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2016/17 has been another interesting year for 
Healthwatch Kingston upon Hull. We have  
re-structured our staff team to ensure we are 
meeting all of our statutory functions as well as 
employing the best possible people.  We have 
increased both our traditional and digital media 
presence and we have used some unusual forms 
of transport to get our Healthwatch message to 
the people of Hull. 

In May, we took Healthwatch Kingston upon Hull 
on the road, quite literally, on a giant screen 
driven around the city streets! The mobile  
Ad-van was used to promote a series of events 
being held around the city as well as to share 
details of the services we offer. We backed this 
up (and continued the transport theme) with a 

series of adverts on buses as well as a  
Healthwatch-branded Piaggi-style Digivan,  
showing videos and information at our events. 
We finished off our year of roadshows with a 
community bus that took us from Hall Road to 
Hessle Road to talk to people about their  
experiences of social care. 

This year, health and social care has rarely been 
out of the news and we have spent a large 
amount of time speaking to people about how 
the nationally-reported news and trends are  
affecting us in Hull.  

The Sustainability and Transformation 
Plan (STP) for the  Humber, Coast and 
Vale area is now well established, with 
partner organisations working together 
to plan for a better future for health 
and social care. Healthwatch Kingston 
upon Hull are proud to have been  
involved in the workstreams to date 
and look forward to working to ensure 
all residents have their say on the  
developing STPs.  

It would be remiss of us to not 
acknowledge the tremendous change 
that is sweeping through the city of 
Hull during our City of Culture year. 
We have seen an influx of visitors on 
the streets and a pride in the city not 
seen or felt in recent years. We at 
Healthwatch Kingston upon Hull are 
very much looking forward to the rest 
of the year, along with the positive 
legacy of 2017. 
 
Many thanks for your continued  
support. 

We have continued to promote 
our service and reach the people 
of Hull at our weekly outreach 
sessions at locations across the 
city. You can find us in libraries, 
health centres and the Council’s 
customer service centres, as 
well as in the Patient Experience 
Hub at Hull Royal Infirmary.  
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This year we’ve carried out five roadshows, 
seeing 588 people on the streets of Hull. 

Our reports have tackled issues from  
recreational activities in residential homes to 
patients’ experiences of hospital discharge. 

We have carried out 14 Enter & View visits to 
health and social care premises. 

This year we have seen 5,221 people at our 
outreach and community engagement  
sessions. 

 
We have made 28 local media appearances. 

282 people have responded to our  
Healthwatch surveys. 
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Our Vision  

Healthwatch want to create an inclusive  
system of working which gathers opinions and 
experiences from a diverse group of patients 
and service users from the local community. 
We can then feed that information back to 
commissioners and providers of services. This 
in turn will help to shape, and continually  
improve, the services that are delivered  
locally. We are here to find out what matters 
to local people and to give them a collective 
voice.  
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Healthwatch are the independent consumer champion in Hull for health and  
social care, giving people a powerful voice here and nationally. We are all 
about helping people to get the best out of the city’s services, including how 
they are designed and delivered.  

Our Ambition 
 
We want to know what the people 
of Hull think. Don’t just tell your 
friends, tell us. Healthwatch  
provide a vital function by giving 
local people a platform to give their 
views, to help shape how health and 
social care services are designed 
and delivered.  

Our Goal 

The aim is for a joined-up system of health 
and social care that works for all. It should 
be a system that is understandable to  
everyone, with a chance for all to  
influence. We will do all we can to  
encourage people to have their say - this 
may be by reporting an experience, positive 
or negative, or completing a survey that 
contributes to a report. Any of these things 
can lead to improved services. Small voices 
can make big changes.   

 
Together we can make a positive  
difference. We are working hard to forge 
closer links with service providers and  
commissioners so that we can report to 
them about specific issues directly.  
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The Healthwatch Kingston upon Hull team consists of five members of staff, 
with a wealth of experience in diverse backgrounds - the financial sector, 
the Civil Service, the NHS, education, local government and charities. As a 
team, we are passionate about ensuring that local people’s voices are heard 
and considered when the services they will use are being designed. 

Kevin: Outreach & Engagement Officer  

Kevin spends the majority of his working week conducting outreach 
sessions around the city. His role is to expand awareness of  
Healthwatch and to recruit volunteers to support the Healthwatch 
function, ensuring that all residents have accessible ways to engage 
with us.  

Tony: Marketing & Media Officer  

Tony works three days per week for Healthwatch. In charge of  
producing our marketing material, campaigns and newsletters, he  
also keeps our website and social media pages up to date. Tony has 
worked in a number of media-related roles over the years, from local 
radio to PR in the charitable sector.  

Jo: Information & Signposting Officer  

Jo’s role is to answer calls, emails, and letters that we receive 
from members of the public, and to offer advice and signposting  
information, to support people trying to navigate their way 
through local health and social care services.  

Lucy: Research & Reporting Officer  

Lucy develops research projects/strategies to gather information from 
local people. The information collected is then used to produce  
reports about how residents feel about the services they are being  
offered. Lucy has recently completed a BA (Hons) in Social Science 
from the University of Lincoln.  

Gail: Delivery Manager  

Gail’s background is in the NHS and local education, and her role is to  
oversee the team, plan the workstream and co-ordinate the team’s efforts. 
Gail meets regularly with providers and commissioners of health and social 
care services to share information. Gail has worked for Healthwatch in Hull 
since 2014, having previously overseen the Enter & View function.  
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Over the last year, Healthwatch 
Kingston upon Hull have spoken 
to hundreds of people to gather 
their experiences of health &  
social care. Some of the reports 
produced as a result of this  
include: 

 
Minor Injuries 

Further to our report in 2015/16 into the 
Emergency Department at Hull Royal  
Infirmary, it was agreed that, to give a 
fuller picture of urgent care provision in 
the city, a similar programme of visits 
and patient surveys should be carried out 
at all premises currently offering minor 
injury and walk-in services. This was  
undertaken in May 2016 with patients’ 
responses being very positive on the 
whole - the only concerns were around 
accurate waiting times being available.  

We produced both individual and  
summary reports with findings from 
these being fed into the Urgent Care  
Consultation being carried out by NHS 
Hull Clinical Commissioning Group.  

 

Discharge from Hospital 

Healthwatch teams from Kingston upon 
Hull, East Riding of Yorkshire and North 
Lincolnshire joined forces to conduct a 
regional report into patient experiences 
of the hospital discharge process. We 
found that, whilst the majority of people 
were happy with their experiences, there 
were areas which could be significantly 
improved. The main areas of complaint 
centred upon delays in the discharge  
process and unclear communication of 
the reasons for those delays. This report 
has fed into the work of the Hull & East 
Riding Discharge Board. 

 

In addition to gathering opinions on  
services, we went out to the public between 
January and March to ask them where they 
felt we should be focussing the work of 
Healthwatch. 

 
The three most 
popular choices 
were:  

● Adult mental      

health 

● Adult social 

care services 

● GP services 

 

 

Over the course of the next 12 months, we 
will be rolling out surveys to collect patient 
and service user opinions about these three 
areas, as well as other issues identified 
throughout the year. 
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Complaints guides 

1. Guide to Making an NHS Complaint
  
2. Guide to Making a Health & Social 
Care Complaint 

The complaints process is different in 
the two sectors so our guides give a plain 
English explanation to the stages of the 
process as well as contact details for  
organisations such as NHS England and 
the appropriate ombudsman. 

 
Our ABC of Health & Social Care 

There are a vast number of abbreviations 
and acronyms around to describe  
processes, procedures and departments. 
These are used daily by health staff but 
are sometimes difficult for patients and 
the general public to understand. During 
Winter 2016, our Healthwatch apprentice 
developed a guide to the most  
commonly-used abbreviations and  
acronyms. The publication was launched 
by the City of Culture volunteers at one 
of our roadshow events on BBC Radio  
Humberside.   

The guides have been well-received by 
the public and partner organisations. We 
have shared the template with other 
Healthwatch who have used them as the 
basis for similar guides in their area. 

 
Information & Signposting 

During 2016/17, we took the decision to bring 
our information & signposting service back  
in-house from an external provider and move 
to a new case management system.  
 
This involved a full review of all of our  
signposting information to ensure that any 
query from the general public receives the 
most up-to-date information. This can  
sometimes be a challenge in the ever-changing 
world of health & social care but, thanks to 
the strong relationships we have built in the 
sector, we are able to maintain a  
comprehensive and up-to-date database. 

 
Navigating the huge variety of health and social care services on offer is a 
very complicated business. We have looked at the questions that people have 
asked us and developed some handy information leaflets around the most 
frequently-asked topics. 
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This year the focus has been upon: 

Enter & View 

This year we have completed our Recreation 
and the Community project. We spoke to 
people living in residential care to find out 
the type of recreational activities that were 
on offer to them as well as to ascertain how 
involved they felt in the local community.  

One of the main themes that emerged was 
that, although residents were on the whole 
happy with the activities offered, they often 
felt detached from the wider community. In 
our reports we made recommendations about 
improving local engagement. These resulted 
in improved links to local churches, schools 
and community groups. As a result of the 
newly-forged community contacts, groups not 
only provide activities within the residential 
home but residents also now attend more 
events within the community.  

 
Working with other organisations 

In the last year, Healthwatch Kingston upon 
Hull have become part of intelligence-sharing 
groups across both the NHS and local  
authority. These groups are made up of  
representatives from various organisations 
including NHS Hull CCG, Hull City Council, 
Care Quality Commission, Adult Safeguarding 
and provider representatives. These groups 
are an opportunity to share “soft”  
intelligence and ensure that themes across 
the sector are noted and can be interrogated 
further if appropriate.  

Healthwatch are also an active member of 
the Hull and East Yorkshire Hospitals  
Patients’ Experience Group. This group  
consists of representatives from each of the 
hospitals’ care groups as well as patient  
representatives. The work of Healthwatch is 
discussed in this forum with information  
being shared and patients given a chance to 
share their views.  

Hull and East Yorkshire Hospitals NHS Trust  
continue to encourage and maintain a strong  
working partnership with Healthwatch  
Kingston upon Hull. Healthwatch have regular 
access to the Patient Experience Hub for  
outreach & information sessions. We have 
worked with them to support the Enter and 
View visits which has been successful in  
obtaining real-time data and patient  
experiences. 

Louise Beedle, Clinical Lead for Patient  
Experience, Hull and East Yorkshire Hospitals 
NHS Trust 

 
 
Part of our role as Healthwatch for the city of Hull is to conduct investigations 
and produce reports into various aspects of health and social care services in 
the local area. We use these reports to highlight areas of good practice within  
services and institutions, and to make recommendations for improvements 
based upon the findings. 
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Healthwatch Kingston upon Hull were 
instrumental along with Active Gold 
and Silver Dreams in setting up the 
OPP as a platform for the many  
separate organisations and groups 
supporting older people in Hull. 
Healthwatch have been heavily  
involved in the development of OPP 
events throughout the city, attracting 
more than 3,000 attendees each 
year.  

The primary objective of OPP was to 
promote improvements to the lives 
and services of older people. It has 
quickly encouraged demand from  
other services to create a platform 
where skills, knowledge, activities 
and experience, could be shared among  
kindred organisations across the city. 

The OPP has evolved and now has more than 
40 regular service providers and organisations 
involved, providing the opportunity for  
extensive partnership-working.  

It has developed into the ‘go-to’  
organisation in Hull, consisting of a  
partnership of comprehensive and  
influential, like-minded organisations, each 
dedicated to supporting older people in our 
city and the surrounding area.  

The OPP seeks to develop a strong bond 
with the ageing population of Hull through  
networking and consultation events,  
partnership-working and public  
engagement.  

The charity’s aims are to co-ordinate,  
provide and deliver events across the city 
and surrounding villages which assist in  
alleviating  loneliness and isolation,  
improved health and mental wellbeing and 
provide social opportunities for the ageing 
population.  

Healthwatch gains important information 
and recognition from its participation in 
the OPP and reaches the majority of the 
Hull community in the 55+ age group. 

The charity currently delivers healthy  
walking sessions, dance tuition and tea 
dances as well as the annual week-long  
series of events and activities, which  
celebrates the International Older People’s 
Week in September. 

The Older People’s Partnership, or OPP, is a charity formed by the merger of 
two projects, Active Gold and Silver Dreams, based in Hull.  
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Case Study 1 

Healthwatch were contacted by a lady 
whose mother had been admitted to Hull 
Royal Infirmary after a fall in her home. 
The lady’s mother had been discharged to a 
nursing home to recuperate but the  
daughter was concerned that she would be 
returned to her home without the  
assessment process being sufficiently  
rigorous to meet her mother’s needs. The 
lady felt that extra care should be provided 
on a round-the-clock basis. 

The lady had previously discussed her  
mother’s capacity to make care decisions 
with Adult Social Care Services and felt the 
issues raised were safeguarding concerns. 
We provided contact details for the Hull 
Safeguarding Team but also explained and 
advised the lady about her mother’s right to 
make her own decisions and ways she may 
be able to help.  

Details of the new Extra Care facilities being 
developed in Hull were given to the lady and 
we arranged contact with the referral team 
to provide further information regarding a 
development at Orchard Park.  

 

Whilst it is important to evidence how we have affected large-scale change, 
we must not overlook the individual patient experiences that make up the 
day-to-day work of Healthwatch. 

 
Case Study 2 

A client approached us at our outreach  
session at Age UK. She had come to Age UK 
seeking advice and information around  
support services for her mother (aged 89). 
Her mother had recently fallen and spent a 
short period in hospital and after discharge 
was unable to support herself fully with  
day-to-day tasks.  Age UK suggested that she 
came along to our regular outreach  
information and advice session. 
 
Healthwatch attend and participate in  
various community, voluntary and statutory 
agency forum events, including The Older 
People’s Partnership meetings. This puts us 
in a particularly strong position to provide 
information and contact details/referrals 
which were instrumental in addressing this 
elderly lady’s needs. 
 
 

 
 
As her late husband had served in the  
Merchant Navy, she was eligible for  
extensive support from Royal British Legion 
(maintenance and befriending) and also Hull 
Churches’ Home from Hospital offered  
helpful support. We arranged for an  
assessment of the mother’s needs and a  
local meals on wheels voluntary organisation 
was able to supply a daily hot meal in her 
interim recovery period. 
 
The client returned to the next outreach 
session at Age UK to thank Healthwatch for 
their intervention and was happy to report 
that her mother was back on the road to full 
health. She now has regular continuing  
contact with the suggested support groups 
and was now able to resume her  
independence in her home.   
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The three public priorities identified 
were:  
 
Access to GPs  
 
We will be working with NHS Hull Clinical 
Commissioning Group to develop this  
project. We plan to ask patients about 
their experiences of accessing primary 
care services as well as their experiences 
of the services.  Primary care is  
undergoing a period of significant change, 
so this is an opportune time for  
Healthwatch Kingston upon Hull to be  
involved in helping to shape services in 
our local area, with significant input from 
the patients who use local services.  
 
Adult Mental Health 
 
This project will initially be very high  
level to enable us to identify if there are 
specific areas of mental health provision 
that patients have any issues with.  
Follow-up work will be undertaken in  
specific areas. We will be working with 
local providers and commissioners to  
develop and carry out this project.  
 
Adult Social Care 
 
This covers a large variety of services, we 
will initially be focussing on domiciliary 
care provision. We will be working with 
our local council to access those people 
currently receiving domiciliary care to 
gather their opinions and experiences.  

In addition to the public priorities set out 
above, we will be continuing our  
involvement with the STP workstreams. As 
part of this, we will undertake a  
large-scale project in partnership with 
East Riding of Yorkshire and North  
Lincolnshire Healthwatch. The focus of 
this project will be living with and  
beyond, cancer, and will look at the  

As always, we are guided not only by local developments but by what people 
tell us. With this in mind, our plans for next year include three large-scale 
projects into areas that the public had raised with us as part of our ‘what 
people want’ project.  

experiences of those patients in the three 
Healthwatch areas. 

Our ‘Life Stories’ project will run for the  
duration of 2017/18, combining Enter & View 
visits with qualitative interviews with  
residents about their life journeys, and what 
circumstances led to them entering residential 
care. We are also interested in understanding 
how the residents we speak to made their  
decisions in choosing the home in which they 
reside.  
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Public 

Putting the people of Hull at the heart of 
what we do is one of the most important 
things we can do as Healthwatch. We take 
every opportunity to be out speaking to the 
public about health & social care services 
and their experience of them. We hold 
events in shopping areas and schools as well 
as more local community events. When  
developing our workplan, we go out to the 
public to seek their opinion on where we 
need to focus. This is done throughout the 
year at all of our outreach and community 
engagement events.  

 

Volunteers 

Healthwatch Kingston upon Hull have a core 
team of volunteers who have been with us 
for a number of years. Our volunteers  
undertake a number of roles and are  
invaluable to the work we carry out. They 
are recruited through both the Volunteer 
Centre and local health & social care  
services, and are fully trained and DBS 
checked. We hold regular forums to ensure 
that all of our volunteers are fully involved in 
the work of their local Healthwatch. 

 

 

Health and Social Care Workforce 

We have made huge inroads this year in  
ensuring that all health and social care 
staff are aware of Healthwatch, and not 
only senior management teams.  
 
We have staged information sessions at 
various providers to ensure that as 
many staff as possible are aware of us 
and can advise the public of the role of 
Healthwatch and how to contact us. 
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Income 
 

  

 
Funding received 

 
249,707 

 
Additional income 

 
15,000  

(carried forward from 2015/16) 

 
Total income 

 
264,707 

 
Expenditure 
 

  

 
Operational costs 

 
18,377 

 
Staffing 

 
217,257 

 
Office costs 

 
28,605 

 
Total expenditure 

 
264,239 

    

 
Balance brought forward 

 
0 

 

The table below summarises the income and expenditure for Healthwatch Kingston upon Hull 
from April 2016-March 2017. 
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Funding for the provision of Independent Health Complaints Advocacy is included 
within the total allocation of £249,707. The way that funding is allocated does not allow 
us to identify what proportion of funding is allocated to this specific element of the  
contract and as such cannot be separated.  



 

 

The Strand 
75 Beverley Road 
Hull 
HU3 1XL 

Tel: 01482 324474 
 
Email: enquiries@healthwatchkingstonuponhull.co.uk 
Website: www.healthwatchkingstonuponhull.co.uk 

Twitter: @HealthwatchHull 

Facebook: @healthwatchkingstonuponhull 

 

Contract holder: 

Hull Community and Voluntary Services Ltd 
The Strand 
75 Beverley Road 
Hull 
HU3 1XL 

 

Sub-contractors: 
 

NHS Complaints Advocacy Service 
 
Cloverleaf Advocacy 
Ferriby Road 
Hessle 
East Yorkshire 
HU13 0LH 

Telephone: 01482 880160 

 

We will be making this annual report publicly available by publishing it on our website and 
circulating it to Healthwatch England, the Care Quality Commission, NHS England, Clinical 
Commissioning Groups, the Overview and Scrutiny Committee and Hull City Council.  

We confirm that we are using the Healthwatch trademark (which covers the logo and 
Healthwatch brand) when undertaking our 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.  

 

© Healthwatch Kingston upon Hull 2017 
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