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Message from
our Chair
In the Local Healthwatch world, time
seems to go by quickly. Healthwatch
Devon, in common with our network
colleagues across England, is six years old
– and I have been its Chair for 18 months
now.
The past year has seen further development of
the whole system of health and social care across
Devon. The Sustainability & Transformation
Partnership (which brings together major
commissioners and providers) has progressed
and the two Clinical Commissioning Groups have
become the single legal entity of NHS Devon CCG,
at the same time taking on responsibility for
primary care.
We continue to provide a strong independent
service user voice at key strategic meetings,
including the Citizens’ Assembly, the Devon
Health & Wellbeing Board, the Clinical Cabinet,
and others.
We have been working with a range of partners
across the county and we are particularly proud
of our collaborations this year. Most notably:
Giving people the advice and information they
need
++ With a large rural population, it is important for
Healthwatch Devon to find ways of reaching
those unheard voices. We are particularly
proud of our partnership with Citizen’s Advice
Devon, whose knowledge, skill and network
are helping people all over Devon get the
support they need. (p.9-14)
Helping more people have their say
++ A Healthwatch Hub Network was launched,
inviting community organisations to help us
be a stronger voice.
++ Our aim is for all areas of Devon to be
represented. See more here

Improving health and social care
++ Our Enter and View team have been active.
Volunteers have visited care homes and are
successfully encouraging other service
providers to open their doors for our visits.
(p.16)
++ We have worked together with Healthwatch
Plymouth and Healthwatch Torbay, particularly
on the NHS and Healthwatch England’s Long
Term Plan campaign, titled #whatwouldyoudo.
All data from surveys and focus groups has
been sent to Healthwatch England and we look
forward to sharing the results.
How we have made a difference
++ Findings from our report Helping tackle
Loneliness in Devon, have resulted in a Charter
to End Loneliness. (p.8)
I should like to put on record the Board’s thanks
to our small and dedicated staff team and to
Devon Communities Together for the success of
the operational management arrangements.
I also extend thanks to our partners, members
and volunteers, whose passion for, and support
of, health and social care issues is helping us
ensure that the voice of those who use services
continues to be heard where and when it matters.
David Rogers OBE
Healthwatch Devon Chair
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Message from NHS Devon CCG
Healthwatch has once again proved vital to
engagement with local people this year, providing
assurance for our work and helping us to reach
local communities. Like our patients, we value the
independence and local scrutiny they offer.
Here are some of the ways in which your Local
Healthwatch has helped in 2018/19:
++ The reports produced to influence our thinking
on issues as diverse as loneliness, children and
young people, primary care provision, mental
health, learning disabilities and autism.
++ Ongoing advice over the development of the
Strategic Transformation Partnership’s
engagement strategy
++ Work on our patient engagement panel to
provide assurance over our work with
communities

++ The valuable insight brought from groups that
we can find hard to reach
++ Work to support ongoing relationships with
PPGs
++ The independent analysis of feedback offer
over projects such as the Holsworthy
Community Involvement Group.
Thank you to the Local Healthwatch teams.
We look forward to continuing our good
relationship and working together to make
continual improvements for the patients and
families we offer care to.
Nick Pearson
Head of communications and
engagement, NHS Devon Clinical
Commissioning Group

Changes you want to see
Last year we heard from 2,605 people who told us about their experience of
a number of different areas of health and social care. Here are some
examples of the changes that you want to see.

++ Make it easier to see a doctor or nurse quickly

++ Healthcare professionals should have a
positive attitude and be empathetic

++ Staff should take the time to speak to people
about what to expect next

++ Services should provide information so that
people can make informed decisions about
their care
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Healthwatch England
About us
Healthwatch is here to make care better
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 Devon, 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.
Sir Robert Francis QC
Healthwatch England Chair
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Our vision is simple
Health and care that works for you. People want health and social care support
that works – helping them to stay well, get the best out of services and manage
any conditions they face.

Our purpose

Our approach

To find out what matters to you and
to help make sure your views shape
the support you need.

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.

People 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:
++ 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.
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our year
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Find out about our resources and the way we have engaged and
supported more people in 2018-19. Our resources:

2605 people shared their health and social
care story with us, 7.8% more than last year.

We have 15 volunteers, who have invested
over 1000 hours supporting our work.

An estimated 12,000 tuned in to ‘What the
Health!’ a radio show run by and for young
people that discusses issues like sexual
health, screen time and exam stress.

We visited 3 services and 25 community
events to understand people’s experience of
care. From those services visited, we made 8
recommendations for improvement.

3 issues of Healthwatch Voices magazine
reached a circulation of 21,000 people.

19% more people engaged with us through
our website and social media.
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How we’ve made
a difference

The Right Worshipful the Lord Mayor of
Exeter Councillor Mrs Lesley Robson and
Healthwatch Devon Trustees selected the
winning photo for the report front cover.
Ignored by Ken Holland.
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Loneliness high on the agenda in Devon,
thanks to your feedback
Loneliness is bad for your health, it reduces life expectancy and is not
isolated to older people are some of the findings in our report, Helping
tackle loneliness in Devon.
477 people completed the survey. We shared your views and this has led to
positive changes to health and social care services in Devon.

Devon’s charter to end
loneliness
In December 2018, representatives from Devon’s
Health and Wellbeing Board, which oversees the
strategic delivery of health and social care
services in the county, signed an ambitious
Charter to End Loneliness. (Full charter and report
are available here)
It’s a pledge by the Board that its partner
authorities, including the NHS, Public Health, and
Social Care, will do all they can to tackle the issue.
The Board wants to better understand the extent
of loneliness in Devon; raise awareness of it; and
involve people who experience it in helping to
identify ways to reduce it.
It also wants ‘loneliness’ to be on all the
authorities’ agendas; making it something that all

agencies think of when they’re planning public
services.
Councillor Andrew Leadbetter, Chair of the Health
and Wellbeing Board, said:
“We’re asking people to consider what they can
do for themselves, or for others, to help combat
loneliness, and for them to visit our website for
ideas and information.”
Dame Suzi Leather, Chair of the Devon
Sustainability and Transformation Partnership,
said: “Recent research has shown that loneliness
isn’t just a horrible feeling but it actually damages
our mental and physical health.”
Professor Virigina Pearson, Chief Officer for
Communities, Public Health, Environment and
Prosperity, Devon County Council, highlighted the
results and recommendations in her keynote
speach at Living Options ‘Time to Talk’ launch in
October 2018.

L-R: Dame Suzi Leather, Cllr Andrew Leadbetter, signing the charter and David Rogers OBE.
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Innovative partnership is
making it easier for people to
get the support they need
Devon houses over 1.1m people, making it the fifth
largest county in England; it has over 8,000 miles
of road – the largest road network in the country
- and despite all this has a lower population
density than many other parts of England. Put
this all together and you might start to ask
yourself – how on earth do we reach all these
people? Healthwatch Devon found a solution by
establishing an innovative partnership with
Citizens Advice Devon.
The local advice charity has over 500 volunteers
working from more than 30 locations across the
county including GP surgeries, village halls and
community centres. All the Citizens Advice
volunteers are trained to give information and
advice on health and social care matters, and
during the last 12 months the team of 8
Healthwatch Champions has responded to more
than 2,000 enquiries on health and social care
matters, ranging from issues with the quality of
care and access to services to the costs of
residential care.
Champions helping voices be heard

9

Champions are experienced Citizens Advice
advisors who specialise in supporting people
facing complex health and social care issues.
They listen to people’s experience of health and
social care and help support them to have their
voices heard. Using expert knowledge, they
empower clients to move forward in their lives
and to address any unresolved issues that they
may be facing.
In the process they identify emerging issues in
health and social care and feed these back to
Healthwatch, helping highlight and improve the
access to, and experience of, health and social
care services across Devon.
“We are incredibly proud of our
Champions. The information, advice and
support they provide helps people in
Devon make decisions about their health
and wellbeing. They listen to people’s
health and social care stories and give
them the knowledge and confidence they
need to find their way forward.”
Janie Moor, Citizens Advice Devon
All the clients experiences are collected and
shared with Healthwatch Devon and inform
further surveys and research carried out by
Healthwatch Devon, such as Access to Dentistry,
the Loneliness report and Enter and View visits.
All reports can be found here
Healthwatch Devon send reports monthly,
quarterly and tailored to a specific area and share
this intelligence with:
++
++
++
++
++
++

Devon County Council
Healthwatch England
NHS England
Public Health England
NHS Devon Clinical Commissioning Group
Care Quality Commission

++ Local hospital trusts
++ Other key partners and service providers who
use this information to make change happen.
NB: The stories in this report are all real life; some of the details
have been changed to protect our clients’ confidentiality.
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Edith is able to maintain her independance now

Blue badge decision
overturned thanks to
support from Healthwatch
Champion
Edith is in her 80s and lives independently
despite having several health issues. She
experiences significant but intermittent mobility,
breathing and pain problems caused by a
combination of an immune system disorder,
inflammation of the ribs and arthritis.
Edith contacted us in a state of great anxiety. She
explained that her most recent application for a
Blue Badge parking permit had been declined.
Edith was most distressed about the effect this
would have on her ability to lead a ‘normal life’.
Without priority parking she felt that the prospect
of getting to the shops for her weekly shop was
out of reach. She predicted she would become

dependent on friends, family and neighbours and
that her independence would be eroded.
Resolution
The Citizens Advice Healthwatch Champion was
able to explain the appeals procedure for Blue
Badges. The Healthwatch Champion supported
Edith through the entire process, helping her
provide recent and relevant additional medical
evidence to support her application.
In due course the appeal was supported and Edith
was awarded a new Blue Badge parking permit.
Edith was over the moon, as it mean she would
retain her independence and ability to look after
herself.
She was also extremely pleased to learn that
when her current Blue Badge is up for renewal, in
three years’ time, she will not need to provide any
further supporting evidence with her application.

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.
w: www.healthwatchdevon.co.uk
t: 0800 520 0640
e: info@healthwatchdevon.co.uk

Healthwatch
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Helping you find
the answers
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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 Devon 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 about:

8% Mental heath
18% Social care
services

42% GP, Primary
care/Other Services

32% Hospital Service
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How we provide people with advice and information
Finding the right care or support can
be worrying and stressful. There are
a number of organisations that can
provide help, but people don’t know
where to look.
This year Citizens Advice
Healthwatch Champions helped 416
people access the advice and
information they need, 23% more
than the previous year.

Getting the right answers
helped Liz restart creative
therapy which is helping
her mental health
Liz has had Dissociative Personality Disorder and
refers to herself as ‘we’. This has been her
diagnosis for many years and has resulted in
several instances of attempted suicide, including
early in 2018 when ‘they’ were found on a bridge
preparing to jump. She states that on this
occasion she was sent home and not admitted to
hospital as her mental health condition was
deemed ‘too complex’.
Liz explained that as she approaches key dates
and anniversaries she can feel herself becoming
more and more unwell. She is aware that her
mental health will at some point hit ‘crisis point’
and there’s a likelihood she will make an attempt
on her own life. Liz explained that her medication
had been withdrawn following another occasion
when she had taken an overdose. She now takes
no medication.
When we met Liz she explained she had been
assessed for the 16-week Cognitive Behavioural
Therapy (CBT) that is typically offered to people
with poor mental health but it was not offered to
her because her condition was ‘too serious’. Liz
was not sure if she was on a waiting list for any
other mental health services as she did not have
any information regarding her treatment plan. A
previous Care Plan in 2016 stated that she should
inform the Mental Health team when she felt that

You can come to us for advice and information in
a number of ways including:
++ Face to face support at Citizens Advice offices
++ Our ‘contact us’ form
++ At community events
++ Promoting helpful services across our social
media channels
++ Over the phone
++ Healthwatch Voices magazine - 3 per year
++ Monthly e-newsletter
she was going to ‘get bad’. However when she
had contacted them to say she was heading for a
huge crisis and needed to be admitted to hospital
she was told that “as she can predict a crisis she
can manage it herself.” Liz felt she had fallen
through the net of multiple agencies and services
and felt totally abandoned by the mental health
services.
Resolution
The Champion was able to listen to Liz and
compile an accurate description of her situation.
The Champion helped her contact the Patient
Advice and Liaison Service so she could make a
complaint about her treatment.
The Champion identified that Liz was eligible for
Personal Independence Payment. Some six
months later Liz was awarded PIP at the
enhanced rate with a mobility allowance, which
gives her an income of over £100 a week. Since
Liz has been in receipt of this award it has
enabled her to restart some creative therapy,
which is helping improve her mental health.
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Sally says, “I feel a lot better now that I know more about Nicole’s situation.”

Making sure a lady with
autism is getting the right
support for her wellbeing

Sally asked for a Care Manager to be appointed to
her daughter, but after six months had not been
successful. As a result the relationship between
Sally and the providers of the supported living
accommodation was breaking down.

Sally is in her 50s, a single mother of two who has
Power of Attorney for the health and care of one
of her daughter’s, Nicole. Nicole is in her 20’s, has
Autism which results in low capacity to make her
own decisions. As a result Nicole was sectioned 6
years ago. Since then she has lived in supported
living accommodation in the local area near her
Mum. When we met Sally she explained that
Nicole’s visits home had increased from once a
month to every weekend. The increased
regularity of the home visits was putting
additional pressure on Sally.

Resolution

Sally felt she was not being kept abreast of
Nicole’s condition and activities in the home and
kept tyring to find out more information about
her daughter’s care. Sally found herself speaking
to different people on different days and she was
not getting a clear or consistent message.

When we met Sally she was distraught. The
Champion listened to Sally and Nicole’s story and
subsequently arranged for Sally to have a
meeting with the Care Home manager.
The Champion was able to accompany Sally to
the meeting. Having someone by her side
allowed Sally to voice all of her concerns in a calm
and reasoned way. Following the meeting Nicole
was appointed a care manager who started to
keep Sally informed of the activities that her
daughter was taking part in at the care home, and
on her health condition.
The Care Home said that they would learn from
this case and make sure that future residents
have a care manager, and that there is better
communication between the home and carers.

Are you looking for help?
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.
w: www.healthwatchdevon.co.uk
t: 0800 520 0640
e: info@healthwatchdevon.co.uk
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Our volunteers
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How do our volunteers help us?
At Healthwatch Devon we couldn’t
make all of these improvements
without the support of our 15
volunteers that work with us to
help make care better for their
communities.

++ They raise awareness of the work we do in
the community
++ They visit services to make sure they’re
meeting people’s needs
++ They support our day to day running e.g.
governance
++ They collect people’s views and experiences
which we use in our reports

Volunteers found residents engaged in activties

Volunteers inspire health
and care providers to open
their doors for a visit

Volunteers, acting as authorised representatives,
were pleased to find residents were engaged in
activities and found staff to be proactive in
encouraging residents to participate in the
activity programme.

Thanks to the feedback from an
‘outstanding’ care provider in
Devon, ‘Good care matters’ creates
more opportunities to listen to local
peoples’ views.

Thanks to the professional way this, and other
visits, have been carried out, other service
providers, such as GP practices, dental surgeries,
and pharmacies are now opening their doors for
a visit.

‘the [HWD] team provided constructive
feedback...we strongly support the process
urging other care homes to participate in the
scheme.’’ George Coxon, Pottles Court Care Home
Our volunteers visited Pottles Court Care Home ,
to see how well residents were engaged in
activities. Full report available here

The Local Government and Public Involvement in
Health Act allows Local Healthwatch authorised
representatives to observe service delivery and
talk to service users, their families, and carers on
premises such as hospitals, residential care
homes, GP practices, dental surgeries,
optometrists and pharmacies. We plan our visits,
some of which are requested by the Care Quality
Commission (CQC) or the Quality Assurance &
Improvement Team (QAIT).
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Meet our volunteers
We caught up with a couple of our fantastic volunteers to show you how
their work truly makes a difference to the lives of people in our area.

Helen
After I retired in 2012 I felt that I needed
something else to do. In 2015, a friend
recommended that I volunteered for
Healthwatch Devon. 4 years later and my role
has developed from recording people’s
feedback, to taking responsibility for some,
‘Enter and View’ work, the Hubs Network, proof
reading reports, e-newsletters and our Voices
magazine. I feel that my experience here has
been worthwhile, and I am able to use my skills
and contribute as part of the team.

Pauline
My background is in health and social care,
working in many areas but mainly in residential
care. I have found the role of Enter & View very
rewarding and interesting. You get to have
meaningful conversations with those residents
you meet and you know it is making a difference.
You do not need to have a background in health
or social care to volunteer, you will receive
appropriate training and support throughout.

Volunteer with us
Are you feeling inspired? We are always on the
lookout for more volunteers. If you are
interested in volunteering please get in touch.
w: www.healthwatchdevon.co.uk
t: 0800 520 0640
e: info@healthwatchdevon.co.uk
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‘The views and stories
you share with us are
helping to make care
better for our local
community’
Pauline B, Healthwatch Volunteer
leading the way at our Away Day
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How we use our money
To help us carry out our work, we
are funded by our local authority. In
2018-19 we spent £371, 821.

We also received £8,420 of
additional income from A. NEW
Devon Clinical Commissioning
Group (CCG) B. Healthwatch UK and
C. Bank interest.

1% Additional income
B and C

1% Additional income
A

£399,415
Total
Income
98% Funding received
from local authority

37.4% How much it costs
to run our Healthwatch

35.9% How much we
pay our staff

£371,821
Total
expenditure

26.7% Our
operational costs
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Our plans for
next year
E. B. Cook
Elaine Cook
Healthwatch Devon CEO
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Message from
our CEO
In June 2018, following the departure
of the Chief Executive, the
Healthwatch Devon (HWD) Board
contracted with Devon Communities
Together (DCT) for management
support from the DCT Chief
Executive and management team.
This provided the Board an opportunity to review
the business strategy, ‘Forward View’ and those
business priorities that would take HWD through
to the end of its current contract in March 2020.

++ Better evidence of people’s experience
Plans and work to upgrade the CiVi database
were put in hand and, with the appointment of a
new Information Officer, we have strengthened
processes and privacy policies and will be
building upon improved data collection and
analysis.
Young people were the focus of our ‘Sexual
Health’ survey. We look forward to publishing the
results of this engagement work.
We have commenced a regular programme of
Enter and View visits to Residential Care Homes
and intend during 2019 to extend these visits to
other healthcare settings.

Forward View – a look back and to the future

++ Better use of evidence

++ Build new partnerships

We published a significant report addressing the
issues of loneliness and isolation in Devon. This
was presented at the Healthwatch England
national conference in September where it
received very positive attention. The report was
presented to and adopted by the Devon Health
and Well-being Board, who pledged to end
loneliness by signing a Charter.

For the first time in 2018, HWD was commissioned
by the NEW Devon Clinical Commissiong Group
(CCG) to undertake the analysis of a substantial
community survey and to provide an
independent report on the outcomes. This work
has been well received by both the community
and the CCG.
++ Reach more people
Our engagement with communities has grown
with the offer to voluntary and community
groups to join the HWD Hub network, with an
aspiration to have at least one hub in every
District of Devon and in time to have Hubs
representing a cross section of people of all ages
and interests.
In October 2019, we will launch ‘Healthy Happy
Devon’ our flagship health and well being event.
HWD aspire to unite notable speakers, exhibitors,
community organisations and people in Devon
who are invited to rethink health and social care
in our community.

++ More feedback generated
We have created and are implementing our new
engagement and integrated marketing strategy
with a new focus on showing that the evidence
we collect gets used.
++ Providing information and signposting
Our partnership with Citizens Advice has
broadened our teams potential for serving our
community. By harnessing their skill and reach
we are better placed to enable people in Devon to
make informed choices about health and care
services.
Myself and the Healthwatch team would like to
thank you for your continued support.

Healthwatch Devon
Insert local Healthwatch name

Thank you
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 organisations that have
contributed to our work
++ Devon County Council
++ Healthwatch England
++ NHS England
++ Public Health England
++ NHS Devon Clinical Commissioning Group
++ Care Quality Commission
++ Local hospital trusts
++ Devon Communities Together
++ Citizens Advice Devon
++ Living Options
++ Maternity Voices Partnership
++ Soundart Radio
++ Other key partners and service providers
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“Producing the Healthwatch Devon radio
shows has enabled young people to ask
difficult questions about health and
wellbeing, and challenge adults and
experts. It has demystified what health
professionals do, bringing together GPs,
researchers, youth workers and others in
the studio to chat informally, and to
share understanding.
In preparing a typical show, the young
presenters have taken to the streets with
microphones to find a wide range of
opinions, which they then use to produce
audio features. These are used as part of
a live discussion show, where they can
chat things through with their expert
guests. This gets everyone talking about
topics that can easily be overlooked. The
questions and ideas come from the
young people themselves, who often
surprise us, sometimes serious, e.g.
drugs, puberty, and sometimes frivolous.
Without this show we wouldn’t know
what kinds of things are worrying them.
By using radio to explore these topics,
they share their learning with other
young people who tune in and contribute
to the show.” SOUNDART RADIO

Young radio presenters interview guests
from Riverford farm about growing and
eating vegetables.
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Contact us
++ FREEPOST RUAJ-UBUA-SXSY, Healthwatch
Devon, Basepoint Business Centre, Yeoford Way,
Marsh Barton, EXETER, EX2 8LB

++ 0800 520 0640
++ info@healthwatchdevon.co.uk
++ Facebook.com/healthwatchdevon
++ Twitter: @hwdevon
++ Instagram: @hwdevon
++ www.healthwatchdevon.co.uk
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