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Healthwatch East of England Regional Conference - 
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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

Why it’s important to review 
dementia care. P8

Young Healthwatch and the 
LGBTQ+ Youth project. P5
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Paul joins us after serving four years as a Central Bedfordshire 
Councillor 2015-19 where he worked on the Social Care, 
Health and Housing Overview and Scrutiny Committee and 
Joint Health Committee alongside Councillors from Bedford, 
Luton and Milton Keynes. 

Paul was part of the Central Bedfordshire Council review team 
that wrote a paper on Integrated Care in Central Bedfordshire 
in 2018. He is involved with a number of local charities as a 

Welcome to a new member of the Board of 
Trustees, Paul Downing

volunteer and in 2013 retired from Policing where at his last posting he headed up the College 
of Policing’s Investigative Crime Training Unit. His hobbies include weeding a semi-abandoned 
allotment and looking for his lost golf balls!

It was great to hear from Sir Robert Francis, 
who was at the heart of the inception of 
Healthwatch England following The Mid 
Staffordshire NHS Foundation Trust Public 
Inquiry. Healthwatch was set up to ensure 
service user and carer voices would never again 
be ignored.

Sir Robert spoke about the future of 
Healthwatch and it’s close working relationship 
with the Care Quality Commission (CQC), saying 
Healthwatch has a strengthened voice and is 
a respected partner in the field of health and 
social care.

Sir Robert Francis, Chair of Healthwatch England at the Healthwatch 
East of England Regional conference

Sir Robert Francis speaking at the Healthwatch East 
of England Regional Conference



P3

Healthwatch shared 85,000 people’s views 
to help the NHS shape its plans for the next 
decade. Now the Government has asked for 
this trend to continue. The NHS will need to 
ensure that communities get a chance to have 
their say to make local plans a success. It’s 
encouraging to see the Department of Health 
and Social Care (DHSC) recognising the value 
of public feedback in improving care.

Our local findings and recommendations were 
presented to the Bedford, Luton and Milton 
Keynes (BLMK) Integrated Care System (ICS) 
Leads and these findings, together with their 
response, can be read in our reports which can 
be downloaded here from our website: 

The NHS Long Term Plan - Healthwatch engagement

BMLK NHS Long Term Plan Scale Report

BMLK NHS Long Term Plan Place Report

https://healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2019/07/HW-BLMK-NHS-Scale-Report-July-2019.pdf
https://healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2019/07/HW-BLMK-NHS-Place-Report-July-2019.pdf
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For more information on the projects our Young Volunteers have been involved in, please visit our 
website: www.younghealthwatch-centralbedfordshire.org.uk 

Young Healthwatch are passionate about emotional 
health, wellbeing and resilience and meet regularly 
in Central Bedfordshire to develop ideas and projects 
that can benefit young people of all ages, drawing on 
their own personal experiences or recent activities.  
They focus specifically on health and social care 
services and the challenges young people may have, 
now and in the future, when accessing or receiving 
those services.  

Young Healthwatch volunteers were particularly 
interested in First Aid training, as they are very 
aware of the impact and benefits this can have for 
many people, whether it is ensuring young people 
are safe if an accident were to occur in front of 
them at school/college or if they were at a party, 
particularly in those first years of university known 
as fresher’s week. 

Two young Healthwatch volunteers had previously 
been in medical emergency situations with family 
members over the last year and shared their 
experiences with the group; how being in this 
situation made them feel at the time and the type 
of thoughts and feelings they experienced after the 
event. This gave them an incentive to learn more 
about emergency first aid. 

This led to further discussion on the type of training 
available currently and who would benefit.  Although 
some first aid training is provided in schools, the 
young people felt this was inadequate being too brief 
and uninformative. Training in schools is delivered en 
masse to a large group of students during assembly 
and only includes resuscitation techniques.

Members of young Healthwatch were keen to 
develop a project to ensure that young people 
receive basic first aid training to give them 
confidence in their ability to help prevent further 
injury or preserving life, which can make a huge 
difference in critical situations before professional 
help arrives. 

They also wanted young people to feel more 
confident, to improve their resilience, to be 
educated in key lifesaving skills, while also 
addressing the importance of being able to protect 
themselves at a time that may be perceived as a 
vulnerable stage in their life. 

Young Healthwatch secured funding for their first 
aid project through a Youth Work and Positive 
Activity Grant from Central Bedfordshire Council.  
This grant allowed them to work in partnership 
with St John’s Ambulance who provided a training 
package called ‘First Aid Training for Pupils of All 
Ages’.  Using the grant funding, Young Healthwatch 
were able to plan two training sessions in May 
2019 for 40 students at a local venue in Central 
Bedfordshire. 

A full report about this project is being produced 
and will be available to read on our website shortly.

First Aid Project

Young pupils during First Aid Training with St John’s 
Ambulance - May 2019

https://younghealthwatch-centralbedfordshire.org.uk/
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LGBTQ+ Youth Project

‘It’s Not a Phase!’ Booklet and Report produced in May 2019

A group of young people in Central Bedfordshire, 
supported by Groundwork East, aged between 12 – 
18 years old, set up an LGBTQ+ group in Leighton 
Buzzard and teamed up with Young Healthwatch 
to work on a joint project to explore and improve 
attitudes and presentations to the LGBTQ+ 
community within a school/college setting.

The group is a safe place for young people to be a 
part of and gives them the opportunity to be who 
they want to be, without preconceived ideas or 
barriers. They were most passionate about, within 
a school setting, words and phrases that may offend 
them, although not meant intentionally.

They all felt that if the teachers and staff were 
with them, rather than against or unknown to them, 
it would make a real difference to the LGBTQ+ 
community within the school and help staff to 
understand more.

“If someone has the confidence to confide or 
identify with you, all we ask is to be taken seriously 
– listen, don’t judge.” 

After summarising all the ideas the group had 
discussed, and their beliefs about what they could 
do to challenge and change ethics and attitudes at 
school, they decided to work on a project to produce 
a small booklet called ‘Its not a phase’ to include 
up to 10 phrases or situations that they personally 
experienced within a school setting and offer 
alternatives that could be used instead. They also 
wanted the booklet to provide links to information 
sharing sites to assist with further research about the 
LGBTQ+ community.

The booklet, produced in May 2019, was presented 
to the Education Authority of Central Bedfordshire 
Council with the recommendation that it is widely 
distributed to schools and educational settings 
across the area, to raise awareness of the LGBTQ+ 
community within schools, to build resilience and 
educate school staff when engaging and speaking 
with members from the LGBTQ+ community.

Young people believe that use of this booklet in 
school will help everyone to understand that when 
someone comes out, they are still who they are 
but being more true to themselves, and are still 
perfectly normal.

You can view the booklet here.

The young volunteers have produced a report on this 
project, which can be read here.

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

A member of the LGBTQ+ Youth group

https://www.flipsnack.com/HWCB118/lgbtq-booklet-final.html
https://www.flipsnack.com/HWCB118/lgbtq-report-final.html


P6

My name is Brooke and I have been a volunteer at Young Healthwatch for 10 
months.

Volunteering for Young Healthwatch is a fulfilling role. You get to meet 
many new people and take part in projects which can actually change our 
healthcare system.

I am looking to apply to medical school in October. Healthwatch is a great experience to showcase 
in my personal statement and talk about at interviews. We have done many projects that are 
relevant to healthcare and this is what Healthwatch was created to improve. For example our 
period poverty project was an opportunity for me to look into the government laws in place and 
also how people feel about these rules and how it impacts day to day life. This allowed a report to 
be complied analysing results and creating suggestions of how better to manage period poverty in 
the UK.

I particularly enjoyed our enter and view to the sexual health clinic in Luton. This visit was very 
positive and allowed us to analyse both the positives and any improvements. This is something I 
believe all young people should take advantage of and get involved in. Healthwatch allows young 
people to have a say in the healthcare that they receive. 

Another event we held was our first aid event. As young people we felt that we were uneducated 
should an emergency arrive. This prompted us to organise and hold a first aid event. This gave us 
the chance to get 40 young members of the community trained in essential first aid.

Volunteering with Healthwatch has helped me make new friends and gain a greater insight into the 
healthcare system. Furthermore, I have gained first aid training and experience at writing formal 
reports, which is a great skill to have going into the future.

Meet one of our Young Volunteers, Brooke Young

Annual General Meeting

Thursday, 14th November

10.00am

Rufus Centre

Steppingley Road

Flitwick MK45 1AH

Healthwatch Central Bedfordshire
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 Talk to us, we are listening

If you would like to find out more about health, social care, housing and other services that are 
available in your local area please come along to one of our JUST ASK events.

Our next events are:

Date Venue Time
Friday 26th July Market Square, BIGGLESWADE, SG18 8AQ 11 - 4pm

Tuesday 27th August High Street, LEIGHTON BUZZARD, LU7 1EU 9.30-1.30pm

Tuesday 10th September The Greenacre Centre, STOTFOLD, SG5 4HG 9.30-1.30pm

We will be joined by representatives from several local voluntary organisations and community 
support groups. There will also be an NHS representative supplying information on Diabetic Education 
plus Minds2Gether and Age UK Beds.

We are always keen to hear your personal experiences so please stop by and share your views on local 
health and social care services.

HEALTHWATCH CENTRAL BEDFORDSHIRE
ON THE ROAD AGAIN IN 2019
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All the projects listed below seek to gather feedback from real life 
experience, to consider evidence, highlight any inequality and make 
recommendations to key stakeholders:

It has been two years since the NHS implemented the NHS 
Accessibility Standard.

Some people living in Central Bedfordshire tell us they still 
face barriers when trying to access healthcare including: 
lack of hearing loops and interpreters. This can significantly 
affect how the hard of hearing and D/deaf community 
engage with healthcare.

We are seeking feedback to ensure that people’s experiences 
inform service delivery, improve quality and ensure equal 
access for all. Please take the time to fill in this survey:
https://www.surveymonkey.co.uk/r/2H9L69Y

Homelessness

Access to healthcare  
for the D/deaf 

community 

Hearing from the homeless community about their 
experience of access to health and social care services.

Acting on feedback from people who have difficulty 
accessing services.

General Access

If you would like to be involved with any of these projects, or to hear more, 

please contact Dee Dillistone, Engagement and Volunteer Officer:

dee.dillistone@healthwatch-centralbedfordshire.org.uk or 0300 303 8554

https://www.england.nhs.uk/publication/accessible-information-standard-overview-20172018/
https://www.england.nhs.uk/publication/accessible-information-standard-overview-20172018/
https://www.surveymonkey.co.uk/r/2H9L69Y
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Young Healthwatch volunteers conducted an 
observational visit to the Sexual Health Clinic in Luton 
on 28th June 2019. They will report their findings in a 
full report which will be available to view on HWCB’s 
Young Healthwatch website.

Following our visit to Leighton Road Surgery in Leighton 
Buzzard on 24th January 2019, HWCB volunteers 
returned to the surgery on 9th July 2019 to specifically 
speak with patients and get their responses to our 
questionnaire. We have received a wealth of completed 
questionnaires, and our findings and recommendations 
will be published in a full report which will be available 
to view on our website.

Acting on issues raised with Healthwatch Central Bedfordshire (HWCB) we arranged to conduct 
an Enter and View visit to Marston and Cranfield Surgeries on 25th June 2019. Findings of our 
visit will be highlighted in a full report available to view on our website which will include 
HWCB’s recommendations for improvement.

Enter & View 
Update Marston & 

Cranfield GP 
Practices

Observational 
visit

Sexual Health 
Clinic

Leighton Road 
Surgery

Re-visit 
& 

Questionnaire
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Healthwatch England

Healthwatch’s latest research, in partnership 
with the Alzheimer’s Society, found that fewer 
than half of all people with dementia received 
a planned care review last year.

Imelda Redmond CBE, Healthwatch 
England explains why Healthwatch 
and the Alzheimer’s Society conducted 
research into this matter.

Social care has been in a fragile state for some 
time.

Last year, more than 9,000 people shared their 
experiences of social care with Healthwatch, 
including the countless barriers to accessing and 
finding support.

For people with dementia, these barriers can be 
even greater. Only 8% of the feedback we hear 
about dementia care is positive. What people 
tell us is that services are not equipped to meet 
their needs and staff are not trained to deliver 
the care that they need.

The NHS and social care can be confusing to 
navigate, and the divide between the two can 
impact people with dementia more than most. 
For example, people with long-term health 
conditions, such as cancer, can be eligible for 
NHS Continuing Healthcare funding to meet their 
needs at home.

However, those with dementia are subject to the 
rigorous needs and means testing of the social 
care system if they require ongoing support 
and frequently have to meet the cost of their 
personal and social care.

Dementia can have a devastating impact, not 
just on the person with the diagnosis, but also 
on families and carers. It is a condition that 
gets worse over time. As such, it is vital that 
support is set out in care plans and is responsive 
to people’s changing needs.

To be responsive, care plans should be reviewed 
regularly, and the Care Act 2014 sets out how 
councils should do this. As a minimum, plans 
should be reviewed annually. But our research 
highlights that this is not happening - in fact 
only 45% of people with dementia received a 
planned review last year.

Whilst councils and services are undoubtedly 
under pressure, people with dementia and their 
families cannot be left to manage alone without 
the right support.

You can read the full report from our website here:

https://healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2019/07/HWE-Dementia-Report-July-19.pdf
https://healthwatch-centralbedfordshire.org.uk/wp-content/uploads/2019/07/HWE-Dementia-Report-July-19.pdf
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What should you expect when it 
comes to care for your teeth?

Four questions staff should ask you or a 
loved one about your oral health if you’re 
a care home resident, according to the 
National Institute for Health and Care 
Excellence quick guide.

Living in a care home can increase your risk of oral 
health problems.

This could be because you have a long-term 
condition like arthritis, which can make using a 
toothbrush more difficult. Or if you are living with 
dementia, dental appointments might be hard to 
get to and the care you do receive might not be 
tailored to your condition.

Certain medication or treatments like 
chemotherapy can also cause poor oral health. If 
you are taking medicine which reduces the amount 
of saliva you’re producing, this can leave you with 
a dry mouth and increase your risk of tooth decay.

People are also keeping their own teeth for 
longer, which can mean more complicated dental 
treatment than for people who have dentures.

Because of this, people living in care homes may 
have difficulty eating, speaking or sleeping, which 
can affect their quality of life.

Oral health assessments
To help people living in care homes have healthy 
teeth and gums, all care home residents should 
have an oral health assessment when they get 
there. This is then recorded in their overall care 
plan.

According to the National Institute for Health and 
Care Excellence (NICE) quick guide, staff should 
start your assessment by asking you:

1. How do you usually manage your daily mouth 
care and what help would you like?

2. What dental aids do you currently use? For 
example, do you use a manual or electric 
toothbrush? Do you use mouthwash or floss?

3. Do you have dentures and, if so, are they 
marked with your name? If not, would you 
like them to be marked?

4. When did you last see the dentist? If you 
don’t have a dentist, would you like help to 
find one?

Looking after your oral health
After your oral health assessment, staff should 
know how to help you with your daily mouth 
care. This includes supporting you to:

• Brush your natural teeth at least twice a day 
with a fluoride toothpaste.

• Use your choice of cleaning products for your 
dentures.

• Clean your dentures, by brushing them, 
removing food debris and taking them out 
overnight.

• Use your own choice of toothbrush and mouth 
care products. For example, you might want 
to use a manual toothbrush and mouthwash.

Read the NICE guidelines in full to better understand 
the support care home services should offer to 
residents when it comes to their oral health.

Read the NICE guidelines in full

https://www.nice.org.uk/about/nice-communities/social-care/quick-guides/improving-oral-health-for-adults-in-care-homes
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This survey looked at the experiences of 76,668 people who 
were discharged from an NHS acute hospital in July 2018.

Between August 2018 and January 2019, a questionnaire was 
sent to 1,250 recent inpatients at each trust.

Responses were received from 466 patients at Bedford 
Hospital NHS Trust.

The CQC asked people to answer questions about different aspects of their care and treatment. 
Based on their responses, they gave each NHS trust a score out of 10 for each question (the higher 
the score the better).

Each trust also received a rating of ‘Better’, ‘About the same’ or ‘Worse’.

Better: the trust is better for that particular question compared to most other trusts that took 
part in the survey.
About the same: the trust is performing about the same for that particular question as most other 
trusts that took part in the survey.
Worse: the trust did not perform as well for that particular question compared to most other trusts 
that took part in the survey.

CQC Inpatient Survey Results for Bedford Hospital

Patient survey Patient response Compared with other trusts

The Emergency / A&E department
answered by emergency patients only 8.2/10 About the same

Waiting lists and planned admissions 8.6/10 About the same

Waiting to get to a bed on a ward 6.6/10 About the same

The hospital and ward 7.6/10 About the same

Doctors 8.2/10 About the same

Nurses 7.5/10 About the same

Care and treatment 7.6/10 Worse

Operations and procedures
answered by patients who had an operation or 
procedure

7.8/10 About the same

Leaving hospital 6.6/10 About the same

Overall views of care and services 3.0/10 Worse

Overall experience 7.7/10 Worse

Summer 
edition 
2019
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Shorter stays in hospital, revolutionary digital transformation and significant 
investment into the South Wing site are all among a list of aims included in 
the new Three Year Plan launched by Bedford Hospital.

The Trust’s vision is to provide excellent hospital and integrated care services to the people of 
Bedfordshire – the Plan sets out a comprehensive summary of their strategy to meet this vision.

There are a number of noticeable ambitions within the Three Year Plan some of which include:

+ Significant investment into the South Wing site so more patients receive the care they need 
in the right place in modernised settings
o Upgrading two theatres and day surgery (subject to Capital Funding)
o Development to children’s A&E
o Brand new Learning and Education Centre

+ Undertake the single largest digitisation in the history of the Trust with the Global Digital 
Exemplar (GDE) Fast Follower Programme. This will move the Trust towards a digitally 
enabled and quality assured future, aligned with providing safe, effective and personalised  
care for every patient, every time.

+ Develop more ambulatory services, such as same day emergency care, to maintain and 
increase the number of patients they can appropriately treat and support to go home

+ Investment and increased focus on strengthening and developing their workforce – making 
Bedford Hospital the employer of choice
o Focus on recruitment as service growth and develop A&E, Maternity and Paediatrics
o Developing new staff roles and a strong leadership culture
o Create a modernised learning and education environment for their staff, students and 

volunteers
+ Improving services and patient experiences to get a ‘Good’ CQC rating upon the next 

inspection.

Stephen Conroy, Chief Executive of Bedford Hospital said:

CQC Inpatient Survey Results for Bedford Hospital Bedford Hospital Three Year Plan

Bedford Hospital NHS Trust launches exciting plan for 
the next three years

“The demand for care locally is increasing as the population grows with patient’s needs 
becoming more complex to manage. Our Plan outlines how we will address the significant 
challenges and improve our local health service”.

“We have a fantastic workforce, have a strong track record in patient safety and quality 
and are a well led Trust; we want to maintain and build upon this.  Our Three Year Plan 
outlines our commitment to invest in our high skilled and caring staff and students so 
that we are consistently attracting and retaining the best workforce and harnessing the 
talent of future healthcare leaders. Our collaborative working with partners, including 
the Luton and Dunstable NHS Hospital will continue with plans to move to an integrated 
pathology service in 2020 further strengthening our ability to provide sustainable, 
quality and efficient healthcare services to our patients.”
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A new online counselling and emotional well-being 
service for children and young people aged 11-19 
living in Bedfordshire, Luton and Milton Keynes has 
been commissioned by the local NHS and Local 
Authorities.  The service is called Kooth.

Kooth.com is a website children and young people 
can use to get advice, support and guidance for any 
problem, no matter how big or small.  They can 
chat online to professional counsellors, read articles 
written by young people, join forums to receive 

peer-to-peer support, access self-help materials 
and keep a daily journal. Regular forums cover 
topics ranging from exam stress and anxiety to 
eating disorders and grief.

If a child or young person needs a bit of extra 
support, are worrying about their future or 
experiencing difficulties at school or at home 
they can connect to this new anonymous and 
free service which is available every day via their 
laptop, tablet or smartphone at www.kooth.com

New counselling service for Children and Young People

Bedfordshire, Luton and Milton Keynes (BLMK)

http://www.kooth.com
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A new IBD Patient Survey has launched, 
encouraging everyone with Crohn’s or Colitis to 
make their voice heard and feedback on the care 
they receive.

Make your voice heard and complete the new IBD 
Patient Survey today.

There are variations in care for Inflammatory 
Bowel Disease (IBD), and IBD UK want to ensure 
that everyone receives safe, consistent, high-
quality, personalised care. Last month, IBD UK 
launched the new IBD Standards, which set out the 
care people with Crohn’s and Colitis should receive 
at every point of their journey.
Alongside an IBD Benchmarking Tool for services, 
the patient survey will help them to understand 
the full picture of Crohn’s and Colitis care, 
measured against the new IBD Standards.

This survey will highlight where IBD teams could 
improve to give the best possible care.

Complete the survey before the 23rd September to 
make your voice heard.

If you require a paper copy, a different language or 
have any questions, please contact info@ibduk.org

Community NewsBedfordshire, Luton and Milton Keynes (BLMK)

Last year there were significant issues 
with service users accessing the MSK 
service by phone. The service worked to 
identify and resolve the issues around 
access. On the back of this work a new 
telephone system was commissioned for 
the service which became operational 
at the beginning of May. There is 
now a consistently improved level of 
responsiveness with incoming telephone 
calls.

For more information please contact  
Kay Hoare, Clinical and Governance Lead, 
at Circle Integrated Care
Kay.Hoare@circlehealth.co.uk

If you would like to share your 
experience of accessing the 

Musculoskeletal (MSK) Service, 
please contact 

Healthwatch Central Bedfordshire 

https://benchmarking.ibduk.org/ibd-patient-survey/register?utm_source=Healthwatch&utm_medium=HW&utm_campaign=HW-PS
https://benchmarking.ibduk.org/ibd-patient-survey/register?utm_source=Healthwatch&utm_medium=HW&utm_campaign=HW-PS
http://info@ibduk.org
https://benchmarking.ibduk.org/ibd-patient-survey/register?utm_source=Healthwatch&utm_medium=HW&utm_campaign=HW-PS
Mailto:Kay.Hoare@circlehealth.co.uk
https://healthwatch-centralbedfordshire.org.uk/view-leave-feedback
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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

 hw_centralbeds

www.healthwatch-centralbedfordshire.org.uk


