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Message from 
our chair

We set our priorities for the coming year before the pandemic. So now, we will be 
reviewing priorities and revising our plans in response to what you are telling us.

Healthwatch Hampshire bases its work on the experiences of people in Hampshire. 
Healthwatch Hampshire wants to make sure that ordinary people are heard. They 
need to tell the professionals what’s most important to them. It’s important for us 
to make sure that everyone’s voice is heard, not just those who shout loudest and 
know how the system works, and to highlight issues that others overlook.

My mother lived and died with dementia in Hampshire. That’s what made me apply 
to be Healthwatch Hampshire’s first chair in 2014. Looking back, I’m proud of what 
we have achieved.

Thank you to everyone who has helped us achieve so much, including volunteers, 
staff, and most of all the people of Hampshire who share their experiences and 
their ideas. 

I'm confident that Ann will lead Healthwatch Hampshire to new approaches and 
new projects. 

Christine Holloway
Healthwatch Hampshire Chair
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Overall, it was a year of change. Our staff team 
changed with a new manager, Neil Bolton-
Heaton, joining towards the end of the year; 
new Board members took on new roles; and at 
the end of the year, I handed over the chair to 
Ann Smith. The arrival of COVID 19 at the end 
of the year stimulated new ways of working and 
communicating which will be useful into the 
future. We also need to look afresh at what is 
most important to people in Hampshire in this 
changing world. 



Our priorities
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Healthwatch Hampshire have worked hard to gain insight into what 
the public wants from health and care services of the future.  It’s been 

a great year but there are many challenges ahead.

Outstanding Care Homes – learning 
what makes a care home outstanding to 
share with other homes.

How was your stay? – we spoke to 
patients in hospital to find out their views 
about their time on the ward.

Your say on care – we spoke to patients 
to ask them to share views on their care.

Long Term Plan – asking you to share 
your thoughts to feed in to the changes in 
health services.

Orchard House – giving people the 
chance to have their say on the proposed 
withdrawal of this respite home.

Maternity services – speaking to new 
mothers to help shape future maternity 
services. 

Last year people told us about the improvements they would like to see health 

and social care services make in 2019-20. These are our six priorities for the 

year ahead based on what you told us.



About us
Here to make care better

The network’s collaborative effort around the NHS Long Term Plan shows the power of 
the Healthwatch network in giving people that find it hardest to be heard a chance to 
speak up. 

The #WhatWouldYouDo campaign saw national movement, engaging with people all 
over the country to see how the Long Term Plan should be implemented locally. Thanks 
to the thousands of views shared with Healthwatch we were also able to highlight the 
issue of patient transport not being included in the NHS Long Term Plan review –
sparking a national review of patient transport from NHS England. 

We simply could not do this without the dedicated work and efforts from our staff and 
volunteers and, of course, we couldn’t have done it without you. Whether it’s working 
with your local Healthwatch to raise awareness of local issues, or sharing your views and 
experiences, I’d like to thank you all. It’s important that services continue to listen, so 
please do keep talking to us. Let’s strive to make the NHS and social care services the 
best that they can be.
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We currently all find ourselves in 
uncharted territory, but I give you the 

assurance that as an organisation 
Healthwatch will remain true to our 
values in this fast moving situation 

that COVID-19 is presenting us with.

Things will be different from this 
moment in time but whatever the 

future holds Healthwatch will be here 
to listen to what the people of 

Hampshire like about the services they 
receive and what they think could be 
improved. We will continue to share 
these views with those in power to 

enable change happens.

Ann Smith, incoming Chair of 
Healthwatch Hampshire



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 any 
conditions they face. 

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. 

How we find out what matters to you
People are at the heart of everything we do. Our staff and 
volunteers identify what matters most to people by: 
• Visiting services to see how they work
• Running surveys and focus groups 
• Going out in the community and working with 

other organisations 
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Find out more about us and the work we do 

Website: www.healthwatchhampshire.co.uk

Twitter: @HwatchHampshire

Facebook: @HealthwatchHampshire

https://www.healthwatchhampshire.co.uk/
https://twitter.com/HwatchHampshire
https://www.facebook.com/HealthwatchHampshire/
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Highlights from
our year
Find out about our resources and the way we have engaged and 

supported more people in 2019-20.



12 volunteers
helping to carry out our work, and giving up 413 days.

We employed 

4 staff
3.2 full time equivalent.

We received 

£249,518 in funding 
from our local authority in 2019-20, 22% less than 
the previous year.
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Health and care that works for you

274 people 
shared their health and social care story with us.

193 people 
accessed Healthwatch advice and information online  
or contacted us with questions about local support,  

287,614 people 
engaged with us through our website, through social media, 
and at community events.

We published

25 reports 
about the improvements people would like to see  
with their health and social care, and from this, 
we made recommendations for improvement.

Reaching out

Making a difference to care

Providing support



How we’ve made a 
difference
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Healthwatch was approached by Frimley Health and Care Maternity 
System to create a project that engaged with new parents to help 
plan and shape services for the future.

Take a look at how your views have helped make a difference to the 
care and support people receive in maternity services.
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Shaping Maternity Services in 
North Hampshire

The project spanned 5 Local 
Healthwatch organisations (Slough, 
Windsor, Ascot and Maidenhead, 
Bracknell Forest, Surrey and 
Hampshire) and focused on reaching 
out to people who are often under-
represented.

Across the local Healthwatch 
organisations 15 focus groups were 
held which engaged 96 people from 
the Frimley Integrated Care System 
area.

Healthwatch Hampshire held 7 of 
these focus groups in Aldershot, 
Fleet and Farnham. We worked 
closely with health visiting teams, 
Family Support Service and third 
sector organisations, to hear what 
people had to say about maternity 
services. 

In capturing their experiences we 
were able to identify areas of the 
maternity provision that could be 
improved and where parents felt 
further support was required. 

The overarching report made 12 
recommendations on a range of 
issues, including improving 
communication, more consistent 
advice and information, more mental 
health and breastfeeding support. 

Frimley Health and Care provided a 
written response to recommendations 
raised in the report. Their response 
included:

• a project to pilot antenatal education 
in their Community Maternity Hubs,

• training staff on motivational 
interviewing, 

• new personal care plans for all 
mothers, 

• undertaking an examination of 
mental health pathways across the 
area.

The full report can be found here

I had lots of additional 
appointments which was good 
that they took extra care of me 
to check everything was okay.

Young mother

https://www.healthwatchhampshire.co.uk/report/2019-04-20/maternity-voices-report-2020
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What makes a Care Home 
Outstanding 

Healthwatch Hampshire was commissioned 
by Hampshire Adults’ Health and Care to 
visit care homes across Hampshire, that 
were rated by the Care Quality Commission 
(CQC) as ‘Outstanding’. 

The purpose of the visits was to meet staff, 
residents, families and carers and discuss 
their experience of working, living and 
visiting an outstanding service.

We used the Enter and View process to visit 
20 different care homes across Hampshire.

The process included observations of 
practice and discussions relating to the 
experiences of residents, staff, families and 
carers.  We spoke to a total of 319 people 
to establish what was important to 
residents, and what made living in the 
home an ‘outstanding’ experience.

Overall residents expected to be able to 
make their own choices, to be listened 
too, and have their ideas acted upon. 
They wanted flexibility around when they 
get up in the morning, when they go to 
bed, a choice of food, and mealtimes that 
weren’t too rigid. Ensuring their relatives 
and friends could visit when they were 
able to and not within strict visiting times 
was a priority.

We completed an individual Enter & View 
report for each home we visited, and then 
collated our findings into a report that 
summarises what makes a service 
outstanding based on the experiences of 
those interviewed. This can be viewed on 
our website.

I’ve always been independent and 
what I like about it here is that I 
can choose to do an activity or 

relax in the lounge. 

https://www.healthwatchhampshire.co.uk/
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Amplifying the views of 
disabled adults and their carers

In July 2019, Healthwatch Hampshire 
oversaw an engagement regarding 
Orchard Close Respite Centre on 
Hayling Island. The centre is a 13-bed 
respite service, used by people who 
are cared for full time at home by an 
unpaid carer and provides a break from 
their caring responsibilities.  

In the autumn of 2018, Hampshire 
County Council had recommended that 
the centre be closed. However, in 
March 2019 Councillors asked for 
further work to be undertaken on 
wider options to closure.

Healthwatch Hampshire’s engagement 
aimed to capture and amplify the 
views of Service Users, Parent/Family 
carers and staff at the service. We 
worked closely with the independent 
advocacy service SpeakEasy Advocacy 
and the local charity Carers’ Together 
to collect the views of 134 people. 

During the engagement 51 current 
service users spoke to us about their 
experiences of using the service. 
Carers and service users were able to 

give their views anonymously and 
highlight what they valued about the 
service, its impact on themselves and 
their families, what they would like for 
its future and ideas of ways the service 
might be improved.

Our report overwhelmingly showed 
that service users, parents, carers and 
families would like the centre to remain 
open and for Hampshire County 
Council to continue to run the service.

In December 2019, the final decision 
on the future of Orchard close was 
made, approving that the service 
would remain open and be run by 
Hampshire County Council, with a 
consultation on bed reduction to 10 
beds. The full report can be found 
here.

“I’ve become a lot more confident 
in myself since coming here as 

the staff are helpful. I feel 
uncomfortable meeting new 

people because of my anxiety, 
but I can meet people safely 

here.” - service user

https://www.healthwatchhampshire.co.uk/news/2020-01-08/engagement-report-now-available-orchard-close-residential-care-home


Community Cash Fund
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Basingstoke and District Young 
Carers - Field Farm Project 
Providing respite for young carers.

Rose Road Association - Barriers to 
Accessing Mental Health Support 
Supporting parents and young people to 
access mental health support. 

Yellow Brick Road Project - We 
Matter
Provides support and guidance through a 
life skills course for parents of young 
children.

The Moving on Project -Toxic Apple 
Working with young peoples substance 
misuse.

Shots Foundation - Talking Football 
Encouraging young adults to talk about 
mental health whilst playing five-a-side 
football.

Each year Healthwatch Hampshire makes available its Community Cash 

Fund grants programme aimed at supporting local people and groups 

to develop new ideas and activities that:

• Increase feedback from communities about health and social care services especially 
seldom heard or disadvantaged groups.

• Increase the participation and involvement of communities in health and social care 
related services.

• Improve the wellbeing of communities through involvement and engagement.

In October, we launched our Community Cash Fund and awarded five local 
organisations a small grant to support a health and wellbeing project. The projects are:

Share your views with us

If you have a query about a health and social care service,  or need 

help with where you can go to access further support, get in touch. 

Don’t struggle alone. Healthwatch is here for you.

Website: www.healthwatchhampshire.co.uk

Telephone: 01962 440262 

Email: enquiries@healthwatchhampshire.co.uk



Long 
Term
Plan
#WhatWouldYouDo
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What did the people of 
Hampshire, Portsmouth, 
Southampton and Isle of Wight 
tell us? 

The main themes from the data collated were 
as follows: 

People want easy and quick access to health 
care when they need it, especially to GP 
services, and to be able to receive the 
treatment and support they need without long 
waiting times. 

People want to be more involved in their care, 
to be listened to by professionals and to have 
their time valued. Choosing the right 
treatment should be a joint decision between 
the individual and the professional with 
people being supported to consider their 
options to make the right choices for them.

People want to know their information is 

secure, but they also want better sharing of 
information between services, specialities and 
professionals (as well as access to their own 
information) to make services more seamless.

People want quick and easy access to clear 
information to help them make decisions 
about their health and care. They also want 
access to support for healthy living, including 
access to good dietary information and 
exercise facilities to enable them to stay 
independent for as long as possible. 
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More than
750 local people

shared their views 
with Healthwatch.

Over 143 attended 
local focus groups 

enabling us to reach 
different communities.

Healthwatch 
attended community 

events to promote the 
survey.

Highlights

When a clinician sees me, I want them 

to have complete access to my clinical 

history without hindrance. I certainly do 

not want to have the need to ask one 

clinician if another can see my notes. I 

want my notes to be regarded as my 

property and not that of the NHS or 

someone else.” - Hampshire resident

Following a commitment from the Government to increase investment in the NHS, the NHS 
published the ‘Long Term Plan’ in January 2019, setting out its’ key ambitions over the next 10 
years. Healthwatch launched a countrywide campaign to give people a say in how the plan should 
be implemented in their communities. Healthwatch England commissioned the four Local 
Healthwatch organisations (Hampshire, Southampton, Portsmouth and Isle of Wight) to carry out 
a survey to understand people’s views of the ambitions set out in the Long Term Plan and in 
particular, what people felt was important to them in terms of their health and care. 
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People want clear, concise and timely 
communication about all aspects of 
their care.

People want local services that are 
easy to access. 

Finally, people want to feel supported 
at end of life.

Next Steps

The report was shared with the local 
NHS as it was essential that the views 
and experiences of local people were 
at the heart of their plans, driving 
forward the changes needed to 
improve local services.

The engagement has revealed three 
areas upon which the NHS needs to 
focus their efforts. 

People commented that they are keen 
for care professionals to be more 
joined up, having the right information 
to do their jobs well. 

To further investigate the ways in 
which people would like to use 
technology to support their health.

People also asked for clear, timely and 

relevant information to help them take 
charge of their health.

There are some things being done already 
to improve people’s experiences; and 
there are other things being implemented 
to make bigger improvements over time, 
so that people have better support to stay 
well and access the services they need, 
when they need them. 

The conclusion of the report, 
that people want to receive more 
support to live independent and 
healthy lives, is a clear sign to us 
that we must rethink the way we 
deliver care in Hampshire and the 
Isle of Wight. We need to keep 

challenging the traditional way in 
which we have worked and move 
to a position where people and 
communities are in control of 

their health and wellbeing, with 
the responsive services to 

support them. - Hampshire and 
Isle of Wight Sustainability and 

Transformation Partnership

People attending a Healthwatch event



Helping you find the 
answers
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Finding the right service can be worrying and stressful. Healthwatch 

Hampshire plays an important role in helping people get the information 

they need to take control of their health and care and to find services 

that will provide them with the right support.

This year we helped 193 people get the advice and information they need by: 
• Providing advice and information articles on our website.
• Answering people’s queries about services over the phone, by email, or online.
• Talking to people at community events.
• Promoting services and information that can help people on our social media.

Here are some of the areas that people asked about. 
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58%

34%

22%

12%

Quality of care

Pathways of care

Access and choice

Staffing
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Contact us to get the information you need

If you have a query about a health or social care service, or need 
help with where you can go to access further support, get in 
touch. Don’t struggle alone. Healthwatch is here for you. 

Website: www.Healthwatch.hampshire.co.uk

Telephone: 01962 440262

Email: enquiries@healthwatchhampshire.co.uk

Accessing dental treatment
Our helpdesk received an e-mail from the 
manager of a residential care home, 
asking for information on NHS or private 
dentists to visit residents at the home.

The helpdesk researched this and found 
that Solent NHS trust operates a Special 
Care Dental Service that would provide 
the service and e-mailed details.

Support in the community
A member of the public made contact to 
ask for help to access GP and chiropody.  
They also asked if there was anyone 
locally to help with shopping. 

Our helpdesk gave her details for 
Community Transport voluntary drivers 
and Age Concern to support her with 
attending appointments and also provided 
information for an organisation that could 
help her with her shopping needs.

Dealing with a bereavement
Caller rang regarding a family member 
who had taken their own life a week 
previously and was concerned, as he felt 
he had witnessed errors by mental health 
services. 

Our helpdesk discussed the next possible 
step; how to make a complaint, the role of 
an advocate and bereavement counselling 
options.



Volunteers
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At Healthwatch Hampshire we are supported by 12 volunteers who 
help us find out what people think is working, and what people 
would like to improve, to services in their communities. 

Volunteer with us

Are you feeling inspired? We are always on the lookout for new 
volunteers. If you are interested in volunteering, please get in 
touch at Healthwatch Hampshire. 

Website: www.healthwatchhampshire.co.uk

Telephone: 01962 440262

Email: enquiries@healthwatchhampshire.co.uk

Our work with Outstanding 
Care Homes

This year HCC Adult Services 
commissioned us to visit Care Homes that 
have been rated as ‘outstanding’ by CQC. 
Our volunteers fed back that this was a 
different, and very positive project which 
has improved their knowledge of how 
providers go the ‘extra mile’ to ensure 
residents have the best experience 
possible.

What our volunteers thought:

Pat  "Amazing piece of work. I must 
admit I thoroughly enjoyed doing this 
form of visits and hopefully we can help 
those rated as good by the CQC to  
further improve what they are doing.“

Karen  "It was a fascinating insight into 
care homes and heart-warming to see 
how much the staff cared for their 
residents, and how much the residents 
liked the staff and appreciated all they 
did.

This showed us how vital the 
management approach in the homes was. 
These visits have made me want to see 
more care homes with an emphasis on the 
ones that are not scoring well with the 
CQC. This is an important area of our 
work for the future.”

A women speaks to family via FaceTime

This year our volunteers:
• Helped us to create questionnaires to use in care homes to enable us to gain valuable 

insight into daily life. 

• Visited care services with a member of our team and spoke to residents, their families 
and members of staff.

• Fed their views into our final report including making recommendations to enable the 
home to improve their service.

• Undertook training on the Enter & View process and Safeguarding to ensure they 
were equipped with the skills they need for the role.
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Chris said - "The main reason to be 
classified as "outstanding" is from the 
dedication and leadership of the 
management passing down through 
all staffing with their dedication to the 
residents."



Finances
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We are funded by our local authority under the Health and Social Care 

Act (2012). In 2019-20 we spent £253,999. 
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24%

12%

64%

Operational costs

Management costs

Staff costs

£253,999 
Total expenditure

94%

3% 3%
94% funding received
from local authority

3% NHS Long Term
Plan

3% Projects

£264668
Total income 



Our plans for
next year
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Looking ahead

Our future priorities for 2020/21 will need to 
be flexible so that we are able to respond to 
the changing health and social care 
environment as we start to emerge from the 
COVID-19 pandemic. To support this we will: 

• Work closely with partners in health and 
social care as services are restarted. We 
will be focused on ensuring that public 
information regarding services is 
informative and that any changes to 
service design and delivery involve the 
public.

• We will be acting on the findings of our 
Covid-19 survey. 

• We will be reviewing our Enter and View 
programme which has been on hold due 
to Covid-19. This will require new and 
innovative methods to ensure we safely 
gather the experiences of people who use 
health and social care services.

In addition:

• We will continue to work collaboratively 
with Healthwatch partners across 
Hampshire and the Isle of Wight.

• We will support public engagement 
regarding the Hampshire Hospital NHS 
Foundation Trust “Modernising our 
Hospitals and Health Services” 
Programme.

• We will continue to represent the views of 
the people of Hampshire to the emerging 
Hampshire and Isle of Wight Integrated 
Care System.

• We will be developing and delivering a 
programme of work focusing on public 
engagement with Primary Care Networks.

• We will be working towards Investing in 
Volunteers accreditation and implementing 
Healthwatch Englands Quality Framework.

Thank you

Healthwatch Hampshire would not be able to 
undertake the wide rage of activity and 
impact that it does without the commitment 
and dedication of our volunteers, staff team, 

board and community partners. Thank you for 
all that you do for Healthwatch and the 
people and communities of Hampshire.

The challenge for us all, Healthwatch, the 
NHS and social care providers — is to make 
sure that we continue to look outwards, 
talking with communities and listening closely 
to their experience of the services that 
they use. The best services know their 
customers. They listen to what they like and 
what could be better, and they make changes 
where they are needed. 

Therefore, we will continue to raise awareness 
of how people can have their say and 
encourage services to act on service users’ 
views. Changes that are ongoing in the health 
and social care system in Hampshire are 
challenging yet also present us with 
opportunities. Our strong working 
relationships with partners across the health, 
social care and community sectors enhances 
our ability to collaborate, challenge and 
identify opportunities to ensure that public 
voice is at the center of the changes. We will 
actively seek out and respond to these 
opportunities over the coming year.

Neil Bolton-Heaton - Head of Healthwatch



Thank you
Thank you to everyone that is helping us put 
people at the heart of social care, including: 

• Members of the public who shared their
views and experience with us.

• All of our amazing staff and volunteers.
• The voluntary organisations that have

contributed to our work.
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Contact us
Healthwatch Hampshire CIC
Address: Unit 12 Winnall Valley Road, Winchester, Hampshire, England, 
SO23 0LD
Contact number: 01962 440262
Email address: enquiries@healthwatchhampshire.co.uk
Website: www.healthwatchhampshire.co.uk

Healthwatch Hampshire C.I.C Subcontractors as of 31/03/2020.

Name: Help & Care 
Address: The Pokesdown Centre, 896 Christchruch Road, Bournemouth, BH7 6DL

Name: Citizen Advice Hampshire 
Address: Little Dower House, Mortimers Lane, Fair Oak, Eastleigh, Hampshire, SO50 7EA
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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 in an alternative format please contact us.

Healthwatch Hampshire C.I.C 08553852
© Copyright Healthwatch Hampshire C.I.C 2020



Healthwatch Hampshire
Unit 12, Winnall Valley Road
Winchester
Hampshire
SO23 0LD

www.healthwatchhampshire.co.uk

t: 01962 440262

e: enquiries@healthwatchhampshire.co.uk

@HwatchHampshire

Facebook.com/HealthwatchHampshire


