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Message from our chair
This year marks a time of change for local Healthwatch in Devon. Services provided by the three local
authorities, the multiple NHS commissioners and providers, and others, are now working as an Integrated
Care System under the banner 'Together For Devon'.
These changes were reflected when Devon County Council, Plymouth City Council, and Torbay Council jointly
sought a new contract for local Healthwatch across the whole of that footprint. Bids were required in
September 2019, with an announcement of the outcome in January 2020. I regret to say that Healthwatch
Devon CIO narrowly lost out to Colebrook (SW) Ltd, and thus ceased to be responsible for the service from
1st April 2020. It would be remiss of me not to wish the new contractor every success, not least in the
sense that the transfer of operations took place just as the Covid-19 lock-down was taking effect.
The people we served
Devon is the third largest county area in the country; almost 100 miles north to south, and about 80 west to
east. It is home to nearly 800,000 people spread over two and a half thousand square miles, living in
diverse communities ranging from the city of Exeter to remote settlements on Dartmoor and Exmoor. Some
car journeys across the county can take the best part of two hours; whilst those reliant on public transport
can be very isolated indeed.
3,118 residents shared their health or social care story with us in various ways over the year, and that's
about 20% more than last year. 164,452 people engaged with our website or social media channels. We
published nine reports about the improvements patients and service users would like to see. All of this was
achieved within a 5.1% reduction in funding from Devon County Council.
A few highlights
At the awards ceremony held as part of the Healthwatch England annual conference our innovative
partnership with Citizens' Advice Devon just missed out on the top spot, but was 'Highly Commended';
Our 'Healthy Happy Devon' event (see page 11) held at Newton Abbot Racecourse, was judged by delegates
to be a very worthwhile experience, helping them rethink current health and care services;
In collaboration with Petroc College in Barnstaple, we presented the 'Women in Theatre' production of
Phyllis, enabling students, staff, and invited colleagues to reflect on 'how can we make the system better for
everyone' (see page 12);
The Healthwatch Hubs network, established last year to involve local organisations in our work, continued to
develop.
In conclusion
As my involvement with the Healthwatch network comes to an end, I should like
to thank our former staff - whom we supported through the TUPE process in
the spring - for all their hard work, my fellow trustees for their insight and
understanding, and of course all our members and supporters. Our contract
with Devon Communities Together provided excellent operational management
services, and I sign off by wishing their Chief Executive Elaine Cook a long and
very happy retirement.

David Rogers OBE,
Chair, Healthwatch Devon CIO
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Our priorities
Last year 3,118 people told us about the improvements they would like to see
health and social care services make in 2019-20. These would have been our six
priorities for the year ahead based on what you told us.

1. Increase the number of Enter and
View visits in social care settings

2. Talk to young people about their
experience of sexual health services and
education

3. Make it easier for people to access
HWD by building on our partnership with
Citizens Advice

4. Raise concerns about access to health
services for people living in rural
communities

5. Carry out a survey on people’s
experiences of accessing a NHS Dentist

6. Support and listen to communities
where consultations on the future of their
community hospitals are taking place
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About us
Here to make care better
Healthwatch Devon is the independent champion for people who use health and social care
services. We’re here to find out what matters to people, and help make sure your views shape
the support they need.
We listen to what people like about services, and what could be improved, and we share these
views with those with the power to make change happen. We also help people find the
information they need about services in their area.
Nationally and locally, we have the power to make sure that those in charge of services hear
people’s voices. As well as seeking the public’s views ourselves, we also encourage services to
involve people in decisions that affect them.

We also encourage services to involve people in the decisions that affect
them.’
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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
To find out what matters to you and to help make sure your views
shape the support you need.

Our approach
People’s views come first – especially those that find it hardest to be
heard.
We champion what matters to you and work with others to find
solutions. We are independent and committed to making the biggest
difference to you.

How we find out what matters to you
People are at the heart of everything we do. 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

Find out more about us and the work we do
Website: www.healthwatchdevon.co.uk
Twitter: @HwDevon
Facebook: @healthwatchdevon
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Highlights from
our year
Find out about our resources and the way we have engaged and
supported more people in 2019-20. Our resources:
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Health and care that works for you

16 volunteers
helping to carry out our work. In total, they gave up 800
hours.
We employed

4 staff
which is a 20% decrease from the previous year.
We received

£370,945 in funding
from our local authority in 2019-2, 5.1% less than the
previous year.

Supporting people

3,118 people
shared their health and social care story with us,
20% more than last year.

300 people
accessed Healthwatch Devon advice and information online
or contacted us with questions about local support.

Reaching out

164,542 people
engaged with us through our website,
social media or at community events (3,058).

Making a difference to care
We published

9 reports
about the improvements people would like to see
with their health and social care.
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How we’ve made a
difference
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Healthy Happy Devon
We helped over 100 delegates across Devon rethink health and care in our community on 9
October 2019. Healthwatch Devon invited our supporters and the community to attend this full day
event that brought together expert speakers on integrative health and social prescribing, exhibitors
who presented a range of health and care products and practitioners who delivered taster sessions
that encourage self care and healthy living.
Dr Michael Dixon LVO, OBE, National Lead for Social Prescribing was our Keynote Speaker with
delegates commenting on how much more informed they were on social prescribing following his
presentation.
Ray Jones, Professor of Health Informatics, School of Nursing and Midwifery and the University of
Plymouth Centre for Health Technology presented new technological advancements for improving
care in the home along with students and their robot, Pepper. Other presenters included Liz Scott,
Co-founder of Inner Compass along with students and teachers from local schools talking about
mindset and resilience.
The Marketplace was popular with delegates commenting on its value as a networking opportunity
for businesses in the health and care sector.

“Everyone who joined us that day at Newton Abbot Racecourse in
the southeast of our county had a worthwhile experience,
learning about current services and new thinking.”
David Rogers, former Chair, Healthwatch Devon
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Over 100 people in Devon, including representatives

more flexible during difficult times so there is less

from NHS/Social Care services and Petroc college health

pressure on the care giver and the employer would

and social care students joined Healthwatch Devon on

not completely lose a valuable member of staff

29 November to watch Women and Theatre’s

•

production: Phyllis

A student suggested making care homes more
attractive and desirable places to be, where there is
more of a community feel and camaraderie, with

Inspired by the true-life portrayal of a women and her
family’s experience of dementia care, Phyllis, presents
the story of one family navigating the complex system of

social events and friendships.
•

Professionals were grateful for the insight into seeing
all perspectives during the production that they may

older people’s care.

sometimes lose sight of in their everyday

Following the play, the audience had the opportunity to
share their thoughts and views about what could help
make the system work better for everyone in Devon.
Here is a round-up of the insights that the audience
shared with us:

•

We must do more to integrate commissioning and
reduce complex health and care journeys for our
citizens, and their families

Phyllis explores dementia and asked
the audience the vital
question “How can we make the

system work better for everyone?”

•

Communication is a key

•

Employers could support their employees by being

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 Devon is here for you.
w: www.healthwatchdevon.co.uk
t: 0800 520 0640
e: info@healthwatchdevon.co.uk
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Long
Term
Plan
#WhatWouldYouDo
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Highlights

More than
40,000 people
shared their views
with Healthwatch.

Our network held over
500 focus groups
reaching different
communities across
England.

Working Together for Devon
Healthwatch England (HWE)
commissioned local champions
Healthwatch Torbay, Plymouth and Devon
to engage with our local population and
service providers to gather their views
about the NHS Long Term Plan.
We used two methods; focus group
workshop sessions in the local community
and two different surveys developed
nationally by NHSE - a generalised survey
and a specific condition survey.
In total, there were 540 general survey
responses, 221 specific condition survey

Healthwatch
attended almost 1,000
community events,
including festivals,
carers cafes, shopping
centres and NHS
services to speak to
the public about their
experiences.

responses, and 170 attendees on the
focus group workshops across Devon –
nearly 1,000 people. Of the survey
respondents, the majority (66%) were
aged over 55, female (65%) and ‘White
British’ (92%).
The key themes and issues discussed for
each of the open ended questions for
both the NHSE surveys and the focus
groups, categorised by the three NHSE
priority areas for the future: Prevention,
the role of the community and
Technology. All responses were collated
and shared with HWE to create the final
report to NHS England.
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Helping you find the
answers
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Finding the right service can be worrying and stressful. Healthwatch
Devon plays an important role in helping people to get the information
they need to take control of their health and care and find services that
will provide them with the right support.
This year we helped 3,118 people get the advice and information they need by:
• Providing advice and information articles on our website.
• Answering people’s queries about services over the phone, by email, or online.
• Talking to people at community events.
• Promoting services and information that can help people on our social media.

Here are some of the areas that people asked about.

Hospital Services

Mental Health Services

Primary Care/Other Services

Social Care Services

10%

31%

6%
53%
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Healthwatch Champions facilitate
positive communication with GP
Camilla is a single parent with two children.
She has been seeking help from her local

Camilla approached Healthwatch. She
explained that her GP surgery was rude and

unsympathetic and that her relationship with
them had totally broken down.

mental health team (CAMHS ) for Skye, her

The Healthwatch Champion helped Camilla

11 year old daughter. Skye has a suspected

communicate with the GP practice, by

growth hormone disorder as she is very big

compiling and sending a letter. A month

for her age and overweight. She has low

later the GP agreed to a home visit for the

mood, anxiety and depression. CAMHS

blood tests to be taken. Camilla was happy

requested blood tests to be done, but Camilla

with the outcome and now has a positive

was unable to get Skye to attend her local GP

relationship with her GP practice.

surgery. She asked the GP to make a home
visit but was told this was not possible. After
many long and protracted conversations

18

Healthwatch Devon |

Paul lives with and cares for his severely
disabled son, Christopher. Paul needed to
arrange some respite care as he was getting
overwhelmed with the pressures of caring 247. His request to Devon County Council was
refused and he didn’t know where to turn.
The Healthwatch Champion arranged for Paul
to attend a meeting with DCC who then put
appropriate measures in place, allowing Paul
the respite he needed.
After her Mother’s Care package was reduced,
Pam felt that her mother was at risk of
neglect. She therefore acted promptly and
placed her Mother in a Care Home. The local
authority refused to pay the fees as it was a
voluntary move. Pam started using her
savings to pay for the care home but soon ran
into debt. She turned to Healthwatch where
the local Champion was able to assist Pam in
making a complaint and to access further help
from relevant Agencies.

Sheila and her husband were undergoing IVF
treatment at a clinic in London. She was given
a prescription for time critical injections which
she gave to her local pharmacy a few weeks
before they were needed. However the
injections were not ready on time,
compromising the IVF treatment and causing
great distress to Sheila and partner. They
approached Healthwatch and the Champion
was able to intervene and to make sure the
pharmacy would have future prescriptions
ready on time.

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.
w: www.healthwatchdevon.co.uk
t: 0800 520 0640
e: info@healthwatchdevon.co.uk
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Volunteers
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At Healthwatch Devon we are supported by 15 volunteers to help
us find out what people think is working, and what people would
like to improve, to services in their communities.
This year our volunteers:
•
•
•
•

Raised awareness of the work we do at events, in the community, with health and care
services.
Visited services to make sure they are providing people with the right support.
Helped support our day-to day running.
Listened to people’s experiences to help us know which areas we need to focus on.

Devon Maternity Voices
Over the course of the year Healthwatch
Devon completed 5 Enter and View visits, one
of which was to the Maternity Unit at
University Hospitals Plymouth. The visit took
place in partnership with Devon Maternity
Voices. Devon Maternity Voices Partnership
(MVP) is a collective of parents (and parents
to be) and organisations who support
maternity services (health professionals,
charities, Healthwatch, non-health
professionals) working together to review and
contribute to the development of local
maternity care across Devon.

will continue and look forward to working together in
the future.
2 representative, one from Healthwatch and one from
MVP carried out the visit and we spoke to a number of
mums, dads and family members. The staff members on
duty at the time of the visit were well briefed on our visit
and made an effort to speak to us/tell us about their
work; they were welcoming and appeared the same way
with service users. Please see below for a comment on
the report from the provider:

“We were delighted to host a visit with Healthwatch
Devon and the Maternity Voices Partnership… this report
has given us further feedback in order for us to continue
providing women and their families the very best care

Healthwatch Devon held a training day with a group of

possible. We look forward to working collaboratively

MVP volunteers earlier in the year with the aim to build

with the Healthwatch Devon and the Maternity Voices

a base of volunteers who would carry out Enter and

Partnership in the future.” Maternity Services,

View visits into maternity settings. Although we have

University Hospitals Plymouth.

only carried out 1 visit so far we hope the partnership

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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Our volunteers
We could not do what we do without the support of our amazing
volunteers. Meet some of the team and hear what they get up to.

Pauline
Another year working with Healthwatch Devon
Enter & View team which I continue to enjoy.
It is so good to know that by volunteering in
this role it helps to make contacts with the
residents of residential care home to get
valuable feedback to what they have to say. I
have done more visits than last year which
has been good and varied I also did my first
PLACE visit which was visiting a hospital and
looking round from a patients view this was
very interesting
Healthwatch is a very worthwhile organization
to volunteer with and they really appreciate
their volunteers offering training and support.

Bryan
Being a volunteer with Healthwatch Devon
has meant a great deal to me, I have been
volunteering with other organisations since
my retirement but I was looking for
something else, something with a bit more
meaning and value to me and I hope to the
community. I have learnt a lot since I started
some months ago and the support I have
received from the recruitment process to my
first Enter and View visit has been excellent.
What Healthwatch Devon has been doing is of
huge value to Devon and I feel proud to be
part of it.
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What Healthwatch Devon has
been doing is of huge value to
Devon and I feel proud to be
part of it.’
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Finances
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We are funded by our local authority under the Health and Social Care
Act (2012). In 2019-20 we spent £368,368.
£98,543 was spent on management costs
£94,852 was spent on staff costs
£175,193 was spent on running Healthwatch Devon services

26%

47%

27%

How much it costs to run our Healthwatch
Management costs
Staff costs

Healthwatch Devon |
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Thank you
• Thank you to everyone that is helping us put people at the heart
of social care, including:

• Members of the public who shared their views and experience with us.
• All of our amazing staff and volunteers.
• The statutory and voluntary organisations that have

contributed to our work:
Citizens Advice
Devon CCG
Clarity
Care Quality Commission
Devon County
Council
Devon Partnership Trust
Healthwatch England
Healthwatch Torbay
Healthwatch Plymouth
Local Eye Health Network
Northern Devon Healthcare NHS
Trust
Petroc College of Further Education University Hospitals Plymouth NHS Trust
Quality Assurance & Improvement Team Devon County Council
Royal Devon & Exeter
Hospital NHS Foundation Trust
South West Ambulance Foundation Trust
Torbay &
South Devon NHS Foundation Trust
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Contact us
For further information on the contents of this 2019-20 report,
please contact Devon Communities Together:
01392 248919
info@devoncommunitiestogether.org.uk

We confirm that we are using the Healthwatch Trademark (which
covers the logo and Healthwatch brand) when undertaking work on
our statutory activities as covered by the licence agreement.
If you need this in an alternative format please contact us.
Registered Charity Number: 1155202
© Copyright Healthwatch Devon 2020
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Healthwatch England
National Customer Service Centre
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA
www.healthwatch.co.uk
t: 03000 683 000
e: enquiries@healthwatch.co.uk
@HealthwatchE
Facebook.com/HealthwatchE

