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Healthwatch Wokingham Borough

Message from

our Chair

| Om privileged t

introduction to my sixth Annual
Report as Chair. And it does give
the opportunity for reflection.
Looking back, | can see that what
we said then about our aims and
focus is every bit as true now.

We want our local services to be the best they
can be, we want the consumers of these
services to have a positive, effective

experience. Sometimes what we have to say is
not always received well, but everything we do
is based on what you, the consumer, tells us and
our primary focus is amplifying your voice.

The lifeblood of Healthwatch is the stories, the
anecdotes, the compliments and the worries
that we hear. This tells us what we need to be
doing.

The last six years have seen us evolve through
an expanding network of volunteers, social
media, helpdesk and continual outreach, into
todayds Healt hwat ch.

We have probably attended more public events
across the Borough than any other like
organisation. Whether it is attending a flu
clinic, the Winter Carnival, Twyford Donkey
Derby we will be there to talk to the public
about their care. And we are talking and
working with the providers of that care.

We are always challenged by how to connect to
hard to reach communities.

To meet this challenge, over the last couple of
years we have run a Community Investment
Programme. We offer a small piece of funding
to these groups to find out the views and care
stories of the people they work with and pass
them on to us. We celebrate these
organisations on our web site and by holding an
annual event where the service providers and
councillors are invited to hear their stories.
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OWe have probably
events across the Borough than any other
| i ke organisationo
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The most consistent concerns we have received Our own challenge is to manage the impact of a

from people over the last six years have been reduction in our contract amount.

accessing GP appointments, quality of care,

access and choice. Maybe no surprise. The So we will get smarter at how we do our best
benefits of digital technology and other new work d meeting people. For that we will use our
ways of working are a long way from relieving great volunteers and staff and continue to
these problems. collect those stories.

Jim Stockley
Healthwatch Wokingham Borough Chair

Changes you want to see

Last year we heard from 501 people who told us about their experience of
different areas of health and social care. Here are some examples of the
changes that you want to see.

9

+ Healthcare professionals should have a
positive attitude and be empathetic

+ Services should provide information so that + Administrative systems should be reliable:
people can make informed decisions about letters should reach patients and their
their care doctors in good time
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Healthwatch is here to make care better

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.

Our vision is simple

Health and care that works for you. People want health and social care
support that works dhelping them to stay well, get the best out of services
and manage any conditions they face.

Our purpose Our approach

To find out what matters to you and Peopl ebfs vi edespecaltym 9i rs
to help make sure your views shape those that find it hardest to be heard.
the support you need. 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.

People are at the heart of ever

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:

+ Visiting services to see how they work OQur main job is to raise
Iy Running surveys and focus groups 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.

+ Going out in the community and working
with other organisations
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Highlights from our year

501people
shared their health and social care stories We have 37 volunteers helping to carry
with Healthwatch Wokingham Borough, out our work. In total, they contributed
28% morethan last year. 326 hoursdt h a 46werkingdays.

g
" 4

We gave information We visited
and signposting advice to 386 enquirers, 7services
9%morethan last year to seek and understand

peopl ebdbs experiences

Our helpdesk took205 calls We ran 71 pop-up information stands
averaging 34 minutes each attended 54 community events

across the Borough
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How weodove made a

Sharing your views with Healthwatch Wokingham Borough has led to
positive changes to local health and social care services.

Here are four examples of how wedve
experiences of people who live and work in the Borough to improve
health and social care services locally.

From blood tests to births: Fegt.:ibackincluded.idea.s about how to improve

: : waiting areas and ticketing systems, and where
collaborating to give us a people would prefer to get their blood tested if
louder voice given the choice.

Better births
To use our resources to make the greatest
impact, we worked with our neighbours to carry We joined together with four other local

out two major surveys of service users. Heal t hwatch to get women:
was important to them while pregnant, during

Better blood testing labour and delivery, and afterwards.

As part of the group of three local Healthwatch We used an online and printed questionnaire,

in Berkshire West , we asked people about their 1-1 conversations, and visited six groups to
experiences of blood test services. Healthwatch ensure we got views from a variety of women.

staff gave a questionnaire to people who The NHS inBuckinghamshire, Oxfordshire and

_attend_ed blood tests at_location_s across Berkshire West (BOB) was planning how to
including Royal Berkshire Hospital and Bracknell improve how women record and communicate

Healthspace and dvia surgery staff dfour GP their choices about maternity care, using
surgeries in Wokingham which offer testing. personalised care plans.

To help guide this initiative, we asked our
respondents about what personalised care plans
should look like and include, based on their
experience.

Reception
Blood Tests

Louder voice

Your local NHS will use our results to shape
their services and plans. By working together
with other local Healthwatch we reached the

‘ ears of the right NHS decision-makers, to give
' -\ patients a louder voice.

<< Samuel Dolton, Berkshire West ICS
Healthwatch Officer - our first joint staff
member, shared with Healthwatch Reading and
Healthwatch West Berkshire - coordinated the
blood test patient survey.
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No fixed address: achieving
change with communit

How can a tiny staff team reach all
corners of our community? How do we
reach people who we
whose opinions and experiences rarely
get heard? With a little help from our
friendseé.

Every year, we offer grants to local projects
which will help us reach people from a wider
cross-section of the community such as
(examples from previous years):

A Homeless people
A People with visual impairments

A Low-income residents of disadvantaged
neighbourhoods

A Dads of children with autism

The groups and individuals who run these
Community Investment Projects  work with us
to collect the health and care experiences of
their users, people who may otherwise may go
unheard due to isolation or exclusion.

Through our Community Investment partners
we receive a wealth of information about
peopl eds health and ca
follow up and use the following year to prompt
service change.

7
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A&Our invaluable community partners enable
Healthwatch Wokingham to hear a greater
range of voices and hel
Tony Allen, Board Member

Healthwatch Wokingham Borough

One notable example of
this year was Wokingham

Community Investment Project from 2017/18.

Through WIN, local homeless people at their
drop-in centre were able to tell us about the
di fficulties theyod
A finding out about services and treatment,
A registering with a GP

A dealing with correspondence

A getting a diagnosis

This feedback was used to secure the following

improvements in support for local homeless
people in the Borough:

Va new weekly nurse-led clinic
Vdirect access to a podiatrist
Vinformation workshops

Our work continues dthere are still more
avenues to pursue with providers and
commissioners prompted by the homeless user
feedback dsee our proposed plans for 2019/20
on page 14.

had:

P
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Applications and celebrations:

partners Charlotte, aged 12, from the Young
to extend our reach Carers project, who spoke at the event

In October 2018 we invited applications to this
y e a €dnsnunity Investments Projects
programme.

At the end of the process, we made grant
awards to 8 successful applicants.

These groups and individuals d our latest cohort
of Community Investment partners - are helping
us hear the voices of more people including:

+ Children caring for a parent with health
problems or disabilities (see right)

Girls with autism

+

+

People with terminal/life -limiting conditions

+

Older people with dementia

+

Adults with mental health problems

A full report of their amazing projects and
outcomes will be published this Autumn.

Our newest Community Investment Project partners met Town and Borough Council
representatives at a special celebration event on 31 March 2019. a
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A visually impaired Wokingham resident who had tripped several times outside her back door
shared her experience of difficulties in getting occupational therapy support.

: - communicating with the occupational therapist
easier for people to get the (OT) had been frustrating and draining. She
_ thought that if she complained she would be
Support they need seen by the same OT and nothing would

Mary |lives independent change. She thought perhaps the money for

see very well and finds it difficult to get adaptations had run out anyway.

around. As a result of Mary and her friend telling us her

An Occupational Therapist (OT) visited her story, Healthwatch Wokingham are liaising with

house to carry out an assessment. After many the OT manager to try to make the route to

e-mails and cancelled appointments, support easier, not just for Mary, but for others
adaptations were made in the future.

She also understood that a light and handrail We are using one persona:
were_duebef_ittedatNthe back of the house. the OT team can i mprove |
This didndt happen. Ma ofthis much-needed service.

keep chasing up the issue. . o
Meanwhile they arranged for another OT to visit

Mary. We are delighted to report that the light
and handrail are now in place.

A friend told us about her situation after Mary
tripped several times at the back of her house.

Have your say

Shareyour ideas and experiences and help
services hear what wor K4
what you want from care in the future.

www.healthwatchwokingham.co.uk
t: 0118 418 1 418
e: enquiries@healthwatchwokingham.co.uk




