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This past year has been unquestionably one of the most challenging years for Health and Social 
Care services, and most certainly, a year that many people will not forget. The pandemic also 
posed many challenges for the Healthwatch Team; mainly being how we would continue to 
engage, support and hear from our local community. Despite this, the Healthwatch team 
embraced the changes and quickly adapted to the “new norm” of working and developed a 
range of other avenues to give people their say.

At the beginning of the pandemic the team volunteered to support those people who were 
shielding, by helping with the delivery of prescriptions and essential shopping, and more 
recently have been supporting the vaccine rollout.

We have continued to engage the public to capture their views and experiences of health and 
social care services, and at the beginning of the pandemic we conducted a review of Care 
Homes and Domiciliary services to understand the impact that the pandemic was having on 
them and more importantly what support they required. This enabled the local authority to 
better understand the impact of the Coronavirus, and to provide the right level of support. With 
our neighbouring Healthwatch, we also developed a ‘virtual’ approach to engaging with care 
home residents, so that we could continue to hear from these individuals and find out how it 
really was for them during the pandemic.

In the Summer we conducted a campaign to raise public awareness of the Coronavirus Act 2020 
Easements and the impact that the Easements could potentially have on existing services users’ 
care and support, should the Easements be enacted. This campaign not only help ascertain how 
service users would like to be advised of changed; but with 715 individuals engaging in the 
work, it also provided valuable insights in to the extent of people’s needs at that time.

During the latter part of the year, Healthwatch have been conducting a survey to capture the 
views of the public and understand the reason why some people were hesitant about having the 
vaccine. To date this has generated 1,765 responses which has helped identify what additional 
information different communities need about the vaccine and vaccination process.

This year Healthwatch England have asked that we theme our annual report around a ‘then and 
now’ approach to highlight some of the journeys that we at Healthwatch and our local residents 
have been on. Therefore this report does not intend to showcase the full breadth of our work 
over the last year, but during these busy times we are all in, aims to give a snapshot of some of 
our work and how we help.

As health and social care service work hard and enter the recovery phase, Healthwatch will 
remain independent and will continue to reach out to the public, listen to the public’s 
experiences and ensure that their voices are heard by those who have the power to make 
decisions and implement changes.

I would like to take this opportunity to wish a big thank you to all our staff, volunteers, partners 
and members of the public who have all supported and contributed to our work throughout the 
past year. 

Jenny Jenkinson, Chief Officer of Hull CVS
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Message from the Healthwatch Team
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Here to make health and care better
We are the independent champion for people who use health and social care services in 
Kingston upon Hull. We’re here to find out what matters to people and help make sure your 
views shape the support you need, by sharing these views with those who have the power to 
make change happen. 

Helping you to find the information you need

We help people find the information they need about services in their area. This has been vital 
during the pandemic with the ever-changing environment and restrictions limiting people’s 
access to health and social care services.

About us

Our goals

Supporting you to 
have your say 

We want more people to get 
the information they need to 
take control of their health 
and care, make informed 
decisions and shape the 
services that support them.

Providing a high 
quality service 

We want everyone who 
shares can experience or 
seeks advice from us to get a 
high quality service and to 
understand the difference 
their views make.

Ensuring your views 
help improve health 
& care

We want more services to 
use your views to shape the 
health and care support you 
need today and in the future. 

“Local Healthwatch have done fantastic work 
throughout the country during the COVID-19 
pandemic, but there is more work ahead to ensure 
that everyone’s views are heard. COVID-19 has 
highlighted inequalities and to tackle these unfair 
health differences we will need those in power to 
listen, to hear the experiences of those facing 
inequality and understand the steps that could 
improve people’s lives.”
Sir Robert Francis QC, Chair of Healthwatch England
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Reaching out

Responding to the pandemic

Making a difference to care

Health and care that works for you

Highlights from our year

Find out about our resources and how we have engaged and supported people in 
2020-21. 

We heard from

2023 people
this year about their experiences of health and social care.

We provided advice and information to

13,132 people
this year.

We engaged with and supported

1309
people during the COVID-19 pandemic this year.

We published

17 reports
about the improvements people would like to see to health and social care 
services. From these, we made recommendations for improvement in 2 
reports.

70% of recommendations
we made last year have been acted upon, at the point where we reviewed 
progress.

15 volunteers 
helped us to carry out our work. 

We employ 4 staff
80% of whom are full time equivalent, which is an 20% decrease from the 
previous year.

We received

£135,816 in funding 
from our local authority in 2020-21, which is the same whole year equivalent 
as the previous year.
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Theme One:

Holding Commissioners and Service Providers to Account

Then: Providing Intelligence Reports

At the start of 2020, Healthwatch Kingston Upon Hull commenced provision of 
monthly Intelligence Reports to Commissioners and Providers of local services, the 
Care Quality Commission (CQC) and Healthwatch England, so they could be better 
informed and responsive to the information we were receiving each month.

However, Healthwatch Kingston Upon Hull felt more could be done so we developed a feedback 
form and asked Commissioners and Providers to respond to the public’s comments about their 
experiences and advise how they would look to address the issues and themes raised. We have 
now started to receive feedback from an increasing number of commissioners and service 
providers who are also using the reports themselves to measure their service and identify action 
to improve the patient experience. Additionally, we ourselves use the reports to identify any 
trends and themes emerging to help inform our forthcoming workplan for the year.  



Then and now   |   Healthwatch  Kingston Upon Hull   |  Annual Report 2020-21 7

Now: Holding Commissioners to Account

“Our Trust appreciates receiving the monthly intelligence 

reports. There is no better or more important way of improving 

our services than by listening to what individuals think, feel and 

experience throughout receipt of their care and beyond, 

therefore these reports are invaluable to us.

More recently; on the back of a recent intelligence report a 

gentleman provided feedback to say that the service failed to call 

him back. On the back of this feedback the service reviewed its 

current system and processes.”

Want to know how speaking to us makes a difference?

If you would like to see any of our intelligence reports as well as any 

other pieces of work we have completed, they are available on our 

website.

www.healthwatchkingstonuponhull.co.uk/healthwatch-

reports/

Mandy Dawley – Head of Patient and Carer Experience, Humber NHS Teaching Trust

Healthwatch attends the Integrated Contract Monitoring Group (ICMG) on a monthly basis. This 
multi-agency meeting enables Healthwatch to represent the public ensuring their voices are 
heard about their experiences of local care services.

“As the chair of the Integrated Contract Monitoring Group (ICMG) 

I would like to thank the Healthwatch Team for their 

contributions in the meeting. 

Healthwatch has consistently provides feedback from their 

various engagements with people in the community who use care 

services, providing the group with the measure and balance of 

personal feedback in terms of the services that are monitored, 

this enables the ICMG group to understand the wider picture of 

service delivery in terms of quality and experience.”

Chris Denman- Head of NHS Funded Care Hull Clinical Commissioning Group 
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Healthwatch Intelligence reports have been helping to improve the quality of the Care Homes 
and Domiciliary services in Hull. On a month by month basis we ensure the public views are 
heard by the commissioners of local services. The Local Authority receive the reports on a 
monthly basis and these are shared at their Departmental Management Teams (DMT) which 
consists of all heads of services.

Ensuring the public voice is heard:

“Healthwatch interact with all people who have or are using 

services and gain feedback on concerns, issues and good 

practice. These are then shared (anonymously) with ASC who 

can then further develop and promote good practice and lead to 

improvements in peoples care and support requirements.”

Neil Bottomley – Contracts Performance and Quality Manager, Hull City Council

Healthwatch have regular one to on meetings with the Hospital trust’s Assistant Chief Nurse and 
the Head of Patient Experience and Engagement to ensure public feedback is instrumental in 
improving hospital services. 

“HUTH has a strong working relationship with Healthwatch 
(Hull) including monthly meetings with the Head of Patient 
Experience and Engagement. The monthly Healthwatch 
intelligence reports remain a key element of feedback to HUTH 
and prove essential in the development of actions to improve 
acute services. For example, HUTH is committed to improving 
the communication with inpatients significant others by the 
introduction “Ward Communicators”. This is a pilot that aims to 
utilise HUTH volunteers to enhance the communication links 
from ward to significant others; the feedback received from 
Healthwatch has played a part in establishing a need for this 
initiative. Healthwatch are also an excellent source of 
compliments for HUTH and the staff working within HUTH.

“During 2020/21 and following the COVID-19 pandemic, the 
Head of Patient Experience and Engagement was redeployed 
for operational support related to COVID-19. The Assistant 
Chief Nurse had bi-monthly meetings with Hull and East Riding 
Healthwatch leads during this time and established positive 
links. This was helpful in understanding the issues that the 
public were facing in access to primary and secondary care 
during lockdown and COVID-19 restrictions”. 

Andy Lockwood -Head of Patient Experience & Engagement, Hull University Teaching Hospital        
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Theme Two:

Access to Primary Care

Then: Accessing GP appointments pre 
COVID-19

Prior to the pandemic Healthwatch regularly heard about challenges people sometimes 
faced when accessing GP services. Since the arrival of the pandemic these challenges 
have continued to grow. 

“The service offered by the practice has deteriorated and is 

getting worse. It is IMPOSSIBLE to book any appointments in 

advance and this has been the case for years. The only option 

to see a GP is to book an emergency on the day appointment 

even if it isn’t an emergency. It is ridiculous. It really is no 

wonder hospitals are full of people who should be seeing a GP 

- what’s the alternative?
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The pandemic served to shine a light on the public’s experiences and the difficulties they were 
and continue to experience when accessing GP services. The pandemic accelerated the NHS 
planned digital program for accessing GP services e.g. booking online appointments, 
consultations and ordering repeat prescriptions. But this program failed to fully understand the 
needs of their local population, so patients continued to contact their GP surgeries by telephone 
which further entrenched the situation.

Now: Access to GPs during the pandemic

“Can’t even get through; every time I call I’m at least 58th in 

the queue. I’ve had bad eye infections three times in the last 

year and I didn’t even bother ringing last time, just suffer, 

because honest to god this place is shocking. Don't get me 

started on the waiting time!”

One group who has in particular come to Healthwatch’s attention, is the hearing impaired and 
deaf community. Representatives of this community have told us that they felt marginalised prior 
to the pandemic and that the pandemic has only served to exasperate this more. 

We have been told that they are unable to have any face-to-face appointments due to the 
restrictions, in addition to a long standing issue in being able to access interpreters in a timely 
manner. 

“I spent two hours on the phone to the surgery as one of our 

members was suffering from pneumonia and couldn't access 

their GP as they wouldn't do home visits. 

I was on the doorstep of their property and explaining the issues 

they were facing but with GDPR they couldn't deal with me. 

They told me to call 111, asked me to try to enter the property 

and suggested I put him in a car and bring him to the surgery 

but that means I'm then putting myself at risk because they 

don't want to put themselves at risk; in the end an ambulance 

had to come out and get him.”

Share your views with us

If you have a query about a health and social care service, or need 
help with where you can go to access further support, get in touch. 
Don’t struggle alone. Healthwatch is here for you.

www.healthwatchkingstonuponhull.co.uk

01482 595505

enquiries@healthwatchkingstonuponhull.co.uk

Healthwatch have ensured the public’s experience has been a feature in our monthly 
intelligence reports as well as making sure Healthwatch England were aware. As a result of our 
collective efforts Healthwatch England published a report on GP access during COVID. We also 
intend to work with the deaf and hearing impaired community further in the coming months to 
understand their experiences when accessing GP services. 
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Theme Three:

Working together 

ThenThen: NHS Long Term Plan

Each Healthwatch is set up to serve the unique communities in which they represent. 
However, we recognised that we could have a greater impact for our residents if we 
could work together on issues that crossed boundaries and services. This meant that 
for certain issues and projects we would take a more collaborative approach on 
gathering views and opinions of services across a wider geographical footprint.  This 
was trialled, and was successful in 2018 when Healthwatch across the Humber, Coast 
and Vale worked collectively on the NHS Long Term Plan. As part of this project we 
gathered feedback on services that residents in our areas travelled to. These included:

• Humber Teaching NHS Foundation Trust

• Hull University Teaching Hospitals NHS Trust

• Northern Lincolnshire and Goole NHS Foundation Trust
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In 2020, All four Healthwatch across the Humber region have come together to form the 
Healthwatch Humber Network. 

The Healthwatch Humber Network is a mini network of local Healthwatch teams made up of Hull, 
East Riding, North Lincolnshire and North East Lincolnshire. These Healthwatch teams have the 
benefit of geographic proximity, as well as being hosted by the same organisation. This means 
that in some circumstances, the network will work together to develop projects on a collective 
basis where there is equal need and benefit to each local community.

Working together in this way means that a more extensive range of feedback can be gathered 
which is then collated in to a central system, and allows for themes and trends to be identified on 
a much larger footprint. It also ensures that no matter where a person accesses Healthwatch, 
they will get the same advice and opportunity to have their voice heard.

Now: Mirroring the ICS

Next steps 
As other services from across the region will be working more closely together, we  will have 
more opportunities to share our understanding of what you want to see in the coming 
months.

Our next joint project will look at the impact of delayed access to care across the Humber  
region. To get involved contact us on 01482 595505.

As part of this more collaborative approach a member of staff represents the whole network at 
regional meetings. This includes Humber, Coast and Vale ICS Partnership, Cancer Alliance 
Collaborative, Maternity Voices Partnership, Northern Lincolnshire and Goole NHS Trust, and Local 
Pharmaceutical Committees. This enables staff to share the workload and identify themes and 
trends in a more coordinated approach. This has benefited our populations as greater involvement 
has meant greater impact on local and regional issues. 

Intelligence gathered by the Healthwatch Humber Network also gets fed directly into the Humber 
Acute Services Review that is currently taking place. All patients’ views on specific areas are 
compiled as a whole with one Healthwatch being the Lead, and are fed into the system to inform 
changes made to local acute care services.  This has included patients having their say on 
Emergency Care, with local A&E Departments now having renovations to improve access and 
services, as people wanted emergency care to be more easily accessible and closer to home. 

By taking a collective approach to some elements of our work we are able to share resources, 
experiences and have a greater impact on the areas that we serve. 
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Theme Four:

Helping to improve access to Dentistry

Then: Dental Services Feedback

In the early part of 2020, Healthwatch had very little information on patient’s 
experiences when accessing dentistry. However, the arrival of the pandemic changed 
this, with the rate of contact from the public in relation to dentistry being massively 
accelerated.

Initially Dentists closed their doors until they were able to identify safe working practices, and 
when they did open it was with a severely limited service. All routine services such as check ups 
were cancelled and dentists were only providing emergency treatments. For those patients who 
were not registered with a Dental practice, finding a dentist proved to be problematic. We found 
their websites were not up to date and patients told us they had to make numerous calls to Dental 
practices, only to be told they were no longer taking NHS patients. The only option available for 
non-registered patients was to contact 111. To support the public and provide them with up-to-
date information, Healthwatch developed an information guide and regularly shared information 
across all our social media platforms.
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After speaking to colleagues across the Humber Region it soon became clear that this was a 
National issue and the problems that Hull were experiencing were a common theme up and down 
the country.

Together we all made a concerted effort to address these issues with Healthwatch England and 
NHS England/Improvement, and as a result we have now influenced some changes in the way 
people can access a dental service in our local area.  At the beginning of the pandemic patients 
who were not registered with a Dental Practice were advised to contact 111; this has since been 
changed to patients being told to go direct to a Dental Practice. We now have an NHS 
England/Improvement lead who we are meeting with on a quarterly basis, which enables us to 
feed back patient experiences and continue to urge the NHS to look for solutions to improve 
patient experience.

Healthwatch England have now taken steps to raise this issue in the national press including 
national television.

https://www.healthwatch.co.uk/report/2021-05-24/dentistry-during-covid-19-insight-
briefing

Now: Access to Dental Services

Want to view our Dentistry 
Guide?

You can view our information guide on our website through 
the following link:

https://healthwatchkingstonuponhull.co.uk/wp-
content/uploads/2021/06/Dentist-guide-2021.pdf

“I have been struggling to find a dentist that will take new 

patients and have young people who have gone without a 

service for several months as a result. Healthwatch was 

incredibly helpful and quickly identified some local dentists 

taking new patients. As a result I have been able to successfully 

register the young people and make appointments for check 

ups.”

https://healthwatchkingstonuponhull.co.uk/wp-content/uploads/2021/06/Dentist-guide-2021.pdf
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Theme Five:

Repeat Prescription Service

Then: Obtaining Repeat Prescriptions

Prior to the pandemic, repeat prescriptions was managed by the patient’s local 
pharmacy. Their role was essentially to ensure all repeat prescriptions were processed 
in a timely manner and ready for collection or delivery to the patient. At this point 
Healthwatch Kingston Upon Hull were receiving very little feed back regarding 
prescriptions.

“I order my prescriptions online using SystemOnline, and it 

told me that my prescription would be ready in the usual 2 

days. When I got to the pharmacy attached to my practice, 

there was a sign saying allow 7 days ... wasted journey, no 

tablets.”
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There were plans to implement changes to the repeat prescription service from 1 April 2020, 
which meant that a person or a person nominated would have to order their repeat prescriptions 
directly from their GP Practice, with ordering a prescription directly from a pharmacist no longer 
binge an option. However, due to the pandemic this was put on hold. 

Healthwatch received feedback from a number of patients advising that they were struggling to 
contact their GP. Some patients had reported they were number 65 in the queue and others 
reported being cut off which meant they had to call their GP practice again. Patients were 
becoming increasingly frustrated with the system, with individuals reporting that they were 
missing out on important medications and in some cases this had resulted in patients contacting 
111 and requesting emergency prescriptions.

Healthwatch are aware that further changes have now being introduced from April 2021 which 
means patients will no longer be able to telephone the GP practices to order repeat prescriptions. 
Instead they will have to request their repeat medication by:

• Ordering online – via an online account

• By using their repeat slip - by ticking the items they need and hand delivering it or posting it to 
their practice.

With this in mind, Healthwatch have developed a patient information guide to ensure the public 
know how to get their repeat prescriptions moving forwards. We have also been proactively 
reaching out to members of the public across the Humber region to encourage people to talk to 
us about their experiences of the repeat prescription service.

Now: Accessing the Repeat Prescription 
Service

You can view our information guide on our website 
through the following link:

https://healthwatchkingstonuponhull.co.uk/wp-
content/uploads/2021/06/Repeat-Prescription-guide-
2021.pdf

Want to view our Repeat 
Prescription Guide?

https://healthwatchkingstonuponhull.co.uk/wp-content/uploads/2021/06/Repeat-Prescription-guide-2021.pdf
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Theme Six: 

Raising awareness of the Coronavirus Act 2020

Then: Coronavirus Act Easements

In March, the Coronavirus Act 2020 came into force as a temporary measure designed to 
amend the existing legislation of the Care Act 2014 to enable the Government to mitigate the 
effects of COVID-19.

These changes, referred to as Easements, aimed to help local councils make decisions about 
the type and level of care and support it could continue to provide, by providing some added 
flexibility. This would ensure that the right level of care and support would still be available for 
those people in greatest need.

The guidance stated that local authorities should do everything they can to continue meeting 
existing Care Act requirements. However, they can pause some of their requirements when 
either:

• Their workforce is significantly depleted

• Demand on social care has increased to an extent that Care Act duties are no longer 
practicable

• Continuing with Care Act duties would likely result in urgent or acute needs not being met 
and lives being risked
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What does that mean for service users?
Easements What the change is What this might mean for you

Easement 1-
Assessments

Local Authorities will not 
have to carry out detailed 
assessments of people’s 
care and support needs

Normally an assessment would plan with 
people for the future and help people with 

social and community activities.

Instead assessments will concentrate on the 
here and now to meet people’s needs during 

the pandemic.

Easement 2 –
Financial 

Assessments

Local Authorities will not 
have to carry out Financial 
assessments in the same 
way they normally would

Financial assessments are normally carried 
out as early as possible, so people know the 

cost of the care they are provided with. 
Financial assessments will now be delayed 
and carried out at a more suitable time. 

However, the local authority will be 
responsible for discussing contributions and 
charging with people and should make them 

aware of the potential for charging.

Easement 3 -
Reviews

Local Authorities will not 
have to prepare or review 
care and support plans in 
the same way as usual

Local Authorities would normally carry out 
regular reviews of an individuals care and 

support plan, however there may be delays in 
these reviews, they may be conducted over 
the phone, or less detail may be involved. 

However enough information will be recorded 
to make sure people are safe and well now 

and their carers can continue to provide 
support. Also, if the Local Authority decides to 
revise the plan, they must continue to involve 

the individual and their family/carers.

Easement 4 –
duties replaced 
with a power to 

meet needs

In the event of increased 
people needing support, 
Local authorities will be 

able to  prioritise the most 
pressing needs

If the Local Authority find themselves not 
being able to meet eligible care and support 
needs, they will be able to prioritise the most 

pressing needs, for example enhanced 
support for people who are ill or self-isolating, 
and to temporarily delay or reduce your care 
provision. Only essential reductions in care 

and support will be made and services will be 
resumed or reinstated at the earliest 

opportunity.

. 
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Now: Increased Awareness

Healthwatch was asked to raise awareness of the Easements and to support Hull City Council
understand how service users would prefer to be informed should any aspect of their care
delivery need to change.

The campaign was promoted across the width and breadth of the city, to not only reach current
users of Adult Social Care, but also individuals who might have friends or relatives in receipt of
care, and individuals who might develop a need for care during this period. In total, 715
individuals directly engaged in and responded to the campaign. Of these respondents:

• 94% had some level of care or support need.

• 70% had a care package in place.

• 11% were solely reliant of friends and family to meet their care needs.

• The majority of respondents named a contact whom they would get in touch with if they had
a question about their care.

• 63% of the total respondents advised there were others, mainly being family, who could help
from time to time.

• The majority of respondents stated that they did understand that some aspects of their care
might have to change as a result of the pandemic, with 22% stating that they did not
understand.

• 600 of the total respondents would like to be informed of changes to their care, 77% of
whom would like to be informed before the decision is made. The majority would also like to
be informed of further changes as and when they happen, and with the main communication
channel being by writing.

The Council has since proactively developed a communication plan based on our findings and 
suggestions.

“Healthwatch gathered all responses to the questionnaire and 
produced a high quality report that was extremely clear and 
concise which enabled Hull City Council to develop a robust 
communication plan to deliver key messages using appropriate 
channels in line with the questionnaire responses.  The plan 
includes people's communication preferences for each stage of 
easements. The plan in place tailors communication to the 
requirements of Hull's residents, something that we wouldn't 
have been able to do without the insight gathered throughout 
the engagement which Healthwatch undertook.”

Alison Barker – Director of Adult Social Care, Hull City Council
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Theme Seven:

Capturing publics views on health & social care services.

Then: How we engaged with the local 
community

Prior to the pandemic Healthwatch had a presence in our local community. We had regular 
attendance in key places to raise public awareness of Healthwatch such as the Bransholme 
Shopping Centre and at Hull Royal Infirmary. We also attended numerous events hosted by the 
local voluntary sector and statutory providers.

We promoted the Healthwatch branding and ensured this featured on all our promotional 
materials, letters, newsletters, and on our website and social media platforms. We were attending 
numerous face to face meetings which also gave us the opportunity to raise awareness of 
Healthwatch.
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The pandemic gave Healthwatch the opportunity to develop more creative ways to 
reach out to people, whilst face to face engagement was quickly becoming a thing of 
the past. 

Not perturbed by this reality we adopted virtual online tools such as Microsoft Teams, Zoom and 
redesigned our Care for a Cuppa Club platform making it much more pleasing to the eye and 
started to promote this across our social media platforms. We also introduced a range of new 
platforms to extend our reach across key groups, and took the time to review our website to 
made it much more interactive and easy to navigate.

Now: New communication strategy

“I had contacted Healthwatch in relation to difficulties in finding 

services for autistic people. Healthwatch helped me to locate the 

services and directed me to the right places and people who could 

help me with other issues related to this. I had a chat about my 

difficulties in accessing services over zoom and felt I was really 

genuinely listened to, understood very well, and offered the right 

advice as a result.”

We also started to think about how we could keep 
in touch with our volunteers and started to 
develop a Healthwatch App to help achieve this.

For those people who are digitally excluded and hard to reach we made a concerted effort to 
link with our many Voluntary and Community groups as possible, to help make sure that no one 
was excluded from sharing their experiences with Healthwatch.

You can view our 
Website / App 
Development Plan on 
our website through 
the following link:

https://healthwatchki
ngstonuponhull.co.uk/
wp-
content/uploads/2021
/06/Healthwatch-
Hull-Website-Plan-21-
22.pdf

You can view our 
Communications 
Strategy on our website 
through the following 
link:

https://healthwatchkin
gstonuponhull.co.uk/w
p-
content/uploads/2021/
06/Healthwatch-Hull-
Communication-
Strategy-21-22.pdf

https://healthwatchkingstonuponhull.co.uk/wp-content/uploads/2021/06/Healthwatch-Hull-Website-Plan-21-22.pdf
https://healthwatchkingstonuponhull.co.uk/wp-content/uploads/2021/06/Healthwatch-Hull-Communication-Strategy-21-22.pdf
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Working as a collective to improve services on 
a national and at a local level

Over the past year Healthwatch has been promoting the CQC and Healthwatch England’s 

#Because we all care campaign which essentially takes a thematic approach to peoples 

experiences during the pandemic. Themes so far have included the Discharge to Assess model, 

Long term conditions, Learning Disabilities, and Carers experiences of health and social care 

services. We have systematically promoted the campaign and it has been a regular feature on 

our social media platforms. 

Healthwatch Hull’s efforts have contributed to the wider work of Healthwatch England and they 

have already published two reports calling for National and Local action to improve Access to 

GP services and improve hospital discharges. 

To view the reports, you can click on the links below:

GP access during COVID-19: 

https://www.healthwatch.co.uk/report/2021-03-22/gp-access-during-covid-19

Hospital Discharge Experiences:

https://www.healthwatch.co.uk/report/2020-10-27/590-peoples-stories-leaving-hospital-

during-covid-19

https://www.healthwatch.co.uk/report/2021-03-22/gp-access-during-covid-19
https://www.healthwatch.co.uk/report/2020-10-27/590-peoples-stories-leaving-hospital-during-covid-19
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Responding to COVID-19

Healthwatch plays an important role in helping people to get the 
information they need, especially through the pandemic. The insight we 
collect is shared with both Healthwatch England and local partners to 
ensure services are operating as best as possible during the pandemic.

This year we helped 6,172 people by:

•Providing up to date advice on the COVID-19 response locally, having a dedicated section on 
our website with all of the updates from the government as well as support available locally to 
people.

• Linking people to reliable up-to-date information, sharing information from local organisations 
which allowed people to understand how they could receive additional support, if they needed 
it.

•Supporting the community volunteer response, with shopping and medication collection, and 
latterly supporting the vaccine rollout.

•Helping people to access the services they need, keeping up to date on which dentists were 
taking on NHS patients so we could immediately signpost them to receive the support they 
needed.

•Giving staff and residents of care homes and home case services a voice in how the pandemic 
is affecting them.
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COVID-19 Experience Survey 

We developed a COVID-19 survey that was specifically about collating the experiences of the 
public at the time of the pandemic, with issues raised fed back to the commissioner / service 
provider so they could find a timely solution. 

Responding to COVID-19

“I need cancer diagnostic tests, told the GP I had poor hearing 
but they contacted me by phone. They basically told me I didn't 
matter during COVID-19 and because I'm 65 I am disposable.”

COVID-19 Vaccine Survey

To help local services and national policymakers understand how they can improve the 
vaccination programme, we have been engaging with the local community and so far over 1,750 
people have completed the survey. 

The most common concerns reported have been regarding the impact on fertility after receiving 
the vaccine, and the perceived lack of testing the vaccine has received prior to it being 
distributed.

“I'm still very uncertain; I want to try for another child and had 
complications previously. I'm unsure about the vaccine as 
there's not enough evidence it will not cause harm to an unborn 
child as the vaccine hasn't been out for 9 months yet.”

Healthwatch have been sharing the outcome of the surveys with the Clinical Commissioning 
Group (CCG) and Public Health by attending weekly meetings and providing updated 
breakdowns of the information we have received. This has assisted them to better understand 
why some groups within the community are hesitant about taking the vaccine, and help them to 
tailor information to encourage take up. 

“Healthwatch Hull have been instrumental in helping Hull City 
Council understanding what the public experience has been 
during the COVID-19 pandemic”. 

“An example of this is that Healthwatch carried out a 
vaccination survey. This survey had a large number of 
responses and provided key context as to where some of the 
barriers were across the city and why people may not take up 
the offer of a vaccine. Healthwatch then shared this work 
openly with the rest of the system and as such were able to 
help progress the engagement work that was happening at that 
time.” 

Matthew Fawcett – Engagement Manager, Hull City Council
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Care Homes and Home Care 

“Feedback is always valuable to ensure continuous 

improvement especially when collated by organisations such as 

Healthwatch as this provides us with the reassurance that we 

are doing the right thing or what we need to change.”

Tracy Meyerhoff - Deputy Director of Adult Social Care,  

Strategic Lead for Commissioning, Integration and Quality,

Hull City Council

At the very start of the pandemic Healthwatch was keen to ensure the Care Home and 
Domiciliary Care sectors had a voice. In all we spoke to 26 Care Homes and 13 
Domiciliary agencies with the view to understanding the impact that the pandemic 
was having on these services in Hull. 

The review gave the providers the opportunity to tell us first-hand how the pandemic 
and restrictions were impacting on their services and more importantly, what support 
was missing. The Local Authority have since used the findings to inform their ongoing 
support to these services. 



Then and now   |   Healthwatch  Kingston Upon Hull   |  Annual Report 2020-21 26

Following on from the Care Home and Home Care reviews, we also wanted to capture the views 
of the residents, their families and the wider staff working in Care Homes. In the absence of not 
being able to continue with our physical Enter & View programme, Healthwatch wanted to 
develop a mechanism to ensure that care home residents continued to have a voice. Working with 
three neighbouring Healthwatch teams in the Humber region, a virtual means of engagement was 
developed, and we conducted 3 virtual care home engagements each. This helped us to gain a 
wide picture of experiences across different areas.

Virtual Care Home Engagement to capture 
the voice of the residents, families, and staff

“In such unprecedented times during the pandemic, it was such 

a lift to know that we were heard and understood. I honestly 

felt like the Healthwatch Hull team were taking on board how 

every situation was affecting each and every one of us. I 

certainly felt reassured to know that someone was trying to 

assess the differences made to our Care Home in such trying 

conditions. Our ladies whom you interacted with really enjoyed 

your visit, especially Betty who blew one of your team a kiss 

and Elizabeth who enjoyed talking about her favourite 

composers. Thank you so much for a valuable experience.”

Wendy Jones - Registered Manager, Holderness House Care Home

Working together as a network has proven to be beneficial, as we have been able to share 
learning from the process and identify common themes across the a wider footprint. We have 
now completed a full evaluation and the learning gathered will be used to inform a wider roll out 
of virtual visits, to complement physical enter and view visits when these are able to resume. 

Want to view our reports?

If you would like to see any of our Care Home / 
Home Care reports as well as any other pieces of 
work we have completed, they are available on our 
website.

• www.healthwatchkingstonuponhull.co.uk/health
watch-reports/
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Contact us to get the information you need

If you have a query about a health and social care service, or need help 
with where you can go to access further support, get in touch. Don’t 
struggle alone. Healthwatch is here for you. 

www.healthwatchkingstonuponhull.co.uk/

01482 595505

enquiries@healthwatchkingstonuponhull.co.uk

Early in the pandemic, we heard from 20 people 
about the lack of access to Dentistry services due to 
COVID-19. It became apparent to us that people 
were being left in discomfort which in some cases 
was also affecting their mental health. We were 
being told that the only options for relief was to wait 
until after the pandemic when appointments were 
available or until they were eligible for emergency 
treatment. We ensured to keep up to date with 
which practices were taking on NHS Patients and 
referring local people to these practices so they could 
be registered and receive treatment sooner, rather 
than later.

Top four areas that people have 
contacted us about:

Example case study

43% on GP services

17% on Care Homes

26% on Hospital care

15% on Dentistry

“I spoke Healthwatch who was very pleasant and helpful, 
providing me information on a dental surgery accepting NHS 
patients and also information on how to get an emergency 
appointment for a broken tooth that is causing me pain.”
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Volunteers

At Healthwatch Kingston Upon Hull we are supported by 15 volunteers to 
help us find out what people think is working, and what improvements 
people would like to make to services.  

This year our volunteers have:  

•Contacted Care Home staff, residents and their loved ones, carrying out surveys over the 
telephone and online. 

•Reviewed documentation and Quality Accounts from local organisations to ensure they are 
straight forward and easy for members of the public to understand.

•Carried out GP website health checks.

•Helped with the local volunteering efforts, by supporting local Vaccination Centres.
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Volunteer with us

Are you feeling inspired? We are always on the lookout for new 
volunteers. If you are interested in volunteering, please get in 
touch at Healthwatch Kingston Upon Hull.

www.healthwatchkingstonuponhull.co.uk/

01482 595505

enquiries@healthwatchkingstonuponhull.co.uk

Volunteer – Donna

“I was inspired to start Volunteering during 
lockdown and was referred to Healthwatch. As 
part of my role, I have contacted both residents 
and staff in Care homes, and individuals 
receiving a home care service or who live in 
Extra Care to understand their experiences. I 
have also reviewed documents and assessed GP 
websites for accessibility. It has been a fulfilling 
experience as you know the work you are doing 
contributes towards changes that will make a 
real difference to people’s lives.”

Advisory Body member - Conrad

The Independent Strategic Advisory Body 
(ISAB) have worked closely with the Executive 
Healthwatch team over the last year to ensure 
that we are responding quickly to the needs of 
Hull residents and to find solutions to the 
problems people are encountering. By working 
alongside the team, the information gathered 
has enabled us to plan, and in some cases 
already commence further research. I am sure 
that I speak for all of the ISAB in stating that we 
look forward to continuing to support and guide 
the fantastic work of Healthwatch Hull over the 
course of this year and beyond.

Sector Champion - Sarah

Healthwatch Hull contacted us during the first 
lockdown to ask about the issues faced by the 
Deaf community. For the first time in months I 
was able to have someone listen to all of the 
issues the Deaf community were having during 
a global pandemic. I have since worked with 
Healthwatch Hull as a Sector Champion, 
providing monthly reports on what is lacking in 
local services in regards to the Deaf community. 
Working with Healthwatch Hull has given the 
Deaf community a voice and an ‘in’ and 
hopefully if we continue to build on Deaf 
awareness and education, we can bring down 
some barriers that are totally unnecessary.



Finances

To help us carry out our work we receive funding from our local authority under the 

Health and Social Care Act 2012.

Income

Expenditure
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£123,944 
(85%)

£21,872 
(15%)

Total expenditure
£145,816

Staff costs

Operational costs

£135,816 
(93%)

£10,000 (7%)

Total income
£145,816

Funding received from
local authority

Brought Forward



Top three priorities for 2021-22
1. Understanding the impact of delayed access to care during the pandemic.

2. Research into the effect of changes to day care services for people with learning difficulties 
and autism; pre pandemic, during the last year and their hopes for the future.

3. To research the barriers the deaf and hard of hearing community continue to face when 
accessing GP services, particularly since the introduction of digital access routes.
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Next steps
• To reintroduce face to face engagement, targeting those hard to reach groups so we can 

capture their experiences and barriers they face when accessing health and social care 
services.

• To drive greater diversity in the volunteering opportunities that Healthwatch has on offer.

• To continue to promote Virtual Care Home Engagement to capture the views and experiences 
of residents, friends and family and staff.

Next steps & thank you

“Tackling unfair health differences will need those in power to 
listen. To hear the experiences of those facing inequality and 
understand the steps that could improve people’s lives, and then 
to act on what has been learned."

“A big thank you to all to the public who have shared their 
experiences with us, to all our wonderful volunteers who have 
given up their valuable time to support the work that we do. 
Thank you to our partners who have also supported and 
contributed to the work that we do”.
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Statutory statements

About us

Healthwatch Kingston Upon Hull, The Strand, Hull CVS, 75 Beverley Road, Hull, HU3 1XL.

The contract to provide Healthwatch Kingston Upon Hull is held by Hull CVS Ltd. Registered in England 

No.1570120 Registered Charity No. 514311. Registered Address The Strand, 75 Beverley Road, Hull, 

HU3 1XL.

Healthwatch Kingston Upon Hull uses the Healthwatch Trademark when undertaking our statutory 
activities as covered by the licence agreement. 

The way we work

Involvement of volunteers and lay people in our governance and decision-making.

Our Healthwatch Advisory Body consists of 3 members who work on a voluntary basis to provide 
direction, oversight and scrutiny to our activities. Our Advisory Body ensures that decisions about 
priority areas of work reflect the concerns and interests of our diverse local community. Through 
2020/21 the board met 3 times.

We ensure wider public involvement in deciding our work priorities. 

We ensure wider public involvement in deciding our work priorities. This includes gathering views 
and opinions and identifying areas of concern; gaining insights from information and signposting 
enquiries; collecting intelligence from partners and issue led Boards; and also in supporting the 
public in having a voice on service areas that are ear marked for change.



Healthwatch Hull, FREEPOST RSJL-TTUB-JKCG, The Strand, Hull CVS, 75 Beverley Road, Hull, 
HU4 7EX
01482 595505
enquiries@healthwatchkingstonuponhull.co.uk
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Methods and systems used across the year’s work to obtain people’s views 

and experience. 

We use a wide range of approaches to ensure that as many people as possible have the 
opportunity to provide us with insight about their experience of health and care services. During 
2020/21 we have been available by phone, by email, provided a webform on our website, 
attended virtual meetings of community groups and forums, provided our own virtual activities 
and engaged with the public through social media.

We are committed to taking additional steps to ensure we obtain the views of people from 
diverse backgrounds who are often not heard by health and care decision makers. This year we 
have done this by, for example, having members of local services supporting the deaf 
community and those with Autism and / or Learning Disabilities join us as Sector Champions.

We ensure that this annual report is made available to as many members of the public and 
partner organisations as possible. We publish it on our website, via the link below:

https://healthwatchingstonuponhull.co.uk/healthwatch-reports/

Requests for hard copies of our annual report or for it to be made available in 
different languages / layouts can be made by using the details below:

Responses to recommendations and requests

This year, due to the COVID-19 pandemic, we did not make use of our Enter and View 
powers. Consequently, no recommendations or other actions resulted from this area of 
activity. However, we designed and delivered a virtual means of engagement and piloted this 
across three care homes and all recommendations made were responded to.

There were no issues or recommendations escalated by our Healthwatch to Healthwatch 
England Committee and so no resulting special reviews or investigations. 

Health and Wellbeing Board

Healthwatch Kingston Upon Hull is represented on the Hull Health and Wellbeing Board by 
Moira Harrison, Delivery Manager. 

2020-21 priorities

Project / activity area Changes made to services

Rising awareness of the Coronavirus Act 2020 
Easements.

Helped the local authority to develop a 
communication plan detailing the individuals  
preferred method of contact should the 
Easements be enacted. 

Care Home and Home Care Engagement

Information provided was used by the Local 
Authority to understand the impact of the 
pandemic on these services and what support 
they required. 

Vaccine Hesitancy 

The information was shared with the Clinical
Commissioning Group and Public Health who have 
used it to target hard to reach groups to 
encourage the take up of the vaccine.

Healthwatch Hull, FREEPOST RSJL-TTUB-JKCG, The Strand, Hull CVS, 75 Beverley 
Road, Hull, HU4 7EX

01482 595505

enquiries@healthwatchkingstonuponhull.co.uk

https://healthwatchingstonuponhull.co.uk/healthwatch-reports/


Healthwatch Kingston Upon Hull
The Strand
75 Beverley Road
Hull
HU3 1XL

www.healthwatchkingstonuponhull.co.uk

t: 01482 595505

e: enquiries@healthwatchkingstonuponhull.co.uk

@HealthwatchHull

Facebook.com/Healthwatch4Hull

Instagram.com/HealthwatchHull

Contract holder
The contract to provide Healthwatch Kingston Upon Hull is held 
by:

Hull CVS
The Strand
75 Beverley Road
Hull
HU3 1XL 

Telephone: 01482 324474


