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Introduction

The comments and activity in this Healthwatch Cheshire West quarterly report cover the
period of 1st January— 31t March 2024. 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 being held virtually.

Highlights from this quarter include:

Supporting the Countess of Chester Service Improvement Group

Discharge to Assess Interviews at Care Homes

Positive feedback to the Drug Abuse work currently being undertaken on behalf of Cheshire
West and Chester

Receipt of a comprehensive Emergency Department Improvement Plan from Mid Cheshire
Hospital as a result of our A&E Watch in November 2023

Preliminary meetings to discuss involvement in engagement around Hospital 2.0 — the new
Leighton Campus

Publication of Ambulatory Wound Care Report.
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Breakdown of projects in 2023-24

A breakdown of this year’s projects and when they have been worked on is included below.
Please note a ‘v’ indicates that the activity and report is currently being worked on, and ‘P’
indicates the report has been published.

Published reports can be viewed on our websites:
https://healthwatchcheshireeast.org.uk/what-we-do/our-reports/
https://healthwatchcwac.org.uk/what-we-do/our-reports/

Reports are distributed to stakeholders, service providers, local groups where appropriate, key
committees, and shared with Healthwatch England.

Cheshire West and Chester:

Project
5 |8 |s |5 |9 |$ |8 |3 |8 |5 |8 |8
< = 3 3 < & o z Q 3 = s

Healthwatch Cheshire West Annual Report 2022-23 v P

Healthwatch Cheshire Citizens Focus Panel - GP v v P

Websites

Healthwatch Cheshire West Quarterly Report - Ist v P v P v P

April — 30th June (Quarter 1) July -

September(Quarter 2) October- December (Quarter

3) January - March (Quarter 4)

Healthwatch Cheshire Citizens Focus Panel — v v P

Substance Misuse
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Breakdown of projects in 2023-24

Cheshire West and Chester continued:

Project
- P c (o2} o - > 3] c 0 =
Qo S S 3 o o [ (]
< [ (3 |3 |< (& |o [z |a |8 |[& |[=

Countess of Chester A&E Watch v P

Countess of Chester A&E Enter and View v P

Countess of Chester Same Day Emergency Care v P

Centre Enter and View

Citizens Focus Panel Cost of Living Survey v P

Leighton Hospital A&E Watch v v P

Leighton Hospital Enter and View v v P

Leighton Hospital Same Day Emergency Care v v P

Report

Ambulatory Wound Care Service Enter and View v P

Report
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Engagement Cheshire West and Chester

This section summarises the engagement events, community groups, and meetings attended
by Healthwatch Cheshire West between 15t January— 315t March 2024.

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

January- 12
February - 9
March — 7
Quarter total - 28

Our role as Healthwatch is to gain the views and experiences of local people of the health and
care they receive. During this quarter, we have engaged with 404 at the events above,
including presentations and talks to groups with large membership.

These interactions can result in activities such as gathering views and comments, 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 which are entered onto our
Feedback Centre and fed back to service providers and commissioners.
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Events and Groups Cheshire West and Chester

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

« Meeting Point at Chester Jobcentre

+ Motherwell Women's Day event

« Chester Combined Community Partnership Meeting at KGV Sports Hub
« Baby Explorers

» Chester East PCN Board Meeting

* Brio Leisure Centre Chester

e Let's Talk, Winsford

« Bright Memories run by Age UK

- Dementia Cafe

* Ellesmere Port College

« Dial's T-Club

« Weaver Vale Housing Trust

« Weaver Vale Housing Association

 Storyhouse Marketplace - Libraries Health & Wellbeing Week
« Moreton Meade, Weaverham - over 55's supported accommodation
 Salvation Army Brew and Chat session

- EDS 2022 Stakeholder Meeting - Maternity

« EDS 2022 Stakeholder Meeting - Diabetes

« Crossroads Community Hub

« The Living Well Bus

« EDS 2022 Domain 1 Stakeholder Panel Meeting - Diabetes
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Events and Groups Cheshire West and Chester

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

» Chester Maternity & Neonatal Voices

General engagement Victoria Infirmary Northwich

Northwich Macular Society

Countess of Chester Patient Experience Operational Group (PEOG)
COCH Inclusive Services Improvement Group
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Contact at event, group or meeting
Cheshire West and Chester

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 as diverse an audience 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 chart below breaks down the number of current and new contacts we have attended events
with during this quarter:

B New Contact B Current Contact

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, and report back to service
providers and commissioners on what people have been telling us about their health and care
services.

Healthwatch Cheshire Quarterly Report

Q4 January - March 2024




Impact of Healthwatch's presence at event,
group or meeting — Cheshire West and Chester

Healthwatch’s impact when attending events, groups or meetings shows in a variety of ways. 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:

+ Healthwatch Cheshire was invited to Chester Jobcentre’s Meeting Point, a monthly event
started 6 months ago by the disability employment advisor. It is aimed to support those
claimants who may benefit - they have a cohort of claimants with barriers, such as a disability
including mental health conditions. This event involves different organisations who can
provide support to these individuals. Healthwatch gathered comments from a variety of
people including a member of staff, and the services included provision of the flu vaccination
(lack of), a rural pharmacy, difficulty parking at the COCH resulting in a missed appointment,
and difficulty getting mental health support for neurodiverse. HWC signposted one individual
to West Cheshire Autism Hub for support. HWC Your Voice Counts leaflets were handed out,
plus a CWAC Helping Hand information sheet.
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Impact of Healthwatch's presence at event,
group or meeting- Cheshire West and Chester

« We participated in Storyhouse’s Marketplace as part of Libraries Health & Wellbeing week.
We engaged with community members, and heard their experiences and views of local
health services. We were approached by a past drug user who was eager to share his
positive story of finally coming off drugs and alcohol, building back up the relationships with
his family and starting a course in peer mentoring. We also heard from a lady who had
struggled with endometriosis for years, feeling that too often she had not been heard by
medical professionals. We provided complaints leaflets to a couple of people who would
benefit from support from our independent advocate. Whilst there we promoted HWC to
residents and to the other organisations who were at the marketplace, including Tomorrow’s
Women, Brio Leisure and the NHS Long Covid team.

« We attended an online Chester Maternity & Neonatal Voices Partnership quarterly meeting.
We received an update on COCH'’s maternity unit, a neonatal & postnatal care listening
group and the neonatal unit. The maternity unit at the hospital has mini surveys dotted
around for feedback. One person issued a concern regarding her daughter with ADHD, ASD
and other mental health issues — she was allowed only 1 person with her during her scan (her
partner) but not having her mum in with her (her carer and advocate) caused her much
anxiety. We raised the point that it would be beneficial to have some flexibility with the
clinical standardised rules if a patient has additional needs (as would be the case if a
patient has a physical disability). This will be fed back to the Countess of Chester Hospital.
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Impact of Healthwatch's presence at event,
group or meeting — Cheshire West and Chester

« We were invited to the Chester East PCN Board meeting after we asked if we could engage at
the 4 different practices (Health Lane, Upton, Boughton and Park Medical Practices). We
raised awareness of the drugs survey and left them 4 posters, one for each practice, and a
few paper copies. We also gave them some HWC leaflets. GP comments about the
Countess of Chester generally were quite negative, particularly regarding patients not
receiving appointment letters fromm COCH so were missing their appointments. We asked if
we could engage at the 4 practices - dates to be arranged with the practice managers.

+ We engaged at Ellesmere Port Brio Leisure Centre and spoke to a range of people, sharing
the work Healthwatch do and providing leaflets for future reference. We successfully
signposted someone to a dentist taking on new patients which she was delighted with as
she had been trying to find one all year. Also gathered useful feedback on the Falls
Prevention sessions taking place which will feed into the coproduction of a communications
plan for future promotions.

+ We spoke to students at Ellesmere Port college about Healthwatch, our services and asked
them to share their experiences of health and social care. We shared our survey on drugs
and alcohol and received 30 paper surveys back - giving us valuable information from a
lesser heard from group. Three students who were studying Health and Social Care were
interested in Healthwatch and took away information about volunteering as they may like to

volunteer with us in the future.
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Impact of Healthwatch's presence at event,
group or meeting - Cheshire West and Chester

+ We attended the Crossroads Community Hub to engage with residents who might not
necessarily be heard. The Hub includes a food and clothes bank, café and support. They
were busy with asylum seekers, and we were told Citizens Advice attend fortnightly on a
Thursday or Monday. We spoke with a few gentlemen about GP registration and all had
already registered. We also encouraged them to visit the local libraries, and to try to spend
time in greens spaces like the local parks. We signposted one homeless gentleman to Café
71 and the Heart & Soul Café in All Saints Church, Hoole. We left a drugs poster and paper
copies of the survey, plus HW leaflets and poster. We also gave one gentleman who works at
the Hub information on the Citizens Focus Panel.

- We were invited to attend an Equality Delivery Systems (EDS) 2022 Stakeholder Maternity
meeting at the COCH Health Park. This was focusing on Domain 1 — commissioned or
provided services, and looks at the 9 protected characteristics plus health inclusion groups
e.g. asylum seekers and vulnerable groups. The attendees including Healthwatch Cheshire
were asked about their views on the steps so far, and we fed back that it would be good
practice to include negative feedback from patients, as well as the positive ones, in the
presentation we were shown, so we could see balanced feedback.
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Impact of Healthwatch's presence at event,
group or meeting — Cheshire West and Chester

- We were invited to attend an Equality Delivery Systems (EDS) 2022 Stakeholder Diabetes
meeting at the COCH Health Park. This was focusing on Domain 1 — commissioned or
provided services, and looks at the 9 protected characteristics plus health inclusion groups
eg asylum seekers and vulnerable groups. The attendees including Healthwatch Cheshire
were asked about their views on the steps so far, and we fed back that providing different
options for completion of patient surveys (e.g. QR code, paper copies, by email) could
improve the number of patients responding. Also to consider engaging with asylum seekers
through community groups they frequent to access food and support. We spoke with Gill
Rigby, CEO of Deafness Support Network about engaging with them in the future.
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Healthwatch's presence and input at strategic
events, groups or meetings — Cheshire West
and Chester

Cheshire West strategic events, groups or meetings

+ Cheshire West Health and Wellbeing Board

- Formal Cheshire West Health and Care Partnership Committee/Development Session
» Cheshire West Combating Drugs Partnership

» Cheshire West Learning Disabilities Partnership Board

» Cheshire West Joint Strategic Needs Assessment (JSNA) Conference
* Formal Cheshire West Health and Care Partnership Committee

+ Cheshire West and Chester Joint Local Safeguarding Adults Board

» Cheshire West and Chester Safeguarding Quality Assurance Group

» Market Oversight Group

« Community Partnerships Programme Board

Pan Cheshire or Cheshire and Merseyside strategic events, groups or meetings
« Cheshire Quality and Performance Assurance Group
» Cheshire and Merseyside Care Home Collaborative
+ Urgent Care Oversight Board
« Primary Care Advisory Forum (PCAF)
* Integrated Operations Steering Group
+ People and Communities Engagement Leads & Local Healthwatch Meeting
* Cheshire and Merseyside Health and Care Partnership
Cheshire and Merseyside System Quality Group.
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Healthwatch's presence and input at strategic
events, groups or meetings — Cheshire West
and Chester

Pan Cheshire or Cheshire and Merseyside strategic events, groups or meetings continued
+ C&M System Primary Care Committee

« ECT SHMI Quality Improvement Meeting

« Urgent Care Oversight Board

Cheshire and Merseyside ICB Board Development Day
Cheshire Quality and Performance Assurance Group

C&M Transformation Committee Meeting

Stakeholder Panel: Consultant in Population Health interviews
Cheshire and Merseyside System Quality Group

C&M Quality and Performance Committee

Integrated Transformation Steering Group

Regional Coproduction Leaders Meeting

Cheshire and Merseyside ICB Public Meeting
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Volunteers

In this quarter, our 65 Healthwatch Cheshire East volunteers have contributed 53 hours, and

our 111 Healthwatch Cheshire West volunteers have contributed 40 hours to Healthwatch
activity.

Highlights from this quarter include:

Our volunteers worked on a project with NHS Midlands & Lancashire Commissioning
Support Unit.

Attended the Cheshire East Dementia Steering Group
New volunteers undertook Safeguarding training
Newly qualified Enter and View volunteers undertook Enter and View visits with staff.

Enter and View Activity.
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Citizen Focus Panel

During this quarter we have produced a report following our Citizens Focus Panel survey. This
latest report relates to the cost of living crisis and its affects on Cheshire residents. The report
has been published on our website, and sent to Healthwatch England.

We are continuing to recruit to the Citizens Focus Panel and are finalising our next survey. More
information about the Citizens Focus Panel can be found on our websites:

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

We currently have 135 members of our Citizens Focus Panel, broken down as follows:
« Cheshire East residents - 46
» Cheshire West and Chester residents - 89
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Safeguarding concerns

Healthwatch Cheshire West received one safeguarding concern during the quarter January to
March 2024.

This concerned a young woman, receiving treatment at a mental health hospital in a
neighbouring borough, complaining of racial abuse and favouritism. Healthwatch informed
the Trust’'s Safeguarding Lead, copying in the neighbouring Healthwatch. The Safeguarding
Lead confirmed that the Ward Manager, Modern Matron would investigate.
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Healthwatch Cheshire Future Work Plan

Themes

« Completion of Drugs Misuse report and survey

« Completion of Reablement Report

« Completion of Discharge to Assess Reports

« Ongoing Enter and View visits and Reports

« A&E Watches and Enter and View visits and reports for all three acute Trusts

« Collaborative work with CCICP looking at the Urgent Treatment Centre and GP Out of
Hours Service.
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For more information

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

Healthwatch Cheshire Feedback Centre can be found at:
www.healthwatchcheshire.org.uk

t: 0300 323 0006
e: info@healthwatchcheshire.org.uk

B @HealthwatchCW and @HealthwatchCE
Facebook.com/HealthwatchCW and
Facebook.com/HealthwatchCE

healthwatch

Cheshire West

healthwatch
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