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Introduction

The comments and activity in this Healthwatch Cheshire East and Healthwatch Cheshire West quarterly report
covers the period of 13t April — 30t June 2022. We obtain feedback through face-to-face engagement activities,
online via our Feedback Centre, social media, email, and by telephone. Healthwatch team members are still
attending numerous group meetings which are held virtually.

Highlights from this quarter include:

« Annual Reports — Annual Reports for Healthwatch Cheshire East and Healthwatch Cheshire West covering the
year 2021-22 have now been published on our websites and submitted to Healthwatch England as per our
statutory obligation. These reports will be published more widely at the beginning of the next quarter in order to
maximise reach and promotion. Our Annual Reports can be viewed on our website:

www.healthwatchcwac.org.uk/what-we-do/annual-reports

+ Integrated Care System Draft Engagement Framework — Healthwatch Cheshire coordinated work across the
nine local Healthwatch in Cheshire and Merseyside after being approached by NHS Cheshire and Merseyside to
coproduce the ICS draft Engagement Framework. The Framework underpins how ICS will engage with the
population of Cheshire and Merseyside when it comes into being from 1 July 2022. This included a survey of our
staff team, volunteers, and Citizens Focus Panel providing their feedback on the ten principles which describe
Cheshire and Merseyside’s ambition to empower people and communities. Findings were shared with NHS
Cheshire and Merseyside and have been used in production of the version of the Engagement Framework that
will now go out to wider partners for comment and input.
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« GP Practice Website testing — Our 85 reports research reviewing the usability and effectiveness of GP Practice
websites have now been published and several have received feedback from the GP Practices responding to
our recommendations.

« Citizens Focus Panel — For our most recent Citizens Focus Panel topic, we were approached by NHS Cheshire
CCG to ask our panel their opinions on the winter communications and advertising campaign, Choose Well
Cheshire. The purpose of this survey is to help the NHS and its partners to evaluate and understand the
impact of the 2021-22 campaign and find ways to improve it in future years. The survey was distributed to our
panel members in June 2022, and responses will be formulated into a report over the next month.

All published reports are available on our website:

healthwatchcwac.org.uk/what-we-do/our-reports
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Projects

Alongside a range of themes stemming from general engagement, below is a summary of two specific projects being worked on

during this quarter, and is followed by a chart breakdown of our projects and reports so far this year.

Integrated Care System Draft Engagement Framework

Healthwatch Cheshire coordinated work across the nine local Healthwatch in Cheshire and
Merseyside after being approached by NHS Cheshire and Merseyside to coproduce the ICS draft
Engagement Framework. The Framework underpins how ICS will engage with the population of
Cheshire and Merseyside when it comes into being from 1 July 2022. This included a survey of our staff
team, volunteers, and Citizens Focus Panel providing their feedback on the ten principles which
describe Cheshire and Merseyside’s ambition to empower people and communities. Findings were
shared with NHS Cheshire and Merseyside and have been used in production of the version of the
Engagement Framework that will now go out to wider partners for comment and input.

The ICS embodies a new way of working which brings together all the health and care organisations in
our areq, so they can work more collaboratively and empower people and communities who live and
work here. Our health and care organisations have already been working in this integrated way
successfully, particularly through the Covid pandemic, and this is the next step in recognising this
success. Our ICS is responsible for looking after and delivering all the health and care services in the
area we cover. It is made up of an Integrated Care Board and an Integrated care Partnership, working
together.

The ICS has produced a public engagement framework with ten principles to describe Cheshire and
Merseyside’s ambition to empower people and communities. It also outlines how engagement will
help them to further tackle the inequalities in our area. The framework has been coproduced with
Healthwatch, local Voluntary Community and Social Enterprise (VCSE) sector organisations and
engagement leads across Cheshire and Merseyside.

NHS

Cheshire and Merseyside
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Usability of GP Practice Websites

Feedback that we have gathered from people across Cheshire since the start of the pandemic has
demonstrated the importance of GP Practices — with appointments and access being main areas
of concern for members of the public in Cheshire. The ability to find relevant information easily
through GP websites is more pressing at a time when there are long waiting times on GP phone-
lines, due to increased traffic and staff shortages due to iliness. Furthermore, our inability to
conduct our regular Enter and View activity due to guidance around the pandemic means that we
need to continue to monitor the experience for people attempting to access services.

The COVID-19 pandemic has created unprecedented challenges for everyone working in the health and social care
system. GP Practices have, like others, had to respond to new demands which have forced change upon them. With a
heightened reliance on digital platforms for the sharing of information between service providers and service users,
Healthwatch Cheshire East and Healthwatch Cheshire West consider it is important to undertake a GP website health
check. Websites are for many people their first point of access to information, and it is therefore vital that GP websites
are providing easily accessible information for their patients.

We therefore carried out a ‘health check’ on GP websites in Cheshire to assess how easy the websites are to use, how
easy it is to book an appointment and order repeat medication, and what signposting information and advice is
available. In addition, we wanted to find examples of best practice to be able to share more widely across the primary
care sector.

An overarching Cheshire report, along with individual reports for each of the 85 GP Practices in Cheshire, have now been
published and several have received feedback from the GP Practices responding to our recommendations, and in some
cases have produced action plans as to how they will use our reports to improve accessibility and usability..

The reports, which include feedback from GP Practices where they have responded, can be viewed on our websites:
www.healthwatchcheshireeast.org.uk/what-we-do/enter-and-view/gp-practice-website-health-checks
www.healthwatchcwac.org.uk/what-we-do/enter-and-view/gp-practice-website-health-checks
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Engagement — Cheshire West and Chester

This section summarises the engagement events, community groups,
and meetings attended by Healthwatch Cheshire between 1 April and
30 June 2022.

Events, groups and meetings attended in Cheshire West and Chester
during this quarter:

« April-9
+ May -8
« June -10

e Quarter total - 27

Our role as Healthwatch is to gain the views and experiences of local
people on the health and care they receive. During this quarter, we
held conversations with 287 people at the 27 events above, including
presentations and talks to groups with large membership. These
conversations can take the form of views and comments, or also
signposting and providing the latest information as to what is
happening in communities. Some of these conversations lead to
comments on health and care services, that are entered onto our
Feedback Centre and fed back to service providers and
commissioners.

Here and Now Church Group, Blacon — 9 June 2022
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Events, groups and meetings

Below is a selection of events, groups and meetings attended by Healthwatch Cheshire in Cheshire West and Chester this quarter:

* Healthwatch are a member of all 9 Care Community Steering Groups
+ Cheshire COVID-19 Vaccination Steering Group ,
+ Cheshire System Pressures Communications Cell Bealthatch  healtiwtch
+ Cheshire West Place — Communications Workshop feedback session
+ Cheshire West and Chester Health and Wellbeing Board

+ Age Friendly Cheshire West Workshop

+ Cheshire West and Chester JSNA Board meeting

* Here and Now Church Group, Blacon

+ Thrive - chronic pain support group

+ Boaters Welfare in Cheshire West

* Movement group and community café, Elton

* Menopause Café, Winsford e .
« Sandiway Library

« Tarporley Library

+ Cheshire West Parent Carer Forum

* Frodsham, Helsby and Elton Care Community launch events
+ Rethink Mental Health

+ Fibromyalgia and ME Support Group, Ellesmere Port

+ Older People Active Lives (OPAL)

+ Ukrainian refugee drop-in event, Frodsham

Mental Health Awareness Week, Upton Library — 10 May 2022
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Contacts at event, group or meeting

Part of Healthwatch’s function is to build upon and maintain current relationships and contacts, as well as
creating new ones. This ensures that we can continue to hear about the views and experiences of health and care
from as many and a diverse a group as possible, including people that are often seldom heard. Maintaining
contacts enables us to build trust, and track themes and issues as they develop.

The below breaks down the number of current and new contacts we have attended events with during this
quarter:

New Contact 25.9% (7)

Current Contact 74.1% (20)

When attending, events, groups and meetings, Healthwatch perform a number of roles. These include gaining
people’s views, signposting people to services, and promoting Healthwatch to groups or individuals so that they
are more likely to leave their comments with us. We also co-produce work with other health, care, voluntary or
community partners, or reporting back to service providers and commissioners on what people have been telling

us about their health and care services.
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Impact of Healthwatch's presence at event, group or meeting

The impact of Healthwatch’s attendance at events, groups or meetings can vary. For instance, in providing people with
information on local services or support that can help them; signposting; assisting individuals classed as seldom heard,;
and providing people’s feedback to service providers and commissioners to influence decisions and priorities. Below are
some examples of the impact the Healthwatch Cheshire team have had through attending events, groups, meetings and
wider engagement in Cheshire West and Chester this quarter:

+ We have shared feedback from people, and our projects and reports at various committees and care community steering
groups across Cheshire West and Chester to ensure the views of people are considered by commissioners and providers in
identifying key health themes and priorities.

+ These meetings have also enabled us to hear about key messages and themes in order to signpost and keep people
updated throughout Cheshire West and Chester, for example on COVID-19 vaccinations.

* Healthwatch Cheshire are regular members of the Systems Pressures Communications Cell, including Communications
Leads from NHS Cheshire CCG, Local Authorities, and NHS Trusts. This means we are able to feed in intelligence to influence
communications messaging and actively assist in promoting initiatives such as the COVID-19 Booster Vaccination
campaign.

+ Healthwatch Cheshire also sit on various care quality steering groups, committees and safeguarding boards, to ensure that
intelligence we receive from the public is taken on board by providers and commissioners, and that any safeguarding
issues are raised at appropriate forums.

+ We took part in a series of three workshops on the Age Friendly Cheshire West strategy, bringing together partners from
organisations across sectors to look at creating priorities and an action plan to make Cheshire West an Age Friendly
borough. Healthwatch helped to create these priorities by feeding in our expertise and themes that we hear from people.
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Impact of Healthwatch's presence at event, group or meeting cont.

+ Many more people than previously have heard about
Healthwatch and our work through our awareness raising
activities with groups, for example during outreach at the Here
and Now Church Group in Blacon, and Thrive Chronic Pain
Support Group. At Elton Community Centre, we gave an
introduction to Healthwatch at the exercise and movement
group to over 20 people who previously had no awareness of
Healthwatch. We received some interesting feedback from the
group, including about local GPs, and the difficulties finding an
NHS dentist. At the Ellesmere Port Fibromyalgia Support Group,
people told us they had wanted to make a complaint about the
NHS but had not known how to and so we were able to signpost
them to ICAS for support.

+ We attended a drop-in event for Ukrainian refugees in Frodsham,

where we talked to Ukrainian guests and hosts about what
Healthwatch is, and offering advice and guidance on how to
access health and care services.

* Healthwatch Cheshire used our connections and knowledge
from our previous work with the Boating Community to support
the Waterways Chaplaincy and Cheshire West and Chester
Council in the distribution of information and engagement
around Covid vaccination.

+ At the Cheshire West Ukrainian Humanitarian/Community
Response meeting, we were able to support the Ukrainian
refugee programme in Cheshire with health and care
information and guidance.

Here and Now Church Group, Blacon — 9 June 2022
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Volunteers

In this quarter, our 49 Healthwatch Cheshire East volunteers have
contributed 93 hours, and our 50 Healthwatch Cheshire West
volunteers have contributed 87 hours to Healthwatch Cheshire
activity.

Highlights from this quarter include:

* Recruitment of a new Volunteer Coordinator and Engagement
Officer.
« Taking part in meetings and engagements such as Care
Community Steering Groups.
+ Volunteers took part in refresher Enter and View training, as we
look to restart the programme following the loosening of COVID-19 U o
. . Healthwatch Volunteer at Cheshire College South and
9U|de“nes- West Fun Day - 21 May 2022
+ The development of a Readers Panel amongst our volunteers to
take part in proof reading of Healthwatch Cheshire reports prior to
publication.
+ Responding to Citizens Focus Panel surveys.
* Inthe next quarter, volunteers will assist Cheshire and Wirral
Partnership NHS Foundation Trust in Equality Diversity System 2
Assessments, and will take part in annual safeguarding training.
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Citizens Focus Panel

Healthwatch Cheshire has continued engagement this quarter through our Citizens Focus Panel. This has enabled us to get

feedback on topical issues from a set group of Cheshire residents on a regular basis. Our panel is made up of a wide range of
people from all across Cheshire and continues to grow. We've been actively promoting the panel in Care Community Steering
Groups, through general engagement meetings and events, online and social media, and through our current volunteer base.

For our most recent Citizens Focus Panel topic, we were approached by NHS Cheshire CCG to ask our panel their opinions on the
Choose Well Cheshire campaign. In recent years, the NHS in Cheshire has joined with its local authority, Healthwatch and
voluntary sector partners to run a multi-media winter communications and advertising campaign, called Choose Well Cheshire.
This has been run across social and digital media as well as in high profile locations throughout Cheshire. The purpose of the
campaign is to support people to choose the right care at the right time when they fall ill so they get better quickly. It also aims
to empower Cheshire residents to be confident to make the right choices for them, their families and communities.

The purpose of this survey is to help the NHS and its partners to evaluate and understand the impact of the 2021-22 campaign
and find ways to improve it in future years. The survey was distributed to our panel members in June 2022. Responses will be
formulated into a report over the next month, which will be shared with those that plan and deliver services and
communications. This includes, NHS Cheshire and Merseyside, Cheshire East Council, Cheshire West and Chester Council and
local NHS Foundation Trusts, as well as our colleagues at Healthwatch England, the Care Quality Commission, and voluntary and
community sector organisations.

More information about the Citizens Focus Panel can be found on our website:

https://healthwatchcwac.org.uk/get-involved/citizens-focus-panel/

We currently have 152 members of our Citizens Focus Panel, broken down as follows:
« Cheshire East residents - 65
¢ Cheshire West and Chester residents - 87
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Healthwatch Cheshire Feedback Centre can be
found at:

£21 www.healthwatchcheshire.org.uk

Or contactuson:

0300 323 0006

@ Email: info@healthwatchcheshire.org.uk
@HealthwatchCW and @HealthwatchCE

2 Healthwatch Cheshire CIC, Sension House, Denton Drive,
Northwich, Cheshire, CW9 7LU

Company No 7791174 Registered in England
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