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Message from 
our Chair 

As always, we’ve done our best this 

year to put your voices at the heart 

of health and social care. We argue 

strongly that people need to be 

involved in deciding what care is 

needed, and how it should be 

organised.  
 

It’s no good for the ‘experts’ to decide what 

they think is best and then tell us, calling it 

consultation but not paying attention to what 

they are told.  

 

Thanks to our pressure, the new Hampshire 

Health and Wellbeing Strategy commits the 

County Council and its health partners to 

championing coproduction and engagement so 

that people’s voices are reflected in the design, 

as well as delivery, of services. 

 

Together with other nearby Healthwatch 

organisations, we’ve been trying to get local 

voices heard as the NHS goes into yet another 

round of re-organisation.  

 

Planning services across the whole area of 

Hampshire and the Isle of Wight, including 

Portsmouth and Southampton, makes sense if it 

leads to better services. So a first step is to find 

out what local people think would be better!  

 

 

 

 

 

 

 

Here are some of the ways we’ve made this 

happen. 

+ It’s important for us to give a platform to 

people who are least likely to be heard. So 

we made six Community Cash Fund awards 

enabling specific communities to voice their 

views. 

+ We secured funding for a joint project with 

five other local Healthwatch to collect the 

views of women from diverse backgrounds 

about the services and support they’d 

received in pregnancy, during labour, 

delivery, and afterwards. 

+ We visited five care homes across Hampshire 

and made recommendations about how to 

give residents a better experience. 

 

 

 

 

 

 

‘It’s no good for the ‘experts’ to decide 

what they think is best and then tell us’ 



Changes you want to see 
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This has been a year of substantial change for 

us at Healthwatch Hampshire. Although 

Hampshire County Council decided to fund our 

work for another three years, they are giving us 

much less.  

 

 

 

 

 

 

That just makes me all the more determined to 

use every penny in the best way we can to get 

your voices heard, and to help health and social 

care provide the sort of support and care you 

need. 

 

 

Christine Holloway 

Healthwatch Hampshire Chair 

Last year we heard from 4152 people who told us about their experience 

of a number of different areas of health and social care. Here are some 

examples of the changes that you want to see. 

+ Make it easier to see a doctor or nurse quickly + Healthcare professionals should have a 

positive attitude and be empathetic 

+ Staff should take the time to speak to people 

about what to expect next 

+ Services should provide information so that 

people can make informed decisions about 

their care 
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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. We share their views with those with the power to make 

change happen. People can also speak to us to find information about 

health and social care services available locally.  

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

 

 

 Healthwatch is here to make care better 

Our purpose 
 

To find out what matters to you and 

to help make sure your views shape 

the support you need. 

Our approach 
 

People’s views come first – especially 

those who find it hardest to be heard. 

We champion what matters to you and 

work with others to find solutions. We 

are independent and committed to 

making the biggest difference to you.  

+ Visiting services to see how they work  

+ Running surveys and focus groups  

+ Going out in the community 

+ Working with other organisations.  

  

Our main job is to raise people’s concerns with 

health and care decision-makers so that they 

can improve support across the country. The 

evidence we gather also helps us recommend 

how things can change for the better. 

People are at the heart of everything we do 
 

We play an important role bringing communities and services together. 

Everything we do is shaped by what people tell us. Our staff and 

volunteers identify what matters most to people by: 

Our vision is simple 
 

Health and care that works for you. People want health and social care 

support that works – helping them to stay well, get the best out of services 

and manage their health and wellbeing. 

About us 
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 shared their health and  

social care story with us. 

helped carry  

out our work across the year. 

We visited  

to understand people’s experiences  

of care. From these visits, we made 

 for improvement. 

engaged with us through  

our website and social media. 

We gave information  

and signposting advice to . 

Our helpdesk took 

averaging each. 

Highlights from our year  
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a difference 

How we’ve made 
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Waiting room or wonderful? 

Care homes made better by 

local volunteers 
 

“Thank you for opening our eyes to details 

that we may have become complacent with. 

We have made many changes.” (Care Home 

Manager) 
 

Healthwatch is authorised by law to enter care 

homes and other services to see what they are 

like and talk to residents to get their views. We 

write up our observations together with 

recommendations for improvements. The 

people who run the care home or other service 

must provide a written response within 20 days.    
 

Our team of Healthwatch Hampshire volunteers 

and staff visited five care homes across 

Hampshire in 2018/19.  All the reports and 

responses are on our website.    

 

Our feedback about the care homes we visited 

led to improvements which will benefit 

residents and enhance the quality of their care.  

 

These are some of the changes made as a result 

of Healthwatch Hampshire’s recommendations: 

+ A hallway was repainted to make doorways 

clearer for people with dementia. 

+ New signs were put up to help guide 

residents and promote independence. 

+ Residents in one home were enabled to help 

prepare a meal. Domestic tasks boost self-

esteem and a sense of family. “It was a 

success so we plan to do it regularly now.”   

+ Lounge furniture was rearranged to create a 

homely feel, not a 'waiting room’, and to 

encourage conversation. The new layout also 

created choice for residents who wanted to 

enjoy activities instead of watching TV. 

+ Two care homes plan to introduce 

reminiscence boxes. 

Thank you to the care home managers and staff 

who made changes, the residents who shared 

their views with us; and our Enter & View 

volunteers. Selected homes are being revisited 

in 2019/2020 to check progress. 

We show that when people in Hampshire speak up about what’s 

important, and services respond, care is improved for all. Take a look at 

these examples of how we have made a difference. 

Changes made to your community 
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Pride not prejudice: new 

partners reach more people 

How can a tiny staff team reach all 

corners of our community?  How do we 

reach people whose experiences rarely 

get heard by service providers?   

Every year, we offer grants to projects which 

will help us reach people from a wider cross-

section of the community. Examples from 

previous years include: 

• people with dementia 

• young offender service users 

• black, Asian and minority ethnic communities 

• young parents. 

The groups and individuals who receive 

Community Cash Fund grants are asked to 

collect the care stories of people who are 

otherwise less likely to be heard. 

This year we made six brand new Community 

Cash Fund awards. One of these new partners 

was Eastleigh-based charity One Community. 

Using their stall at Eastleigh Pride, One 

Community surveyed LGBTQ+ attendees about 

their experiences of healthcare.  

 

LGBTQ+ stands for lesbian, gay, bisexual, 

transgender, queer/questioning and 'plus', 

which represents other sexual/gender identities. 

Fifty-four people answered nine questions 

exploring the extent to which they felt their 

healthcare professionals were aware of and 

sensitive to their sexual or gender identity. 

Although their experiences were mainly 

positive, some respondents shared examples of 

discrimination and lack of understanding: “In 

this day and age, why do you assume I’m 

straight?”  Their suggestions for us to pass on 

to healthcare providers included: 

+ listen to me 

+ don’t assume I’m straght 

+ learn – be more aware and educated 

+ accept and understand me. 

They also suggested more literature for all 

identities, more age-based group services, and 

services outside working hours.   

Through our Community Cash Fund partners we 

receive a wealth of information about people’s 

health and care experiences. We follow up and 

use these the following year to promote better 

care and prompt long-term change. Read all our 

2018/19 partner reports on our website. 

 
One Community surveyed visitors to their stand at the Eastleigh Pride event in September 2018 
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Relationships and trust: more 

impact with decision makers 
 

To make a difference for patients and service 

users, Healthwatch Hampshire needs to have 

the ear of the people who make the big 

decisions affecting your care.  
 

To change minds, we need decision-makers to 

know and trust us.  We need to understand their 

interests and plans, we want to know the best 

time to raise issues, and with whom.  And we 

need to encourage and support them to listen 

the people who use their services. 
 

One of our key projects for 2018-19 was to make 

our voice louder. We needed to reach the new 

large organisations created by changes in health 

and social care. We also needed to fill gaps, 

strengthening senior-level relationships with 

organisations where we didn’t have strong links. 
 

Two of the people who took on this challenge in 

this year were Pat and Steve, two of 

Healthwatch Hampshire’s non-executive 

directors (unpaid volunteers who advise and 

guide the direction of the organisation). 
 

Steve helped develop our plan for strategic 

influencing or, as he calls it, “being in the right 

places, talking to the right people”.  He is 

directly involved in the legwork too.  For 

instance, he now represents all local 

Healthwatch on the Hampshire and Isle of Wight 

STP Quality Board. 

 

 

Pat represents Healthwatch at West Hampshire 

CCG, and has forged a new relationship with 

Hampshire Hospitals Foundation Trust. Our Chair 

Christine Holloway and Executive Director Emma 

Leatherbarrow, also play key roles. Christine 

represents Healthwatch on the Hampshire 

Health and Wellbeing Board. The Healthwatch 

Hampshire Manager (previously Steve Manley and 

now Lee Culhane) also builds relationships and 

influences decision-makers.  

Here are some of the ways we made a 

difference in 2019/20. 

• Thanks to Pat, West Hants CCG revised its 

operating plan to reflect their commitment to 

involving patients and the public. 

• West Hants CCG asked us to help them with 

public meetings and getting the views of a 

specific group of service users. 

• Due to Christine’s efforts, Hampshire’s Health 

& Wellbeing plan now includes a commitment 

to designing services jointly with the people 

who use them. 

• Three-monthly meetings with the Chief 

Executive of Hampshire Hospitals Foundation 

have been established. 

• This enabled us to put forward a specific 

proposal to keep the Trust updated on 

people’s views about their services. 

Pat, Steve, Chris and Lee continue to develop 

this area of work.  Their long-term plan is to 

build a team of senior volunteers to help with 

the ever-increasing task of championing the 

patient and public voice across Hampshire. 
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the answers 

Helping you find 
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Sarah contacted us via Citizens Advice. Her 

husband has dementia and she was struggling to 

keep up her daily visits to his care home. 

Unwell herself, Sarah was worn out with the 

constant driving and could no longer afford the 

cost of having a car.  However, Hampshire 

County Council wouldn’t let him move to the 

new care home she’d found - on a bus route 

and near their son - because it was in Surrey.  

We were able to give Sarah information about 

how to challenge the decision, and how to get 

a new financial assessment for her husband to 

help them financially. 

 When you are struggling  

How we provide people with advice and information 

When you want choice 

Zoe: At my surgery I’ve always been able to see 

a female GP when I asked.  This time I was told 

I’d been registered with a different, male GP 

and I couldn’t see a woman. I asked to speak to 

the Practice Manager but it had to be by letter. 

I rang Healthwatch who explained where I 

stood, and who I could contact or complain to  

- the Practice Manager or NHS England. They 

also suggested researching other surgeries 

which might guarantee a female GP.  It was so 

useful finding out what my options were. 

Finding the right care or support 
can be worrying and stressful. 
There are many organisations who 
can provide help, but often people 
don’t know where to start.  
 
Last year we helped 3588 people 
access the advice and information 
they needed – examples below. 
 

You can come to us for advice and information 
in a number of ways including: 
 

+ in person at your local Citizens Advice 
centre 

+ over the ‘phone 

+ at community events 

+ by e-mail 

+ using the ‘contact us’ form on our website. 
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Our volunteers 
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We caught up with a couple of our volunteers to show you how and why 

they work to make a difference to the lives of people in Hampshire. 

Meet our volunteers 

When Chris heard Healthwatch was visiting care 

homes (see page 7), he immediately 

volunteered to join the team.  

Chris’ wife Anne has dementia and is a care 

home resident herself.  In addition, Chris is a 

retired risk control surveyor. “I visited more 

care homes than most other people are ever 

likely do in their lives…In fact I did everything 

from airports to zoos!”  

It’s a different role, he points out, but his 

experience is invaluable and it’s very rewarding 

work.  “I’m trying to improve things for other 

people”.    

 -Chris  

Pat worked in marketing and then in the NHS in a 

variety of senior roles. She’s now a member of 

Healthwatch Hampshire’s Board of Directors.   
 

Why did she apply?  “I wanted to put my NHS 

experience to good use when I retired…and my 

daughter said that my brain would go to mush if I 

didn’t!” laughs Pat.  Read more about Pat’s role on 

page 9.  When not doing  Healthwatch work, Pat 

loves travel, and especially loves Spain - the 

lifestyle, culture, food and weather.   

 

 -Pat  

‘I’m trying to improve things for other 

people.’ 

How do our volunteers help us? 

At Healthwatch Hampshire we 

couldn’t make all of these 

improvements without the support 

of 115 volunteers who work with us 

to help make care better for their 

communities. 

 

 

 

 

 

 

 

 

 

 

 

 

What our volunteers do: 

+ raise awareness of the work we do in the 

community  

+ support our governance and day-to-day 

running 

+ visit services to make sure they’re meeting 

people’s needs 

+ collect people’s views and experiences which 

we use in our reports. 
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Our finances 
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Our funding 

We received £319,518 of funding 

from Hampshire County Council to 

carry out our core work. 

 

We also received £5,600 of 

additional income (see below).  

In 2018-19 we spent £325,118. 

Emsworth Patient Survey Report (£3,500) 

Healthwatch Hampshire and Action Hampshire 

were commissioned by Emsworth GP surgery to 

analyse and report on the findings of a patient 

survey about the surgery's plans to move 

location. The report can be found here 
www.healthwatchhampshire.co.uk/sites/default/files
/emsworth_surgery_patient_survey_report_final.pdf 

 

 

 

Wessex Voices (£2,100) 

Healthwatch Hampshire receives funding 

from NHS England to enable us to participate 
in Wessex Voices. 

Wessex Voices is a joint initiative set up in 

2015 by the five local Healthwatch in Wessex 

and NHS England Wessex.  It aims to make 

sure local people are involved in designing 

and planning the health services they use.  
www.wessexvoices.org 

Our extra income this year 

Our delivery partners 

Citizens Advice Hampshire 

Citizens Advice Hampshire provides Healthwatch 

Hampshire’s walk-in service.  It provides face to 

face information, signposting and advice via its 

47 local offices and outreach locations across the 

county. These include high streets and rural 

locations, hospitals, libraries and a prison.   

 

Citizens Advice Hampshire also delivered the NHS 

Complaints Advocacy Service on behalf of 

Healthwatch Hampshire until our contract with 

Hampshire County Council expired on 30 

September 2018.   

 

For NHS Complaints Advocacy please contact new 

provider Hampshire Advocacy 
www.hampshireadvocacy.org.uk 
 

 

 

 

 

 

 

Help & Care  

Help and Care employs and manages our 

engagement team. Their work includes 

gathering people’s views, visiting services, 

writing reports and liaising with the 

organisations which plan, deliver and monitor 

health and social care services.  

Help and Care operates our telephone 

information and signposting helpline. They 

also provide us with accounting, IT, human 
resources and governance support. 

 

http://www.healthwatchhampshire.co.uk/sites/default/files/emsworth_surgery_patient_survey_report_final.pdf
http://www.healthwatchhampshire.co.uk/sites/default/files/emsworth_surgery_patient_survey_report_final.pdf
http://www.wessexvoices.org/
https://hampshireadvocacy.org.uk/527-2/
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next year 

Our plans for 
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Informing 

+ Expand our online resources 

+ Special focus on social care 

+ Expand and promote our Healthwatch App 

+ Involve volunteers more 

 
 

 

Voicing 

+ Focused engagement programme 

+ Work directly with providers 

+ Select projects where we can make a difference 

+ Seek out the views of people experiencing health 

inequalities 

 
 

 

Influencing 

+ Develop a network of influencers 

+ Build a well-supported team of representation volunteers 

+ Prioritise organisations where we’ll make the most impact 

+ Go to meetings where we’ll make a difference, not where 

we just make up the numbers 

+ Build reputation for delivering high-quality funded projects 

 

 

Reporting 

+ Get even more knowledgeable and up to date about what 

users are saying about services 

+ Gather data from more sources 

+ Use IT in smarter ways to combine, analyse & report 

+ Offer providers insight-sharing report. 

 

 

 

 

What’s next for Healthwatch Hampshire?  Our Board of Directors have set 

the following priorities for the year ahead based on our four ‘pillars’.   

Take a look at how we’re going to make a difference in 2018/19, 

including new ways to work more effectively with limited resources. 

Planning ahead 
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Thank you to everyone helping us 

put people at the heart of health 

and social care, including: 

+ Members of the public who live or work in 

Hampshire who shared their views and 

experiences with us 

+ All our volunteers 

+ Steve Manley, outgoing Healthwatch Manager 

for his hard work, commitment and creativity 

+ Our Community Cash Fund partners:  

 Discover Wellness, Enham Trust, One 

Community, Twyford Surgery Patient 

Participation Group, Unit 12, and Wessex 

Cancer Trust 

+ The other voluntary organisations and groups 

that have supported our work 

+ The service providers, commissioners and 

other organisations who have worked with us 

to improve the experience of service users. 

Our thanks 

As Chair of Healthwatch England, it’s my role to make 

sure your Healthwatch gets effective support and that 

national decisions are informed by what people are 

saying all over England. 

  

If you were one of the 400,000 people who shared their 

experiences with us last year, I want to say a personal 

thank you. Without your views, Healthwatch wouldn’t 

be able to make a difference to health and social care 

services, both in your area and at a national level. One 

example of this is how we shared 85,000 views with the 

NHS, to highlight what matters most, and help shape its 

plans for the next decade. 

  

If you’re part of an organisation that’s worked with, 

supported or responded to Healthwatch Hampshire 

thank you too. You’ve helped to make an even bigger 

difference. 

  

None of this could have been possible without our 

dedicated staff and volunteers, who work in the 

community every day to understand what is working and 

what could be better when it comes to people’s health 

and care. 

 

If you’ve shared your views with us then please keep 

doing what you’re doing. If you haven’t, then this is 

your chance to step forward and help us make care 

better for your community. We all have a stake in our 

NHS and social care services: we can all really make a 

difference in this way. 

Sir Robert Francis QC 

Healthwatch England Chair 



Contact us 
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Healthwatch Hampshire Community Interest Company 

Company no. 08553852  

(the organisation holding the local Healthwatch contract on 31/03/2019) 

 

Address: Unit 12 Winnall Valley Road, Winchester 

Hampshire  SO23 0LD 

Phone number:  01962 440 262 

Email:  enquiries@healthwatchhampshire.co.uk 

Website: www.healthwatchhampshire.co.uk 

Twitter: @HwatchHampshire 

Facebook: www.facebook.com/HealthwatchHampshire 

 
Our two partner organisations (sub-contractors): 

Name:  Help & Care 

Registered Address: The Pokesdown Centre, 896 Christchurch Road 

 Bournemouth BH7 6DL 

 

Name:  Citizens Advice Hampshire 

Registered Address: Little Dower House, Mortimers Lane, Fair Oak, 

 Eastleigh, Hampshire SO50 7EA 

 

 

 

 

 

 

© Copyright (Healthwatch Hampshire) 2019 

This annual report is publicly available 

on our website. It will also be shared with: 

+ Healthwatch England 

+ Care Quality Commission 

+ NHS England 

+ Frimley Health and Care ICS 

+ Hampshire & Isle of Wight STP 

+ West Hampshire CCG 

+ Hampshire & Isle of Wight CCG Partnership 

+ Hampshire County Council 

+ Hampshire Health & Adult Social Services 

Select Committee 

+ Hampshire Health & Wellbeing Board 

 

 

 

 

 

 

We confirm that we are using the 

Healthwatch Trademark (which covers the 

logo and Healthwatch brand) when 

undertaking work on our statutory activities 

as covered by the licence agreement.  

 

 

 

 

If you need this report in an 

alternative format, please contact us. 

mailto:enquiries@healthwatchhampshire.co.uk
http://www.healthwatchhampshire.co.uk/
https://twitter.com/HwatchHampshire
https://twitter.com/HwatchHampshire
http://www.facebook.com/HealthwatchHampshire

