 
 
Increasing demand

Currently, around two-thirds of the budget 
is spent on services for children and 
vulnerable adults, and demand for these 
services, in particular, is rising.

For example, learning disabilities are 
being increasingly recognised and over 
the last three years the council has been 
called upon to support 19% more children 
and 9% more adults who have been 
assessed as having such disabilities.

As pressure for housing increases 
nationally, the local demands for 
temporary accommodation have risen 
dramatically, with three times as many 
people needing help than four years ago, 
because they find themselves homeless.
In the past decade they’ve also seen a 43% 
increase in the number of people over the 
age of 85. This means that more people 
need social care services for longer and 
they tend to have more complex needs. 
The increase in the national minimum 
wage means that providing this vital care 
costs the Council more too. 

Spending less

The council has a strong track record of 
saving money by changing the way they 
work. And, given the budget challenge, 
they need to continue to find ways to 
deliver more for less. 

Increasing income

Their ambition is to deliver good value for 
money for council taxpayers whilst both 
protecting vital frontline services and 
investing more in the services that are 
important to residents. 

To achieve this, they are proposing to 
increase council tax by 1% from next April 
(subject to agreement on 8 January). This 
would be an extra 29p per week for an 
average (Band D) household. However, 
they are interested in your views about 
this and the possibility of a 2% increase 
which would be 58p extra per week. 
 
The council also has a separate plan to 
invest £93.8million next year in capital 
projects (subject to agreement on 8 
January); these tend to be building and 
infrastructure initiatives rather than 
services.

The Council has recently closed the date 
for return of the questionnaires requesting 
community views on the proposals.  The 
results of the consultation will be made 
public on the Councils website at www.
centralbedfordshire.gov.uk in February 
2019

We share Central Bedfordshire Council’s budget proposals for 2019
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In response to the CQC report published on 
4th December 2018, Bedford Hospital released 
a statement where they say the report shows 
significant improvements in a number of areas 
and that overall the Trust’s core services 
remains rated as ‘Requires Improvement’. 
The report also highlights the Trust’s senior 
leadership (Board level) which was rated as 
‘Good’ while the rating for Use of Resources 
was ‘Requires Improvement’. The full report 
can be downloaded from the CQC website.

This report also highlights a number of 
improvements made since the 2015 inspection 
and with 80% of services rated ‘Good’, means 
that Bedford Hospital is in the upper levels 
of ‘Requires Improvement’ and maintains the 
determination to achieve an overall ‘Good’ 
rating before the next inspection.

The outcome of the inspection positions 
Bedford Hospital with the majority of acute 
trusts, and they are pleased that the CQC 
highlighted significant improvements within 
leadership and good patient outcomes within 
their Children and Young People services.

Their Maternity services improved but 
remained as ‘Requires Improvement’ overall; 
however the department was recognised 
for ‘Outstanding’ practice for their pilot 
with the Royal College of Obstetricians and 
Gynaecologists (RCOG) to reduce the number 
of perineal tears in childbirth.

Unfortunately, the Trust received a drop 
in rating to ‘Requires Improvement’ for 
their Urgent and Emergency Services 
that have been operating under extreme 
pressure since the winter of 2017/18. The 
CQC provided evidence that demonstrated 
some practices within urgent care were 
ineffective and at times not well led.   

Since the CQC visit, the Trust has 
developed a comprehensive service 
improvement plan. Bedford Hospital has 
already opened the Urgent Treatment 
Centre (UTC) that has taken some 
pressure off the department, improved 
the mental health assessment room 
and they are currently expanding the 
department to include 5 additional majors 
bays. Investment in a new IT system and 
expanding the children’s unit within A&E 
are also planned.

As with the full report, a robust Quality 
Improvement Plan will be implemented to 
address all concerns raised.

The Care Quality Commission (CQC) recently published an 
inspection report on Bedford Hospital. The overall rating for the 
service is REQUIRES IMPROVEMENT.

More information overleaf

https://www.cqc.org.uk/location/RC110
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The Urgent Treatment Centre (UTC) opened 
at Bedford Hospital on 1st October. The UTC is 
able to offer patients access to same day GP 
and Nurse appointments from 11am until 11pm, 
7 days a week, 365 days a year.

Appointments can be booked by calling NHS 
111. When calling NHS 111 call handlers 
supported by a clinical team will assess the 
patient and if the UTC is the right place for 
the patient to be treated, they will make the 
patient an appointment, in most cases, on the 
same day. The UTC provides convenient, timed 
appointments to urgent primary care without 
the need to sit and wait to be seen and will 
treat all ages, including babies and children 
with:

• Minor eye injuries
• Minor illness
• Urine infections
• Abdominal pain / back pain
• Minor cuts and grazes, scalds and burns

The GP led service is provided by Bedford 
Hospital and is located next to Accident & 
Emergency on the Hospital site. The additional 
appointments provide access to healthcare 
that is convenient to patients and enables 
Emergency teams to focus on the most critically 
ill patients.

An appointment is not essential, however those 
attending without a booked appointment will 
have to wait to be seen.

Urgent Treatment Centre opens at 
Bedford Hospital

CQC Inspection Report on Luton 
& Dunstable University Hospital

The Care Quality Commission published 
an inspection report on Luton & Dunstable 
University Hospital NHS Foundation Trust 
on 7th December 2018.

The overall rating for the service is GOOD. 
The CQC found examples of Outstanding 
practice in children and young person’s at 
Luton and Dunstable Hospital. A pathway 
has been developed between the oncology 
service and a local children’s hospice to 
enable children and young people who 
become medically unstable while resident 
at the hospice and require immediate 
transfer to the hospital for on-going care 
and treatment. The pathway has been 
developed as the trust is not always aware 
of these children as they may not be 
resident in the Luton area.

In children’s gastroenterology there 
are puppets specifically designed for 
children with altered body image called 
Gastronauts. The puppets aim to bring 
physical comfort, understanding and 
psychological wellbeing to children and
are designed individually to represent 
a child’s own body. There are teaching 
puppets for the team to use which meet
a child’s personal requirements. For 
example, gender, design and type 
of stoma. Each puppet comes with a 
certificate of ownership and a passport 
and the child can be part of an online 
community.

Safety of the services in the trust was 
rated as requiring improvement.

Download the Luton & Dunstable 
University Hospital inspection report here.

https://www.cqc.org.uk/provider/RC9
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If you would like this newsletter in another format 
please contact the office on 0300 303 8554 or email 

info@healthwatch-centralbedfordshire.org.uk

Heathwatch Central Bedfordshire
Capability House Wrest Park
Silsoe
Beds MK45 4HR

tel: 0300 303 8554

e: info@healthwatch-centralbedfordshire.org.uk

 @Healthwatch_cb

 Facebook.com/Healthwatch Central Bedfordshire

www.healthwatch-centralbedfordshire.org.uk


