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Another area which we are enormously proud of this year is how we have started to strengthen 

our connections and work with seldom heard groups, and this is something we will continue to 

take forward. 

Our work with the Hampshire Together programme helped us to build new networks and hear 

new voices as part of that project. We are now maintaining those relationships so that we can 

continue to listen to health and social care issues into the future.  

Ann Smith
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It has been a year of change for all of us and at Healthwatch Hampshire we adapted to new ways of 

working during the Covid-19 pandemic, along with many other organisations. We have used this time 

to increase our digital engagement which has helped to strengthen our networks across the county. 

An example of reaching people digitally is our new online Carers Zone resource has helped to enhance 

our signposting support with carers, and we have seen online support forums develop in several parts 

of the region due to our research. 

Our Caring during Covid project saw us developing a survey in co-production with key carer 

organisations and this generated not just an important research report, but further projects to help 

support the carer community.

While the pandemic has changed our ways of working and we are always conscious of those who are 

digitally excluded, we have found opportunities to develop and create new connections and 

relationships which will continue beyond the pandemic. 

Message from our Chair

The Healthwatch Hampshire team adapted quickly to working remotely and have 

continued to provide opportunities for people across the County to have their voices 

heard when it comes to health and social care issues. As we prepare to go back out 

into the world and hopefully meet people face-to-face in the future, we have a great 

base to build on, with the networks and connections we have been developing in the 

digital world. – Ann Smith, Chair
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Here to make health and care better
We are the independent champion for people who use health and social care 
services in Hampshire. We’re here to find out what matters to people and 
help make sure your views shape the support you need, by sharing these 
views with those who have the power to make change happen. 

Helping you to find the information you need
We help people find the information they need about services in their area. This has been vital 
during the pandemic with the ever-changing environment and restrictions limiting people’s access 
to health and social care services.

About us

Our goals

Supporting you to 
have your say 

We want more people to get 
the information they need to 
take control of their health 
and care, make informed 
decisions and shape the 
services that support them.

Providing a high 
quality service 

We want everyone who 
shares an experience or 
seeks advice from us to get a 
high quality service and to 
understand the difference 
their views make.

Ensuring your views 
help improve health 
& care

We want more services to 
use your views to shape the 
health and care support you 
need today and in the future. 

“Local Healthwatch have done fantastic work 
throughout the country during the COVID-19 
pandemic, but there is more work ahead to ensure 
that everyone’s views are heard. COVID-19 has 
highlighted inequalities and to tackle these unfair 
health differences we will need those in power to 
listen, to hear the experiences of those facing 
inequality and understand the steps that could 
improve people’s lives.”

Sir Robert Francis QC, Chair of Healthwatch England
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Listening to your 

views 

Responding to the pandemic

Connecting with you digitally 

Publishing and sharing information 

Highlights from our year
Find out about our resources and how we have engaged and supported 
people in 2020-21.

Many people told us about their experiences of health and social care: 

692 contacted us via our advice and information hub. 

612 people shared their views with us by responding to 3 surveys. 

3,645 people shared their views with our partners Citizen’s Advice.  

Much of the contact with our advice and information hub was around 

issues connected with Covid-19 and access to services during 

lockdown. We provided individual and personalised advice to:

127 on problems trying to access dentists.

81 on information around COVID-19 issues.

This past year saw many services moving to become online only and 

as a result, we have reached more people digitally. 

87,400 impressions on Twitter and 2,440 followers

94,768 impressions on Facebook and 1,123 followers

We created two new social accounts to increase our digital reach: 

we gained 51 followers on LinkedIn

we gained 229 followers on Instagram  

We published 12 reports about the improvements people would like 

to see to health and social care services. 

We also published 27 new advice and information pages on our 

website to help signpost people to vital services

Publishing information about the COVID-19 vaccine saw a huge rise in 

visits to our website as the demand for information grew. 

During October to December 2020, the website had 5,886 page visits 

from a total of 2,206 people. However, during January to March 2021 

there were 28,192 page visits from a total of 15,930 people. 
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Case Study One: Access to health and social 

care services in Hampshire

Back in July 2020 we teamed up with Healthwatch Isle of Wight, Healthwatch Portsmouth and Healthwatch 

Southampton to understand what people’s experiences of health and social care had been during the 

pandemic.

We asked residents how they found accessing information they needed to keep themselves and their 

families safe during the pandemic, as well as accessing information about local health and social care 

services, the ease or difficulty in using these services and any reasons people may have had for not using 

them.

The results of this survey were published in a report and raised a particular concern that people who were 

looking after loved ones at home were suffering during lockdown, as many of the services they relied on 

for help, support, and respite, had been temporarily closed.

That one group of people should be having specific problems accessing health and social care services, 

when they needed it the most, was worrying for Healthwatch Hampshire so we decided to undertake some 

further detailed work into this particular aspect. 

We worked with several carers organisations across the county to find out what they thought the issues 

might be, from their members, and worked to co-produce a survey to make sure we were able to ask the 

right questions to best understand the problems facing unpaid carers in the pandemic. 

Our Caring during Covid survey was launched in September 2020 and we received over 200 responses 

from both adult carers and from 15 young carer groups, about their experiences, which were published 

into our Carers Report which was published in December 2020. 
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Case Study – Access to health and social care services in Hampshire

We worked with our carer network and other organisations to share the report as widely as possible 

among key stakeholders, and received direct responses to the issues raised, from Hampshire County 

Council’s Adult Health and Care Team and the Children’s Health and Care Team as well. 

We presented our report findings at key stakeholder meetings including the Hampshire Safeguarding 

Board and the Hampshire Carers Partnership Board. Our report contained a series of 

recommendations for improvement which we used to develop further co-production projects to help 

address the key themes which carers had raised. 

Our first project was to look at the fact that carers didn’t know where to find information they 

needed, so we developed a new Carers Zone on our website to signpost people to all the relevant 

sources of information and support that can be found across the county. We developed this with 

feedback from all our carer connections.

We are grateful for those carers who took time to share their experiences 

via the Healthwatch Survey and always welcome the opportunity to further 

understand the impact of COVID-19 on individuals and families. We are 

keen to ensure that the insights offered from the survey respondents are 

interconnected with feedback and developments already underway via 

other local channels such as the Hampshire Carers Partnership and those 

who are working with a range of Carers daily.” 

Hampshire County Council – Adult Health and Social Care

Moving into 2021 we have continued to work in co-production with partners on projects to help 

support carers, including development of a promotional campaign to encourage carers to tell their 

GP about their caring role. This involved working with a local GP and one of our Healthwatch 

Volunteers, who is a carer, to develop some video messages for the website and social media. 

We are also working in partnership with the Wellbeing Team at East Hants District Council to 

create a local online carers community as part of our digital engagement project being undertaken 

with Healthwatch England, to trial digital engagement platforms. 

Our volunteers have also come together to support us with an online mystery shopping exercise, 

to test out how easy/difficult it is to find information on key Hampshire websites, which carers 

need to access. 

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 Hampshire is here 
for you.

www.healthwatchhampshire.co.uk

01926 440262 

Enquiries@healthwatchhampshire.co.uk

http://www.healthwatchhampshire.co.uk/
mailto:Enquiries@healthwatchhampshire.co.uk
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Case Study Two: Reaching seldom heard 

communities in a digital world 

One of the concerns Healthwatch Hampshire had during the pandemic was how to 

reach seldom heard communities, particularly with all communication and contact 

moving to a virtual world during lockdown. 

However, our experience over the past year has been positive and has enabled us to engage 

with new groups and extend our connections into seldom heard communities, by joining with 

existing meetings to give talks and presentations online. 

We have found working in partnership and extending our networking has been very productive 

in the new digital world during the pandemic as our team has been working with and listening 

to new people and hearing a wider selection of voices. 

All the new relationships we have started to form during the pandemic, will be continued as we 

start to (hopefully) move out of the digital world and back into face-to-face communications. 
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The Hampshire Together project commissioned us to run four workshops with key seldom heard 

groups as part of a Listening Exercise for their proposals to change the way health services are 

run in North and Mid Hampshire. We joined existing virtual meetings of the four key groups, to 

talk with them and listen to their concerns and worries about the changes. Taking this approach 

rather than trying to set up separate events, really helped as the members were comfortable 

inviting us into their own meetings and talking with our team members. As a result of these 

conversations, we have now developed ongoing relationships with the groups and they are also 

fully engaged with the Hampshire Together programme going forward, having raised valuable 

points for the service to consider.

“It’s about evolving the language used by medical staff. 

Using the word people instead of men and women. Don’t 

use generic language or make presumptions about people 

and their bodies.”

Quote from the Hampshire Together report 

We have been working to develop our stakeholder partnerships across Hampshire to make sure 

we are working together to hear the voices of seldom heard groups and bringing them to those 

who need to listen. 

Working with Hampshire County Council’s Insight Team has helped us to better understand the 

demographics across our region which, in turn, enables us to better target our communications 

and engagement to make sure we are reaching everyone we need to. 

Sitting on the Health Inequalities Committee organised by the Hampshire, Southampton, and Isle 

of Wight Integrated Care System, means we are in the right place to hear about, and contribute 

to, initiatives taking place across the county to address health inequalities and ensure seldom 

heard groups are engaged. 

Examples of how the digital world has helped us to engage better and increase our ability to listen 

to seldom heard groups include: 

The Basingstoke Disability Forum invited us to take part in their virtual Disability Awareness Day in 

2021 which gave us a wonderful opportunity to network with other groups and raise awareness of 

how we can help support and signpost people to the services they need through using video and 

online messages.  

Young carers across Hampshire have been sharing their views and experiences digitally with us 

this year, both as part of the Hampshire Together project and our Caring during Covid project and 

we aim to further develop ways for young people to engage with Healthwatch Hampshire in the 

year to come. 

Case study two: Reaching seldom heard communities in a digital 
world
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Working in Partnership: Working with 

Citizens Advice Hampshire

This past year, our partners have heard 3,645 health and social care concerns from Hampshire 

residents, 45% of which were people suffering from a long-term health condition and needing 

advice. 

Not surprisingly, the majority of the concerns related to COVID-19 from worries about shielding, and 

questions around the guidance for staying at home. A deep dive into the data around COVID-19 

reflected the same concerns revealed in our own research, enabling us to make a stronger case for 

support. 

We worked closely with our colleagues at Citizens Advice Hampshire to provide support for all their 

volunteers in the form of a virtual training day where they met the whole Healthwatch Hampshire 

team and were able to ask questions about our work, to enhance their understanding of where we 

can help with their clients. 

We also co-produced leaflets for the Citizens Advice volunteers to give to any of their clients who 

might benefit from speaking with our team to get further signposting support or information for 

health and care issues. 

We look forward to continuing to work with our partner, Citizens Advice Hampshire, in the year to 

come. 

Our partnership with Citizens Advice Hampshire has proven invaluable 
during the pandemic, helping us to see the type of health and care 
issues which people have been worried about and seeking advice for. 
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Working in Partnership

The pandemic has brought new opportunities to work more closely in partnership with 

organisations across Hampshire and to strengthen our network. Here are just some examples 

of partnership working from the past year: 

Hampshire Carers Partnership Board and Carers Together – we have been working closely with both 

organisations for all our work to support unpaid carers. 

Hampshire Young Carers Association – we have been working with all the young carers groups across 

Hampshire to hear their views on both the Hampshire Together project and our own carers survey. 

Other local Healthwatch – our Chair has been working with the Chairs of our local Healthwatch to look at 

the best way of working with the new Integrated Care System, to ensure patient’s voices are heard 

effectively. 

Hampshire Together – we have been supporting the Hampshire Together team both by running the 

workshops for seldom heard groups but also by being part of their Reading Panel to ensure their 

communication materials are easy to understand by the public. 

Hampshire Fire and Rescue Service – we have held early discussions to talk about ways their Safe and Well 

teams could refer vulnerable people to Healthwatch Hampshire if they need health and social care 

signposting, as well as promoting the Safe and Well service on our website and social media. 

East Hants District Council – the Wellbeing Team approached us to help them develop an online carers 

support forum after they heard us presenting our Carers Report findings at a meeting. This forum has 

been developed as part of our digital engagement trial project with Healthwatch England. 
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Responding to
COVID-19

Healthwatch plays an important role in helping people to get the information they need, 

especially through the pandemic. The insight we collect is shared with both 

Healthwatch England and local partners to ensure services are operating as best as 

possible during the pandemic.

This year we helped people by:

• Signposting vulnerable people to the local support they needed.

• Moving all our team online and attending stakeholder virtual meetings.

• Providing reliable and up to date information on the COVID-19 issues such as the local 

vaccination programme. 

• Developing key guides for people during the pandemic which were published on our website.

• Giving advice to people about accessing dental treatment during the pandemic.

• Providing information and advice to unpaid carers on sources of support. 
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Contact us to get the information you need

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 Hampshire is here for you. 

www.healthwatchhampshire.co.uk

01962 440262

Enquiries@healthwatchhampshire.co.uk

During the pandemic we received an increase in calls from vulnerable

people who needed help accessing support in their community. Some

callers asked for help getting food shopping delivered or asked about

community transport schemes as they needed help getting to hospital

appointments. Our team of trained advisors were able to connect

people with local services that could provide the assistance they

needed.

A caller contacted us as she was worried about her elderly father who

was caring for his wife. Her father lived in a rural area and was unable

to use online shopping services.

Top four areas that people have contacted us about:

Case study

19% on GP services

5% on Community care

32% on Dentistry

20% on Covid-19

The caller asked us for help finding a service that could help him get food and essentials. Our

adviser signposted the caller to an Assisted Shopping Service which would allow her father to

place his grocery order over the phone and would help them unload the shopping. The

adviser also signposted the caller to other local services that would be able to support her

father in his caring role.

http://www.healthwatchhampshire.co.uk/
mailto:Enquiries@healthwatchhampshire.co.uk
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Volunteers

At Healthwatch Hampshire we are supported by 12 volunteers to help us 
find out what people think is working, and what improvements people 
would like to make to services.  

This year our volunteers:             

• Carried out mystery shopping exercises to help us test how easy it was to find vital 

information for unpaid carers on key websites

• Supported our work to develop a campaign to encourage carers to tell their GP about 

their caring role by taking part in a video interview with our team 

• Shared their insights as carers themselves, as part of our Caring during Covid 

project.

• Alongside our colleagues at Help and Care we were assessed in 2020 by NCVO 

(National Council for Voluntary Organisations) against key standards including: 

volunteer involvement, commitment to our volunteers, communication, satisfaction 

and many more. We were delighted to achieve the Investing in Volunteers award 

which we will wear with pride.
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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.

www.healthwatchhampshire.co.uk

01962 440262

Enquiries@healthwatchhampshire.co.uk

He said: “I worked with another volunteer called Pat Haste and together we both joined

Healthwatch Hampshire from it’s inception. We were doing surgery inspections, dental inspections

and I really prefer doing that practical side of things.

“We were also doing visits to Winchester hospital and I also joined Southern Health as a patient

representative on their dementia ward planning committee as a volunteer. Healthwatch just seems

to be the right vehicle for people who want to have a voice. I think Healthwatch is great for asking

questions and spreading the word.”

One of his ways of helping to promote us involved giving out boxes of Healthwatch pens for staff

and patients at local hospitals to use in the reception areas. He said he knew it was working when

he went for an appointment and his own consultant was taking notes using a Healthwatch pen!

John said: “The joy of being a Healthwatch volunteer for me it is the satisfaction of seeing results.

Doing an inspection, making recommendations for change and then seeing it has been done. We

did an inspection at Winchester hospital and picked up some things that really needed addressing

and on our next visit they had all been done. That feels like a real achievement.

“I enjoyed the time I have worked to give something back for all the wonderful services that I

have received from the NHS, hoping that I may have made a small amount of difference to its

running.”

John Perry has been working tirelessly as a

volunteer in the health and care sector in

Hampshire since 2004, when he decided to show

his appreciation for the health service following a

successful back operation, by dedicating himself to

voluntary work.

Now, age 87, he has decided it’s time to take a

step back but not before looking over some of his

achievements, including his time with Healthwatch

Hampshire. John joined Healthwatch Hampshire

when it was first launched in 2013 and has been an

active volunteer ever since, supporting with visits

to care homes, hospitals and helping to raise

awareness of the organisation.

Making a difference 

http://www.healthwatchhampshire.co.uk/
mailto:Enquiries@healthwatchhampshire.co.uk


Finances

To help us carry out our work we receive funding from our local authority under the 

Health and Social Care Act 2012.

Income

Expenditure
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£249,518

£2,900

Total income
£252,418

Funding received
from local authority

Additional funding

£121,579£100,706

£30,000

Total expenditure
£252,285

Staff costs

Operational costs

Support and
administration
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Next steps
• Refreshing our volunteer offer and development of new volunteer roles

• Developing a Healthwatch Ambassador Programme to increase our reach to seldom heard 
communities

• Developing Enter and View programme subject to COVID-19 Government guidelines.

Next steps & thank you

“We would like to thank everyone who has supported our work this 
past year. While it has been challenging for us there have been 
some amazing success stories and we are looking forward to 
continuing to work in partnership with all our connections across 
Hampshire. Together we can give a stronger voice to the residents 
of Hampshire when it comes to health and social care issues.” 
Neil Bolton-Heaton, Head of Healthwatch

Top three priorities for 2021-22
1. GP Access and digital access to other health services

2. Adult Social Care – identify workstreams to examine key issues

3. Children and young people's mental health services

Thank you

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

• All our amazing staff and volunteers.

• Our delivery partners Citizens Advice Hampshire.

• Hampshire Community and Voluntary organisations. 

• Partner organisations. 

• Our other local Healthwatch neighbours.

• Help and Care for providing us with infrastructure, backup and support.
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Statutory statements

About us

Healthwatch Hampshire’s CIC, c/o Help & Care, A49, Aerodrome Studios, Airfield Way, 
Christchurch, Dorset, BH23 3TS.

Healthwatch Hampshire CIC number: 08553852

Healthwatch Hampshire uses the Healthwatch Trademark when undertaking our statutory activities 
as covered by the licence agreement.

The way we work

Involvement of volunteers and lay people in our governance and decision-making.

Our Healthwatch board consists of six members who work on a voluntary basis to provide 

direction, oversight, and scrutiny to our activities. Our board ensures that decisions about priority 

areas of work reflect the concerns and interests of our diverse local community. Through 2020/21 

the board met five times and made decisions on matters such as taking forward our work to 

develop engagement protocols with primary care networks in Hampshire and developing our first 

Engagement Strategy as an organisation. 

We ensure wider public involvement in deciding our work priorities. We have carried out our What 

Matters survey in 2021, asking the public of Hampshire to tell us what areas they think should be 

a priority for us going forward. We used the insight from this survey, along with insights from 

Citizen’s Advice data and the calls which come into our telephone hub, to help develop our 

priorities at a special board meeting in June 2021. 
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Methods and systems used across the year’s work to obtain people’s views and 

experience. 

We use a wide range of approaches to ensure that as many people as possible have the 
opportunity to provide us with insight about their experience of health and care services. 

During 2020/21 we have been available by phone, by email, provided a webform on our website, 
provided a feedback centre/rate and review system, attended virtual meetings of community 
groups and forums, provided our own virtual activities and engaged with the public through social 
media.

We are committed to taking additional steps to ensure we obtain the views of people from diverse 
backgrounds who are often not heard by health and care decision makers. This year we have 
done this by, for example, working with seldom heard groups to ensure their voices were included 
in the Hampshire Together Listening Exercise. 

We ensure that this report is made available to as many members of the public and partner 
organisations as possible. We also publish it on our website: www.healthwatchhampshire.co.uk

Responses to recommendations and requests

This year, due to the COVID-19 pandemic, we did not make use of our Enter and View powers. 
Consequently, no recommendations or other actions resulted from this area of activity. There 
were no issues or recommendations escalated by our Healthwatch to Healthwatch England 
Committee and so no resulting special reviews or investigations. 

Hampshire Health and Wellbeing Board

Healthwatch Hampshire is represented on the Hampshire Health and Wellbeing Board (HHWB) 

by Christine Holloway, a volunteer who was our previous Chair. Our ambition is to ensure that 

the Board’s structures embed the requirement for real consultation at the design stage of all new 

services and policies. Christine kept the HHWB members informed about the issues patients were 

raising with Healthwatch, especially concerns about access to GPs and dental services.

Christine continued to argue for a long-term HWBB strategy to reduce health inequalities and 

improve health and wellbeing. She has been urging the HWBB to focus on systemic change to 

address the ways in which the environment contributes to illness, which led to the first ever 

Board item on transport.

2020-21 priorities

Project / activity area Changes made to services

Unpaid carers survey

Direct responses received from Hampshire County Council 

Carers Zone developed on our website to improve signposting

Campaign to promote support from GPs developed and shared 

Hampshire Together

Voices of seldom heard groups that had been unrepresented up to 

now, were included within the Listening Exercise and connections 

developed for future consultations. 

Support for Covid vaccination 

programme

Information shared on our website around vaccination access and 

FAQs saw a huge spike in traffic

There was also a huge demand for vaccine information from our 

hub service, indicating the need for information for the public on 

this programme

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


Healthwatch Hampshire - c/o Help & Care
A49, Aerodrome Studios
Airfield Way,
Christchurch, 
Dorset, 
BH23 3TS

www.healthwatchhampshire.co.uk

tel: 01962 440262

Email: enquiries@healthwatchhampshire.co.uk

Twitter: @HwatchHampshire

Facebook: @HealthwatchHampshire

Instagram: @hwhampshire

LinkdIn: www.linkedin.com/company/healthwatch-hampshire-c-i-c

http://www.healthwatchhampshire.co.uk/
mailto:enquiries@healthwatchhampshire.co.uk
https://twitter.com/HwatchHampshire?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor
https://www.facebook.com/HealthwatchHampshire/
https://www.instagram.com/hwhampshire
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