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Message from
our Chair
It has been a busy first year for me at 

Healthwatch Hull and the time has passed 

incredibly quickly. 

Since I joined Healthwatch Hull in May 2018 

we have achieved many things, some 

personal highlights for me have been:

The stroke report launch – this was a 

fantastic event which gave providers, 

commissioners and patients the 

opportunity to get together and discuss 

the thematic review in detail. This event 

has led to stronger working relationships 

between the stroke support groups in the 

city and local providers and 

commissioners. Just to see the providers 

and commissioners being held to account 

directly by the service users was an eye-

opener and made for some productive, 

and challenging, discussions.

The first Healthwatch Hull Advisory Board 

meeting – this took place in one of the 

Extra Care facilities in Hull and was the 

first opportunity for the newly formed 

board to all meet. Since then we have 

met on a bi-monthly basis and have 

strong representation from both voluntary 

and community sector organisations and 

the public. I would like to thank all the 

Board members for their time and 

commitment.

Working with a diverse range of 

specialists who support those with no 

fixed abode has been hugely rewarding 

for the team and has helped to share the 

work of Healthwatch Hull with those who 

would not usually engage

The North Bank Forum AGM – this event 

marked a year since the Healthwatch Hull 

re-launch and gave a wonderful 

opportunity to show the work that had 

been done by the team to a wider 

audience.

The thing that has stood out the most this 

year is the importance of networks. The 

Healthwatch team have worked hard to 

make strong connections with the patient 

and community groups that are vital to the 

people of Hull.  The work that has been 

carried out this year would not have been 

possible without the support and input of 

some amazing community champions.

I look forward to the next year and all the 

opportunities it will bring.

‘We will continue to build and develop 

strong networks to support the work of 

Healthwatch Hull and ensure that we 

hear from those people whose voices 

need to be heard’

Helena Spencer

Chair Healthwatch Hull
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About us

We are the independent champion for people using local health and social 

care services. We listen to what people like about services and what could 

be improved. We share their views with those with the power to make 

change happen. People can also speak to us to find information about 

health and social care services available locally. 

Our sole purpose is to help make care better for people.

As Chair of Healthwatch England, it’s my role to make 

sure your Healthwatch gets effective support and that 

national decisions are informed by what people are 

saying all over England.

If you were one of the 400,000 people who shared their 

experiences with us last year, I want to say a personal 

thank you. Without your views, Healthwatch wouldn’t be 

able to make a difference to health and social care 

services, both in your area and at a national level. One 

example of this is how we shared 85,000 views with the 

NHS, to highlight what matters most, and help shape its 

plans for the next decade.

If you’re part of an organisation that’s worked with, 

supported or responded to Healthwatch Hull, thank you 

too. You’ve helped to make an even bigger difference.

None of this could have been possible without our 

dedicated staff and volunteers, who work in the 

community every day to understand what is working and 

what could be better when it comes to people’s health 

and care.

If you’ve shared your views with us then please keep 

doing what you’re doing. If you haven’t, then this is your 

chance to step forward and help us make care better for 

your community. We all have a stake in our NHS and 

social care services: we can all really make a difference 

in this way.

Healthwatch is here to make care better

Sir Robert Francis QC

Healthwatch England Chair
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Our mission

To give a strong voice to local 

people and community and voluntary 

groups so they can influence the way 

their health and social care services 

are planned, purchased and 

provided.

Our approach

People’s views come first – especially 

those that find it hardest to be heard. 

We champion what matters to you and 

work with others to find solutions. We 

are independent and committed to 

making the biggest difference to you. 

+ Visiting services to see how they work 

+ Running surveys and focus groups 

+ Going out in the community and working 

with other organisations 

Our main job is to raise people’s concerns with 

health and care decision-makers so that they 

can improve support across the country. The 

evidence we gather also helps us recommend 

how policy and practice can change for the 

better.

People are at the heart of everything we do

We play an important role bringing communities and services together. 

Everything we do is shaped by what people tell us. Our staff and 

volunteers identify what matters most to people by:

Our vision is simple

Local communities and service users are provided with safe and high quality 

health and social care services which have been developed and respond to 

community and service user needs.
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our year

Highlights from



Find out about our resources and the way we have engaged and 

supported people in 2018-19.

7Healthwatch Hull

This year we’ve attended 56
community engagement events

We’ve spent over 184 hours 

engaging with people about the 

work of Healthwatch Hull

We’ve supported 120 people with 

complaints about local NHS services

We attended 38 strategic meetings 

including Safeguarding Adults, Overview 

and Scrutiny Committee, Care Quality 

Commission Quality Summit and the 

Health and Wellbeing Board

We have carried out 2 thematic reviews 

of patient experience this year. From 

these reviews we made 7 
recommendations for improvement

We’ve spoken with 1967 people through 

our engagement work, thematic reviews,  

advocacy support and information and 

signposting service
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a difference

How we’ve made
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Tackling barriers to healthcare 

for those with no fixed abode

In 2018, Yorkshire and Humber and the West 

Midlands saw the biggest percentage increase in 

the people with no fixed abode (12%). Based on 

the contacts to Healthwatch Hull along with 

national Healthwatch findings the decision was 

taken to carry out a review into access to 

healthcare for those with no fixed abode in 

Hull.

In partnership with local commissioners and 

support services we developed a survey to 

explore the experiences of people with no fixed 

abode who have tried to access community 

services, primary and secondary care in Hull.  

We spoke to a total of 85 people during our 

review and also gathered the views and 

experiences of staff who support those with no 

fixed abode. 

When we reviewed the data and comments 

received, the main themes that emerged were:

+ Attitudes of Staff. Many respondents felt 

that they were treated differently because of 

their housing status. 

+ Services are not accessible for those with 

No Fixed Abode. Respondents felt that they 

were unable to access a lot of services 

because their situations did not fit ‘the 

norm’.

+ Hospital Discharge. Respondents felt that 

the discharge process did not take into 

account their personal circumstances.

We made a total of 5 recommendations in our 

report to improve the experiences of those with 

no fixed abode accessing healthcare in Hull 

including:

+ That the Clinical Commissioning Group (CCG) 

issues guidance to Hull GP Practices to 

reiterate the requirement to register those 

patients with no fixed abode without proof 

of ID/address

+ To improve the pathway for people with no 

fixed abode to access Mental Health Services

+ To develop a Homeless Discharge Process for 

those people with no fixed abode

We will be supporting those providers and 

commissioners to implement these 

recommendations and will be reviewed in line 

with the timescales detailed in the full report. 

The full report is available through our website 

www.healthwatchkingstonuponhull.co.uk. 

Sharing your views with your local Healthwatch has led to positive 

changes to health and social care services in Hull. We show that when 

people speak up about what’s important, and services listen, care is 

improved for all. 

Take a look at the different ways Healthwatch Hull have enabled people 

to have their say on what is important to them about health and social 

care in Hull.

Changes made to your community

http://www.healthwatchkingstonuponhull.co.uk/
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Patient Participation Groups

Along with NHS CCG, Healthwatch Hull have 

been working to develop the Patient 

Participation Groups (PPGs) operating in GP 

Practices across Hull. Discussions had 

indicated that practices were struggling to 

recruit and engage their PPGs and that 

numbers had fallen across the city.

PPGs are a valuable resource. They are a 

route for patients to advise and inform the 

practice on what matters most to patients 

and to help identify solutions to problems. 

There is also a contractual requirement for 

all GP Practices to operate a PPG – this can 

be done in person with regular meetings or 

via a ‘virtual’ group. 

Healthwatch and NHS Hull CCG have 

undertaken a series of events to encourage 

and support practices to recruit and engage 

PPGs. 

+ July 2018 – Citywide Event

+ November 2018 – PPG Member Event

+ February 2019 – Citywide Event

During these events we have covered topics 

such as: What is the function of a PPG, How 

to recruit PPG members, Virtual PPG’s and 

Using Social Media in your PPG. We have 

had representation from over half the GP 

Practices in Hull from PPG members, 

practice staff and managers. All attendees 

at our February 2019 event were given a 

‘PPG in a Box’ – a set of templates that can 

be used to help establish a PPG or to 

improve an existing PPG. 

Healthwatch Hull have also attended 12 

PPG meetings and met with 16 Practice 

Managers to to discuss PPGs and how they 

can be promoted and fulfil their potential.

We will continue to work with PPGs 

throughout 2019. 

“Really interesting event with lots of 

information. Great to see support from 

Healthwatch Hull and Hull CCG”

PPG Event Participant – February 2019



Have your say

Share your ideas and experiences and help 

services hear what works, what doesn’t, and 

what you want from care in the future.

www.healthwatchlocal.co.uk

t: 03000 683 000

e: enquiries@healthwatchlocal.co.uk
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NHS Complaints Advocacy

Our NHS Complaints Advocacy Service is 

free, independent and confidential. It 

offers practical support and information on 

how to make an NHS complaint. 

We have a dedicated NHS complaints 

advocate who has worked with clients in 

the Yorkshire and Humber area since 2005. 

He has provided NHS complaints advocacy 

in Hull since 2013, which has enabled him 

to be aware of changes to local services and 

share this extensive knowledge with 

advocacy clients.

The advocacy service has continued to grow 

and develop over the course of the last 

year. We are now supporting more people 

than ever with complaints covering all areas 

of NHS care within the city. 

We have developed a closer referral 

pathway with our local providers and have 

met with our acute trust’s PALS and 

complaints teams to discuss how we can 

work more closely together.  This has 

resulted in a significant and sustained level 

of advocacy referrals from them and we will 

be working in a similar way with our other 

providers in the coming year. 

With each closed case we give the client 

the opportunity to provide feedback, 

without exception all feedback received in 

the last year has been positive. 

Do you have a complaint about an 

NHS service? 

If you would like support with an NHS 

Complaint, Healthwatch Hull can help. Please 

contact us

w: www.healthwatchkingstonuponhull.co.uk

t: 01482 499038

e: healthwatchenquiries@nbforum.org.uk

‘It was helpful to have the support of an 

advocate as it is not very easy to raise a 

complaint about a formal service authority 

which will continue to offer your care in 

case it biases them against you. Physical 

problems and stress of illness mean you are 

not mentally sharp either so support during 

the process is very helpful’
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the answers

Helping you find



13Healthwatch Hull

What services do people want to know about?

People don’t always know how to get the information they need to 

make decisions about their own health and care. Healthwatch plays 

an important role in providing advice and pointing people in the 

right direction for the support they need.

Here are the most common things that people ask us:

8% Mental Health

39% GP services

9% Other issues

32% Hospitals

12% Social care
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Health and Social Care providers often use 

acronyms and abbreviations to describe 

processes, procedures and departments. 

Healthwatch Hull has produced a handy A5 

sized guide that lists the most frequently used 

abbreviations and a brief explanation for each 

one, to help you navigate the jargon of Health 

and Social Care. If you would like to know your 

CCG from your CQC then please contact us on 

01482 499038 to request your copy. 

ABC of Health and Social Care

Finding the right care or support 
can be worrying and stressful. 
There a number of organisations 
that can provide help, but people 
don’t know where to look. Last 
year we helped over 1900 people 
access the advice and information 
they need.

You can come to us for advice and 
information in a number of ways including:

+ Accessing our online complaint guides

+ Our contact us form 

+ At community events

+ Through our Facebook and Twitter pages

+ Over the phone

How we provide people with advice and information

Launching our new website 

Healthwatch Hull launched our new website in 

May 2019 making it easier for people to access 

information about Health and Social Care in 

Hull. 

Our new website includes:

+ Health news

+ Healthwatch Hull thematic reports

+ ‘Get Help’ section

+ Upcoming events

+ Healthwatch Hull Complaint Guides
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Our volunteers
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At Healthwatch Hull we couldn’t 

make all of these improvements 

without the support of our 

volunteers that work with us to 

help make care better for their 

communities. 

What our volunteers do:

+ Raise awareness of the work we do in the 

community 

+ Visit services to make sure they’re meeting 

people’s needs

+ Collect people’s views and experiences which 

we use in our reports

+ Support our day to day running through the 

Healthwatch Hull Advisory Board

How do our volunteers help us?

Volunteers are a vital part of local Healthwatch – could you help make a difference 

to your local community?

Volunteer with us

Are you feeling inspired? We are always on the 

lookout for more volunteers. If you are 

interested in volunteering get in touch.

w: www.healthwatchkingstonuponhull.co.uk

t: 01482 499038

e: healthwatchenquiries@nbforum.org.uk
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Our finances
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How we use our money

£2,500 -Additional 

income 
£160,108.50 - Funding 

received from local 

authority

£162,608.50 

Total 

Income

£116,502 - How 

much we pay our 

staff

£162,608.50 

Total 

expenditure

£46,106.50 - Our 

operational costs

To help us carry out our work, we 

are funded by our local authority. 

In 2018-19 we spent £162,608.50.

We also received £2500 of 

additional income from 

Healthwatch England to carry out 

public engagement for the NHS 

Long Term Plan.
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next year

Our plans for



Stakeholder survey feedback
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Following the successful thematic 

reviews carried out this year and 

feedback in our stakeholder survey 

we will continue to work in this 

way.

The areas to be reviewed are 

identified by looking at the 

information shared with us by the 

public through our engagement 

activity, our information and 

signposting service and through our 

NHS complaints service. These are 

then reviewed by our Healthwatch 

Hull Advisory Board and a final 

decision is taken as to where we 

need to focus our thematic 

reviews.

The areas chosen for the thematic 

reviews next year are:

 Patient and carers experience of 

end of life care and services

 Patient experience of maternity 

services

Further areas will be identified 

based on the current public 

feedback. 

We have used the results of our stakeholder survey to identify some other 

areas where would like to develop in the coming year.

+ Updated Website + Increased promotion of our NHS 

Complaints Advocacy service

+ Increased engagement with provider 

and commissioner staff groups

+ Increased promotion of the 

Healthwatch service through local and 

social media
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Message from 
our Chief Officer

Over the past year Healthwatch Hull has 

made a significant contribution to involving 

local people in health and social care 

services and ensuring that their views and 

experiences shape how those services are 

delivered. Ongoing engagement and strong 

partnerships have helped shape our work 

and allowed us to demonstrate that 

Healthwatch can make a difference. I would 

like to take this opportunity to recognise 

the phenomenal work of the staff team, our 

Chair and members of our Strategic Advisory 

Board and to thank them for everything 

they have achieved over the past year.

The work around stroke services was a key 

achievement and providing users of services 

with the opportunity to tell their personal 

stories directly to commissioners and 

providers was both powerful and thought 

provoking. In simple terms this is what 

Healthwatch is all about and it is a model of 

working we will look to incorporate in all of 

our future activity.

We are one of the few Healthwatch 

organisations to have an embedded NHS 

Complaints Advocacy Service and this has 

given us a valuable insight into key themes 

and trends which has helped inform our 

work. As health services continue to face 

increasing challenges the number of 

requests for help in navigating complex 

complaints processes has grown. The 

importance of this service is shown by the 

positive feedback

we receive and the outcomes we achieve 

for the people who use our services.

The publication of the NHS Long Term Plan

earlier this year signals another period of 

change for health and social care with the 

development of local Primary Care 

Networks, greater focus on integration and 

the move towards the development of 

Integrated Care Systems. Resources, 

workforce and an increase in demand 

continue to be a significant challenge. 

Looking back at the scope and impact of 

Healthwatch Hull’s work over the past year 

gives us much to be proud of. More 

importantly we have developed a firm and 

credible foundation for the future.

‘There has never been a more important 

time for engaging with local people and 

communities and ensuring their voice 

and experience shapes what happens in 

the future’

Jason Stamp

Chief Officer North Bank Forum
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Thank you to everyone that is 

helping us put people at the heart 

of health and social care, including:

+ Members of the public who shared their 

views and experience with us

+ All of our amazing staff and volunteers

+ The voluntary and community organisations 

that have contributed to our work

‘I have a good relationship with them and 

hope this continues. It does what it says 

on the tin – no frills or fancy advertising. 

They get the job done without the funds’.

Healthwatch Hull Stakeholder Survey 

Response - 2019

Thank you

Meet the team

Gail Baines

Delivery Manager
Chris Gelder

NHS Complaints 

Advocate

Michelle Williamson

Volunteering and 

Engagement Officer

Vicky Whittles

Business Support Officer
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Healthwatch Hull

Room 2, Pod 4

The Octagon

Walker Street

Hull

HU3 2RA

+ Phone: 01482 499038

+ Email: healthwatchenquiries@nbforum.org.uk

+ Website: www.healthwatchkingstonuponhull.co.uk 

+ Twitter: @HealthwatchHull

Details of Contract Holder

North Bank Forum

Goodwin Community College

63-71 Anlaby Road

Hull

HU3 2LL

+ Phone: 01482 499030

+ Email: ali@nbforum.org.uk

+ Website: www.northbankforum.org.uk

+ Twitter: @northbankforum

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 need this in an alternative format please contact us.

North Bank Forum. Registered Charity No: 1107013

© Copyright Healthwatch Hull 2019



Healthwatch Local

1 Best Address St

North Area

London

DR1 6PDa

www.healthwatchlocal.co.uk

t: 03000 683 000

e: enquiries@healthwatchlocal.co.uk

tw: @HealthwatchE

fb: facebook.com/HealthwatchE

Healthwatch Hull

Room 2 Pod 4

The Octagon

Walker Street

Hull

HU3 2RA

w: www.healthwatchkingstonuponhull.co.uk

t: 01482 499038

e: healthwatchenquiries@nbforum.org.uk

tw: @HealthwatchHull

fb: facebook.com/HealthwatchHull


