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Message from our
Healthwatch Strategic lead

Welcome to the first ever joint Annual Report for Healthwatch in Devon,
Plymouth and Torbay, covering our activities from April 2020 to March 2021,
and what an eventful and challenging year it has been for us all!

During the Spring of 2020, Devon County Council, Plymouth City Council and Torbay Council announced
they would jointly commission the local Healthwatch service in Devon, Plymouth and Torbay, after
previously individually commissioning their own separate local Healthwatch.

We were pleased that from April 2020 this service was awarded to Colebrook South West (who provided
the Healthwatch Plymouth services since April 2013), in partnership with Healthwatch Torbay and Engaging
Communities South West (who provided the services for Healthwatch Torbay since April 2013), and Citizens
Advice Devon (who delivered core aspects of the Healthwatch Devon service since 2013). Although these
three services are now jointly commissioned, it is important that each local authority area retains the
distinct identities of their local Healthwatch.

Starting a new contract at the same time as a global pandemic was challenging to say the least. The value
of having local knowledge and understanding of health and social care services enabled us to respond
quickly to be as supportive as possible to system partners and minimise non-essential work, whilst still
fulfilling our statutory responsibilities.

We continued to work closely with all of our key stakeholders across Devon, including receiving and
sharing information and guidance with the community from NHS Devon Clinical Commissioning Group,
local Authorities, local Public Health teams and nationally from Healthwatch England, the Care Quality
Commission and NHS England.

Although the pandemic has impacted on all local Healthwatch statutory functions, we have tried to
maintain a level of engagement with the public to continue to capture what life has been like for people
across Devon who are still using our health and social care services. However, the COVID-19 pandemic,
lockdown, and a public reluctance to evaluate health and social care
services during such difficult times, has led to a significant reduction in
the level of public feedback we are used to collating. Since January we
are seeing an increase in public feedback about services by ourselves and
our partners.

As health and social care services start to recover from the pandemic,
there will be pressure on all providers to meet the demand for local
people accessing their services. Public feedback will be very important
moving forward so that Healthwatch, providers and commissioners of
services can capture what is working well and what may need to be
improved. We therefore hope you will support your local Healthwatch by
sharing your local health and social care experiences with us.

This Annual Report will go into greater detail on the ways you have ]
supported us this year and the ways we have supported you, but I’d like to ﬁ%ﬂﬁ/
end by saying a huge thanks to all NHS staff, key workers and volunteers / )
who we know are working extremely hard to recover from this pandemic

and will need all of our help to do so. I’d also like to thank our own Pat Harris
Healthwatch staff and volunteers for their continued support during this

unprecedented year. Strategic Lead for

We hope you enjoy our first joint Annual Report for Healthwatch in Devon, Healthwatch in Devon,

Plymouth and Torbay. Plymouth & Torbay
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Image: Some of our Healthwatch in Devon, Plymouth and Torbay staff.
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About us

Here to make health and care better

Healthwatch is the independent consumer champion for health and social care

Across Devon this is made up of three local Healthwatch: Devon, Plymouth and Torbay. In Devon it
covers the eight districts of East Devon, Exeter, Mid Devon, North Devon, South Hams, Teignbridge,
Torridge and West Devon, with a population of about 800,000. Plymouth covers the city of Plymouth,
home to over 230,000 people, with Torbay home to over 130,000 people in the three main coastal towns
of Torquay, Paignton and Brixham.

Nationally, we work with Healthwatch England, the national body for Healthwatch, a network of 152
local Healthwatch and other partners to address national issues with access to and quality of health and
social care services.

. “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

Our Focus

You need services that work for you, your friends and family, or your carers and
cared for. That’s why we want you to share your experiences of using health and
care with us - both good and not so good. We use your voice to encourage those
who run services to act on what matters to you.

Local Healthwatch gather and represent the views of the public in order to influence
improvements in health and care service provision and share good practice. We achieve this
by working in collaboration with other organisations to identify causes for concern in the local
community and using people’s experiences to influence relevant decision-making bodies.

Our focus is to make sure we have strong networks and that we are engaging with our local community
effectively.

We also 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.
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Every voice counts

Everything that Healthwatch does brings the voice and influence of local people

to the development and delivery of local services.

People need to feel that their local Healthwatch belongs to and reflects them
and their local community. It needs to feel approachable, practical and dynamic,

o0

and to act on behalf of local people. We are here for YOU.

How we deliver local Healthwatch

Although our three services are jointly commissioned, each local authority area retains

the distinct identities of their own local Healthwatch name.

This enables us to operate independently as local consumer champions, but have the

ability to work across the whole of Devon on issues that affect everyone. To help us we
run a central call centre, run by Citizens Advice Devon, as a single point of contact for the public.

Healthwatch Assist Network

In each of our local Healthwatch areas we are establishing a network of Healthwatch Assist groups,
which consists of local community groups and organisations, who not only work with us on engagement,
but provide feedback around issues being faced by their local communities.

This network allows us to build links with communities so we can gather information about the health
and social care services they use. We simply want to know what is and is not working. This information

is fed back into the community and shared with key
healthcare decision makers who can learn from good
practice and make improvements to local services.

We provide members with information about local
health and social care in Devon. Our Assists are the
first to hear about any new projects we are working
on and are always invited to provide feedback on
behalf of their members/service users, meaning
their voices are captured in our reports. Where
appropriate there will also be opportunities for
partnership working on relevant projects.

Location of our Healthwatch
Assist Network members
>>>
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About our Healthwatch Champions in Devon

Here to help with all aspects of health and social care

We can all face problems that seem complicated or intimidating. Our Healthwatch Champions are part of
Citizens Advice and believe no one should have to face these problems without good quality, independent
advice. That’s why they’re here: to give people the confidence they need to find their way forward -
whoever they are, and whatever their problem.

Healthwatch Champions in Devon provide specialist support, guidance and advice in all aspects of health
and social care. The champions help clients resolve any health and social care enquiries.

Healthwatch Champions operate in many different outreach centres throughout Devon, including rural
areas.
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NHS complaints Advocacy

Healthwatch in Devon, Plymouth and Torbay also provide people with information about what to do
when things go wrong; this includes signposting people who want to complain about NHS services to
independent advocacy services.

Independent Health Complaints Advocacy (IHCA) provides advocacy support to people who need help to
make a complaint about health and social care services that they have received from the NHS. In Devon
this service is delivered by The Advocacy People and Devon Advocacy Consortium.
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Highlights from our year

Take a look at our statistics and resources below and see how we've supported
people across Devon, Plymouth and Torbay in 2020-21.

Reaching out We heard from 3,086 people

this year about their experiences of health and social care.

% 377 people received direct support from us this year.

We've reached almost 1 .3 mi"ion people on social
media and sent out 140 e-bulletins to 2,794 subscribers

Responding to the pandemic

We've reached almost 1-3 mi"ion people via social media
and our weekly e-bulletins, which generated almost 4,000 clicks
to COVID information and over 175,000 page views on our
websites. This led to us directly helping 249 people around vaccine

process and vaccine experiences.

We released 2 COVID-19 related reports, with a third coming soon.

Making a difference to care

We published 1 1 re pO I"tS about the improvements people
@ would like to see to health and social care services. From this,
23 recommendations for improvement were made both locally and

nationally, of which 310/ O of recommendations have been acted upon
locally, at the point where we reviewed progress.

Health and care that works for you
50 volunteers

helped us to carry out our work. They contributed approx. 450 hours,
mainly in zoom meetings and remote forums.

We employ 27 staff

equating to 14.5 full time equivalent.

We received

£560,000 in funding

from our local authorities in 2020-21.
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Top themes that people have contacted us about:

Feedback comments below are taken from the public.

A "Since its merger the patient experience is dire. All of the processes
have been centralised. For example, it was no longer possible to pick
up a controlled drug prescription from the surgery and instead patients
had to travel across town because the surgery ‘couldn't courier them
across'. Patient choice gone - not all patients want their scripts sent to a
pharmacy, some want and need them in hand (e.g. need the convenience of
Primary Care dropping a prescription into a pharmacy of choice when passing).”

"I moved down to Plymouth in June 2018 and my children have been on the
waiting list coming up for 3 years. | find it rather shocking that most of
Dental practice are only accepting private patients and NOT NHS especially
when my children have right to NHS treatment.
They haven't seen dentist in last 5 years. | contacted NHS England to raise
D . official complaint about this issue. | was given 2 Dental practice details and
ent]Str.y was told that they are accepting NHS patients. However, | contacted both
(non-hospital)  and neither of them are accepting NHS patients.”

/ "I had my Covid vaccine and wanted to feed back how impressed | was with
. all the staff and volunteers there. | am in the vulnerable category and have
been shielding for months, and | was very nervous about going today as |
was worried there would be a lot of people standing very close to together,
but everyone at the checkpoints were so friendly and helpful and were
happy to answer any of my questions.

X

It is so wonderful that these vaccinations are being administered so quickly
to all the people that need them and gives us all hope for the future.”

Vaccines

All our feedback is logged securely and used for analysis, monitoring and sharing
anonymously at regular quality/intelligence meetings throughout Devon, Plymouth
and Torbay. Where relevant, and with consent, official complaints are escalated to
appropriate bodies, including: providers, health trusts, safeguarding, NHS England,
Care Quality Commission (CQC) and/or local NHS advocacy services.
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Reports and Case Studies

At Healthwatch it can be difficult to show the impact that we make within
one annual year as quite often, the difference that we make does not happen
straight away, but over a period of time.

The reports shared are as a result of collating feedback on behalf of the
providers to inform them of patient views and experiences, so they can make
informed improvements to services.

There will be an outline of a consultation report followed by an individual
case study for each local area.

Please note that photos used are stock
images and are not the real clients
discussed to protect their anonymity.
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Leg ulcer " h althw tch
treatment report

Leg ulcer treatment - experiences & views of
people in Devon

To obtain detailed feedback on patient experience about the treatment of leg
ulcers, Healthwatch Devon held interviews with leg ulcer patients to find out
what went well during their treatment and what could be improved.

The way leg ulcer treatment is delivered varies across Devon. In Eastern and Southern Devon, it is
delivered partially by GP surgeries and partially by community service providers. In Western and Northern
Devon, it is delivered solely by community service providers.

In October 2020, NHS Devon Clinical Commissioning Group (CCG) invited both patients and staff involved
within Lower Limb Therapy Services (LLTS) to complete a short survey. The patient survey link was sent
out proactively by providers to leg ulcer patient who had consented to receiving text/email from the
practice. A paper copy was also provided to patients as they came in for treatment appointments so as
not to exclude those who would be unable to use the digital survey. Overall 65 patients responded to the
survey.

To obtain further detailed feedback on patient experience about the treatment received, Healthwatch
conducted additional interviews with patients to find out what went well during their treatment and what
could be improved. All 65 people who completed the CCG’s survey were given the opportunity to give
more detailed feedback to Healthwatch in a telephone interview, nine were successfully reached. Although
we recognise this is a relatively small number, we believe the data acquired from these patients is rich and
significant enough to make observations about the treatment received.
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Key Findings and response

The key themes that emerged from the discussions were:

Respondents from East Devon had mixed experiences.

The two respondents from South Devon were largely positive about their treatment at the specialist
clinics.

Two respondents from West Devon were very satisfied with their treatment.

Across all three areas, respondents with positive experiences described effective communication and
support as features of their treatment.

Q Statement from NHS Devon CCG

“We have used the findings in a variety of ways - some have led to
direct decisions such as the inclusion of a ‘well leg’ aftercare service,
and a total purchase model for prescribing to reduce the long waits
for prescribed medications. The findings considered as a whole were in
favour of the more specialist services and the experiences had there,
and this has influenced the decision on how and who to award the
future service to. In both senses it has been immensely helpful.”

- Sarah Pearce (Head of Place Based and Urgent Care Services)”

o
NHS

Devon
Clinical Commissioning Group

To find out more > > >

Read the full report at
https://healthwatchdevon.co.uk/report/leg-ulcer-treatment-experienc-
es-views-of-people-in-devon/



https://healthwatchdevon.co.uk/report/leg-ulcer-treatment-experiences-views-of-people-in-devon/
https://healthwatchdevon.co.uk/report/leg-ulcer-treatment-experiences-views-of-people-in-devon/

This client, who was helped by a Healthwatch (HW) Champion in East Devon,
had knee replacement surgery approximately 5 years ago. Since the surgery
he has suffered massive complications which have affected his physical and
mental health significantly. Further, a month before speaking to HW, his GP
informed him that they would be withdrawing all future treatment in relation
to the problems arising from the surgery.

Any specific feedback, service ratings or comments included are taken from the public.

This client felt at a loss as to how to proceed and feels let down by the NHS, especially his GP, and feels he
has lost part of his life. He has also suffered a loss of earnings due to not being able to work as efficiently
for the last 5 years. He feels as if no-one within the healthcare system is paying attention to the impact
this has had on his life. He and his wife are constantly stressed by the effect on their lives and feel they
cannot get any closure whilst their experience is being dismissed.

This client wanted acknowledgement and compensation but had no idea how to go about this. Upon
speaking to Healthwatch, he was provided with details and explanations of the NHS complaints procedure -
including timescales (in relation to the 5-year period being beyond usual complaint limits, and the
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1-month period since his doctor’s refusal of treatment) and discussions about how to make a complaint.
The client was also offered support from HW Champions, as well as information on specialist organisations
that can act as advocates if he wishes to make a formal complaint about his GP.

There was also some discussion around the client making a Subject Access Request (SAR) to his GP, as he
felt he did not know anything about why decisions about his treatment were being made. HW offered the
client detailed information on what an SAR is, and how medical records can be requested in order to offer
him more clarity about his ongoing treatments.

Furthermore, he felt he wanted compensation for the last 5 years. Although HW Champions are not legal
specialists, they again discussed the time constraints on making a legal claim for the surgery. However, the
client had no idea where to begin in looking for a qualified solicitor. As such, he was provided with details
of how to find legal professionals local to him that he had previously been unaware of.

Client is now better equipped to consider all the
options available

Although the client was still unsure of the route he was going to take, he felt
more confident in making the decision now that his options had been explained
to him in a way he could understand.

The client said he appreciated speaking to Healthwatch as he finally felt that someone was listening to his
story and understanding what he was saying about the impact of the last 5 years on how he lives his life.
He felt that it was helpful to relay what had happened to him to someone who did not dismiss him.

The client also confirmed that he felt he was now better equipped to consider all the options available to
him as he had understanding of information that had previously been unaware of.

-
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Mayflower

M_gdir.a.l .E:T.'G up

Mayflower Group I althwstch
report

Issues Contacting Mayflower Group

During the period 1 January to 31 August 2020 we received 48 pieces of patient
feedback about the Mayflower Group of surgeries. Many of these cited issues
around contacting the surgery to arrange appointments both before and after
the COVID-19 pandemic.

The main issues raised are predominately around contacting the group on the telephone and the use of
e-Consult. Not all patients are able to access digital technology for various reasons and rely on telephone
access to services to meet their needs. To read the issues we found please visit http://ow.ly/3al450FbH2n

Response and new updates

Healthwatch Plymouth made the following recommendations for the Mayflower
Medical Group

Access to the Mayflower Group for enquiries/appointments for patients needs to be reviewed to make it
quicker, as frustration over long telephone waits remain and features regularly in the patient feedback
that we receive. This access needs to be equitable as not everyone will have access to broadband/IT
equipment or the necessary IT skills to use e-Consult. As post-COVID recovery of services continues, access
to services supporting those with long term conditions needs to be part of this recovery programme.

e Mayflower Medical Group's response

We acknowledge the rapid pace of change that occurred throughout Primary Care during
the pandemic period may have caused some difficulties for our patients and as a result
presented challenges in accessing some of our services. We understand that some of our
patients may prefer not to use digital platforms to access the surgery and we are currently
exploring whether there are suitable alternatives to ensure that patients are still able to
contact the surgery with ease to continues...


http://ow.ly/3aI450FbH2n
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order their medication or book in for routine appointments as part of immunisation or
screening programmes. E-Consult has been commissioned by Devon Clinical Commissioning
Group and is in place in the majority of GP Practices across Devon. Any functional
developments developed by e-Consult are not the responsibility of Mayflower Medical
Group.

E-Consult is one of a number of online consultation platforms available and has, and always
will be, one of several routes of contact for patients to the practices. By 2021, it will
become a contractual requirement for all GP Practices to offer their registered patients
online consultations as a method of contact.

We are currently recruiting and expanding our long-term conditions team that provide
bespoke care to many of our patients and as a result hope to be able to provide

additional educational sessions to patients with long term conditions to enable them to
access specialised advice and information relating to their condition, as well as peer-to-
peer support where appropriate. It’s important that patients are able to attend these
appointments when they receive an invitation to ensure they receive appropriate care and
monitoring for their condition.

We are also planning to launch our new consolidated Patient Participation Group “Mayflower
Voice” in the New Year, so welcome expressions of interest from patients that would like to
become members of this group.

Over the coming weeks, in conjunction with Public Health England’s Campaign “how to
access your GP surgery”, we will be releasing a series of promotional campaign materials to
support our patients in understanding the many different ways they can contact the surgery
to receive advice and care. We hope that this will provide some assurances to patients that
we are here for them, we are open, and that by supporting us to help our patients, we can

ensure that we are able to continue to deliver our ethos of “Putting Patients First”. a

The latest updates from Mayflower
Medical Group:

. Patient Notice
The group posted an announcement on their
Facebook page that they have been making some _ L e
changes to their telephone system following feedback il ot I I ileckiom eyoam
from their patients. follgwing a series of feedback from our patients,
‘Wg are lister.n'ng to our patients at MMG and we are From Wednesday 267 April Mayflower Medical group telepharie system
delighted to inform you we are making changes to wil change, and we wanied to highlight to you some of the key benefits
provide a better telephone service. sl wilsmeetis acing foreard.

= Shorter messages for our patient’s to listen to

They then later announced via Facebook: 'We have . gmm‘mﬁmmmmm check and cancel your
our telephone company on site helping us make sure Mt=4 -_"""‘_‘?:"""“'“‘
we are running nice and smoothly. There may be an - Automated service to be able to order a repeat prescription
increase of callers today but with our new call back '+ Call back option to avoid any prolonged waiting

service you no longer have to wait on the phone!'
vice you will require a pin, this is a simple

s . e us at the surgery on 01752
Our team have .been in direct contact with the jpin 0 you are ready to gofl
Mayflower Medical Group to work on a plan to B

gather patient feedback about the new service.
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Healthwatch PIymouth
Case Study

Poor hospital experience

This client has several complex health problems and recently attended A&E at
Derriford hospital, Plymouth. She spoke to a HW Champion in the South Hams.

Any specific feedback, service ratings or comments included are taken from the public.

"The second time | went to Derriford it was so horrendous, they thought | was having a heart 'episode’

so like a slow heart attack as bloods and ECG showed. They told me | needed a bed on the Medical
Assessment Unit (MAU) and then on the heart ward, and left me in a wheelchair with my case, in a side
alcove on a corridor near the opening doors of the temporary casualty unit. Told me to tell them when
pain got worse, | did, no painkillers were given after initial two co-codamol when | went in. | had not eaten
since the day before, nothing to drink was offered. Just left hours and hours, freezing, tearful, hungry and
thirsty.

| eventually stopped a nurse, who got me a blanket and a sandwich, then left for hours. It got to nearly 11
that night, | was admitted around 2 ish, can't remember exactly, and | then discharged myself. The doctor
was very upset, advised me not to go, but | was so stressed, the whole day in the same room as two police
officers and a badly bleeding prisoner, shouting and handcuffed, and re-arrested.”
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"The doctor asked that | put in an official complaint. There are no beds she said, checked again and said it
could be all night. She told me GPs are sending patients in rather than seeing them themselves and all the
beds and casualty are constantly full (same at Torbay).

She said | should go straight back if | felt worse, and to do nothing at home for that weekend, but my GP
sent me into Torbay the following week, where they kept me in."

Happy to receive support

The Healthwatch Champion will support the client until she receives a
satisfactory outcome to her complaint

The Healthwatch Champion is assisting the client to make an official complaint about her treatment at
Derriford hospital. The client feels very strongly that this should not have happened to her and does not
want it to happen to anyone else.

This client is happy that her complaint has been taken seriously and that she is receiving support to take
the matter further. She felt that the Patient Advice and Liaison Service (PALS) did not take her seriously
and did not bother to reply to her complaint, so she is happy to have a Healthwatch Champion to assist
her.
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Torbay Carers' R
Consultation report

Consultation to support the draft 2021-24 Torbay
Carers’ Strategy

Healthwatch Torbay was approached, for the third time, to undertake the
analysis of survey findings in their role as the independent consumer champion
for local health and care services.

Across Torbay, over 17,000 people care for a friend or relative, according to Torbay and South Devon NHS
Foundation Trust. Every three years, an inter-agency strategy is devised, aiming to meet the needs of
carers in Torbay. Torbay Carers Service, with input from mental health services, adult social care, and the
voluntary sector, developed a survey to find out how support for carers could be improved. The findings of
the survey will be used to inform the development of the Torbay Carers’ Strategy for 2021-24. Healthwatch
Torbay was asked to undertake the analysis of the survey findings.

An online version of the consultation survey was created on Healthwatch Torbay’s secure website and
publicised online by Healthwatch and the voluntary sector partners of the Torbay Carers Service - 447
responses were received. The views of younger carers will be sought in a separate consultation process, as
Torbay Carers Service work towards a strategy for Carers aged under 25.
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Key Findings and response

Some key themes that emerged from the discussions include:

e Since the last survey three years ago, there has been a notable increase in the number of people being
cared for who are ‘vulnerable’ or have mental health issues.

e Carers said their situation could be improved if they felt better supported.

e 63% of those identified as Carers since 2018 who said that they could have been identified sooner, said
that it could have been by the GP surgeries.

e Respondents expressed that they were not aware of the range of information, advice, and guidance
available. Nearly 90% of respondents said they would value a booklet on Torbay’s carer support.

e The majority said they found services such as Hospital carer support worker, Family/carer supporter,
Carers’ Orange Lanyard, Advice point and free parking for carers either ‘helpful’ or ‘extremely helpful’.

e Relatively few respondents had used the Torbay Community Helpline, but the majority of those who
had found it helpful.

C Torbay and South Devon NHS Foundation
Trust's response

“Healthwatch has done an excellent job collating all the information
supplied by Torbay’s Carers. Almost 450 Carers responded, which was
impressive given that it was during lockdown and the fact that Covid
has caused so many difficulties for unpaid Carers. All of the feedback
in the Healthwatch report has been used to shape Torbay Carers’
Strategy for 2021-24, so we are very grateful to all the Carers who
completed the survey. Some of the actions, such as creating a booklet
about Carers Services, are straightforward, but some, such as reversing
the drop in identification of Carers by Social Care staff, are likely to
take more time. Once the strategy has been fully signed off it will be
published at www. tsdft.uk/carers on the ‘strategy’ tab.”

- A comment from Katy Heard, Carers and Volunteers Lead for Torbay
and South Devon NHS Foundation Trust a

To find out more > > >

Read the full report at
https://healthwatchtorbay.org.uk/report/carers-consultation-to-support-the-
draft-2021-24-torbay-carers-strategy/



http://www.tsdft.uk/carers
https://healthwatchtorbay.org.uk/report/carers-consultation-to-support-the-draft-2021-24-torbay-care
https://healthwatchtorbay.org.uk/report/carers-consultation-to-support-the-draft-2021-24-torbay-care
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Healthwatch Torbay
Case Study

Issues trying to receive care at home

This client had concerns around wanting to return home following a brief stay
in a Torbay care home. She spoke to the Healthwatch in Devon, Plymouth and
Torbay contact centre.

We were contacted by a lady who is currently in a care home in Torbay but wishes to return to her own
home.

She said she had been advised by the care home manager there that she will need to have a social care
assessment before she can leave, but the client believed she was fully independent and didn't need an
assessment. She had been in the home for 5 weeks, when it was originally only supposed to be 2 weeks
following an operation in a local hospital.

The client appeared to be anxious and worried about breaking rules or breaking the law, particularly as
this was a time when there was a COVID-19 lockdown. She wanted to just leave the home and have her
friend pick her up, but didn’t want to breach any rules or regulations and requested some advice and
guidance from Healthwatch.
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Supported in seeking further help and
reassurance

A Healthwatch in Devon, Plymouth and Torbay contact centre representative
spoke with the Feedback & Engagement Team at Torbay & South Devon NHS
Foundation Trust and made them aware of the situation. They in turn got in
touch with the manager at the care home as well as the Adult Social Care
Team.

The manager reported that client is free to leave at any time, however she was under the impression that
the client may need general maintenance done to her home before returning, but that her family were
supporting with arranging this.

We spoke again with the client and reassured her that she is free to leave if she would like to do so. She
advised she was going to leave that weekend so her family would be able to help her move her things.

The following week we contacted the client again to check she had got home okay and she had.




Overview of our reports for 2020-21

In Devon, Plymouth and Torbay we have still managed to produce 14 reports this year
despite the pandemic, which collated nearly 2,500 pieces of feedback.

Bealtbwitch

COVID-19 Engagement Report

The Department of Health and Social Care and NHS England asked us to gather feedback
about the public's experiences in relation to COVID-19 and services that relate to patient
safety. This report shows the results of this engagement with local people across Devon.

The report and its findings have been shared with the Department of Health and Social
Care and NHS England to use in any future decisions they make during a pandemic outbreak.

Read the report at http://ow.ly/Ei3b50F9Yfs

The Doctor Will Zoom You Now: Insight Report

In July 2020 we took part in a national research study designed to
understand the patient experience of remote and virtual consultations.

The report has been shared with both local and national providers and
commissioners of health and social care.

Read the report at http://ow.ly/6TxXN50F9YjK

Issues Contacting Mayflower Group

See info on page 16 on our patient feedback report about the Mayflower Group of [ ;
surgeries. From the feedback received, we contacted the Management Team at )

Mayflower Group with detailed anonymised patient feedback and our observations.

Mayflower provided a response to the report, containing some assurances to patients Mﬁ};ﬂgﬁer
that improvements are being made. S

Read the report at http://ow.ly/LCMh50Fa1WT

Modernising healthcare services in Teighmouth &
Dawlish

Our independent NHS-Commissioned report details the feedback gathered and
engagement undertaken regarding the Devon Clinical Commissioning Group’s

proposal to move some less frequently used outpatient services from Teignmouth
to Dawlish.

Findings from the report will be used by the CCG to inform them prior to any final
decisions being made about the new proposals.

Read the report at http://ow.ly/Kgyq50Fa252


https://healthwatchdevon.co.uk/report/covid-19-shielding-report/
https://www.healthwatchplymouth.co.uk/news/mayflower-response-to-healthwatch-concerns/
https://healthwatchdevon.co.uk/report/modernising-healthcare-services-in-teignmouth-dawlish/
https://healthwatchdevon.co.uk/report/the-doctor-will-zoom-you-now-insight-report/
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Leg ulcer treatment - experiences & views of people
- h althw
in Devon _, b althwstch

See info on page 12. Our feedback report interviewing leg ulcer patients to find out
what went well during their treatment and what could be improved. NHS Devon CCG
have used the findings to make direct decisions such as the inclusion of a ‘well leg’
aftercare service, and a total purchase model for prescribing to reduce the long waits

for prescribed medications. The findings have influenced the decision on how and who
to award the future service to.

Read the report at http://ow.ly/Ac4s50Fa4yZ

B althwtch

COVID-19 Shielding Report

This report covers what many people in Devon told us about their experiences

of shielding during the Covid-19 lockdown. We will continue to work with Local
Authorities and NHS Devon CCG to gather evidence of people's experiences during the
pandemic to help develop plans for the future.

\";L""-E-:._ Read the report at http://ow.ly/FQHs50F9YuM

NHS 111 Out-of-hours service: Public feedback from
Somerset, Devon, Plymouth and Torbay

Our report on public feedback about the local NHS 111 out-of-hours service in our
region, which we are now using to improve services by working with the organisation
responsible for the provision of integrated urgent care in Devon and Somerset.

The Care Quality Commission has told Devon Doctors that it must make further

improvements to its NHS 111 and GP Out of Hours service following an inspection in
December.

Read the report at http://ow.ly/xfYe50F9Ywl

Patient Experience Summary - NHS Dental Services

s Dot o NHS Dental Services Report for Devon County Council Health and Adult care overview
and scrutiny committee. Healthwatch Devon, Plymouth and Torbay regularly provide
patient experience along with other Healthwatches in the South West to NHS
England’s Local Dental Network and the main theme is the inability of individuals to
find an NHS Dental Service. We will continue to do so and monitor the situation.

Read the report at http://ow.ly/EuWV50FbgKJ



http://ow.ly/Ac4s50Fa4yZ
https://healthwatchdevon.co.uk/report/covid-19-shielding-report/
https://healthwatchdevon.co.uk/report/nhs-111-out-of-hours-service-public-feedback-from-somerset-devon-plymouth-and-torbay/
https://healthwatchdevon.co.uk/report/covid-19-shielding-report/
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— Consultation to support the draft 2021-24 Torbay
Carers’ Strategy

See info on page 20 regarding our consultation survey report with Torbay Carers. The
findings of the survey will be used to inform the development of the Torbay Carers’
Strategy for 2021-24.

Read the report at http://ow.ly/DdN850Fa21J

Livewell Southwest Transformation Programme T
Engagement

Livewell Southwest are the providers of community, mental health and urgent care
services in Plymouth. This is our report regarding our focused engagement with
Livewell Southwest patients to reflect on their experiences and to inform the process
of transforming services. Livewell Southwest were pleased with the positive feedback

in the report and will be looking to address its issues as a part of their transformation
programme.

Read the report at http://ow.ly/NgcR50Fa1ZC

| <
Livewell

Think 111 First: the experiences and views of people
in Devon

Healthwatch in Devon, Plymouth, and Torbay were asked by the NHS Devon Clinical
Commissioning Group (CCG) to find out about the experiences of key groups, including
the Deaf community, when accessing NHS 111 services, and how the Think 111 First
campaign has been received by those groups.

National consumer champion Healthwatch England are already using feedback from
this report to inform their own research and they have shared it with NHS England.

Read the report at http://ow.ly/IVwg50F9Yxp

In Devon, Plymouth and Torbay we also produced 3 focused provider
feedback reports which are not yet in the public domain. We provide
regular patient experience summaries to NHS Devon Clinical Commissioning
Group, NHS England local dental network and our local authorities.
Healthwatch observations from these summaries will appear in our new
quarterly intelligence reports commencing in July 2021.


http://ow.ly/DdN850Fa21J
https://healthwatchdevon.co.uk/report/nhs-111-out-of-hours-service-public-feedback-from-somerset-devon-plymouth-and-torbay/
https://www.healthwatchplymouth.co.uk/report/livewell-southwest-transformation-programme-engagement/
https://healthwatchdevon.co.uk/report/think-111-first-the-experiences-and-views-of-people-in-devon/
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Responding to COVID-19

A big thank you!

We would like to say a big thank you to

all health, care, support staff, carers and
volunteers who have continued to

work so hard to keep Devon safe and
supported during the Coronavirus
outbreak.
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Responding to COVID-19

The pandemic brought about many changes for us here at Healthwatch in
Devon, Plymouth and Torbay.

We needed to make rapid changes to the way we worked at many levels to be as supportive as possible to
partners and minimise non-essential Healthwatch work, whilst still fulfilling our statutory responsibilities.
We responded by:

e Prioritising the safety and wellbeing of the public, staff and volunteers - including homeworking
arrangements for all staff and volunteers; cancelling all public meetings and face-to-face events; and
stopping our Enter & View activity. We redeployed resources to support the wider community effort
while offering our help to the Community Voluntary Sector (CVS) services.

e Continuing to work closely with all of our key stakeholders across Devon, including receiving and
sharing information and guidance with the community from the NHS Devon Clinical Commissioning
Group, local Authorities, local Public Health teams and nationally from Healthwatch England, the Care
Quality Commission and NHS England.

e Supporting the health and care system to get clear and accurate information and advice out to
communities - this included setting up a dedicated up to date online COVID-19 information and advice
service on all the Healthwatch websites and relaunching our newsletters as weekly E-bulletins, reaching
almost 40,000 people across Devon, Plymouth and Torbay.

e Supporting the general public - we continued to offer the support of our Healthwatch Contact Centre in
signposting and talking to people about their concerns and experiences, even launching a new free live
webchat service for the public.

e Continuing to gather people’s feedback and views about their needs and experiences in relation
to COVID-19 and other services where it relates to patient safety, escalating any cases of concern
regarding patient safety to our health and social care partners. We have been using surveys, online
Zoom calls and virtual meetings to engage with our local community.

e Attending various different COVID-19 related meetings and working groups, including the Health and
Wellbeing network in Torbay and the Local Outbreak Engagement Boards in Devon, Plymouth and
Torbay, along with multiple partner organisations across both the statutory and voluntary sectors. On
these we independently represented the patient voice and supported the co-production of important
COVID messages across the county for accuracy and consistency.

During the pandemic we reached almost 1.3 million people via social
media and our weekly bulletins, which generated almost 4,000 clicks to
COVID information and over 175,000 page views on our websites. This

led to us directly helping 249 people around vaccine process and vaccine
experiences. We released 2 COVID-19 related reports, with a third coming soon.
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Healthwatch in Devon, Plymouth and Torbay continues to play 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. In addition to this we:

Supported our three local authorities by attending the Local Outbreak Engagement Boards

Provided up to date advice on the COVID-19 response locally

Linked people to reliable up-to-date information *

Supported the vaccine roll-out across Devon

Supported the community volunteer response

Helped people to access the services they need

Supporting the Health and Wellbeing network in Torbay ‘ Bt '\‘

Hosting digital forums around vaccinations in Plymouth

e "“This past year has been a very challenging for all of us, with COVID-19

affecting every single one of us in Devon. The impact on services, businesses,
families and individuals has been significant during the course of the year it also
has to be acknowledged how well agencies, communities and individuals have
come together to support one another as part of the Devon COVID-19 response.

Local Healthwatch has played an important role during the pandemic, not only
in representing the views of Devon residents in key meetings such as the Local
Outbreak Engagement Board and the Health and Wellbeing Board, but also
leading on specific reports such as the Shielding report and COVID-19 Engagement
Report, which has helped inform the local pandemic response. The excellent
close working relationships of agencies within Devon has been
a big factor in keeping COVID-19 infection rates as low as they
have been in Devon."

- Steve Brown, Director of Public Health for Devon

C -
Devon

it}
County Council |
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Some of our work in the community during the pandemic

Helping with the Torbay Community Helpline

In March 2020 the Torbay Community Helpline was launched to To rb a Community
match people who need help with people who want to help during y Helpline
the COVID-19 crisis. They took the first calls from people worried One call - that's all
about the impending lockdown. 01803 446022

Initially, it was all about shopping and prescription pick up from .
pharmacies, with a rapid response team made up mainly of Torbay t
Community Development Trust (TCDT) Community Builders joining

queues that waited patiently for hours outside chemists. It wasn’t
long before it was recognised that the needs of people isolated in

their own homes went way beyond food and medications and the  .oai, & @ @-tanr =i TYes! =

Helpline evolved accordingly. L TN R L RO -
‘ Ir-l—-lir ﬂ S

Torbay’s ever-active voluntary sector has been busy ever since, Came |TEGET M Comrmen | COMMMNTYFRD

with our own Healthwatch staff and volunteers helping to staff

the Torbay Community Coronavirus Helplines seven days a week, 8am-8pm. At the time of writing, the
Helpline has taken just short of 19,000 calls and has been contacted by 5,800 people - with around 4,500
requesting help and an incredible 1,300 people offering their help to others.

More than 470,000 meals have been delivered by Torbay Food Alliance, at the rate of around 10,000 a
week, to individuals and whole families and the helpline was there for nearly 700 people whose mental
health has suffered through the crisis, whilst also providing a telephone befriending service for hundreds
more. More recently, TCDT helped ensure the vaccinations were delivered quickly and efficiently at the
Riviera Centre in Torquay with hundreds of volunteer marshals.

Helping Polish communities over BBC Radio Devon

Our team member Ola has been translating vital information about COVID-19
into Polish for the local community, which has been shared on all the
Healthwatch websites in Devon, Plymouth and Torbay, along with various
different Polish Facebook groups.

This attracted the attention of the local Public Health Team in Torbay, who - !
got in touch with to ask whether she could do the same for some of the
materials and communications that they have been sending out to the local
community. This included important information about COVID symptoms,
what to do when you get them, where to go, the rules of self-isolation and
information on how to access information and details on COVID testing.

Ola became a COVID ‘Champion’ for Torbay, an initiative run by Public Health EE RADIO
where Champions receive up-to-date local Coronavirus information and share D

this with as many people as possible, including local Healthwatch, friends, evon
family, work colleagues and of course the local Polish community.

This work even led to Ola featuring on BBC Radio Devon in a series of similar health updates, which ran
for 8 weeks from January 2021. This work will be used to make an internal film for the BBC’s Diversity and
Inclusion team to promote the work done by BBC Radio Devon in terms of equality, diversity and ethnicity
to the entire BBC Radio Network - including around the world! A shorter version of the film will be shared
over social media from the BBC later this year - we’ll be keeping our eyes peeled!
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Images: Some of our staff and volunteers from the engagement team in Devon, Plymouth
and Torbay.

Volunteers
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Volunteers

We would like to thank our volunteers who had to adapt and volunteer under
COVID restrictions. At Healthwatch in Devon, Plymouth and Torbay we are
supported by 50 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:

e Attended regular volunteer Zoom meetings to reflect on, and contribute to, our engagement
and strategic work

e Took part in Remote Forums reflecting on a variety of themes as part of our engagement work
e Proof-read our draft reports, strategies and documents

e Attended various digital networks and strategic meetings representing Healthwatch

e Promoted and recruited for our New Healthwatch Assist network

e Helped with the local volunteering efforts of shopping and collecting prescriptions for those
self-isolating or shielding

What our volunteers say:

e "I enjoy being able to help with strategic level discussions and decisions by
bringing a different perspective and listening to others who bring an equally
valid different perspective to bear.”

e "I feel supported as a volunteer, knowing that if | have any problems these can
be discussed and sorted out.”

e "I enjoy meeting new people and getting to see areas of Plymouth that | am

not so familiar with." a

e "Volunteering for Healthwatch makes me feel useful as a person, | meet many
wonderful professionals and volunteers."
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Volunteer with us

Carol, Plymouth

A long-time volunteer based in Plymouth, Carol
has missed engaging with the public and using her
communication skills from her teaching career.
Once she mastered her Zoom access, she has been
a regular participant of our volunteer meetings,
Forums as well as casting her proof-reading eye
across our reports.

Jocelyn, Devon

Jocelyn came to Healthwatch in the middle of the
Lockdown following a career in the NHS. Despite
hardly having seen the rest of the team in the real
world, Jocelyn has settled in well and actively
supported our remote engagements. Along with
her fellow volunteers she is looking forward to a
more active role in the year ahead.

Pam, Torbay

Pam is an essential part of Healthwatch’s strategic
capacity in Torbay. Her knowledge and experience
helps place Healthwatch in the centre of local
issues that need to be highlighted and addressed.

Feeling inspired? We are always on the lookout for new volunteers!
If you are interested in volunteering, please get in touch at:

R~ 0800 520 0640

™ volunteering@hwdevon-plymouth-torbay.org
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Image: Jess from our Communications team (front) and our volunteer Jocelyn out on an
engagement in Devon.

Engaging with local people
in Devon, Plymouth and

I o' Ve




Annual Report 2020-21 35
Healthwatch in Devon, Plymouth and Torbay

Methods and systems used across the year’s work to obtain people’s views and
experience

This year has been extremely challenging for the engagement team due to
the restrictions of the pandemic and the lack of face-to-face contact with
service users. We have used a wide range of approaches, including digitally,
to ensure that as many people as possible have had 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, and provided a webform on our website, along
with a new live webchat feature with our contact centre. Our website also acts as a feedback centre/

rate and review system, allowing the public to rate a recent experience with a local healthcare service
anonymously online and in some cases receive a response from the provider. We have been using surveys,
online Zoom calls, attending virtual meetings of community groups and forums, have provided our own
virtual activities and also 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, developing our Healthwatch Assist network, discussed in greater detail on the next page.

We also engage with local organisations to ensure the views and voices of vulnerable people are heard,
for example, we are a working member of the Torbay Domestic Abuse and Sexual Violence Community
Partnership, which provides vital support for families affected by domestic abuse.

During the COVID pandemic our Engagement Team and Healthwatch Champions ran sessions to gather
feedback about people's experiences and concerns to find out which initiatives were working well in their
local area during this time. It also provided an opportunity for groups to come together and support each
other during the virtual sessions.

The Engagement Team and Healthwatch Champions have hosted several virtual focus group sessions with
groups and individual from diverse backgrounds, including the Polish Community, BSL deaf or hard of
hearing, Learning Disability, carers and many others, to hear their views about various topics including
shielding during COVID, Think 111 First, Vaccinations, and changes to provision of Health & Social Care
Services in the local area.

3
v ¥

Image: A virtual engagement forum event we hosted in February 2021 focusing specifically
on the experiences of the Deaf community and attended by two British Sign Language
(BSL) interpreters.
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Image: Some of our engagement team, volunteers and Assist Network members in our first
network meeting.

Engaging with our
Healthwatch Assist Network

Our engagement team and Healthwatch Champions have been doing a fantastic
job in growing our Healthwatch Assist network! On March 31st 2021 we had

58 groups signed up as network members.

We recently invited members of our Assist Network to a meeting which was an opportunity for our
members to hear about our current work plan, key health and social care issues we are currently aware of
and a chance to share feedback about their priorities and what they might like to gain from the network.
It was great to have representatives from all over Devon, including Barnstaple, Plymouth and Torbay. Our
Assist network covers a wide range of health and social care topics which helps us ensure we are receiving
views from a range of perspectives and representing the voice of the population of Devon.

If your group meets regularly or plays an active role in the community, are
open to talk about their health and social care experiences in a confidential
setting, and if your group is keen to play an active role in shaping local health
and social care services, then sign up to become part of the Assist Network!

™ hwassist@hwdevon-plymouth-torbay.org
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We also work with hundreds of voluntary organisations across Devon, Plymouth and Torbay.

Healthwatch aims to represent the views and experiences of local people at the right place and

time to influence change in a positive way. To enable us to do this effectively we have continued our
representation at key groups and committees, both strategic and operational. This involvement not only
allows a patient perspective to be presented, but also allows further opportunities for patient involvement
to be identified. Our diverse representation facilitates a platform for local people to be meaningfully
involved in the commissioning, delivery and management of local services. We continue to develop our
local relationships, as well as relationships with those across Devon.

There are some statements from partners that we work with on the following pages.
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"We have continued to work closely with Healthwatch during 2020/21, both to respond
to the challenges of the pandemic and on longer-term improvements to health and
social care.

We have appreciated the support of Healthwatch colleagues across a wide range of
projects, including but not limited to:

» Joint working on Communications and Engagement to support uptake of the COVID-19
vaccination across the Plymouth and local western Devon footprint.

» Support with tackling digital inclusion. At University Hospitals Plymouth NHS Trust (UHP)
and Livewell Southwest (LSW), we are enjoying collaborating with Digital Health Devon
to prevent increased health inequalities through the rollout of more digitally-enabled
healthcare. We have worked together to recruit volunteers to be part of a digital
champions network that we can refer patients to for help accessing digital services.

» Healthwatch have continued to contribute to our Patient Experience and Safety and
Quality Committees at UHP and supported us with engagement work on community
transformation for urgent care at LSW.

» We appreciate the intelligence and insight provided by Healthwatch Devon, Plymouth
and Torbay, for example, around people’s use of NHS 111 as well as more focused work
on primary care access.

As we make further progress with our Integrated Care Partnership and plans for a new
Urgent and Emergency Care Centre at Derriford Hospital, we look forward to continued
input from and joint working with Healthwatch colleagues, to ensure the voice of patients
and the public is always at the heart of what we do."

- Ann James, Chief Executive Officer of University Hospitals Plymouth NHS Trust and
Michelle Thomas, Acting Chief Executive for Livewell Southwest

1l

4

University Hospitals

Plymouth
MHS Trust

e
Livewell

Q "Healthwatch has once again provided valuable insight and support to help us flex,
adapt and develop our services to meet the needs of local people, particularly in the
face of the challenges presented by the Covid-19 pandemic.

As a CCG, we are proud of our record in engaging with local people, and were pleased
to be awarded a coveted ‘green star’ for the second year running by NHS England last
year. The accolade is the top rating for patient and community engagement work and
recognises the CCG’s efforts in putting local people at the heart of its work and ensure
services meet the population’s needs.

Our work with Healthwatch is a key part of this approach and we value our regular
meetings with them to support our partnership working. We know some patients don’t
always feel comfortable giving their feedback directly to us and Healthwatch provide an
important and trusted route for this key information. Patients value the independence
and local scrutiny this provides - and so do we.

Among the ways Healthwatch have been instrumental in supporting our engagement work
this year are:

e 111 First - supporting us to engage with hard-to-reach groups continues...
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» Giving people with accessibility needs a voice in the re-procurement of Integrated
Urgent Care Services

» Supporting us to understand people’s experiences of using different vaccination sites in
Devon

» Overseeing the formal consultation on a proposal to modernise health and care services
in the Teignmouth and Dawlish area - with roles including chairing online public
meetings, providing assurance, and collating and reporting back on all the feedback
received

e Undertaking interviews with people between 18-40 to help inform our operational
response to the vaccine roll out as part of a project to research attitudes of young
people towards the COVID vaccine

» Healthwatch volunteer Dr Kevin Dixon has chaired and independently facilitated a range
of engagement meetings with local partners. We and participants value his fairness and
insight, as well as his open and friendly approach.

» Supporting our engagement by communicating through their networks, and helping
people to have their voices heard in NHS engagement activities

Healthwatch have also done a great job in supporting the Patient Participation Group
Network to become part of the Healthwatch Assist Model.

We look forward to continuing our good relationship and working together
as we develop the Integrated Care System for Devon."

- Andrew Millward, Director of Communications
and Engagement of Integrated Care System m

Devon; and Director of Communications, HR
a Devon

Clinical Commissioning Group

and IT, NHS Devon

"It is vitally important that we listen and respond to the voices of people who are
actually using our services.

One of the many things that Covid has highlighted is the inequitable outcomes that we
see across our populations. We have known about health inequalities for many years; but
Covid really has highlighted the stark reality and provided the impetus to address it.

We know that the reasons for these differences are complex, and that addressing them is
also complex. We will fail to address them if we do not engage with, listen to and respond
to the voice of the person who needs the services we are offering.

Healthwatch have continued to provide very useful insight and support during the last
year, amplifying the voice of the patient, service user and person. Though Healthwatch
have always made great efforts to seek representative views, | particularly welcome their
updated strategy and the firm commitment to ‘understand and amplify the views of those
who are not heard’.

The last year has been difficult for everyone; let’s make reducing health
inequalities one of the positive impacts.”

- Ruth Harrell, Director Of Public Health, @‘;52

Plymouth City Council PLYMOUTH

CITY COUNCIL
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"We are committed to listening to our communities and having meaningful

conversations with people, and Healthwatch Torbay has been instrumental in
supporting this over the past year. They have had to adapt to unique situations, and
projects have ranged from collecting people’s experiences of and views on COVID-19
vaccinations, to collating and reviewing feedback on the impact of virtual appointments.
This learning will be essential for our future plans as we look forward and keep the views
and experiences of people at heart of everything we do.

While the pandemic has presented significant challenges, some of the developments and
adaptations made have presented real opportunities to make improvements that will help
us support people better. In particular, the rise of digital technology and the way in which
people engage with services and support virtually will continue to grow, and the voice of
local people will be crucial in shaping this provision.

However, we recognise that the year saw health services face never-before-seen
pressures. It is crucial that we find out the impact that this has had on our communities,
including people who use services and health and care staff. Our strong partnership with
Healthwatch Torbay has been and will be key in helping us listen to the needs of our
community and ensuring we are doing all we can to support and care for

people.

| would like to take this opportunity to thank Healthwatch Torbay for
their continued support and great work this year. | wish them every
success going forward as we continue to work together to support our
communities to live well.”

- Liz Davenport, Chief Executive, Torbay m
and South Devon NHS Trust Torbay and South Devon

MNHS Foundation Trust

“Northern Devon Healthcare NHS Trust (NDHT) and The Royal Devon and Exeter NHS

Foundation Trust (RD&E) welcome the opportunity to provide a statement for the
annual report produced by Healthwatch Devon, Plymouth and Torbay (HWDPT) for the
year 2020/21.

We want to provide our patients with the best possible experience of our services and to
support us to do this, it is really important to us to listen to what matters most to our
patients, families and carers.

HWDPT gathers and represents the views of our local community and is an important
organisation in giving patients a voice. Its feedback helps us to better understand how our
patients are experiencing our services so we can share positive feedback and implement
improvements where needed.

HWDPT is driven to work collaboratively with us to ensure patient voices are used to
inform the services we deliver and we thank them for their ongoing efforts.

NDHT and the RD&E are keen to further the relationship with HWDPT during 2021/22 and
beyond and look forward to working with them as we continue to develop our approach to
patient experience."

- Carolyn Mills, Chief nursing officer for Northern Devon Healthcare
NHS Trust and the Royal Devon and Exeter NHS Foundation Trust

INHS NHS

Northern Devon Healthcare  Royal Devon and Exeter
MHS Trust NHS Foundation Trust
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Finances

To help us carry out our work we receive funding from our local authority
under the Health and Social Care Act 2012.

Income
£4,122.20

Funding received
from local authorities

Devon - £348,573

Plymouth - £115,427
Total income

£564,122.20

Torbay - £96,000

. Additional funding

£560,000

Expenditure £49,307.28

. Staff costs

£102,532.16

. Operational costs

Office and
infrastructure

Total expenditure
£541,985.26

£390,145.82
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Next steps and thank you
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“Tackling unfair health differences 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, and then to act on what has
been learned."
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Next steps & thank you

Our top three priorities for 2021-22

1. Equitable access to health services for all patients including those ,,
with learning disabilities/language barriers/sight impairment/ -

hearing loss/young people

2. Changes to and recovery of Health Services due to COVID-19 pandemic,
including waiting times for outpatient appointments and elective surgery

3. Development and integration of Children & Young People services such as
emotional health & wellbeing, child development, special educational needs,
and lack of engagement with young people

Next steps

Using the continuing impact of COVID-19 as our backdrop, our

focus continues to seek out and listen to the experiences of those |_|
using health and social care services across Devon, Plymouth &
Torbay. The pandemic has brought changes to the way services are accessed

and where issues have been identified by Healthwatch, we will follow up on our
recommendation and observations with commissioners and providers. This is
even more important as Integrated Commissioning Systems develop for Health and
Social Care. Equally, more than ever, it is important to amplify voices and address
the inequalities which the pandemic has brought more sharply into focus.

We send this annual report to Healthwatch England (for the Department of
Health and Social Care), the Care Quality Commission, NHS England, the NHS
Devon Clinical Commissioning Group and local authority Overview and Scrutiny

Committee. We make it available to members of the public, partner organisations
and stakeholders, publish it on our websites, and share it via our three weekly
e-bulletins and social media accounts.
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Statutory statements

The Healthwatch in Devon, Plymouth and Torbay contract is held by Colebrook Southwest, r/o Engage
Southwest, St Levan Rd, Plymouth PL2 3BG

Healthwatch in Devon, Plymouth and Torbay uses the Healthwatch Trademark when undertaking our
statutory activities as covered by the licence agreement.

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

Our local Healthwatch Steering Groups consists of members who work on a voluntary basis to provide
direction, oversight and scrutiny to our activities. Our Steering Groups ensure that decisions about priority
areas of work reflect the concerns and interests of our diverse local community. Through 2020/21 our
Steering Groups have continued to meet virtually and made decisions on matters such as joint engagement
with Healthwatch Somerset on the NHS 111 service for Devon and Somerset and work in Torbay on hospital
patient records.

We ensure wider public involvement in deciding our work priorities by:

e Seeking to gather broad-based information to ensure that decisions are based on sound and balanced
evidence. This is done through widespread engagement with service user groups, members of the
public, the voluntary and community sector, Healthwatch Champions, Healthwatch Lay Representatives
and local and national statutory organisations.

e Presenting information to our Network meetings to help identify local priorities. These priorities are
presented to our local Steering Group who decide what local activities to undertake. Activities that
cover the whole of Devon, Plymouth & Torbay are agreed by our Meetings, Engagement & Intelligence
Group consisting of a mixture of staff and lay representatives.
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Adapting to the COVID-19 pandemic

We have continued to work closely with all of our key stakeholders across Devon, including receiving and
sharing information and guidance with the community from the NHS Devon Clinical Commissioning Group,
local Authorities, local Public Health teams and nationally from Healthwatch England, the Care Quality
Commission and NHS England.

We would like to thank all health, care and support staff who are working so hard to keep Devon safe and
supported during the Coronavirus outbreak. Healthwatch in Devon, Plymouth & Torbay would very much
like to hear your experience of that support so we can all work together to improve health and social care
services for all, and really make a difference.

Further details on how we adapted to COVID-19 can be found on page 29.

Responses to recommendations and requests

Every provider that we requested information from or approached with recommendations responded to our
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.

Although we escalate all of our feedback reports and intelligence to Healthwatch England, there were no
issues or recommendations escalated to the Healthwatch England Committee and so no resulting special
reviews or investigations.

Health and Wellbeing Board

Healthwatch in Devon, Plymouth and Torbay are represented on each of the three Local Authority Health
and Wellbeing Boards for Devon, Plymouth and Torbay. During 2020/21 our representatives have effectively
carried out this role by virtually attending meetings and providing the patient voice to topics raised on the
agendas such as NHS Dentistry and Community Mental Health. Each board has its own workplan covering
not only Health and Social Care topics but other issues such as loneliness or food insecurities.
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If you require this report in a different format please call
Freephone 0800 520 0640 or email Info@hwdevon-plymouth-torbay.org
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