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Message from  
our Chair
My mother lived and died with dementia in 
Hampshire. That’s what made me apply to be 
chair of Healthwatch Hampshire when it was 
set up five years ago. I’m proud of what we 
have achieved in our first five years, and 
pleased to know that Hampshire County 
Council has agreed to continue funding us for 
at least another three years from 1 April 2018.

This report describes our year and the work of 
our staff and volunteers. Each year, I learn 
more from people who use Hampshire health 
and social care services, and from the people 
who plan and deliver these services. Many 
people who get in touch with Healthwatch 
Hampshire tell us that they don’t want 
compensation when something has gone 
wrong. They want a promise that no-one else 
will suffer the same experience. Often, the 
professionals who are responsible for services 
acknowledge the problem and agree to make 
changes. This report highlights examples.

Healthwatch Hampshire tries to highlight 
issues that others overlook. For example, we 
worked with Deaf people by developing a card 
to use when they go to GP or hospital to 
explain they speak sign language.

We are keen advocates and promoters of 
health prevention initiatives that look at wider 
factors that contribute to an unhealthy life. 
Our Community Cash Fund for 2018 will 
support projects that focus on keeping people 
well both now and in the future.

The challenge for us all is the future for health 
and social care. People are now living longer, 

this means that they rely even more on health 
services, and on the social care that enables 
them to keep out of hospital. It is hard to 
maintain the quality of services, even harder 
to improve them, when money is so tight.

The most important questions aren’t always 
medical. Healthwatch Hampshire wants to 
make sure that ordinary people can get their 
voices heard. They need to tell the 
professionals what’s most important to them. 
If the NHS can offer better treatment – for 
example, to people who have a stroke - by 
bringing specialists together into larger 
facilities, what does that mean for patients and 
their families who have further to travel? Is it 
more important to add a few weeks to the life 
of someone who is dying, at the cost of being 
in hospital having treatment, or do they want 
to stop treatment and prepare for a quicker 
death?

As you read this report on our year, please let 
us know what you think of our work. Are we 
focussing on the right things? What do you 
think we should do to help influence the 
delivery of high quality social care and health 
services to people in Hampshire?

Christine Holloway                                                
Chair, Healthwatch Hampshire
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The year in numbers
Find out about just some of the ways that we had a positive impact throughout 2017/18 and 
enhanced the voice of local people. If you have feedback to share, get in touch.

4500+  people signposted to the right 

information, service or agency 

3248 enquiries dealt with by our 

Citizens Advice walk-in service 

127 web enquiries answered

441 calls to our information and 

signposting telephone helpline 

5 community projects given £2000 

each to improve the well-being of 

their community and tell us about 

their  experiences of health and care 

services

 250 events, presentations, work-

shops and forums attended by our 

engagement team to collect feedback 

and tell people how we can help

10 reports asking commissioners 

and providers to respond to over 75 

recommendations 

8  Enter and View care home reports 

made over 80 recommendations to 

improve physical and social environ-

ments for people living with dementia 

20 new volunteers recruited

72 new referrals to our NHS 

Complaints Advocacy service 

35,000 website hits 

100,000 Facebook reach 

200,000 Twitter reach
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Who we are
We know that you want services that 
work for you, your friends and family. 
That’s why we want you to share your 
experiences of using health and care 
services – both good and bad. We use 
your voices to encourage those who run 
services to act on what matters to you.

We are uniquely placed as a national network, 
with a local Healthwatch, granted statutory 
powers through the Health and Social Care 
Act, in every local authority area in England.

We are Healthwatch Hampshire…

There is a local Healthwatch in every area of 
England. We are the independent champion 
for people using local health and social care 
services. We listen to what people like about 
services and what could be improved, and we 
share their views with people with the power 
to make changes. People can also speak to us 
for information about health and social care 
services locally. 

Our sole purpose is to help make care better 
for people. 

What do we stand for?

Health and social care are best when people 
are involved in decisions about their treatment 
and care. But this doesn’t always happen. We 
help ensure that people who design, run and 
regulate health and social care listen to 
people’s views and act on them.

How do we do it?

People speak to Healthwatch about the issues 
that matter most to them. Healthwatch 
Hampshire shares these experiences with 
local professionals so that services can be 
improved. We also share them with 
Healthwatch England, the national body, which 
identifies common issues affecting people 
across the country, and informs those with the 
power to make change happen.

How do I benefit from what 
Healthwatch does?

You can speak to us about what you 
think of local services – good or bad

We are interested in everybody’s views, 
from all parts of the community

Where possible, we will let you know 
when changes are planned to services in 
your area and help you to have a say

You can speak to us for information 
about health and social care services 
available locally.

Why should I get involved?

Speak to Healthwatch Hampshire about your 
experiences of any NHS or social care service, 
and help make them better for you, your 
friends and family. It’s quick and easy to get in 
touch – you can phone, email, chat online, or 
meet us in person. Just a few moments of your 
time could make a big difference.  



Informing people
We provide the public with accurate, reliable, relevant and useful information about 
local services, when they need it, in a form that meets their needs

We consider the needs of easily overlooked and marginalised groups in the design, 
focus and delivery of our service

We refer people to appropriate services or to places they can get more information 

We provide people with advice and support if they need to complain about any part 
of the health and social care system

We systematically use the intelligence we gather from our advice and information 
role to shape our priorities.
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Information, advice and 
signposting
We provide an impartial, confidential, free and 

independent advice, information and 

signposting service on health and social care  

for anyone living in Hampshire.

Our information, advice and signposting 

service helps people through our helpline 

(01962 440262) or face-to-face in any Citizens 

Advice local office in Hampshire.

We provide information about local 

health and social care services to help 

people find their way round the system

We can advise on options or put people 

in touch with other organisations for 

more specialist support

We help people and their families to get 

the best from local health and social care.

This year over 4,500 people were directed 

to the right information, service or agency. 

This included 3248 enquiries to our Citizens 

Advice walk-in service, 127 web enquiries and 

1189 calls to our telephone helpline. The 

average time spent on help-desk calls, 

including research, was over 30 minutes. The 

longest time spent on a case was over two 

hours.

Case Study: Poor communication                             
A caller had seen a cardiologist at Basingstoke 
Hospital who had written to her GP instructing 
him to prescribe blood thinners. The caller was 
unaware of the letter and subsequently 
suffered a stroke. Her GP had not 
acknowledged the mistake. She asked for 
advice on how to proceed. The help-desk 
suggested that it was important to find out 
what went wrong to stop it happening again 
and she could make a complaint to the GP. The 
GP stated that the consultant should have 
prescribed the medication initially and that 
was why the GP surgery did not act on the 
instructions in the letter. The caller felt this was 
an excuse and inadequate, further she was 
going to complain to the hospital to ascertain 
their view of the situation. The help-desk gave 
the caller the number for PALS and they 
agreed that the system of communication 
between specialists, GPs and the patient was 
the issue and offered to record her feedback.

Case Study: Hospital treatment        
The caller contacted the help-desk to seek 
advice on the first steps of the complaints 
procedure. He reported that his wife, at 37 
weeks pregnant, had visited her GP with a rash 
that resembled hives. He reported that his wife 
felt uncomfortable during the appointment 
due to the GP looking tired and unkempt. His 
wife was prescribed antihistamines, which she 
took at 11:00 am. Shortly after her waters 
broke and she was in labour. The caller felt that 
there may be a correlation between the two as 
the instructions on the medication stated that 
they shouldn’t be taken during pregnancy. The 
help-desk suggested he should speak with the 
practice manager in the first instance and raise 
his concerns, so they can be investigated.  The 
caller also asked about legal action 
compensation and was signposted to Action 
Against Medical Accidents (AvMA).



Walk-in service
The majority of Healthwatch Hampshire’s 
clients come to our walk-in service. This year 
the service dealt with 3248 enquiries about 
health and social care. 

The topics with the most enquiries included 
residential care, community care (non mental 
health) and NHS costs & charges. Community 
care has by far the highest amount of 
enquiries (932) equating to 30% of total 
enquiries. 

“The service was very helpful, Citizens 
Advice directed me and resolved my 
complaint without need for further 
action.”

Citizens Advice see a broad range of people. 
They collect data during the interviewing of 
these clients whilst also delivering the 
information about Healthwatch.
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We continue to reach vulnerable clients with 
41% having a long-term health condition and 
18% being disabled. 41% had neither a long-
term health condition nor a disability.

We support clients of all ages, a significant pro-
portion of clients are aged 55 to 59. We had 
two clients in the 0-4 age range, and two 
clients in the 95-99 age range. Around 10% of 
our clients were over 80, just under 5% were 
under 25.  Our face-to-face service is accessi-
ble to everyone through our local high street 
presence, and also telephone and web chat 
services. 

Local Citizens Advice across Hampshire works 
closely with statutory, voluntary and third 
sector organisations in order to develop 
partnerships and serve clients better.

Local Citizens Advice promote their role with 
Healthwatch Hampshire to other organisations 
and members of the public. They use a variety 
of forums and media, including open and 
public information days, community forums, 
posters and leaflets in local Citizens Advice 
reception and interview rooms, websites and 
social media.

Citizens Advice staff in Hampshire engage with 
around 2,300 people every quarter while 
promoting their service and Healthwatch 
Hampshire. That’s nearly 10,000 people per 
year!

Our client satisfaction survey tells us that:

92% felt the information given answered 
their query.

94% said they were given choices about 
their next steps

88% rated the service as excellent or 
good, 9% average

99% would use the service again

Here are some comments from clients:

“Excellent service, was pointed in the 
right direction. Had a positive outcome.”

“It’s good to have somewhere else to 
turn to report my problems”

“Very happy. Received a letter of apolo-
gy and a refund after sending the letter 
recommended by Citizens Advice “

“Incredible for a free service”

“10/10  you took a weight off her shoul-
ders and made her MS more bearable”

“The service was very helpful, at a very 
difficult time on my life.” 

Case Study: Complaint support                
Adults Health and Care services had organised 
for a client’s 86 year old husband to receive 
short term respite care in a Care Home and she 
wished to register a formal complaint about 
negligent care.  The client was not comfortable 
using computers or the internet and sought 
help with the complaint. We clarified with the 
client what she wished to achieve and helped 
her with procedures and writing a letter. She 
has since received a reply promising an 
investigation and a further response within 25 
days.



NHS complaints advocacy
Our advocacy service provides free, 
independent support and assistance to people 
who need support to make a complaint about 
an NHS service. Specially trained advocates 
ensure people represent their own interests as 
far as possible. They do not offer advice on 
how they think an individual should act.

Our advocates do:

Help clarify all the issues a person wants 
to raise in their complaint

Help to write letters to the right people

Prepare people for meetings and attend 
with them

Answer someone’s questions to help 
them make a decision

Give information about how the NHS 
complaints process works

Help to monitor the progress of 
someone’s complaint

Put people in touch with other services 
that might be able to help them.

This year, we dealt with around 1000 NHS 
Complaints Advocacy enquires, including 62 
high level complex complaints referred to our 
NHS Complaints Advocacy service.

 “I was supported all through my 
complaint. I was informed by post and 
phone. Excellent support.”                        
Advocacy client

Case Study: Mental health                
Southern Health has written to and reassured a 
client that their relative will not be pre-
emptively discharged from their community 
mental health services again, and will continue 
to receive a monthly injection, rather than oral 
medication. They have apologised profusely 
that the client’s relative was discharged too 
early and without support twice in the past, 
and acknowledged they suffered serious 
relapses on both occasions. They understand 
the distress that this must have caused the 
client and the patient.

“You were a lifeline to me when I 
needed it most. Don’t ever change it! It 
works so well having someone to talk 
to.” Advocacy client

Case Study: Procedure change                 
As a result of a client’s complaint, a GP surgery 
in Gosport have had a team review, and have 
ensured that all verbal patient complaints are 
now recorded, as are actions taken, and the 
outcome of the review. They have also 
confirmed that the GP, the subject of the 
complaint has attended communication skills 
courses to make patients feel more listened to, 
and empathised with, during their 
appointments.

Our NHS Complaints Advocacy service achieved 
Quality Performance Mark (QPM) status in April 
2017. This nationally recognised scheme             
demonstrates our commitment and ability to 
provide high quality advocacy services. More 
information: www.qualityadvocacy.org.uk 
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91% of clients rated the HWH Advocacy 
service as excellent (68%) or good (23%), 
with 9% choosing average

86% of clients found it very easy (63%) or 
easy (23%) to refer to the service, with 
14% remaining neutral.  No-one found it 
difficult to refer to the service

100% of clients said their advocate 
listened to their views and wishes

100% of clients were always (95%) or 
mostly (5%) given choices about their 
next steps.

Some examples of NHS Complaints Advocacy 
client feedback:

“You were a lifeline to me when I 
needed it most. Don’t ever change it! It 
works so well having someone to talk 

to.” 

“I had great support at all times. My 
advocate listened and together we 

made decisions. I feel she did all things 
possible. Would not have proceeded 

without her.”

“The support was perfect, and I felt my 
case was handled in a professional 
manner with me at the centre of all 

discussion.”

“I could not have conducted my 
complaint without her help and 

support.”

“The service was first class and could 
not be improved upon in my 

experience.”

Case Study: GP services                                
A client and his son had relocated to the area 
to be nearer his daughter after difficulties at 
their previous home in Kent. The client and son 
are living in a tent, in the local woods. The 
client had a thrombosis in their leg which was 
getting worse but he had been told by doctors 
in the local area that he could not register as 
he had no address. The client and son had also 
approached East Hampshire District Council 
with a view to finding accommodation, 
however, in order to qualify, his daughter 
needed five years residency to show a local 
connection. The clients’ homeless issue was 
explored and researched further, with 
assistance given. It was explained to the client 
that everyone has a right to a doctor and 
followed through procedure for problems 
registering. The Adviser rang the CCG who 
were unable to assist. The client was then 
referred to the Local Medical Council where a 
director helpfully e-mailed notes showing the  
procedure for GPs. A copy of this was given to 
the client. The client has now been able to 
register with a practice in Liss, giving the 
Salvation Army as their address. They had an 
appointment with a GP the next day for 
treatment. They also may be signed off sick 
and so can claim Employment Support 
Allowance.
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Impact on local services
Many procedures and services have changed 
as a direct result our advocacy service           
representing the views of our clients. The 
impact of these changes is much wider than 
our clients. Many thousands of Hampshire 
residents will benefit. Some of the changes are 
outlined below.

University College London Hospital’s 
NHS Foundation Trust responded to a 
client who was suddenly denied escorted 
patient transport, after their patient 
transport department had been 
contracted out to another supplier. They 
have apologised several times in their 
response for this error, and have spoken 
to the member of staff who had dealt 
with the booking. They assert that 
budget cuts are certainly not a reason to 
have refused a patient escorted 
transport to their hospital.  They have 
updated the client’s records to ensure 
that this doesn’t happen again.

Southern Health NHS Foundation Trust 
responded to a client in writing after our 
attendance at a local resolution meeting 
at Parklands Hospital,  to reassure her 
that the level of care and treatment 
provided to patients there has since 
improved. A new ward manager has 
been employed, and staff have attended 
training sessions on the care of dementia 
patients, and to improve their 
communication with relatives.  The Trust 
states that there is now visibility on the 
wards of an In-Patient Matron, who 
conducts, as per Trust good practice, a 
monthly Quality Assurance Tool. The 
results are scrutinised to spot where 
changes and improvements need to be 
made in the provision of service.  They 
have apologised for communication 
breakdowns because so many family 

members were involved. Ward teams are 
now aware that there is new standard in 
place for communicating with next of 
kin, and extended family. 

A client whose complaint was partly 
upheld by the Ombudsman received a 
cheque for £275 from Southampton 
General Hospital for the injustices found 
during their investigation. This was 
accompanied by a sincere letter of 
apology from the Trust, and an 
assurance that a specialised policy has 
since been implemented, so that any 
patients with previous mental health 
issues, do not suffer from any 
misinterpretations made, regarding the 
information contained within their 
records, in the future.

Sometimes our clients need help from our 
advocates to get their voice heard:

A client approached our advocacy 
service for help with contacting the 
Parliamentary Health Service 
Ombudsman.  The client had sent them 
all paperwork regarding their complaint 
in 2015, but was getting nowhere with 
finding out what was happening. After 
several emails, and a letter from our 
advocate, the ombudsman finally 
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admitted they had mislaid the client’s file. 
They had now located it and would 
investigate it urgently as the delay was 
their error. They emailed our advocate 
and the client, apologising, and said they 
would be investigating the complaint 
now. The client was very happy with this 
result and our support. The client was 
also happy to continue with the 
Ombudsman, without any further 
support from our advocate.

A client received compensation of 
£4,000 after Healthwatch got involved in 
their case. Before Healthwatch was 
involved, the client had not received a 
response from the dental practice who 
had lost her dentures and the lack of 
communication (and the time scale) led 
to further tooth loss.

The client was awarded £4,000 for the 
cost to replace her teeth ‘like for like’. The 
client told us that she had no response 
from anyone until we became involved, 
and that without our involvement she 
would have been unable to pursue or 
reach a successful outcome.

“It was extremely challenging and 
emotional to be able to confront a big 

organisation regarding complaints 
about my treatment and without the 

help of my advocates, I would not 
have been able to go through the 

process. They were understanding of 
my needs and supportive. Excellent 

service.” Advocacy client
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Citizens Advice in-depth reporting
Alongside advocacy and walk-in support, 
Citizens Advice also provide Healthwatch 
Hampshire with four in-depth reports each 
year on a wide range of subjects defined by 
the feedback received throughout the year, 
trends in feedback information and priorities 
in our project work. This year the focus was on 
residential care, hospital services, community 
care and urgent care. Each focus area report 
iss highlighted below but full versions of each 
report can be found on our website.

Residential care
In total we considered 134 clients who en-
quired about 178 residential care issues. 87% 
of enquiries were from a relative or carer – of-
ten the spouse or child – of the person requir-
ing residential care.

The majority of enquiries were around paying 
for residential care, with 32.6% about self-fund-
ing and 25.8% about charges for residential 
care. Many clients also approach Citizens 
Advice to enquire about finding residential 
care, representing 14.6% of the enquiries 
analysed.

Some clients seek advice when they have 
concerns about the quality of care their rela-
tive is receiving (5.1%) or when they wish to 
pursue a complaint (6.7%), which may be 
about the attitude of staff (3.9%).

Other issues identified include confusion 
around the level of NHS provision (1.7%), 
particularly for people living with dementia 
and NHS continuing care (4.5%).

The majority of clients were assisted with 
information, using the Citizens Advice national 
website, the Age UK website, Age Concern and 
Hampshire County Council guides to residen-
tial care. This approach empowers clients, 
giving them the information they need to 
tackle their issue, with the option to return for 
more support if required. Many clients were 
also signposted to Age UK for more specialist 
support.

Hospital services
In total we looked at 137 clients who presented 
with 187 enquiries about hospital services over 
the previous year. Some 61% of clients were 
service users and 39% were relatives or carers. 
51% of clients declared they had a long term 
health condition or disability. The majority 
(86%) of clients were in the 31 to 80 year age 
range, with 65% of clients aged over 50 years.

A significant proportion of enquiries were 
complaining about the quality of diagnosis, 
treatment or care received from hospitals 
Some clients are confused by either what they 
have been told by medical professionals or 
healthcare organisations. This can be particu-
larly problematic for clients who have literacy 
problems or for whom English is not their first 
language.

Community care
The majority of cases concerned clients asking 
what care was available, how to access it and 
how to pay for it. 42% of enquiries concerned 
the eligibility criteria and assessment of need, 
with a further 12% of enquiries concerning 
charges and payments. 

Many cases concern clients where their cur-
rent carer – often an elderly spouse, partner or 
parent – becomes unable to care for them due 
to ill health, incapacity or death. These clients 
may have had little contact or support from 
statutory services in the past, are often vulner-
able, may be distressed due to bereavement, 
confused by the system and concerned about 
their future. We are able to explain the process 
of arranging for an assessment of need from 
their local authority, the eligibility criteria and 
how to arrange a financial assessment to 
understand what they may have to pay for the 
care. We are able to reassure and provide 
additional support to them, such as ensuring 
they are receiving all the benefits they are 
entitled to.

Urgent care
As part of our core project work, Citizens 
advice supported the roll out of a survey 
about urgent and self-care services. In total 
over 800 responses were received. The results 
can be found on our website.
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Low-level advocacy 
Many clients are unclear about the process of 
making a complaint about an NHS service, or 
lack the confidence or ability to complain 
independently. The majority of these clients 
are given assisted information, which helps 
them to understand the complaints process 
and initiate a complaint independently. Clients 
benefit from ‘low-level’ advocacy support such 
as helping to draft a letter of complaint or   
signposting to legal support for medical       
negligence claims. This advocacy is provided 
through local Citizens Advice offices and the 
Healthwatch helpline.  Helping clients at the 
initial stage of a complaint, or empowering 
them to proceed themselves with some sup-
port from local offices means that our special-
ist NHS Complaints Advocates have more time 
for complex cases. During this year we have 
supported 940 people with low-level advoca-
cy support face to face.

This could be for a variety of reasons, includ-
ing help with letter writing, finding out how to 
complain or who to complain to, signposting 
to other services etc. 

Analysis of a large sample (a third) of the cases 
shows that hospital services was the highest 
area for complaints, followed closely by GP 
services.

Case Study: Low-level advocacy      
The client underwent a surgical procedure to 
her bladder which left her with a damaged 
kidney and constant pain. She believed the 
impact of this was life-changing and wanted to 
make a complaint. We provided information 
about making a complaint, including the 
“Healthwatch Hampshire Step-by-Step Guide 
to NHS Complaints”. We offered to help the 
client draft a letter of complaint but she was 
happy to do this herself.

Clients who are unable to take forward a 
complaint independently are signposted to 
the NHS Complaints Advocacy Service.

For more information or to be referred to a 
Healthwatch Advocate call our helpline:

01962 440262

visit our website:

www.healthwatchhampshire.co.uk

or visit your local Citizens Advice office. Find 
your nearest Citizens Advice office at: 

www.citahants.org
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We have a clear action plan for reaching out to and informing local people of 
our priorities and activities

We have made a distinct contribution to improving engagement with seldom 
heard communities

We support local people to share their experiences and opinions of local 
services

We involve local people in setting priorities and commenting on the quality of 
local Healthwatch activities

We provide ways for local people to become involved informally and formally 
in contributing to the delivery of local Healthwatch activities

We increase the confidence and ability of local people to influence the local 
health and well-being system

We encourage and enable local commissioners and providers of health and 
social care services to engage the public.

Community           
voice and influence
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Community Cash Fund
Following the success of our past Community 
Cash Fund schemes, we are repeating the fund 
again in 2018 to encourage new ideas that 
would explore people’s experiences of local 
health and care services and improve well-
being in their community. In 2017 we were 
particularly keen to receive requests for 
funding to support projects that help those 
with mental health issues. We were able to 
fund six distinct projects and we continue to 
work to ensure their findings are shared with 
those in the system who can make a 
difference.

Live Art Local, Fareham produced a 
documentary film that explored refugees’ and 
asylum seekers’ experiences and views on 
local health and care services.

The Vine Centre, Aldershot worked with 
vulnerable people aged over 55 to engage 
them in local health and care services, record 
feedback and provide opportunities for 
information, advice and training support.

Yellow Brick Projects, Andover provided 
activities on health, well-being and parenting 
for young parents. This included nutrition and 
exercise workshops and activities on mental 
health and well-being. They also helped 
parents to share their views about health and 
well-being services in Andover.

The Good Mental Health Cooperative, Fareham 
and Gosport ran pioneering ‘Trialogue’ events. 
A Trialogue event is a neutral space where 
people can gather to develop their 
understanding of mental health issues, 
including the challenges of maintaining good 
mental health, and to transform thinking on 
developing better services and healthy 
communities.

Awaaz FM, Eastleigh ran a project that 
targeted the Black, Asian and Minority Ethnic 
communities in Eastleigh and South 
Hampshire. Many in these communities do not 
use services they are entitled to or do not get 
help and support, especially if they are 
disabled. The project highlighted the 
experiences of the disabled Asian in the target 
area through radio interviews, film work and 
outreach.

Fixers, Hampshire planned a project to 
increase the participation and involvement of 
young offenders in services related to health 
and social care. By giving them a voice to give 
feedback to key influencers about their unique 
experiences, we enabled them to shape the 
agenda of health services. The project was led 
entirely by the young offenders to capture 
their authentic voice and message. They chose 
the subject matter and the Fixers team worked 
to create a powerful film. This will be 
premiered to the public, and key influencers, 
at a launch event in Hampshire

Our fifth Community Cash Fund in summer 
2018 will focus on projects that support people 
to stay well and prevent ill health both now 
and in the future.
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Your Voice Counts & United 
Communities
‘Your Voice Counts’ is a project to gather 
people’s experiences of using mental health 
services, reviewing the support they receive 
and how it can be improved.

North East Hampshire and Farnham Clinical 
Commissioning Group (CCG) commissioned 
the project to achieve the CCG’s objectives- 
involving local people and carers who access 
or have accessed mental health services and 
support, and including providers, voluntary 
and community organisations. This involved  
having direct conversations to gather 
feedback on services and to share CCC, Local 
Authority and partners’ commissioning 
intentions. Over 18 months we spoke to 739 
people, attended 31 events and worked with 54 
organisations.

We have now established ‘United 
Communities’, a forum to allow members of 
the community to have a sustained and 
inclusive conversation about mental health 
services with the CCG. Service users, carers, 
commissioners, providers, voluntary sector 
and charity representatives all attended the 
forum to give their views and find out more. 
More about the work can be found here: www.
healthwatchhampshire/yourvoicecounts. 

After the first United Communities meeting 
the CCG said: 

“Thank you so much for all your hard work 
and dedication to this project – this is a really 
important piece of work and these groups can 
sometimes take a lot longer to be up, running 
and have such good attendance.” 

Volunteers

We have over 50 ‘Healthwatch Champion’ 
volunteers so we can attend many more 
events. They also share feedback about 
health and social care services from their 
personal networks.

Our volunteers have also visited services 
as part of our research or have supported 
our community presentations, some have 
received extra training to become Enter 
and View authorised representatives.

We held a champions information day to 
bring together our current and new 
volunteers to discuss our plans for next 
year. 

If you are interested in finding out more 
about volunteering opportunities with 
Healthwatch Hampshire, please contact 
the Volunteer Officer on 01962 440262 or 
email enquiries@healthwatchhampshire.
co.uk 

Awards and recognition                        
Our work in partnership with North East 
Hampshire and Farnham CCG, Salus Medical 
Services, Wessex Voices, PPI Solutions and AH 
Breaking Barriers has been nationally 
recognised with an award for excellence. Our 
‘Spotlight on Mental Health’ work also received 
the runner-up prize in the ‘Trojan Mouse’ 
award from the New NHS Alliance for work 
that creates a small change with a large 
impact for local communities.
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Improving access for the deaf 
community
Healthwatch Hampshire were approached to 
amplify the voices of the deaf community and 
British Sign Language (BSL) interpreters in 
giving feedback relating primarily to issues 
around accessing health and care services. 

How services are provided and delivered has 
been under significant scrutiny nationally to 
ensure the Accessible Information Standard 
(AIS) is being met. The AIS says that people 
who have a disability or sensory loss should 
get information in a way they can access and 
understand. It also says that they should get 
support with communication if they need it.

Healthwatch Hampshire ran focus groups with 
deaf service users and BSL interpreters to 
better understand the issues and to use their 
support to develop a wider online survey. The 
survey asked the deaf community and BSL 
interpreters to share their experiences of 
accessing services and wider issues facing the 
community including mental health, 
confidentiality and complaints processes.

The survey was completed by 81 deaf people 
and 26 BSL interpreters. Focus groups were 
carried out with deaf communities throughout 
Hampshire reaching over 250 people. Key 
themes for the deaf community included:

Lack of knowledge of services available 
due to a lack of accessible information

Difficulties in accessing BSL interpreters

Unnecessary and inappropriate use of 
family/friends as interpreters

Deaf parents and carers not receiving 
enough accessible information to allow 
them to effectively look after the person 
they care for.

Key themes for interpreters included:

Health and care professionals not fully 
appreciating the importance of 
interpreting services

Inappropriate use of interpreter time (e.g. 
booking interpreters for 10 min slots)

Poor communication between 
interpreters and health and care 
professionals (booking times, location, 
needs of patient etc.)

Use of trainees or interpreters that are 
not NRCPD registered. (National Register 
of Communication Professionals working 
with Deaf and Deafblind people) 

A full report will be published in June 2018 and 
we will continue to prioritise access for people 
with communication needs throughout 
Hampshire.
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Making a  
difference  
locally

We capture the experience and aspirations of local 
people in our research and reports

We collect public opinion on issues using methods 
that are appropriate and ethical

We use the opinions and experiences of the public 
to produce recommendations for change

Our recommendations for change are heard and 
responded to by relevant decision makers.
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Care at home 
 
This year we published our Care at Home 
report after collecting the views and feedback 
of nearly 900 people in receipt of local 
authority funded care at home services in 
Hampshire. In their response Hampshire 
County Council acknowledged the need for 
change and welcomed the report at a time 
when they are considering changes to 
provision in Hampshire. 

The full response:

“The County Council welcomes this 
comprehensive report by Healthwatch into 
people’s views on the care at home support 
they receive. It is published at a time when the 
demand for adult social care services in 
Hampshire has never been higher, particularly 
for support that enables people to continue 
living independently in their own homes. The 
report is also particularly timely as we review 
how we work with organisations to 
commission care at home support across the 
county, during what is a very challenging time 
for all involved. In relation to the findings of 
the report, the County Council is particularly 
encouraged to hear that over 80% of those 
receiving services are satisfied or very 
satisfied with the quality of their care, and that 
overwhelmingly, respondents reported that 
they felt their carers were understanding, 
helpful and friendly. 

Nevertheless, the report also highlights areas 
where improvements need to be made, for 
example in relation to the turnover of carers 
and timing of visits, and we are not 
complacent about the need for action to 
address these issues. We also take particular 
note of where, as an Authority, we need to do 
more to ensure the public understand the 
advice, guidance and support that is available 
to help them make informed decisions about 
their care. We also note the need for us to do 
more to communicate the support that is 
available to carers whose role is crucial in 
supporting those who wish to continue living 
in their own homes. 

We are grateful to those providers of care at 
home services who have worked alongside 
the Authority to ensure that people continue 
to receive care of a quality that meets their 
aspirations, enabling them to make the choice 
to stay at home for as long as they are able to 
do so. Looking forward, we will work with 
partners to learn from the report and identify 
actions that can be taken to ensure that those 
aspects of care provision with which service 
users and their carers are not so satisfied, are 
improved. This in turn will help to further drive 
up standards within an industry where 
demand for services will continue to grow 
significantly in the coming years.”

The full report is available here: http://www.
healthwatchhampshire.co.uk/our-reports 
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Enter and View
The aim of Healthwatch Hampshire’s 2017/18 

Enter & View programme was to visit care 

homes across Hampshire to hear the voice of 

residents regarding their experiences of health 

and/or social care, and/or their experience of 

their care home. Attention was focussed on 

the quality of dementia care as 70% of people 

in care homes have dementia or severe 

memory problems. Healthwatch Hampshire’s 

intent with these visits to celebrate good 

dementia care; learn about and share 

examples of what care homes do well 

especially from the perspective of people who 

experience the service first hand. We also 

identified where improvements were needed 

so that people, their families and carers, can 

be more confident about the care they receive.

We worked closely with our volunteers to 

develop robust “enter and view” training and 

now have 15 trained volunteers who support 

our visits. We worked closely with the 

Dementia Training Company which provided a 

bespoke package of training for staff and 

volunteers and an observational tool for use in 

residential homes. The measures in the 

Observational Tool are drawn from current 

research and national best practice examples 

in enabling people with dementia to live well 

in care homes. Throughout 2017/18 we visited 

eight care homes and the detailed reports, 

recommendations and responses can be 

found on our website: http://www.

healthwatchhampshire.co.uk/enter-and-view 

The success of the programme means that we 

will continue our programme of visits into 

2018/19.

Support for carers
In our last annual report we described the 

experiences of carers and support available to 

them in North East Hampshire and Farnham. 

The project was commissioned by the CCG 

and was entirely co-produced with carers and 

those who support and work with them. After 

three months engagement, a detailed report 

was compiled to support commissioning 

decisions at the CCG. As a result we were 

asked to carry out further engagement 

activity. This included an online survey (200 

responses) and community engagement with 

seldom heard groups, including carers with 

mental health issues, military carers, Nepali 

carers and young carers. The follow up report 

can be found here: http://www.

healthwatchhampshire.co.uk/sites/default/

files/support_for_carers_-_april_2017_final_

report.pdf 

The recommendations from that report have 

been captured in the new specification for 

service procurement. The new service 

launched in April 2018. 

“After all your hard work and support, I wanted 

to let you know that I have gained approval 

this morning for the funding for a carers’ 

procurement. The specification has been built 

on the engagement work. I also asked for 

funding to support a 2 year pilot to address 

the needs of carers transitioning from young 

carers to adult carers in North East Hampshire. 

This will fund a support worker.”

Gillian Trippner, Partnerships Manager for 

North East Hampshire and Farnham CCG
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Spotlight on mental health
This pilot project engaged patients and GPs to 

work together to develop solutions to improve 

the GP experience. This project was driven by 

GP practices themselves and funded by North 

East Hampshire and Farnham Clinical 

Commissioning Group (CCG) Vanguard 

programme.

Aldershot locality decided to explore the 

feedback in detail with the support of 

Healthwatch Hampshire, Salus Medical 

Services and funded by Vanguard to engage 

GPs, GP teams, patients, patient ambassadors, 

and the local mental health creative writing 

group.

Conversations between health professionals 

and service users culminated in five potential 

recommendations for change that could lead 

to better experiences for people living with 

mental health conditions.

See here for more information:

http://www.healthwatchhampshire.co.uk/sites/

default/files/final_spotlight_on_mental_

health_-_aldershot_2017.pdf 

“At our practice the pressures on 

appointments means we sometimes don’t 

always offer the best care to patients with 

mental ill health. We are committed to drive 

this work forward and implement the ideas. 

Our patients have felt listened to and are 

asking when the changes are happening! We 

can’t stop here!”

Dr Lesley Rosling, GP Principal Southlea Group 

Practice, North East Hampshire Clinical Lead 

for Mental Health

Maternity Matters
We closely supported the work of Wessex 

Voices in facilitating and producing the 

‘Maternity Matters’ report. Wessex Voices was 

commissioned to carry out engagement with 

women and their birthing partners. 

Healthwatch Hampshire, one of Wessex 

Voices’ partners, was asked to undertake this 

on behalf of the project. They, alongside the 

Local Maternity System (LMS), created a 

survey with midwives and service managers 

to look at experiences of women and their 

birthing partners around pregnancy, birth and 

the first 10 days after birth. We collected 

responses from over 1200 people. The full 

detailed report and more information can be 

found here: http://www.

healthwatchhampshire.co.uk/maternity 

A positive response has now been received 

from the LMS and we have presented the 

findings as part of a national web conference 

for professionals and members of the public. 

The full response is available on the website, 

an extract is included below:

“This engagement work provides us with an 

exciting opportunity to work together to 

develop our future maternity services across 

the region. We would like to thank Wessex 

Voices for taking the time to highlight areas of 

good practice as well as areas for 

improvement. We hope this response 

demonstrates our commitment to hearing 

women’s feedback about how we can work 

together to improve experiences in our 

maternity services throughout the SHIP LMS.”

Suzanne Cunningham, Chair of the Local 

Maternity System



Strategic context 
and relationships

We develop priorities based on the experience and concerns of 
the public, whilst recognising the local health and social care 
context and priorities

We have trusting collaborative relationships with key local 
decision makers through regular formal and informal meetings 
where our role as a critical friend is understood

We play a clear and distinct role in key local decision making 
structures (going beyond our formal position in the Health and 
Well-being Board) and contribute to better local decision making

We contribute to the development of decision making structures 
in the local health and well-being system and, where appropriate, 
their delivery.
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Empowering Engagement           
(Year Two)

Empowering Engagement is an innovative 
programme to support staff at North East 
Hampshire and Farnham CCG to embed 
patient and public engagement into everyday 
practice. After the successful programme last 
year, a further eight participants took part this 
year. The programme, facilitated by Patient 
and Public Involvement Solutions, is 
supported by Wessex Voices and Healthwatch 
Hampshire.

February 2018 saw the showcase event for the 
2017–18 cohort. Attended by over 50 people 
from inside and outside of the CCG the group 
got to share their projects and learning as well 
as engaging the audience in a debate about 
supporting colleagues to engage with patients 
and the public at all stages throughout the 
design and improvement of services.

We asked people to tell us what they learnt 
from the programme: 

“The value that patients and the public bring in 
designing services that function better for 
patients – how to transform tokenistic 
conversations into constructive ones within 
management teams – the virtues of a good 
leader”.

We asked people what one thing will you do 
differently at work now. A group member said:

“Involve patients and the public in as many 
areas of my work as possible. The 
commissioning cycle has helped me to 
understand the time-scales it takes for 
meaningful engagement, so I will aim to carry 
out engagements as early as possible”.

More details including the results of each 
project and a short film can be found here: 
www.wessexvoices.org/case-studies.html 

Care Opinion

Care Opinion was founded in 2005. It is an 
independent non-profit feedback platform for 
health services. This year we have been 
working with Care Opinion to explore how 
working together can enhance the feedback 
we receive. They collect individual stories 
(including those shared on NHS Choices) and 
share them with service providers who can 
then respond directly back to the individual 
comments. The process is moderated and 
anonymised as appropriate but is open and 
transparent and can be seen on the Care 
Opinion website: www.careopinion.org.uk

By working with Care Opinion, we can build on 
more feedback about Hampshire Services. We 
are able to share their stories on our website 
and produce detailed reports about the 
feedback received through Care Opinion. 

In 2017/18, Care Opinion received 1273 stories 
that have been viewed 33,563 times on their 
website. Key themes, trends and issues have 
been fed back to CCGs, providers and the CQC.
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Wessex Voices

The five local Healthwatch organisations in 

Wessex (Dorset, Hampshire, Isle of Wight, 

Southampton and Portsmouth) joined with 

NHS England Wessex in 2015 to form “Wessex 

Voices”, an initiative that aims to make sure 

local people are involved in designing and 

commissioning health services.  

We have produced a toolkit to support patient 

and public involvement in commissioning and 

we continue to support the project via regular 

update meetings.

We have now extended this collaboration to 

focus on a wide range of engagement support 

projects.

More information can be found at www.

wessexvoices.org 

Sustainability and     
Transformation Plans

Autumn 2016 saw the release of Hampshire 

and Isle of Wight’s Sustainability and 

Transformation Plan (STP). These plans have 

been developed by health and care 

organisations across Hampshire and the Isle of 

Wight in response to the increasing challenges 

facing the local health and care system. The 

plans build on existing programmes 

throughout the area and are changing the way 

that health and care is provided.

 

We have been working with the STP team on a 

number of occasions, meeting with all of the 

local Healthwatch affected to ensure 

coordinated conversations. 

Whilst recognising the need for service 

transformation, our key mission is to identify 

the impacts and changes that will affect 

patients and the public. We will also ensure 

that robust consultation is undertaken on both 

the need for change and the future of 

community and preventative services.

Health and Well-being Board

We continue to sit on the Hampshire Health 
and Well-being Board to support and advise on 
patient and public engagement. We also chair 
a co-production and community participation 
sub-group to inform the wider board. The aims 
of the group are to:

Produce a plan for community co-design, 
co-production and participation in the 
Health and Well-being Board

Recommend guidance on community 
co-design, co-production and 
participation to the Health and Well-
being Board and through the Board to all 
health and care planners, commissioners 
and providers



27Healthwatch Hampshire

Identify innovative examples of good 
practice in co-design, co-production and 
community participation in health and 
social care to encourage learning and 
adoption

Respond to requests for advice on 
community involvement in designing or 
delivering health and social care services

Identify relevant data and service user 
feedback to inform the development of 
the Health and Well-being Board strategy

Make recommendations about 
appropriate approaches to be used as 
part of its development of the Hampshire 
Joint Strategic Needs Assessment and 
Health and Well-being Board strategy

Recommend and where appropriate 
organise Health and Well-being Board 
stakeholder events to support the 
development of the Health and Well-
being Board strategy.

The group has continued to improve our 
information, relationships and influence.

North and Mid-Hampshire 
Transformation plans

Since March 2017, West Hampshire CCG, North 
Hampshire CCG and Hampshire Hospitals NHS 
Foundation Trust have been working on a joint 
programme to develop health care for the 
population of North and Mid Hampshire. 
Healthwatch Hampshire sits on the Patient and 
Public Reference Group for the programme to 
provide support and advice on good practice 
in engagement and to hold the programme 
board to account. This work includes the 
current programme arrangements to develop 
proposals for the centralisation of services 
within the Trust’s sites (Andover, Winchester 

and Basingstoke) to ensure that patients 
continue to have access to the safest and 
highest quality care. Healthwatch Hampshire 
will continue to support them to ensure good 
quality, meaningful patient and public 
engagement is at the heart of the plans .

Healthwatch England (HW England)                                                 
We continue to receive support from HW 
England with our work. We share all of our 
reports, recommendations and responses with 
HW England to inform their national priorities 
and we continue to attend regional Wessex 
meetings to discuss potential collaboration 
between Wessex Healthwatch organisations. 
For more information about the work of 
Healthwatch England at a national level please 
visit: www.healthwatch.co.uk 
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Future plans     
and priorities
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What next?
The Healthwatch Hampshire Board sets it’s 
priorities after discussions informed by:

Unique data trends from our recording 
system

Our engagement activity and feedback 
from our champions and volunteers

Our annual stakeholder survey.

Our strategic business plan sets these main 
themes for our work:

Influence service delivery and impact or 
change on behalf of patients, 
communities and the public 

Provide evidence-based 
recommendations

Speak up on behalf of seldom heard and 
hard to reach groups and individuals

Be a critical friend and challenge service 
redesign on behalf of patients

Remain independent from health and 
social care services

Use our position and statutory powers to 
greatest effect on behalf of service users.

It is essential that we focus our time and 
resources on the things that matter most.  To 
put the interests of the people of Hampshire 
first, we consider carefully what value we can 
add.

Our priorities for 2018/19

Enter and View: We will continue to observe 
the quality of dementia care in care homes 
across Hampshire and to follow up issues 
raised by members of the public concerning 
physical environment, social environment and 
staff attitudes.

Volunteer development: Healthwatch is more 
influential and powerful if people support us, 
join us, work with us and take part in our 
activities. We will develop our volunteer 
programme with opportunities to support us 
in new ways.

Discharge (mental health): We plan to explore 
the experiences of people who have recently 
been discharged from hospital. We will 
celebrate good practice and new ways of 
working that are making a positive difference 
to the health of local communities.

Data sharing and analysis: Every year we 
receive more requests for our feedback data. 
We will develop smarter report formats to 
provide CCGs, key providers and other key 
stakeholders (including CQC) with regular 
updates. This will deliver enhanced knowledge 
and scope to identify issues at an earlier stage.

Strategic influencing: The role of Healthwatch 
Hampshire as an independent critical friend is 
essential. We do our utmost to attend relevant 
meetings, engagement committees and 
arrange and carry out relevant public 
engagement in their defined area. 

Community Cash Fund: Our fifth fund will  
focus on projects to keep people well both 
now and in the future and that tell us more 
about the views of communities that are 
seldom heard.
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Our finances
Healthwatch Expenditure

Staff expenditure £351,066

Promotion/marketing £1,304

Management costs £43,200

Community engagement £18,002

Volunteer costs £225

Overheads £45,999

Total £459,796



31Healthwatch Hampshire

Further information
Healthwatch Hampshire is a Community 
Interest Company - a company that acts for 
the benefit of the community. 

Our strategic direction is set by a Board of 
Directors that comprised in 2017/18 of an 
independent chair, non-executive directors 
(three) and executive directors (two in 
2017/18). On a day-to-day basis, our work is led 
by employed staff and volunteers.

Our reporting

We publish the approved minutes from our 
Board meetings on our website. 

This annual report is available to the public 
through pdf on our website with paper copies 
on request.

We also provide electronic copies and, where 
resources permit, versions in alternative 
formats and languages on request.

We promote the annual report through social 
media, we email electronic copies to key 
supporters, stakeholders and partners.

Healthwatch Hampshire   registered 
office

Healthwatch Hampshire is a Community 
Interest Company limited by guarantee and 
registered in England and Wales (No. 
08553585)

Healthwatch Hampshire, Unit 12, Winnall Valley 
Road, Winchester, Hampshire SO23 0LD.         
Tel: 01962 440 262

Our two delivery partners

Citizens Advice Hampshire provides face-to 
face information, signposting and advice via 
its network of 47 Citizens Advice local offices 
across the county. These locations are in high 
streets and rural locations, in hospitals, 
libraries and a prison.  Citizens Advice 
Hampshire also manage Healthwatch’s NHS 
Complaints Advocacy Service. www.citahants.
org

Help and Care employs and manages our 
engagement team and their work. This 
includes engagement activities, producing 
reports based on people’s views and 
experiences, and taking action with 
commissioners and providers of health and 
social care services. Help and Care also 
operates our telephone information and 
signposting helpline and provides back-office 
services. www.helpandcare.org.uk

Partners’ registered offices

Citizens Advice Hampshire                                   
c/o Little Dower House, Mortimers Lane, Fair 
Oak, Hampshire, SO50 7EA.

Help and Care                                                            
The Pokesdown Centre, 896 Christchurch 
Road, Bournemouth, Dorset BH7 6DL. 
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Get in touch
Need help, advice or information about                                               
health or social care services? 

Want to share your views or experiences?

Need to make a complaint about the NHS?

Interested in being a volunteer?

Please get in touch:

Email: enquiries@healthwatchhampshire.co.uk

Tel: 01962 440 262

Web: www.healthwatchhampshire.co.uk

Pop into your local Citizens Advice                                                                                                             
Find your nearest Citizens Advice office at: www.citahants.org

Facebook: HwatchHampshire

Twitter: HealthwatchHampshire

YouTube: search ‘Healthwatch Hampshire’


