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In this issue . . .
This quarter has been a time to celebrate, particularly with the news that
Healthwatch Devon has been shortlisted for a national award. We are delighted
that our innovative partnership with Citizens Advice has been recognised. (p.4)
Dartmouth also celebrate encouraging news (p. 2), while other collaborators in
this issue, George Coxon, Devon Kitemark (p.6) and Steve Craddock, Honiton
Health Matters (p.11) provide an insight into positive development work that is
being carried out to support good care and well being in our community.
As I write this , the team are involved in a bid writing process to secure the
Healthwatch contract for Devon, Plymouth and Torbay from April 2020.
Meanwhile, it’s business as usual with more announcements of continued
and future investment in the NHS, Healthwatch Devon are being asked
by organisations on a national and local level how people would like that
money to be spent. On page 3, we share the results of a national campaign
#Whatwouldyoudo and ask you to ‘have your say’ on more local engagement
and consultation activities (p.7). There are many opportunities to tell us your
views and have your voice be heard. I hope you will take a few moments to hav
your say. (p.14)
With a positive outcome focus, Healthwatch Champions are making a difference
to people right across 8,000 miles of Devon road ways. Read how Liz’ complaint
had a positive ending (p.4),
Our inaugural wellbeing event, taking place on 9 October, has attracted
prominent speakers and a wide variety of exhibitors. I hope to see you there.
(p.13)
Thank you for your continued support

E. B. Cook
Elaine Cook
Healthwatch Devon CEO

Alerts and
escalations
We will always pass on
matters of serious concern
to the relevant authorities.
Recently we have escalated
concerns about the following:
A family raised concerns over
neglect and poor care of their
mother in a residental care
home. It was reported that
the lady was being left for
considerable lengths of time
in soiled clothes and there
were concerns over a lack
of appropriate nutritiion and
supervision of hydration,
with dished with mould being
found in the room.

The Healthwatch Devon Board
Meeting dates for 2019/20
Wednesdays 10:00am – 11:45am

25 September 2019
27 November 2019
29 January 2020
25 March 2020
For the latest updates and agenda please
visit our website here
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News & updates
Triple boost for modern £4.8m Dartmouth
Health and Wellbeing Centre

Devon’s primary care services recognised in
national patient survey

Ambitious plans to build a new health and
wellbeing centre in Dartmouth received a TRIPLE
boost NHS Devon CCG told Healthwatch Devon at
the end of July, who has been present at
Dartmouth Working Group meetings.

GP practices across Devon have been praised after
achieving excellent results in the annual national
patient survey.

1. South Hams District Council approves business
case
2. GP practice agrees to relocate to new facility
3. NHS confirms financial model and £multi-million
build figures
The local NHS, South Hams District Council (SHDC),
Dartmouth Medical Practice and other partners are
working together to build a state-of-the-art new
home for GP and NHS services in the town.
The cost of building the centre will be £4.1 million,
about £1 million of which will come from the sale of
the former Dartmouth Community Hospital, which
closed in 2017 when services were relocated or
changed further following a full public
consultation. The overall project cost is £4.8
million.
Project timescales will be confirmed soon, but it is
hoped an application for planning permission
could be submitted early in 2020 and should it be
approved, the project could be complete in 2021.
Download the full article here

88% of patients described the overall experience
of their GP practice as good or very good
90% of patients reported feeling that the
healthcare professional at their last appointment
recognised or understood any mental health
needs they had (compared with 86% nationally).
Almost eight in ten patients (77%) reported a good
experience of NHS services when they wanted to
see a GP but their GP practice was closed.
90% of patients felt that the healthcare
professional at their last appointment recognised
or understood any mental health needs they had,
compared to 86% nationally
Results indicate that Devon goes well above
exceeding patient satisfaction on so many levels in
providing a service that meets the needs of our
population. Devon CCG chair Dr Paul Johnson has
thanked practices and congratulated them on the
survey outcomes.
View the Devon results here.

Devon Doctors to provide 111 and out of hours
from 1 October 2019
Following a recent review by NHS Devon CCG,
Devon Doctors are to provide the entire Integrated
Urgent Care Service (IUCS) in Devon directly, from
initial NHS 111 call right through to clinical
consultation at either CAS, treatment centres or by
home-visiting clinicians from 1 October 2019. The
sub-contact with Vocare will cease.

Top Tweet earned 2,380 impressions
A #Devon resident has battled for 9 yrs to be
heard. ‘Care Means Care’ is John’s appeal to reform
#adultsocialcare. He believes it’s futile spending £
on a flawed system @PeterNorthDevon @
HealthwatchE @HWTorbay @HealthwatchPlym
Download and read John’s Story here

For the latest news please visit our website www.healthwatchdevon.co.uk

wellbeing
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New report reveals Devon
residents’ ‘concerns’ with
quality of care
More needs to be done to improve
access to quality locally-based care in
Devon, particularly for those suffering
with Autism or Dementia, according
to hundreds of people who took part
in a county-wide survey.
The findings, published in a report by a
collaboration of the county’s independent health
and care champions Healthwatch Torbay,
Plymouth and Devon, also reveals that most
patients in Devon would like to see the NHS focus
on preventative medicine and early detection of
illness, as well as a reduction in the time they wait
to see their GP or receive a referral, and
improvements in the use of technology and
online services.
Nearly 1000 Devon residents, patients and their
families took part in ‘What Would You do?’
activities, including surveys and specific medical
condition focus groups, which launched in March,
to encourage people in the county to share their
views on how extra money from the Government
should be spent on local NHS services. Their
views, plus those of 23,000 other people’s views
collated by local Healthwatch nationally has been
fed directly into the development of the NHS’s
local plans.
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We’ve met thousands of

18

people at
community events
Dr Kevin Dixon, Chair at Healthwatch Torbay,
explained:
“The Government is investing £20 billion a year in
the NHS as part of the NHS Long Term Plan. We
were asked to help find out what local people
thought was the best way for the NHS in Devon to
invest in the right services as part of this plan. It
was wonderful to listen to so many people keen
to make a difference in our local NHS. These
views are all in the report and we will now closely
monitor how the local NHS responds.
I’d like to thank everyone who took part,
particular the focus groups for sufferers of long
term conditions such as Cancer, Heart & Lung,
and Dementia, and our neighbouring local
Healthwatch organisations.”

The new Devon report, ‘NHS Long Term Plan, What would you do?’ has been shared
with the local NHS and can be viewed online here
Please continue to share your experiences with us on the back page, online
or call our Healthwatch Champions on 0800 520 0640
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Healthwatch Devon
Shortlisted for national award
With 1.1 million people
living along 8000 miles
of roadways across
Devon, getting the right
information to stay
well can be a challenge.
Thanks to an innovative
partnership this service
is able to reach and
support more people.

After reviewing almost 150 entries, Healthwatch England are pleased
to announce all of the finalists for the Healthwatch Network Awards
2019. Thanks to an innovative partnership with Citizens Advice,
Healthwatch Devon has been nominated for an award under the
category Giving people the advice and information they need.
Healthwatch Devon teamed up with the local advice charity Citizen’s
Advice and since the collaboration Healthwatch Champions have
answered over 2,000 health and social care questions at 30 locations
including GP surgeries, village halls and community centres.
Thanks to this initiative there has already been a 23% increase in
the number of people accessing support, and the local council and
services are using this information to make wider improvements.

Client journey
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 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.

Winners of the
network awards will
be announced at the
Healthwatch England
Conference on 01
October 2019

Giving people the advice and information they need
Every year, the awards celebrate
positive stories of how local
Healthwatch are helping to
make care better for thousands
of people. The Healthwatch
Network Awards are an
opportunity to demonstrate
where local Healthwatch have
gone above and beyond, to
make sure health and social
care services meet everybody’s
needs.
Healthwatch across the country
listen to what people like about
the NHS and social care and what

could be changed. They share
these views with professionals,
so that services can understand
what people and their families
want from care.
These awards recognise the
importance of how people’s
feedback is vital. Thanks to
the 406,000 people who
shared their experiences with
Healthwatch last year, positive
changes have been made to how
local health and care services are
run.

The local Healthwatch shortlisted
for 2019 Healthwatch Network
Awards were picked from almost
150 award entries.
“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

Do you have an experience of health and care that you
would like to share with us?
Your views can help improve the quality of our local services; just a few moments of your
time could make a big difference. Share your experiences with us

Visit healthwatchdevon.co.uk/haveyoursay or call 0800 520 0640
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Sharing to Learn - A model for our Devon Care Kite Mark by George Coxon
The Devon Care Kite Mark (DCKM) has made
huge steps to reassure people and their loved
ones about residential care and inspiring those
that provide it.
Over 7 years ago, whilst working as a senior
NHS commissioner in Devon and owning my
2 care homes, I was asked by Devon County
Council and NHS Devon to take forward a plan
to design and develop a kite mark with fellow
providers in Devon.

George is a newly elected member of the
Devon Sustainability and Transformation
Partnership (STP) Collaborative Board,
a long standing elected Provider
Engagement Network Reference Group
member and owner of two care homes in
Devon.
Healthwatch Devon staff and volunteers
recently spent time at both of George’s
care homes and he very kindly offered to
write this piece about the Devon Care Kite
Mark.
To read the Enter and View reports please
visit take a look here

The DCKM was born and is now a flourishing
provider led coalition with over 100 providers
in Devon - ‘sharing to learn’. Now in its 8th
year it offers care focused workshops, a
leadership master class for care home owners,
managers and leaders, runs a set of peer
reviews, instigates a range of special interest
groups, leads innovation and holds an annual
conference. Testimony to the success of this
unique model is the number of Devon homes
achieving outstanding ratings from the Care
Quality Commission.
Recently the DCKM recognised a need to widen
its focus and modernise its vision. Supported
by the NHS SW Academic Health Science
Network, and having taken a mandate from
DCKM’s December 2018 annual conference, it is
evolving into the South West Care Collaborative
(SWCC), inviting Somerset and Cornwall and
also extending involvement to non-residential
providers.
-George Coxon, RMN
George is pictured left speaking at South West Academic
Health Science Network event #irresistiblecare in July 2019.
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Have your say
There are a number of opportunities for you to share your views on health and
care services in Devon. Here are some ways you can get involved now. For further
details see our website healthwatchdevon.co.uk

Special Care Dental Service Survey
4

If you, or someone you care for, use special care dental services in
Devon then we would like to hear from you. This survey is being carried
out by NHS England and NHS Improvement to find out the views of
people using special care dental services in Devon. Please take few
moments to complete this survey here

NHS Long Term Plan for Devon
NHS Devon Clinical Commissioning Group (CCG) is developing a local
version of the national NHS Long Term Plan, called Better for you,
Better for Devon. The plan will make sure Devon is fit for the future,
providing high-quality care and better health outcomes for people and
their families, through every stage of life.
***The survey is now closed and we are analysing the results***

Hospital Services in North Devon

Northern Devon Healthcare NHS Trust provide health and care services
to people across Northern Devon and they are looking to gather
feedback on the Trust and healthcare services in your local area, to
help them develop their plans for the future.
Take the survey here

Have your say
You can tell us about any health or care service at any time. We want
to hear about your experiences, whether they are good or bad. Your
feedback can help improve local services for everyone.
Use our feedback form on the back page or visit our website here

your

Views

516

used our feedback
form to have their
say on local health
and care services

Top 4 services people are commenting on
Hospital Services
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Social Care
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This is what we heard between 1 Apr to 30 Jun 19.
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Healthwatch Devon is the independent health and social care
champion. We listen to what people like about services and what
could be improved and help them to find the information they
need. We are building a network of partnerships to reach out into
the communities to get a broader range of views and escalate
h
concerns. We encourage services to make positive changes
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Neutral

NB. A person’s experience is often a ‘journey’ through the health and social care
system and can therefore relate to more than one service and service provider

49% of all comments were negative
25% of all comments were positive
22% of all comments were mixed
22 cases were referred to another
organisation for advice.
01 comment raised a safeguarding concern

42 different
services
were commented
on from medical
centres, to hospital
wards as well as
mental health
services.

How did your comments relate to our consumer principles?
Being listened
to

A safe, dignified
and quality
service

Access

Being involved

Essential
Services

Information
and Education

Choice

A healthy
environment

44 comments

28 comments

21 comments

11 comments

25 comments

11 comments

14 comments

12 comments

*based on unprompted feedback from Devon’s residents

47%

of all comments received were
about

Hospital Services
Top themes people are
commenting on

How we helped
A Healthwatch Champion has been helping a patient who, during
a routine procedure, had a wire break and become lodged in their
body, resulting in an absess and infection. With support the client
contacted the wire manufacturer, complained to the hospital
and unhappy with their response has decided to take this matter
further with a solicitor.

The following are the hospital services
you have been telling us about:
RD&E NHS
Foundation Trust
Community & Other
North Devon
District Hospital
Torbay & South
Devon Trust
Plymouth Hospitals
NHS Trust
Northern Devon
Healthcare NHS Trust
0

3
4

1

3

4
Positive

3

Service coordination

4

Dignity

6

New mother reported on
the fantastic maternity care
provided at Okehampton
Hospital. She felt listened to
and they provided her with
a supportive and reassuring
service.

1

5

Staffing levels

You told us

1
1
2

2

2

1

1

Quality of treatment

2

2

Negative

38%

2

4

1

7

9

8

Mixed

of all comments received were
about

Primary Care

You told us
A person wanted to highlight a positive experience regarding Northam
medical centre, Bideford, She found it easy to get appointments when
she needed them. She also said her GP gave her good advice, she
felt confident that what was being said was the best information and
advice she could receive from a GP.

3

1

How we helped
An elderly lady with health problems was administered an injection
to improve mobility in her knee. This led to an infection that left her
struggling to walk for many months. The client claimed that she
had not been advised that the procedure carried a risk of infection;
had she known she wouldn’t have gone ahead as her husband who
has severe health problems relies on her daily care.
The Healthwatch Champion discovered the client had complained
to the GP surgery but was not satisfeid with their response. The
champion contacted the surgery directly and after a number of
calls obtained a response. The surgery refuted her allegations and
said she had been warned of the risk prior to the intervention. The
client continued to deny this. As the client was still unhappy at the
outcome the Champion has advised the client to make a complaint
to the Ombudsman and has been supported with this process.
The client is happy that something is being done as she felt that
she was ‘fobbed off’ by the surgery.

1

2

The following are the primary care
services you have been telling us about:
GP Services
Dentistry
Pharmacy
Other
0

2

4

6

8

10

For the full report please visit
http://bit.ly/33HYEA2 .
To speak to a Healthwatch Champion
0800 520 0640

10

Healthwatch Devon

Primary Care Networks
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From 1 July 2019, Primary Care Networks
launched in Devon. It is the biggest
transformation in more than a generation to the
way family doctors work.
General practices across Devon will begin
working together formally within local primary
care networks (PCNs), typically serving patient
populations of 30,000-50,000.
There are 31 PCNs in Devon. All have appointed
clinical directors to lead work across the member
practices.
Networks will, as they develop, recruit multidisciplinary teams, including pharmacists,
physiotherapists, paramedics, physician
associates and social prescribing support
workers, freeing up family doctors to focus on
patients with more complex health needs. The
initiative comes alongside efforts to recruit more
GPs as part of the NHS Long Term Plan.
PCNs will support each other while offering more
specialist care services to patients and taking on
a wider range of health professionals, such as:
- Clinical pharmacists, who can make sure patients’
medications are right
- Nurse practitioners, who can see and treat patients
independently
- Physiotherapists, to help with recovery and
mobility

- Social prescribing support workers, to help
address non-clinical issues such as isolation and
provide a more-holistic approach to care
This approach is designed to free up time for GPs,
so they can focus more on supporting patients
with the greatest needs and the most-complex
conditions.
Up to a third of appointments do not need to be
with a family doctor, and the new recruits will free
up GPs to spend more time with patients who
need them most, offering longer appointments to
those who need them.
GP practices will be able to drive further action on
detecting and preventing conditions such as
cancer and heart disease, as well as doing more
to tackle obesity, diabetes and mental ill health,
and support older people at home and in care
homes.
PCNs are a key part of the NHS Long Term Plan
for improving services, published earlier this year.
They will bring billions of pounds in extra
investment nationwide to sustain general practice
in the short term and to improve access and care
in the longer term.
NHS advise patients that there is no need to do
anything differently – just continue using their
own surgery as usual.
Source: https://devonccg.nhs.uk/about-us/partners-and-providers/devon-primary-carenetworks

- Paramedics, who can provide urgent care at the
surgery
- Physician associates, who can, for example, take
medical histories and blood pressures, complete
insurance forms and explain treatments, freeing up
the GP

To share your experience of primary care please call 0800 520 0640 , complete and
return the feedback form on the back page or visit here.
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Honiton
Health Matters
In 2017 a group of local Honiton people got together and decided that we needed
to do something, to protect and enhance our health and wellbeing and so
formed Honiton Health Matters.
Honiton Health Matters is coordinated by a
steering group who meet regularly, made up of
local people with the aim of actively seeking to
engage all Honiton voluntary groups.

Our purpose is to connect and create a network to
support local health and wellbeing. Listening to
the community, identifying local needs, working
together and with the statutory providers to shape
future health and wellbeing of our community.
Our first community conversation in early 2018,
attracted over 70 attendees from all areas of
Honiton and the surrounding parishes. We had
officers from the RD&E and the CCG attend and
speak. Chief Nursing officer Prof. Em WilkinsonBright challenged the room to discuss and then
tell them what health aspects worried Honiton
residents and what were our priorities.
A table-top discussion was then held and the top 4
priorities that came out of it were:• Adult Mental Health (following the closure of
Mind services by Devon County Council)
• Loneliness and social Isolation, particularly
amongst men
• Children’s Mental Health and well-being
• Volunteers (recruiting and retention)

We took the decision to tackle each of these
subjects individually and our next community
conversation was on Adult Mental Health.
At this session we were able to introduce the
newly formed Open Arms East Devon adult mental
health peer support group, to the hospitals
Hayden’s Court mental health team. They now
refer clients to Open Arms, who now currently
have between 50 - 60 members attend their group
sessions, where they can participate in cooking
demonstrations, craft making, pencil art and
computing skills, to name but a few. Such is their
success that they are currently recruiting new
volunteers to help them.
The following forum concentrated on loneliness
and social isolation, with a talk by the social
prescribing Health and Wellbeing coach. Following
this we have been instrumental in getting a ‘Men’s
Sheds’ group set up in Honiton and a grant from
the Hi-Viz charity on the back of this conversation
for a male carer to work in the area.
Earlier this year we held a forum on children’s
mental health, with guest speakers from the
Exeter University School of Health and Medicine, a
GP from our local surgery who are helping pilot a
CYP-Accept scheme. This then led on to a further
evening meeting at the Community College for
parents to hear the facts and figures surrounding
children’s mental health, and to hear what the
student mentors at the college do to help the
younger children.
Our next forum in October will be a ‘volunteer’s
fayre’ at the Mackarness Hall in Honiton.
Our dedicated web site, www.
honitonhealthmatters.org.uk includes a directory
that has links to a host of local groups/
organisations that can help improve Health and
Wellbeing of the community, from physical
activities, woodland walks, hearing problems,
dementia, loneliness, children’s activities, groups
that support the elderly, riding for the disabled
and help to farmers, plus many more. li

Honiton Health Hub are a Healthwatch Network Hub to join and become a members
call Abby Read on 01392 248919 or email abby.read@healthwatchdevon.co.uk.

he lthy
happy Devon

rethinking health and care in our community

9 Oct 2019
Newton Abbot
Racecourse

Making use of ‘digital’
Ray Jones with nursing students
Sarah Phillips and Joy O’Gorman,
and EPIC team members Lloyd
Taylor and Toni Page.
Ray and colleagues will review the
potential of using apps, devices, and
robotics in health and social care,
particularly focussing on primary care and
care homes. We will talk about some of the
challenges, and how nursing students and
Healthwatch volunteers as Digital Health
Champions can ensure equitable and
efficient use of such technologies.
During the break after the presentation
there will be demonstrations for those who
want to ‘play’ with the robots and other
technologies.

Someth
ing for
everyon
e
10:00 -12:00			

12.30 - 17.00			

13.00 - 17:00

SPEAKERS			EXHIBITORS			 TASTER SESSIONS

Book your place today

#

Have your say

on local health and care services
We are interested in what you have to say about local health and social care
services. You can tell us about any health service in Devon. We collate all feedback
(confidentially) and provide reports to inform health services managers decisions and
improve services.

When did it happen?
If an exact date can’t be given please
indicate month and year it happened.

DD/MM/YYYY

Which service(s) would you like to tell us about?

Overall feeling about this
experience (P)

Tell us about your experience
Thinking about your experience what would you like to tell us, who was involved,
how did it effect you, how did it make you feel. Provide as much detail as possible.

Postive

Negative

Mixed

Are you giving feedback as an: (P)
Individual
Relative, Friend or Carer
Health/Care Professional
Advocate
Other
Please specify
If you feel you have been treated
unfairly there are organisations that
may be able to help. Would you

like us to contact you with this
information?
		Yes

No

Contact Information:
Name:
Phone:
Email:
1st line of your address:

Postcode:

Please attach an addtional page if needed

Are you interested in becoming a
member?
Yes
No

Contact preferences: what communications would you like us to share with you and in what way?
Monthly newsletter

Voices magazine - posted

Voices magazine - email:

Event notices:

I give consent to be contacted by:

Post

Email

Phone

We retain and use personal data to help us carry out our role as the local independent champion for people who use health and social care
services. Any personal information that you choose to share with us will be treated as confidential and we will protect it accordingly. We
take your data privacy seriously and you can view our privacy statement on our website at www.healthwatchdevon.co.uk/privacy

Please return your completed form to: Healthwatch Devon, FREEPOST RUAJ-UBUA-SXSY,
Basepoint Business Centre, Yeoford Way, Marsh Barton, EXETER, EX2 8LB

Sign up and win!
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Share your story

Help us champion health and care services in Devon?
Membership is open to any individual or
organisation in Devon who would like to
see better health and social care services
influenced by public involvement.
Being a member gives you the opportunity to
become actively involved in championing the
rights of service users and holding providers
to account.

www.healthwatchdevon.co.uk
t: 0800 520 0640
e: info@healthwatchdevon.co.uk
@HwDevon
facebook.com/healthwatchdevon

Applying to become a member is easy!
Please complete the form online at
http://bit.ly/2NA0bTd or email info@
healthwatchdevon.co.uk

Applications will be entered into a
prize draw and the winner will be
called on 09 October
Healthy Happy Devon event

