





Message from our Programme Manager

The Pioneering Care Partnership were successful in procuring Healthwatch County Durham (HWCD) in
August 2016. | joined the team two months later as their Programme Manager at a time when the team
had gone through a TUPE transfer and were settled into their new offices in Meadowfield. The team
had successfully set up all processes and had communicated our new contact details to all partner
organisations and had advertised our move wherever possible to the people of County Durham.

One of my first priorities with HWCD was to add to the number of Board members in place and | am
pleased to be able to report our success with this, by the end of November 2016 we had eight very pro-
active and supportive members led by Brian Jackson as Chair giving us a full complement of staff, Board
members and a good number of volunteers who were already giving us their full support.

The staff have continually followed a workplan which was agreed by the Board in November and has
been added to upon receipt of requests coming from the team, as a result of our research, the Board
and other partner organisations.

| have been very lucky to inherit a fantastic team who are all specialists in their roles. You can read
more about them and the work they have done in this report. They have been out and about in County
Durham listening to patients, service users, family members, carers and members of the public and
have used what they were told to make recommendations to the people who have the power to make
services better.

2016/17 has been a year of two very different halves, the first being a little unsettling with the transfer
and set up of new teams, the second proving to be very positive in that our teams have gelled very well
identifying strong committed staff, pro-active and supportive Board members and a team of very willing
volunteers. We have achieved a lot and are looking forward to doing further great things next year,
always retaining our independence and putting the service user at the heart of what we do.

Marianne Patterson

Office Manager
Gail Anderson

Supporting the Board, doing her
utmost to keep the paperwork
light and trying her best to get

us into a paperless world!

Volunteer Support Engagment & Signposting

Officer
: Julia Catherall
Claire Cowell _ :
Enjoying supporting Enjoys being out and about

our volunteers with

Engagment & Signposting Lead

Denise Alexander

Loving working with communities
and supporting people of all ages
and abilities

engaging with groups and
organisations capturing

their wide range of your comments

help

Communications Apprentice data we need

Ethan Burnett

skills and always in
awe of their desire to

Research &
Intelligence
Denise Rudkin

Our ‘super sleuth’ who
enjoys digging deep to
get the information and

Enthusiastic about keeping us
up to date in the social media
and marketing world and

ensuring we reach far
in County Durham

and wide

Engagment & Signposting Lead

Emily Hunter

Returning from maternity leave
in June and looking forward to
getting back into the world of
work




¢ 2016-17 has been an
exciting year of change for
Healthwatch County
Durham

A new partnership comprising the Pioneering Care Partnership (PCP), Durham Community Action
(DCA) and Citizens Advice County Durham (CACD) became responsible for Healthwatch County
Durham from 1st July 2016. The staff and volunteer team transferred, moved to a central office
location and a new representative Board was recruited, creating a dynamic and diverse team,
charged with seeking, listening and representing the views of local people and shaping health and
social care services as aresulit.

The team, under the guidance of Brian Jackson as Chair, have admirably risen to the challenge of
change. They have set clear priorities based on feedback, research and intelligence, increased
engagement and signposting and they work effectively as credible and equal partners with
statutory agencies. Not bad going in only eight months!

Healthwatch County Durham still has a long journey ahead. Reaching out to help people to
understand their purpose, value and aims will be key to success; no mean feat given the size and
scale of County Durham, in relation to both population and geography. Healthwatch will be
challenged to scrutinise more services, increase membership and volunteer opportunities and
improve general awareness. To truly represent the opinions of local people we must engage
widely.

Healthwatch has a duty to shine a spotlight on health and social care services and be the voice and
champion of local people. We will continue to rely on our knowledgeable and dedicated Board,
staff and volunteer teams and partners to drive this forward. 2017-18 will be another busy year!

PCP

Health, wellbeing and Llearning for all

Carol Gaskarth
PCP Chief Executive
On behalf of the Partners
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Urgent Care Consultation

On behalf of Durham Dales, Easington and Sedgefield Clinical
Commissioning Group we were asked to support the public consultation
programme by attending urgent care centres asking existing service users for
their views on the proposed changes. Some of the issues raised included:

e GP same day appointments difficult to get 3

e111 service not very good and referring to people to A&E, which is causing
problems @

As a result of the consultation, the option preferred by the public has now
been implemented with all households in the Durham Dales, Easington and
Sedgefield districts having received a booklet explaining what to do if you
are unwell.

‘Despite my gut reaction that this
was a PR exercise, thiswas a
genuine attempt to find out what
the public thought of the
proposed changes’ attendee

60 questionnaires completed
5 public events

4 centre visits
48 hours of staff time




Care Package Comment Cards

We are running a six month pilot where adults receiving a
care package arranged by Durham County Council will get
a feedback card with their care information. We hope this
will help us to reach more people and give them the
opportunity to contact us by freepost, freephone,
textphone or e-mail. This should reach up to 300 people
per month.

Moving forward, we will evaluate the pilot and consider
how we might continue to reach vulnerable people in the

county.
healthwatch

County Durham

Your independent health and social care

consumer champion

Together we can make a difference

Healthwatch County Durham is here to listen to your views on health
and social care. We use your views and experiences to influence
services being delivered in the County.

We can also provide help and information about all aspects of health
and social care being provided, including signposting you to the right
help and support if you have a problem.

If there is something you would like to tell us, or you would like our
assistance with, then please use the form or contact details overleaf.

Make your voice heard

elllaveiioumloursocialworkertobeveryl:haﬁentmul
understanding of my aunt’sillness. She always
explains everything to her and doesn’t discuss things
without including her. My aunt refers to her as ‘the girl
with thelovely smile’ )




Events attended
Better Health Programme

Healthwatch County Durham staff have been attending Better Health Programme events
across the county in order to gather feedback on the themes and issues that are important
to the general public. We have produced an independent observations report that shares
our findings from all 15 events we attended, including those focusing on the draft
Sustainability & Transformation Plans.

Big Tent event

We were delighted to attend County Durham Health & Wellbeing Board’s fifth annual ‘Big
Tent’ event in October. The event was very well attended by approximately 200 people,
including service users, patients, carers, representatives from the voluntary and
community sector and other NHS and local authority partners. The aim of the ‘Big Tent’
event is to gather views from stakeholders on a range of subjects including child poverty,
oral health, reducing obesity and mental health services across the county. Duncan Selbie,
Chief Executive, Public Health England gave the key note speech, which showed the North
East in a very positive light in a number of areas:

« cardio vascular health has improved more than in any other region

« teenage conception rates have fallen by half

« hospital acquired infections rates have reduced

« smoking cessation rates in the North East are the fastest improving across the country

Drop-in activities

The team has been out and about across the county organising drop-ins with
some of our key partners; Durham Community Action, Citizens Advice County
Durham and ICA, the Independent Complaints Advocacy team. The aim is to
raise the profile of our work with the general public, listen to their experiences
of health and social care and intervene on their behalf when appropriate.
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Young person’s
Future’event

We were pleased to attend the first young
person’s Future’ event held at New College
Durham in February. The information day,
organised in partnership by SENDIASS
(Special Educational Needs and Disability,
Information, Advice & Support Service),
Investing in Children, Making Changes
Together and Durham County Council,
was aimed at young people aged 13 - 25yrs
with a special educational need or
disability living in the county. The event
provided us with an opportunity to talk to
young people about their experiences of
oral health. It is best practice for children
and adults of any age with an impairment
or disability to have a

comprehensive oral health

care plan embedded

within their overall health

plan. We are currently

working to find out if this
happens in practice.

Making Changes Event

Over100 Advice
Providers working
together

Healthwatch County Durham is one of over
100 organisations that have signed up to be
part of a local partnership, Advice in County
Durham, which is funded and hosted by
Durham County Council and Citizens
Advice County Durham. The partnership,
which started out with just six members in
2013, brings together advice and support
providers from across the county to share
Through
increased joint working the partnership

information and experience.

aims to improve quality of, and access to,
advice in the county, providing a ‘no wrong
door’ for the public. In order to achieve such
goals in a sector facing increasing pressure,
Advice in County Durham raises awareness
of services available in the county and
supports members by providing access to
regular training and networking events.

We were happy to attend the 17" Making Changes Together event in Durham.
The event is for parents and carers of children with additional and complex
needs across the county and is organised by parents themselves. The aim of the
day is to help inform and support parents with the latest changes in education
and health and social care. It also provided a great opportunity to share the
work of Healthwatch County Durham with over 100 people.
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Signposting and Information

Our Signposting & Information service gives you the information you need so that you can
access the services you are entitled to. We can help you find the health or social care service that

isright for you. We are here to listen to your comments on the services you receive and are
happy to support you with any queries. Here are just a few examples of our service. To contact
usring or email us on:

0800 3047039 healthwatchcountydurham@pcp.ak.net

J Cathrall Denise Alékander

€ Always polite and €A verywellrun
€ YouhelpedwhenIhad  helpful organisation. Dealt
nowheretoturn d with ::zﬂmplaﬁu

We Speak

An elderly lady
who was suffering from Up
a serious lung condition moved
to anew house in the county. Visits from the Her orthopaedic consultant
respiratory nurse stopped, which was concerning her a great recommended that her daughter’s
deal. Asaresult of Healthwatch calling her new GP practice, wheelchair was checked for her posture,
she was immediately referred to the respiratory nursing team otherwise her back could get worse and she would need
and a visit arranged. surgery. Mum visited the wheelchair service where
1 she was told that her daughter would benefit from a
Alady contacted usto | moulded chair but that a spending freeze meant she

say she had recently had treatment at her dentist ‘ : couldnthave one. We highlighted the young womars

which required further treatment only 3 months later situation with the Clinical Commissioning Group and the NHS

Pu[] me out I am Trust, expressing our concern that if a suitable chair was not
which incurred an additional cost. We contacted her ? provided it may lead to surgery. In order to avoid the risk of

dentist on her behalf and were told that the lady should CIELER BV T ATE U o) oical intervention all partners agreed that the spending
have received a dental plan at the time of her first visit ] freeze would be lifted, not just for this young woman but for
which would have prevented a second charge. They all service users.
sincerely apologised as this was an oversight on their
part and refunded the second charge.

. Aladyrang
We Advise
- regarding her daughter,

who has complex needs.

13
People have used our Signposting .«

and Information service this year






Learning Disability Annual Health Check

Engagement

As part of the 2016/17 work plan, we
chose to look at the uptake of health
checks by people with learning
disabilities. Improving the health of
people with learning disabilities is a
priority area for both North Durham and
Durham Dales, Easington and Sedgefield
Clinical Commissioning Groups.
Increasing the uptake of annual health
checks was one of the measures
identified to help achieve this. We were
keen to understand if there were any
barriers stopping people accessing
health checks or if there was any good
practice we could identify and share,
which would increase the numbers of
eligible people accessing annual checks.

€1 didn't know about them?

22 year old female, living independently

€] felt too anxious”

o 18 year old female, living with parents

people took
part

We carried out a number of different activities, including:

attending some existing events and groups to gather the views of people
with learning disabilities first hand

sending out an online survey to a wide range of organisations who support
people with learning disabilities asking for service users to tell us their
experiences

speaking to eight providers of care homes for people with learning
disabilities about their perspective of how the service works

contacting GP surgeries to ask about their experience of providing annual
health checks

In total we received 100 completed surveys from face to face and online
engagement.

The information we gathered identified that:

54% of the people with a learning disability who completed a survey had
received their annual health check, which compares to 52% in the NHS
England 2013/14 survey

all of the care home providers confirmed their service users had received
their annual health check

various ways were used to contact patients by GP surgeries to offer a health
check and we found some examples of good practice which help to
encourage uptake

In conclusion, we have made some recommendations for
the CCGs to consider:

all eligible patients should be contacted to offer a health check in an
appropriate and user friendly manner. Any letters sent should be in an easy
read format

GP surgeries should be encouraged to share best practice to maximise the
uptake of health checks

the use of peer groups to promote health check uptake should be
encouraged

where necessary GP surgeries should consider using alternative venues to
offer health checks which may be less intimidating for people with learning
disabilities who are reluctant to go to surgeries

HWCD should monitor the data produced by NHS England to identify
whether the uptake in County Durham is improving.




Marketing and promoting Healthwatch
Marketing Healthwatch County Durham

9 volunteers & Board members carried out 85 PR visits to meet the
staff and provide updated HWCD information leaflets. They
visited:

41 GP surgeries:

20 in Durham Dales, Easington and Sedgefield and 21 in North
Durham

44 pharmacies:
24 in Durham Dales and 20 in North Durham

Read moreon
our Enter & View
visit on pages 20
&21

and View Representative, she also enjoys
gathering views and promoting the service of
Healthwatch County Durham as an engagement
| volunteer

Paul Stokes

Healthwatch County Durham Volunteer

@1 volunteer for Healthwatch County Durham
because I've had a long and varied experience
with both the NHS and Social Care system-some | =
good and some bad. I am observant, a good listener
and like to help other people. It seems that people =
trust me and tell me things that they feel they can't &

adults. I firmly believe we should all give
A\ something back to the community where we
live, or to an organisation we have an interest

| Although Pam Coombs is an Authorised Enter |

tell others. I've mainly worked with young $=

'- Training that has been delivered
Linking up with CQC

We have quarterly meetings
with CQC which help us to « Learning Disability Awareness
plan our volunteer work. In « Safeguarding

. Refresher Enter and View

one meeting we agreed a
piece of work looking at care
home websites. Read more
on page 23

Our Volunteer Work

Our Volunteers have been
busy throughout 2016/17
working hard on multiple

projects, ranging from
research projects, to Enter

& View visits and drop-ins

Our Volunteers have contributed:

620 hours since October 2016

We have:

8 Board members

3 Research Volunteers

7 Enter and View Authorised

County Durham Representatives
Volunteering Kit
M(;:;:l == - 6 Engagement Volunteers

13 Healthwatchers

We are working towards the
County Durham Kite Mark in
Volunteering through
Durham Community Action,
who coordinate the scheme.







Care home websiteresearch work

Following a meeting with the Care Quality
Commission volunteers came up with the idea
of carrying out research into how helpful
websites are when looking for a care home
provider. They wanted to do this because in
their opinion:
. Looking for a care home can often be during
a time of difficult circumstances

There can be differences of opinion in
families about the options available

Often the need for information and access to
services IS in an emergency

Families may have financial constraints and
will be concerned about how they will
manage

Where some of the family are not living in
the locality of the person who needs
support, they may not know the local area or
have local knowledge

« People have different levels of IT skills Theresearch was carried

The findings showed that the sites are not outby two volunteers
always user friendly and can leave the user Tony Bentley and
more confused and unclear around whatwas  Mervyn Hockin
available.

HWCD has produced a report and made recommendations which we will
share with care home providers to give them the opportunity to review
their websites in light of the findings of the volunteers. The report is
available on our website.

HWCD will approach Durham County Council to consider reviewing the
current information held on their LOCATE website with a view to
standardising the information available for individual care homes. This
could then be a more consistent resource as a first point of contact

HWCD will have further discussions with CQC about the value of easﬂy
accessible, informative care home websites -
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healthwatch

County Durham

cornsuiner

social

We Listen We Advise

We listen to patients of health We advise people how to get the
services and users of social care best health and social care for
services, along with their family themselves and their family. We

members or carers, to find out provide information about health

what they think of the service they | and social care provided in County
receive Durham

We Speak Up We Influence

We make sure that consumer views We influence those who have the
are heard by those who provide ower to change SericeS so they
health and social care. Wherever =~ Detter rge;et eople’s needs, now
possible we try and work in e te Buitic
partnership with providers to IE
influence how they make
improvement







