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Message from our Chair 

  

 

 

 Steve Studham  

Chair of Healthwatch Derby 

It gives me great pleasure to introduce the third annual report for Healthwatch Derby. 

Our third year has seen us grow from strength to strength with a dedicated team and 

volunteers involved in our engagements and reporting. We have established ourselves 

as an organisation of good repute, and our work is highly valued.  

 

This year the team has looked at many new ways of engaging with the public – from 

bespoke forums, to informative cartoons and dedicated health awareness ‘Self-Care 

Week’ we have had a wealth of positive contributions. We have also successfully 

piloted the ‘case study’ format, and produced a local intelligence summary which is 

easily accessible by all. We have spoken to many different patient groups, and hosted 

workshops to get in depth testimonials. Health and social care matters to everybody 

and not just to health professionals. All of our activities and reporting are patient led 

focusing on the issues highlighted to us. Our aim has always been to make dialogue 

about health and social care easy to access and understand. Ensuring what we hear, 

what we learn,the issues we observe, and how we report them are pertinent and 

significant to decision makers, so improvements can be made. 

 

We are a small organisation, with limited resources, however our team has never been 

limited in its ability to rise to new challenges. Its continued drive to explore good ways 

of hearing from the community will continue and take those views forward in the most 

effective way. We will continue our excellent work in the year ahead. 

 

. 
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Message from our Chief Executive 

 

 

 

 

 

 

 James Moore, Chief Executive 
Officer of Healthwatch Derby 

 

As the CEO of Healthwatch Derby, I echo the statement of our Chair and I would also like to 

take this opportunity to congratulate all members of the team, our board, staff and volunteers 

for their continued hard work and contributions.  

This year the team has broadened its reach and continued to speak to a high number of 

service users, and engaged with residents across all seventeen wards of Derby City. 

We have covered serious issues such as access to GPs, and also taken the time to talk about 

difficult issues such as the complexities of the NHS Complaints process. As an organisation we 

have continued to grow and learn from our engagement activities, which have enabled us to 

present robust evidenced based local intelligence. We have continued to work well in 

partnership with our key stakeholders, and the wider health and social care community. We 

completed ‘Little Voices’ which focused on children and maternity services. We also 

undertook audits requested by providers and commisoners. It gives me great pleasure to add 

that these projects produced reports many of which have had an impact. Many service 

providers and some commissioners have told us they are using our data to inform and improve. 

Our aim for the coming year is to build upon the success of our current work, and to look at 

new and innovative ways at hearing from all parts of our diverse and vibrant community here 

in Derby. Our future work will include a more focused approach towards engaging with 

younger people, to push for a more joined up approach in health and social care, even better 

partnership working across the sector and cohesive attempts to ensure no voice is left unheard 

from those who are the most vulnerable and disadvantaged. 
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The year at a glance

This year we’ve increased 

our social 

media 

presence 

Our volunteers have helped 

us observe 

services 

We’ve concentrated on 

Children & Young People– 

one of our 

top priorities 

this year 

Our work has been seen as 

good 

practice 

Our reports have tackled 

local and 

national 

issues 

 

We’ve met hundreds of local 

people at our community 

events 
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Who we are 

We exist to make health and care services work for the people who use them. 

Everything we say and do is informed by our connections to local people. Our sole focus is on 

understanding the needs, experiences and concerns of people of all ages who use services and 

to speak out on their behalf to drive forward improvements. 

We are uniquely placed as part of a national network, with an independent local Healthwatch 

in every local authority area in England. 

Our role is to ensure that local decision makers and health and care services in Derby city put 

the experiences of people at the heart of their work. 

We believe that asking people more about their experiences can identify issues that, if 

addressed, will make services better. 

Our vision  

Healthwatch Derby is a strong independent community champion giving local people a voice 

that improves and enhances health and social care provision on behalf of the people of Derby. 

Derby is a place where people’s health and social care needs are heard, understood and met – 

achieving this vision will mean that 

 People help shape delivery 

 People influence the services they receive 

 People help drive improvements and change 

 People hold services to account 

Our priorities for 2015 – 2016 were as follows: 

Meaningful engagement with young people (Little Voices). Continued focus and scrutiny of 

major services such as NHS Trusts, GPs, Mental Health Services, Social Care and Care Homes. 

Enhanced reporting with a deep dive format looking at the reasons behind poor patient care 

and more local ward based reporting. 

Engagement activities will look at accountability for those service users whose voices may not 

be the loudest but whose individual needs should not be forgotten. 

Working in true partnership with providers, commissioners, and the wider health community 

sharing our local intelligence and adding value with our joint efforts. 

 

"I have experienced the challenge at Health and Wellbeing Board and 
reports are well balanced and fair"- Stakeholder Comment, 360 Degree 
Service Evaluation  
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Our Team 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our Board 

 

Name  Role 

Steve Studham Chair 

Dr Stephen Handsley Vice Chair 

Olwen Wilson Vice Chair 

Sue Cowlishaw Board Member 

Enoch (Toby) Marandure Board Member 

Michael Mudzamiri Board Member 

Rachael Murfin Board Member 

Amarjit (Amo) Raju Board Member (resigned October 2015) 
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Our Engagement

The main role of the Engagement team is to undertake meaningful engagement 

with the residents, patients and service users of health and social care services in 

all parts of Derby.  In order to hear from service users, the team attends a variety 

of different events at a number of community and voluntary organisations, patient 

forums and specific health issue related events. The majority of our feedback is 

collected through outreach activities. The team host engagement stalls at major 

healthcare provider venues such as the acute and the mental health Trust. We also 

visit public venues such as supermarkets, libraries, health clubs, meetings and 

forums.  

 

Engagement team host their own bespoke engagements such as a week of events for 

‘Self-Care Week’, hosted in November 2015. More details can be found in the ‘Work in 

Focus’ chapter. We also host a quarterly patient forum called the ‘Healthwatch 

Reference Group’. More details can be found in the ‘Work in Focus’ chapter. 

 

 

 

 

Diabetes UK event, June 2015 (pictured 

above) 

Joseph Wright Centre, November 2015 

(pictured right) 



 

 

Listening to people 
who use health and 
care services 
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 Engagement Snapshots 2015 - 2016  

 

 

 

 

Later Life Matters event, February 2016 (pictured above left, 

and middle right) 

 

International Women's Day, March 2016 (pictured above right) 

Age UK Market Place event, October 2015 (pictured below) 

left) 
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Ward Level Engagements 2015 - 2016  

 

Derby City Wards  

Abbey Allestree Alvaston Arboretum 

Blagreaves Boulton Chaddesden Chellaston 

Darley Derwent Littleover Mackworth 

Mickleover Normanton Oakwood Sinfin 

Spondon    

 

Our strength as an organisation lies in our successful engagement activities that we 

carry out throughout the city of Derby. 

 

Red signifies where we have not engaged. We do not have any red wards.  

Orange signifies where we have engaged but need more exposure. We do not have any 

orange wards. 

Green signifies where we have engaged well. We are delighted to report all 17 wards 

of Derby city are categorised as green, we are engaging throughout the city of Derby 

leaving no local residential community unheard. 

 

Healthwatch awareness raising at Springwood Leisure Centre, Oakwood Ward – July 2015 
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Engaging with different communities 

At Healthwatch Derby our aim is to reach out to a diverse range of different patient and carer 

forums and include a wide range of ages, experiences, backgrounds in every ward of Derby. 

The following illustration shows how we have been connecting and hearing from residents in 

all wards of Derby city (284 engagements in total, only a selection illustrated): 

Venue Ward Target Audience Focus Area 

Revive Chaddesden Young Parents Children's Services 

Council House Arboretum Mental Health Mental Health & Complaints 

Sunnyhill Community Centre Blagreaves Parents Maternity & Children 

JET Normanton Public Forum Health & Social Care 

Red Cross Drop In Abbey New service users Access for seldom heard 

Osmaston Community Centre Boulton Public Forum Health & Social Care 

Ryecote House Darley Public Forum Parents & Carers 

Irish Luncheon Club Abbey Over 60s Services for Over 60s 

Market Stall Allestree Public Forum Health Awareness 

Mickleover Methodist Church Mickleover Dementia Cafe Mental Health 

Oakwood Co Op Oakwood Public Forum Health & Social Care 

Derwent Community Library Derwent Public Forum Health & Social Care 

Mackworth Library Mackworth Public Forum Health & Social Care 

Alvaston Library Alvaston Public Forum Health & Social Care 

Live at Home Spondon Over 60s Elderly & Vulnerable 

Chellaston Library Chellaston Public Forum Health & Social Care 

Allenton Library Allenton Public Forum Health & Social Care 

Royal Derby Hospital Littleover Inpatients Acute Hospital Services 

Transcend Support Group Abbey LGBT Health & Social Care 

 

“I think you are doing some great work at engaging with harder to reach 

communities which has been invaluable for our work” - Stakeholder 

Comment, 360 Degree Service Evaluation 
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Engagement Snapshots 2015 - 2016 

 

 

 

 

 

 

 

Through our engagements we have reached 7296 members of the public, and had in depth 

conversations with 2922 service users. We have received 3972 items of individual service 

user feedback.  

 

    

  

 

Hearing views of community 

members at the Indian Community 

Centre, August 2015 (pictured left) 

 

 

 

Hearing from parents of young children at a 

play centre in Spondon, July 2015 (pictured 

above left) 

 

Engagement presentation at the University of 

Derby's Nusing School, December 2015 

(pictured above right)  



 

 

Giving people advice 
and information 
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Helping people get what they need from local health and care services 

At Healthwatch Derby all our team members 

interact with patients, carers, families and 

staff members. We receive a large number 

of enquiries and signpost to various 

different services and pathways. We will: 

 Signpost to NHS Complaints services for 

healthcare and mental healthcare 

provision 

 Signpost to Local Authority Complaints 

pathways for social care provision 

 Signpost to appropriate complaints 

pathway for private health or social care 

provision 

 Offer details of advocacy services and 

signpost to support organisations wherever 

possible 

 Alert service providers, commissioners and 

inspectors of all incoming urgent concerns 

 

 

Healthwatch Derby has a strong social media presence, where we use our media 

platforms to raise awareness of issues, and also help provide useful advice and 

information. Our social media engagement for the last year: 

 

Over 2080 visitors to our website 

Over 2329 visitors to our blog since its creation in 2014 

Over 1155 visits to our Facebook page 

Over 879 Twitter followers 

 

One of our successes last year was the creation of a local intelligence newsletter which 

provides information about what we are hearing, and also features case studies detailing 

patient experience. 'Insight Derby' has steadily grown its readership and is now seen as 

promoting a good practice model for spreading awareness.  

Insight Derby gives clear, concise information about the work and 
activities you have been doing and will be doing.  Thank you for sharing it 
with the network, there may be a couple of LHW that I will share it with 
directly as it helps you to capture evidence of your impact – Healthwatch 
England Regional Representative, East Midlands 



 

 

How we have made 
a difference 

  



 

 

Our Local Intelligence 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our engagement activities produce a significant volume of service user feedback. This 

feedback is then analysed and reported on. We have a range of different reporting 

formats such as trend analysis reporting, case studies, Enter & View reports, subject 

specific and consultation reports and research reports. 

 

Service users, patients, carers and families are at the heart of all our published reports. 

We continue to produce reports of a high standard, with our unique perspective as an 

independent consumer champion.  

All our reports are tailored to be easy to read, we avoid the use of jargon, and wherever 

possible we illustrate what we are hearing with real life examples. Our reports are not 

just observations or statistics. Our aim is to provide useful information combined with 

real life testimonies.  

We are able to incorporate a wide variety of qualitative and quantitative data. Another 

essential element of our local intelligence work is speaking up to highlight issues that we 

are observing locally. We attend a number of different local intelligence sharing forums 

and meetings with key stakeholders, partners, service providers and commissioners. Our 

work also includes liaison with sister healthwatches and we work closely with  colleagues 

from Healthwatch England. 

 

"Thank you for coming to our team meeting. The team found it really 
useful to hear about Healthwatch Derby and issues within Derby“ – 
Care Quality Commission 

 

Meeting Healthwatch 

England's Chair at the Houses 

of Parliament, November 

2015 – Pictured Left 

 

Discussing ambulance issues 

in Derby city with regional 

Healthwatches and EMAS, 

October 2015 – Pictured 

right 

 



 

 

Our reports and recommendations 

Healthwatch Derby has produced a number of different reports in the last year. Our reports 

are sent to a wide variety of partners and key stakeholders, as illustrated below: 

               

 

 

 

 

 

 

 

 

 

 

 

 

Report Details Impact 

Annual Report & Strategy Refresh Annual Overview Commissioning Compliance 

Quarterly Reports Quarterly Overview Commissioning Compliance 

Enter & Views Local Intelligence Observations & Responses 

4 editions of Insight Derby Local Intelligence Quarterly Summary 

7 Intelligence Briefs Local Intelligence Local Intelligence Analysis 

360 Review Research Service Review 

GPs in Focus Report & Brief Local Intelligence GP Services under review 

14 Case Studies Local Intelligence Issues highlighted to commissioners 

Complaints Pathway Complaints Data Published as public resource 

A&E in Focus Local Intelligence Issues highlighted to commissioners 

Little Voices Consultation Issues highlighted to commissioners 

 

A summary of our reports: 



 

 

Making a difference 

 

Since our formation in April 2013, we have been working towards one goal – making a positive 

difference for patients and carers in Derby City and improving their experiences of health and 

social care services. We have studied a number of different services and used many innovative 

ways of gathering feedback and reporting on what we have heard. A few examples: 

 

Main Issue 

 

What did we do 

 

Impact 

 

Difficulties in 

accessing to GP 

appointment 

 

Gathered feedback and 

reported – GPs in Focus 

Report 

 

Our data was used by Derby City 

Council’s Overview & Scrutiny Board to 

hold providers accountable. Southern 

Derbyshire CCG have used our data, and 

are now reviewing GP access across the 

city. 

 

Increase in footfall 

into A&E and 

avoidable 

admissions 

 

Gathered feedback, 

undertook 24 hours in A&E, 

A&E outreach. Community 

mapping for A&E, and 

produced a full report – A&E 

in Focus 

 

Our data has already been used by 

Derby Teaching Hospitals NHS Trust to 

highlight areas of good practice and 

areas of improvement.  

 

Complexities of 

NHS Complaints 

processes 

 

We designed an easy to use 

Complaints pathway for all 

health and social care 

services in Derby 

 

Our pathway is now being used by a 

number of diferent key stakeholders, 

community and voluntary organisations 

 

Difficulties in 

obtaining 

emergency dental 

care 

 

 

Provided local intelligence to 

a number of different 

providers and commissioners 

 

Derbyshire Healthcare Community 

Services NHS Trust and NHS 111 

enhanced their current policies 

Negative 

experiences at 

Maternity Services 

Provided local intelligence to  

acute trust and 

commissioners 

Derby Teaching Hospitals NHS Trust 

took on board negative feedback and 

advised us they will be reviewing 

services 

Reports are further highlighted with examples in the next chapter – Our Work in Focus 



 

 

Working in partnership 

Collaborative work is at the heart of many of our important work programmes completed in 

the last year. We are proud to work closely with a number of different key stakeholders, 

partners, providers, and commissioners of services. Some of our partnership work this year has 

been truly inspirational. We worked with: 

 The University of Derby’s Business School and undertook 7 research projects 

 Derby Teaching Hospitals NHS Trust, Derbyshire Healthcare NHS Trust, and Derby City 

Council for Little Voices – Our feature consultation this year which focused on pregnancy, 

maternity, and services for children 0 to 11 years 

 Healthwatch England – we organised a focus group in collaboration 

 Hardwick Clinical Commissioning Group – we undertook complaints audits for different 

services  

 Derby Teaching Hospitals NHS Trust for Self-Care Week 

Our Consultation for 2015-2016 - Little Voices  

 

One of our priority work areas was to have an in depth look at services for young people. 

We designed a consultation which would encompass pregnancy, maternity, and early years 

services for children aged 0 to 11 years. Our initiative was welcomed by Southern 

Derbyshire Clinical Commissioning Group.  

To undertake the consultation, we had to have the support of local providers, and we are 

happy to report both acute and mental health Trust were very welcoming and helpful. 

Together in partnership we completed: 

 

A survey for Children’s Services 

A survey for Pregnancy & Maternity Services 

An Enter & View into the Children’s Hospital 

An Enter & View into specialised mental health maternity unit 

10 service observations spread across a range of different services 

Outreach activities in all 17 wards of Derby City 

A bespoke focus group organised in collaboration with Healthwatch England 

A bespoke workshop organised in collaboration with Derby Teaching Hospitals NHS Trust 

A hospital food taster session as part of our workshop 

Little Voices - Snapshots 

 

"The maternity team would like to thank Healthwatch Derby for including the 
Royal Derby maternity services in their report as this provides the service with 
valuable feedback that can be used to further improve the care and services 
that we provide for women, babies and their families" – Derby Teaching 
Hospitals NHS Foundation Trust 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Healthwatch Derby 

promoted the Little 

Voices Public Forum 

events (focus group 

and workshop) 

throughout the city. 

We visited different 

wards such as 

Normanton (Sure 

Start pictured left) 

 

Chaddesden (Light 

House Centre 

pictured right) 

 
 

 

Images from the Little Voices focus group, 

held at the Revive Centre, Chaddesden, 

August 2015 (above and left) 

 

 
Feedback and patient experiences from 

the Little Voices focus group featured in 

Healthwatch England’s report into 

primary care services, highlighting the 

difficulties in Derby on the themes of 

access. 

Little Voices Snapshots 

Thank you for your time and commitment to raising the concerns and 
views of our families and children. We will explore any recommendations 
on how we can make this experience feel more seamless  – Derbyshire 
Healthcare NHS Foundation Trust 



 

 

Little Vices - Snapshots 

 

 

 

 
Little Voices workshop was held at the Sunnyhill Community Centre, August 2015 (all 

images from workshop on this page). Colleagues from Derby Teaching Hospitals Trust 

hosted a volunteer stall (above right). Colleagues from Children’s A&E did a 

presentation which included a quiz about when to take your child to A&E and when to 

look at alternative options (below right). We also hosted a food taster for inpatient 

food (below left). Delegates advised us that they enjoyed the interactive format. 

 
 

 

The workshop and full consultation generated a 

large number of feedback through various 

activities (pictured left).  We received 1114 

items of individual patient feedback. A 

comprehensive report has been submitted and 

we are now awaiting provider responses. 



 

 

Our work in focus 
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Our work in focus: Social Media Initiatives 

 

 

 

 

 

 

 

 

 

 

 

Over the winter pressure period ‘Dave the Penguin’ (pictured below right) in a short video 

gave advice on when to use A&E and when to look at other options. This first cartoon met 

with a lot of positive interest. We have since then developed a range of different cartoons 

such as ‘Nuttella the Squirrel’ – another cartoon which highlights our volunteering and 

mystery shopper activities. We have recently upgraded the software package for creating 

cartoons and can now design more sophisticated story lines. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Healthwatch Derby continues to explore new ways 

of engagement and new means of spreading health 

awareness on the key issues it has been studying. In 

2015, we began to look at ways of tying in the main 

issues we were hearing of, and also looked at good 

practice and national initiatives.  

This led to the design and development of several 

cartoon characters which we used to spread 

awareness, and help with signposting. Our team has 

utilisied learning from our local intelligence and 

engagement activities and focused efforts to ensure 

that the correct information and signposting is 

available to patients. 

 

Feedback about ‘Dave the Penguin’ - "This is great, really simple but 
gets the key messages over - well done to Healthwatch Derby team" – 

Derby Teaching Hospitals NHS Foundation Trust 
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Our work in focus: A&E Outreach 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

In Derby, our local CCG and the Health & Wellbeing Board has a joint vision for the city 

which puts self care as a first step towards treatment. This is part of what is known as the 

'Derby Wedge'. The 'Derby Wedge' model is designed for patients to access self care options 

first, then look at primary and community care and to look at hospital admission and 

emergency care as an alternative only if it is unavoidable. Derby like other cities in the 

country was also facing severe pressures on its emergency services over the winter period.  

 

To understand the state of the problem we have undertaken a few different methods of 

engagement and data collection. These have included:12 hour observations at A&E (24 

hours), outreach and workshops, surveys and dedicated reports such as our GPs in Focus 

report. In September 2015 our team and volunteers conducted three days of outreach at 

A&E and spoke to 315 patients asking them about why they chose A&E as an option. It was 

interesting to analyse the results from this exercise as there was a clear trend emerging.  

 

 

Through our observations we were able to demonstrate how lack of GP appointments led 

more patients to attend A&E than the number attending due to an actual emergency. Our 

initial findings were fed back to Southern Derbyshire Clinical Commissioning Group, and 

to Derby Teaching Hospitals NHS Trust. Thereafter a full report (A&E in Focus) was sent 

for formal responses. We continue to work closely with our key stakeholders, 

commissioners and providers of acute and primary care to highlight the need to improve 

access to GP appointments in Derby. One of the results of our continued efforts to report 

findings from this area is an initiative by Southern Derbyshire CCG to review GP access in 

Derby. 

I would like to send my genuine thanks to you for all the work you have 
undertaken in recording, analysing and collating this report. The 
feedback is extremely important to us as we care very much about the 
people we provide services to and their views on the experiences they 

have – Derby Teaching Hospitals NHS Foundation Trust 
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Our work in focus: Self-Care Week 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Self Care Week Engagements: 

Mindful Monday (pictured above left, top row) – 

engagement highlighting mental health and wellbeing 

 

Choose Well Tuesday (pictured middle) – engagement 

focusing on choosing correct treatment pathways 

 

Well Hearty Wednesday (pictured above right, top 

row) – engagement focusing on heart health 

 

No Fall Thursday (pictured above middle, top row) – 

engagement focusing on prevention of trips and falls 

 

Fruitful Friday (pictured bottom left) – engagement 

focusing on nutrition and wellbeing 

 

 

As a local Healthwatch we are well aware of winter 

pressures on all health and social care services. Last year 

we developed some specialised engagement activities 

around choosing and staying well over winter. In 

November 2015 our team hosted five different events for 

'Self-Care Week' where we engaged with 114 members of 

the public and undertook various activities to find out 

what options were most frequently used by residents of 

Derby and which options were less well known.  

 

 

 

 

“Very informative and a good forum to raise lots of 
concerns and issues” – Public feedback about 
engagement activities 
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Our work in focus: Dentistry 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Healthwatch Derby will continue to monitor,analyse and report on Primary Care services 

and will work in close partnership with service providers and commissioners. 

 

Healthwatch Derby has always received feedback in large numbers about local 

health and social care serives. Since October 2015, we observed a spike in dental 

enquiries. Majority of the enquiries were about: 

 

• access to dental care in Derby city 

• access to dental care for those in social care environments  

• access to emergency dental care 

• access to out of hours services 

• requests for dental appointments 

• requests to search for dentists in Derby City areas 

 

Through our joint work with the CQC and regional work with sister Healthwatches 

we became aware that there was a growing issue around access to dental care. 

We highlighted dental issues in Derby to our colleagues in NHS England and also 

compared experiences through the Healthwatch Intelligence Group. We raised 

awareness of issues to providers such as Derbyshire Community Health Services 

(DCHS), and also to colleagues at NHS 111. Following further discussions and 

information sharing, DCHS informed us that they have now reviewed and 

enhanced their policies and have ensured an information pack is sent out to all 

care homes in Derby providing further advice and information on how to access 

dental care for residents. Colleagues at NHS 111 have advised us they have also 

amended their call handling information. 
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Our work in focus: Healthwatch Reference Group & Case Studies 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Enabling everyone to have their voice heard and ampliyfing local voices to 

commissioners and service providers – this is one of our key roles as a local Healthwatch. 

Healthwatch Derby has a dedicated membership of 'Healthwatchers' who feedback their 

experiences of services and also take part in organised events.  

Views of our membership are important to us and to improve our service we also 

undertook a full 360 Degree Service Review. Some of the comments we received from 

our internal 360 Degree Service Review: 

 

""It will be good for HW Derby to have more community engagement programs and 
also have some of the success stories of concerns raised by the people in the 
community published or highlighted in one form or another so that HW may build 
the confidence within the communities" 

“I think it would be good to communicate 'success' stories more” 

"More outreach events, more partnership and awareness raising to help inform local 
community" 

 

Taking on board these suggestions we have launched a quarterly forum for our 

membership to voice their opinions directly to us. Our forum is called the Healthwatch 

Reference Group and meetings (pictured above) have had good attendance from our 

membership.  

We have also piloted a Case Study format to detail patient experiences. 14 Case Studies 

were published last year. Each Case Study had a detailed response detailing how 

providers and commissioners were going to take forward the learning from the 

experience. In many responses changes of policy were highlighted as a positive outcome. 

We will continue to ensure your voice is strengthened by our work. 
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Our work in focus: Discharge Summit 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

One of the first case studies to feature in 'Insight Derby' was a detailed patient 

experience about a patient's journey during the discharge process. Several issues 

were highlighted through this testimony and we worked closely with Derby Teaching 

Hospitals NHS Foundation Trust to identify and highlight issues and to gather 

responses from the specific service managers accountable. Publication of the case 

study in Insight Derby led to  patients contacting us to share their thoughts and 

experiences both positive and negative.  

We were also contacted by voluntary organisations who wanted to share good 

practice about patient discharge. We spoke to our colleagues within NHS Trusts and 

commissioning teams and there was interest in discuss and learning from hospital 

discharge good practice. Healthwatch Derby hosted a Discharge Focus Summit 

(pictured above), in October 2015 for local CCGs, NHS Trusts, and voluntary 

organisations. Discussions at the discharge focus summit were forwarded to 

Southern Derbyshire CCG. 

Our initiative to facilitate dialogue on discharge issues was seen as a positive by 

providers and commissioners.We will continue to monitor themes of discharge and 

report sensitively on experiences shared with Healthwatch Derby.  

"I understand you had a really productive meeting last week with good 
examples of how the Discharge process is being enhanced through the 
increased involvement of volunteers. As a result of that conversation, 
there is a recognition of how this could fit with the current urgent care 
work and winter planning. This has allowed us to understand who the 
most appropriate person is in the CCG to take this work forward. Thank 
you for your support in kick starting this piece of work, it is 
appreciated“ – Southern Derbyshire Clinical Commissioning Group 
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Our work in focus:Partnership Research Projects, University of Derby 

Working successfully with community, voluntary, statutory, and educational 

organisations is something we take great pride in. We continued our fruitful 

partnership work with the University of Derby's Business School for a second year. 

April 2015 saw the successful completion of the first batch of research projects and  

March 2016, saw another year of talented students. This year our focus areas were: 

  Study of service at A&E 

  Focus on Dentistry 

          Domiciliary Care  

          Services for  Young People 

          Experiences of Students 

          Funding of services 

Students were mentored by Healthwatch Derby's Quality Assurance & Compliance 

Officer and supported by their faculty. Students in 2016 produced a high standard of 

work and we were able to celebrate it at a showcase event (pictured above) held at 

the University. We hope to take forward the research project outcomes.  

We will continue to engage young people and work closely with all our valued 

partners.  

"A big thank you for providing the projects for our first year 
undergraduate students at Healthwatch Derby, it was a privilege to 
work with you. Your mentoring was excellent and they not only 
learnt a lot about life in a corporate organisation, but I also believe 
provided you with a well designed outcome produced via robust 
processes. I have had excellent feedback from the students on their 
projects, and it has added a lot of value to their University 
experience to use the theories and models in a practical 
environment“ – University of Derby, Business School 

 



 

 

Our plans for next year 
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Our commitment going forward will ensure outreach and engagement takes place in all wards 

of the City, with particular focus on the most vulnerable service users. Specific focus on: 

 Mental Health Services 

 Home Care services 

 Children’s Services 

 Services for Older People 

Our Enter and View work will continue with a range of visits to: 

 Care homes across the City 

 NHS Trusts  

 General Practitioner Services 

Mystery Shopper activity will focus on General Practitioners, Opticians, Dentists and 

Pharmacists. Awareness events will be designed to: 

 Raise awareness of Healthwatch Derby Brand as a consumer Watchdog, Influencer and 

Signposter 

 Raise awareness of prevention activities 

 Raise awareness of health and social care pathways 

Healthwatch Derby will actively  

 Develop its role on the Health and Wellbeing Board  

 Attend and be involved at Strategic and operational boards of local commissioners and 

providers of services to act as a critical friend 

 Work with partners in the Public, Voluntary and Private sectors to raise awareness of the local 

health and social care sector, drive improvements and ensure patient voice is taken into 

consideration. 

 Work with Healthwatch England to help shape improvements in Health and Social Care 

nationally  

Healthwatch Derby will build on its Volunteering portfolio to further involve local people in 

health and social care.This will include: 

 Governance at board level membership 

 Enter and view representatives 

 Mystery shopper representatives 

 Healthwatch Champions 

Healthwatch Derby will continue to give the city value for money in how it operates. 

 

 

   

Future Priorities 



 

 

Our people 
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Our Volunteers 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

If you would like to volunteer with Healthwatch Derby, we would love to hear from you!  

 

Call us on 01332 643988 

Email us on info@healthwatchderby.co.uk 

Write to us – Healthwatch Derby, 1st Floor, Council House, Corporation Street, Derby, DE1 

2FS  

  

 

 

 

 

 

Healthwatch Derby includes its volunteers in a number of different activities. We also have 

dedicated roles for our volunteers.  

At Healthwatch Derby you can become a ‘Healthwatcher’ – As a Healthwatcher you will 

receive all our local intelligence updates and newsletters. You can also take part in meetings, 

forums and consultations. We have 838 Healthwatchers! 

You can also have a more specialised role as a ‘Healthwatch Champion’ – As a Healthwatch 

Champion you can take part in our Enter & Views once you have completed the necessary 

training and checks. Healthwatch Champions can also represent Healthwatch Derby at 

meetings such as Southern Derbyshire Clinical Commissioning Group’s End of Life 

Implementation meetings, and the Patient Experience and Engagement Group meetings at  

Derby Teaching Hospitals NHS Foundation Trust. The role is an opportunity to become the eyes 

and ears of your local community or group. We have 26 Healthwatch Champions, and 

completed 21 Enter & View assessments last year! 

You can become a ‘Mystery Shopper’ – As a Mystery Shopper you can feed back your own 

experiences completely anonymously each time you visit a GP, Hospital, Dentist, Optician or 

Pharmacy by completing a short survey. We have completed over 150 Mystery Shopper 

surveys! Volunteering with Healthwatch Derby can be a positive experience and help increase 

awareness of different services and forums available. We encourage volunteers to help embed 

Healthwatch Derby into their own networks and to help strengthen our role as a network of 

networks.  

"Thank you for the Enter & View report.  

We will forward this to the inspector and we will use it towards our 
planning of the next inspection“ – Care Quality Commission 
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Our Governance 

Our strength as an organisation is in our independence. We are not a part of the NHS, or an 

arm of the local authority, or a pressure group. We do not have any political allegiances, 

and our only remit is to ensure the voices of local residents are heard by decision makers. 

Our work is greatly aided and directed by our strategic board. 

Healthwatch Derby has a strategic board which comprises entirely of volunteers. The 

organisation has regular board meetings, and also hosted a 'Strategy Refresh' in Januanry 

2016 to review and enhance work focus areas, and to set priorities for the year ahead.  

Our AGM  was also well attended by our membership, and there was a Q&A session where 

members could speak to Healthwatch Derby team members and Board about areas of future 

work. An exercise at the AGM about priority areas asked the membership their views. The 

result of this exercise was very encouraging as the priority areas of the membership 

identically reflected the priority areas set by the team and the strategic board. We will 

continue to ensure our services are held accountable and our focus areas concentrate on 

urgent local issues. 

 

  

 

Strategy Refresh, January 2016 – 

pictured left 

 

Images from our AGM, April 2015 – 

pictured below 



 

 

Our finances 
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Healthwatch Derby Finance Report 2015 - 2016 

 

Healthwatch Derby started the new financial year of 2016-17 in a strong position with an 

underspend.  Howerver, our funding stream has been reduced for the year so we will continue 

to monitor our finances diligently and use resources to provide the best value service we can 

to the people of Derby city. 

 

INCOME £ 

Funding received from local authority to deliver local 
Healthwatch statutory activities 

£235,000.00 

Additional income  £  54,409.72 

Total income £289,530.74 

  

EXPENDITURE  

Operational costs £ 20,173.27 

Staffing costs £181,311.98 

Office costs £ 23,753.48 

Total expenditure £225,519.73 

Balance brought forward £    9,601.30 

 

                                             



 

 

Contact us 
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Get in touch 

 

Speak to us about your experiences of accessing Health or Social Care services within 

Derby City 

 

Address:    Healthwatch Derby 

    1st Floor         

    Council House        

    Corporation Street        

    Derby          

    DE1 2FS  

 

Phone number:  01332 643988 

Email:    info@healthwatchderby.co.uk  

Website:   www.healthwatchderby.co.uk  

Twitter:   https://twitter.com/HealthwatchDby 

Facebook:   https://www.facebook.com/Healthwatchderby 

Blog:    https://healthwatchderby.wordpress.com/ 

 

We will be making this annual report publicly available by 30th June 2016 by publishing it on 

our website and circulating it to Healthwatch England, CQC, NHS England, Clinical 

Commissioning Group/s, Overview and Scrutiny Committee/s, and our local authority.  

We confirm that we are using the Healthwatch Trademark (which covers the logo and 

Healthwatch brand) when undertaking work on our statutory activities as covered by the 

licence agreement. 

If you require this report in an alternative format please contact us at the address above.  

 

© Copyright Healthwatch Derby 2016 

 

Healthwatch Derby is a Company Limited by 

Guarantee, registered number: 08233546  

Our registered address is 1st Floor, Council 

House, Corporation Street, Derby DE1 2FS

mailto:info@healthwatchderby.co.uk
http://www.healthwatchderby.co.uk/
https://twitter.com/HealthwatchDby
https://www.facebook.com/Healthwatchderby
https://healthwatchderby.wordpress.com/


 

 

 


