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The Hampshire Wheelchair Service is
provided by Millbrook Healthcare Limited.

Millbrook Healthcare Limited provide:

●  community equipment,

●  wheelchairs,

●  assistive technology

●  home improvement services

to the NHS and local councils in England.

The Hampshire Wheelchair Service has
about 17,000 service users.

The Clinical Commissioning Group
Collaborative paid for a review of the
Hampshire Wheelchair Service.

The Hampshire Wheelchair Service
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In August 2016, a whistle-blower told us
they were worried about how feedback was
recorded. They also said they were worried
about the way that things were done.

In November 2016 a Care Quality
Commission inspection found problems
with record keeping, safeguarding and
staff training.

Waiting times were getting longer.

Service user interest groups said that
there was not enough money or people to
run the service.

What were the problems?

What did we want to do?

We wanted to find out why these things
were happening.

We also wanted to make sure that our
wheelchair services are right for people.
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How did we do it?

Healthwatch ran focus groups with people.

We looked at Hampshire Wheelchair
Services leaflets and information.

We looked at our complaints process against
the NHS complaints regulations.

We also looked at the way things were done
to see how we could make them better.

We found that most of the policies were ok
but that some of them could be better.

We found that service users needed to be
included more to make the service better.

We found that there were 6 areas that need
to be made better.

What did we find out?
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The 6 areas are:

Communication
Service users and other organisations are
not given enough information.

Record keeping
When a patient is referred there is
sometimes information about them missing.

Making the service better
Because of the way the service works, it is
not always easy to make things better.

Waiting times
Waiting time for both adults and children
is not as good as it should be. They are not
always able to work with people within
18 weeks.

Working with different services
We found that the service does not work
with other organisations as much as it
could.

Local data
We found that the service is not recording
information properly. This means that it is
hard to find out how many people are using
the service.
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The review found 81 things that needed to
be changed.

On 13th October 2017 Millbrook Healthcare
showed the Clinical Commissioning Group
Collaborative their action plan. This told us
what they will be doing and when.

The people who pay for the service
(commissioners) agreed the action plan on
14th November 2017.

A Service Improvement Board has been set
up to check that the things on the action
plan are being done.

The board has people from:

● Millbrook Healthcare

● West Hampshire Clinical Commissioning
 Group

● Carers

● Service users

What are we going to do now?

81

The Service Improvement Board
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The first meeting was in November 2017
and everyone could see that things are
already getting better.

We are looking at the current Collaborative
Commissioning Agreement about how
things work and making things easier for
people to understand.

We will run stakeholder and service user
groups to help make the service better.

We will make a new Commissioning
Collaborative Agreement and get the people
who pay for the service to agree to it.

The Service Improvement Board will look at
the action plan every month to see how we
are doing.

If you have any questions or queries about
this information please contact us by email
on:

whccg.communications@nhs.net

What will happen next?

Contact us
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Clinical Commissioning Group
A group of people from the NHS who plan
and pay for health care in their local area.

Clinical Commissioning Group Collaborative
More than 1 Clinical Commissioning Group
working together and paying for 1 service.

Whistle-blower
Someone who sees something that is not
right in an organisation and reports it.

Care Quality Commission
An organisation who checks how good
health and social care services are in
England. They are independent which
means they do not work for the service they
are checking.

Collaborative Commissioning Agreement
A document that says how the people who
plan and pay for services will work together.

What do some of the words mean?
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