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Healthwatch Dorset CIC
(Registration number: 08548235)
Abbreviated Balance Sheet at 31 March 2016

2016 2015
Note £ £ £ £

Current assets
Debtors 26,368 43,429
Cash at bank and in hand 16,111 951

42,479 44,380
Creditors: Amounts falhng
due within one year (4,041) (3,758)
Net assets 38,438 40,622
Capital and reserves
Profit and loss account 38,438 40,622
Shareholders' funds 38,438 40,622

The directors’ statements required by Section 475(2), (3) are shown on the following page which forms part of
this Balance Sheet

The notes form an integral part of these financial statements
Page 1




Healthwatch Dorset CIC
(Registration number: 08548235)
Abbreviated Balance Sheet at 31 March 2016

......... continued

For the year ended 31 March 2016 the company was entitled to exemption under section 477 of the Companies
Act 2006 relating to small companies

The members have not required the company to cbtan an audit in accordance with section 476 of the
Companies Act 2006

The directors acknowledge their responsibilities for complying with the requirements of the Act with respect to
accounting records and the preparation of accounts

These accounts have been prepared in accordance with the provisions applicable to companies subject to the
small companies regime

Approved by the Board on Ulf 0/(@ and signed on its behalf by

e St

Mr D C Sargent
Director

The notes form an integral part of these financial statements
Page 2
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Healthwatch Dorset CIC
Naotes to the Abbreviated Accounts for the Year Ended 31 March 2016

Accounting policies

Basis of preparation

The full financial statements, from which these abbreviated accounts have been extracted, have been prepared
under the historical cost convention and in accordance with the Financial Reporting Standard for Smaller
Entities (Effective January 2015)

Going concern
The financial statements have been prepared on a going concern basts

Turnover

Tumover represents amounts receivable from Dorset County Council, Peole Borough Council and Bournemouth
Borough Council for the provision of Healthwatch Services Revenue 1s recogmsed evenly over the life of the
contract 1n line with the services provided

Company status

The company 1s a private company limited by guarantee and consequently does not have share capital Each of
the members 15 hable to contribute an amount not exceeding £1 towards the assets of the company 1n the event
of liquidation

Control

The company 1s controlled by the following three subscribers who have each guaranteed £1
Help and Care

Citizens Advice in Dorset
Dorset Race Equality Council

Page 3
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CIC 34

Community Interest Company Report

Please
complete in
typescript, or
in bold black
capitals.

For official use
(Please leave blank)

Company Name in
full

Company Number

Year Ending

Healthwatch Dorset CIC

08548235

2015/2016

This template illustrates what the Regulator of Community Interest Companies considers to
be best practice for completing a simplified community interest company report. All such
reports must be delivered in accordance with section 34 of the Companies (Audit,
Investigations and Community Enterprise) Act 2004 and contain the information required by
Part 7 of the Community Interest Company Regulations 2005 For further guidance see
chapter 8 of the Regulator's guidance notes and the alternate example provided for a more
complex company with more detailed notes.

PART 1 - GENERAL DESCRIPTION OF THE COMPANY’S ACTIVITIES AND IMPACT

In the space provided below, please insert a general account of the company's activities in the
financial year to which the report relates, including a fair and accurate description of how they
have benefited the community, or section of the community, which the company is intended to

serve

A statutory annual report covering these activities is attached

(If apphcable, please just stafe “A social audit report covering these points is attached”).

(Please continue on separate continuation sheet if necessary )







PART 2 - CONSULTATION WITH STAKEHOLDERS - Please indicate who the company’s
stakeholders are, how the stakeholders have been consulted and what action, if any, has the
company taken in response to feedback from its consultations?_If there has been no
consultation, this should be made clear

Stakeholders include the citizens of Dorset and their representatives, together with the
commissioners and providers of health and social care services in Dorset

One of the main functions of Healthwatch Dorset is to engage with people, communities,
groups and organisations across Dorset to seek their feedback on health and social care
services The activities and projects included in our Annual Work Programmes address issues
ansing from an analysis of this feedback, including the views of local people and their 1Issues
of concern. This year, we also actively consulted key stakeholders on the proposed priorties
for our 2016/17 Work Programme

Examples of community engagement activities and the projects we have undertaken are
descnbed in our Annual Report (attached)

(If applicable, please just state “A social audit report covering these points is attached”).

PART 3 — DIRECTORS’ REMUNERATION - if you have provided full details in your accounts
you need not reproduce it here. Please clearly identify the information within the accounts
and confim that, “There were no other transactions or arrangements in connection with the
remuneration of directors, or compensation for director’s loss of office, which require to be
disclosed” (See example with full notes) If no remuneration was received you must state that
“no remuneration was received” below.

No remuneration was paid. Directors were paid out of pocket expenses when incurred

PART 4 — TRANSFERS OF ASSETS OTHER THAN FOR FULL CONSIDERATION - Please
insert full details of any transfers of assets other than for full consideration e g Donations to
outside bodies. [f this does not apply you must state that “no transfer of assets other than for
full consideration has been made” below.

No transfer of assets other than full consideration has been made.

(Please continue on separate continuation sheet if necessary )

(N.B. Please enclose a cheque for £15 payable to Companies House)







PART 5 — SIGNATORY

The original report ]
must be signed by a Signed
director or secretary

of the company

You do not have to give any contact
information in the box opposite but if
you do, it will help the Registrar of
Companies to contact you if there 1s
a query on the form The contact
information that you give will be
visible to searchers of the public
record

e gw-ﬁsk‘ Date a_l/fl//éa

Office held (tick as appropriate) [<1Director []Secretary

Martyn Jewell

896 Christchurch Road

BOURNEMOUTH
BH7 6DL Telephone 0300 1110102
DX Number DX Exchange

When you have completed and signed the form, please send it to the Registrar of

Companies at:

For companies registered in England and Wales: Companies House, Crown Way, Cardiff, CF14 3UZ

DX 33050 Cardiff

For companies registered in Scotlanct Companies House, 4 Floor, Edinburgh Quay 2, 139
Fountainbridge, Edinburgh, EH3 9FF DX 235 Edinburgh or LP - 4 Edinburgh 2

For companies registered in Northemn Ireland: Companies House, 2nd Floor, The Linenhall, 32-38

Linenhall Street, Belfast, 872 8BG
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Healthwatch Dorset - A Year In Review 2015/2016

Welcome!

A few words from our
Chair, Joyce Guest

Welccome to our latest Annual Report,
highlighting the fantastic work of Healthwatch
Dorset in the past year It1sa privilege tobe
1nvolved with Healthwatch Dorset and to be
working with a tearm who are so enthusiastic
and completely dedicated

Healthwatch Dorset, as the
voice of the consumer, bnngs
together three tocal voluntary
organisations- Help & Care,
Citizens Adwvice 1n Dorset and
Dorset Race Equality Councit
This year, we've expanded our
reach and helped more people
than ever get their voices
heard We’ve even taken your
voices nght to the heart of
Westminster, Joining forces
with fellow local Healthwatch
orgamsations across the country
to raise the real life concerns of
people using health and social
care services You can read more
about this story on page 5

Healthwatch Dorset has also been
n the national spothight as we
spoke at the Natienal Children and
Adult Services Conference about
our work with the ‘Chatterboxes’
collecting young people’s apimions
on Health and Social Care {page_
8) On page 7, you can find out
about a new project we launched
In 2016 working wath young people
called ‘Be Yourself Everybody Else
1s Taken’ - this has gained some
great traction already including
support from Prermier League
football team

AFC Bournemouth!

This year, Healthwatch Dorset

has also focused on aiding diverse
communities across Dorset

Dorset has a vibrant, multicultural
community and, at Healthwatch
Dorset, we have been doing

what we can to ensure all voices
are heard, from translating
information about Healthwatch

nto 5 different languages to
recruiting a diverse mix of new
Healthwatch Champions and our
Community Investment Projects
Find out more on page 13

As always the work of our
Healthwatch Dorset Champions,
our loyal teamn of dedicated
volunteers, has played a vital
part in ensunng Healthwatch
Dorset remains on the ‘front line’
of our community, champiomng
the people of Dorset’s views

On page 14 you will be able to
read about what our champrons
have been doing this year plus an
interview with one of our valuable
volunteers, fia Graham on page 15

I’m also extremely pleased to

say that Healthwatch Dorset was
awarded at the 2015 national
‘Healthwatch Network Awards of
Achievement’ winning the ‘Making
a Difference Through Volunteenng'
award | feel this s a testament to
the quality of work which we carry
out throughout our county and
beyond At Healthwatch Dorset,
we strive to do the very best

we can to ensure the people of
Dorset’s voices are heard

We are very proud of the fact that
we are independent, transparent
and accountabte - and we're
powerful We have the strength
of the law behind us We are your
consumer champion!

Very wammest regards from us all
at Healthwatch Dorset to you,

Joyce Guest
Chan Healthwatch Dorset

SPOTLIGHT @







Joyce Guest celebrating our award with Healthwatch Champions

A Premier

League

Healthwatch Dorsetl!

Healthwatch Dorset was
thrilled towin@nahy el dng
aDifferencefhrough
Wolunteeringdawarde:iaisls
national ‘Healthwatch Network
Awards of Achievemernt

2015 event in July. This
national event crganised by
Healthwatch England, which
was held in Manchester,
hosted over 400 attendees
from the 148 local Healthwatch
organisations and celebrated
the very best of Healthwatch.
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We were delighted that the

award particularly recognised the
contribution of our volunteers to
our report ‘Something to Complain
About?’ This report gave an insight
into how supported or able people
feel about raising a concern or
making a comptaint about their GP
services. Many of aur volunteers
acted as “mystery shoppers”,
visiting all 100 GP practices in the
county, to get the intelligence
that fed into this report. As a
result of the report, 48 local GP
practices made improvements to
their services.

The award was a great recognition
of the huge contribution made

by our hard-werking and
dedicated team of volunteers.

Qur volunteers are our eyes and
ears in local communities, so that
we know what people’s views and

concerns are when it comes to
their experiences of health and
care services. We couldn’t do it
without them and we are very
proud of their achievements.
You can find out more about our
volunteers on jre k.

Along with winning this award,
Healthwatch Dorset was also
highly commended in the categary
‘Making a bifference With other
Local Healthwatch’ for our work
to create ‘Wessex Community
Voices’ with the local Healthwatch
organisations in Hampshire,

the Isle of Wight, Southampton
and Portsmouth.

We were also shortlisted in the
category ‘Making a Difference

to Healthcare” for our report on
Dorset’s hospitats entitled 'Every
One Matters’.
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In October 2015, representatives

from Healthwatch Dorset travelled

to Lendon to join forces with over 70
attendees from fellow local Healthwatch
organisations to raise the real life
concerns of people using health and
social care services

Attended by more than 30
parliamentanans, as well as key

decision makers from across health and
social care, the event at the Houses of
Parliament, Westminster, provided an
opportumty for Healthwatch Dorset to
speak with Michael Tomhinson, MP for Mid
Dorset & North Poole, about the work we
have heen doing to shape local services
on behalf of Dorset residents, including

Our project on home care, which
gathered feedback from over
700 people across Dorset

= Creating changes to our local
hospitals following the publication
of our report*“Every One Matters"

« Highlighting problems with mental
health ¢nsis care

Joyce Guest, Chair of
Healthwatch Dorset, explained

“QOver the last yvear Healthwatch
Dorset has had many successes,
mcluding making unprovements to

Healthwatch Dorset - A Year in Review 2015/2016
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We took your views to the
heart of Westminster

GP surgery pahent informahon, access
to dentistry and wealso wona 2015
national award for our volunteers, which
we're really proud ol This eventwasa
wonderful opportunuty to speak to MPs
about our local work and to lock at the
national umpact of Healthwatch.”

Michael Tomlinson MP said

"It was wonderful {0 hear more

about the work of my local

Healthwatch and I'm keen to
support this project which enabies local
pecple to really influence their health &
care services

Healthwatch Dorset Champion,
fileen Mitchell told us what the
day meant to her

"It was a very interesting day
and Iwas pleased to have been able to
speak to a Dorset MP, particularly about
lacal issues and of my expenenceas a
Healthwatch Champion. Joyce and I even
managed a short ime in the Gallery of the
House of Lords, which was enbghtenmg™

The reception was hosted by national
body Healthwatch England to mark the
launch of 1ts third annual report “Pegople
as Partners” and highlight the waork of
the Healthwatch network nationwide

SPOTLIGHT @
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Back to Contents Page

Shaping the future of Dorset’s
health services

Dorset Climcal Commussioning Group (CCG), the group
responsible for commuissionng the majority of NHS
services n the county,1s undertaking a major review of

health carein Dorset

At Healthwatch Dorset over the past interest in this 1ssue To help provide
year, we have been continuing to hold local people with clear information we
regular discussions with the CCG and have begun a Question & Answer page on
offenng advice, particularly about our website If you have any questions
their plans to engage and consult wath about the review, which youd like to
patients and the public across Dorset ask anonymously, please contact us &
We have emphasised the importance of we will continue to add to the Q&aAs

reaching as many of the general public http //www healthwatchdorset co uk/
as possible, to explain (in plain English'} qas-dorset-clinical-services-review
what 1s being proposed, to listen to
people’s views and to show how they
have taken those views into account
when making their final decisions

It 15 expected that a penod of formal
public consultation wall begin 1n the
autumn of 2016 and that final decisions
will be taken in the spnng of 2017
Since Dorset CCG released their
proposals for changes to Dorset's acute
hospitals, there's been a lot of public

Find out more about the review at
www dorsetsvision nhs uk

Fobbed Off

In our first year, we carried out a Mystery Shopping
exercise to find out what it’'s like to raise a concern or
make a complaint about GP services.

This last year, we turned our attention and so we made that the title of our
to the services provided by the NHS report. As a result of what people told
Foundation Trusts in Dorset and we us, we made six recommendations to
got in touch with everyone who had the NHS Trusts about how they could
registered a formal complaint about improve people’s experiences. We'll be
any of the services delivered by either monitering what action they take.
Dorset County Hospital in Dorchester,

The Royal Bournemouth Hospital or

Dorset HealthCare, the largest provider

of healthcare in Dorset. We asked people

what they thought about the actual

process of making a complaint and what

their experiences were like.

Having sent out 800 surveys we received
a good response rate and some excellent
feedback which will help us to guide and
influence a more efficient, user-friendly
complaints process. It was sad to find
that the vast majority of the particular
experiences people shared with us were
negative. A phrase people often used
about how they felt was “fobbed off"”

e Healthwalch Dorset - A Year In Review 2015/2016







Healthwatch Dorset - A Year In Review 2015/2016

Influencing the future of
Dorset's Home Care Services

In 2015, we got in touch with everybody who was
recewving home care arranged by Dorset County Council,
Poole Borough Council and amajor iocal care agency

Going out te around 3000 peaple, our
survey resulted in people giving us some
excellent feedback This allowed us to
produce an influential report entitled
"Where The Heart Is," which showed
that, whilst most people were satisfied
with the service they were recerving,
there were also major 15sues which
needed to be resolved

Delivering our evidence to care agencies,
local authonties, NHS organisations,
voluntary and community groups and
local media outlets, we laid out a
number of recommendations These
have nfluenced county-wide NHS and
local authonty imtiatives, as well as

Be Yourself:

Everybody Elsels Taken

At the start of 2016, we launched a new campaign called ‘Be
Yourseli Everybody Else Is Taker' This project encourages
young people across Dorset to share their thoughts about
health and wellbeing in acreative way

Emiha Chase, Healthwatch
Dorset’s Children and Young
People's Officer, explains

“"We're encouragiung anyone
hetweentheagesofllto 25to tellus
about therr expenences of mental health,
disability, carng for others or the struggles
they tace with identity,1n a digital and
creative format We want to hear about both
good and bad experiences.

“You can write a poem, story, diary entry,
biog or vliog. Create a film, a prece of
drama, dance or send in photography or
lustrations about your expenences Be as
creative as you want and we'll use all the
enfries to help usimprove local services

Schools and colleges from across Dorset
have taken part, including Oak Academy
n Bournemouth, Oakdale Pnmary School
n Poole and Weymouth College The Arts
University Bournermouth has also promoted
the project through vanous activity days,

new specifications for Support At Home
services being developed jointly by the
local authonties 1n Dorset, which will
now be more flexibte and personal,
putting a greater emphasis on the person
receving home care, their specific needs
and the outcomes they themselves want
to achieve

We are continuing to hold bi-monthly
meetings with local authonty
commussigners to ensure that our
findings are being taken forward,
advising commissioning authontbes to
nvolve and consult service users and
their familtes mere 1n the development
of new home care services

encouraging local young people to express
their opimons on health and soaal care
through creative means

We’re now working with youth groups &
young carers to gather more feedback
and engaging with young people through
sports & activities

Jackie Cormish, National Chinical
Dwrector, Children, Young People
and Transition to Adulthood at
NHS England told us

“It mves me great pleasure to congratulate
Healthwatch Dorset on providing such
positive and innovative opportunities for
Young Pegple to have a voice onissues that
affectthem.

"The Healthwatch Dorset project ‘Be
Yourself - Everybody Else 1s Taken'is a
really clever and insightful way of gathenng
creative feedback from children & young
people. At NHS England we shive to ensure

X
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that public, pahient and carer voices are at
the heart of healthcare services.

"This project shows the value that giving
children & young people the freedom

to speak up in a way that suits them, by
vlogs, poetry or artwork, has in creating
nch & powerful feedback that can help us
waork together to create better services for
the future

Healthwatch Dorset 15 also delighted

to gain the support of Dorset’s Prermer
League football team, AFC Bournemouth,
who have been playing their part 1n

the campaign You can read how “the
Cherries” have been helping Healthwatch
Dorset to tackle 1ssues on page 10

SPOTLIGHT @




At the National Children and

Adults’ Services Conference

In October 2015, Healthwatch Dorset were asked to give a
presentation at the National Children and Adults' Services
Conference Thisannual conferenceisa vital event for

all those with responsibilities for or imterest in social care,
childrens services, education, health and related fields

At the conference, we were able

to speak about the work we have

done, especially our work with The
Chatterboxes (recently featured in
Bntish Patchwork & Quilting Magazinel),
a Bournemouth-based group of young
people with disabilities who collectively
produce a youth-led magazine We
worked with the Chatterboxes to gather
feedback on health and social care
services from over 100 children & young
people Al of this feedback was collated
In a tapestry which the young people
produced to highlight their opimions

and their expenences This project has
proved an essential prece of work as 1t
really gets to the grass roots of young
people’s concerns and thoughts on
health and social care n the local area

To be able to present our findings,
together with Poppy Sargeaunt & Joely
Colmer from the Chatterboxes, in front

Wessex Voices

of an audience of influential people

was an 1deal opportunity to get young
people's voices on health and social care
services heard

Louise Bate, our Communications
& Engagement lead, explains

“the scale of the event was a bit

daunhng But everyone was
very welcoming and the conference was
a fantastic opportunity to share seme of
the ways Healthwatch Dorset has worked
with young people to discover thelr
expenences of health and care.”

To find out more check out our Storify
of the event https //stonfy com/
HwatchDorset/healthwatch-dorset-at-
the-national-children-and-ad

Wessex Volces1s the name of a partnership between
fivelocal Healthwatch organisations (Dorset, Hampshire,
[sle of Wight, Southampton, and Portsmouth) and the
Wessex Office of NHS England Its aumn 1s to promote and
support the involvement of people across the region in
the commussiomng of their health services

In 2015, the partnership produced a Good
Practice Guide to patient and public
involvement in commuissioning and has
subsequently been highlighted as a case
study n NHS England's new Framework
for Patient Participation in Pnmary Care
Commissioning 1t also came runner-up
at the national Healthwatch Network
Awards of Achievement 2015, i the
category “Making a difference with other
local Healthwatch™

e Healthwatch Dorset - A Year In Review 2015/2016

Wessex Voices 15 now focusing on
supporting local people to be involved
1n the commissioring of prmary care,
public health, and cancer services

You can keep in touch with what Wessex
Voices 1s doing by following on Twtter
{@wessexvoices) or reading updates on
the blog at wessexvoices, wordpress com

Backto Contents Page
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Healthwatch Dorset - A Year In Review 2015/2016

Turning the spotlight on
ourselves.

In our third year of operation, our Healthwatch Dorset
Board and our service comrrussioners{the threelocal
authorities inDorset) each decided to comimission an
ndependent, external organisabon to conduct a review of
our services We were particularly mnterested to hear what
other people thought we were doing well and what we
neededtodobetter

The reviews were carned out by Leeds and understanding their concerns
Beckett University The Review they Areas that were 1dentified as needing
carned out for our commussioners improvement ncluded commumcation
engaged with external stakeholders, We need to help more people understand
Including local voluntary and commumty  what Healthwatch Dorset does and
groups, NHS orgamsations and local the contnbution that 1t makes, and
authonty bodies The Review they carmed  especially, awareness for our advice

out for our own Board complemented and information services

that by focusing on the perspectives of

our own Board members and staff To date, this has really helped us to

understand how others see us, and

The reports of the Reviews 1dentified we have developed an action plan to
some of our strengths, which, 1ncluded address the areas that the Reviews

the contnbution we make to strategic wdentified as needing attention It was
decision-making bodies, like the also great to hear that, overall, people
Health and Wetlbeing Boards and the thought we were good at helping

Health and Care Overview and Scrutiny services to improve, through our
Committees They alse mighlighted our nvestigations and reports
effectiveness 1n nvolving local people

Improve Priorities

QG Healthwatch Dorset
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Reaching out

Teaming up with AFC Bournemouth

and tackling inequalities...together!

We are delighted that our continued and close working relationship

with AFC Bourmemouth, the Preimier League football club, 1s still
very much achive We wererecently granted a donation from
the club for the work we have been doing with the “Be Yourself
Everybody Else1s Taken” campaign

Qur very own Martyn and Emlia went to the
Vitalhity Stadium to receive a giant cheque, and
also had an opportunity to meet and discuss
Healthwatch Dorset with Jeff Mostyn, the
club's Chairman Mr Mostyn told us

"It's great to be able to see this
money used for the beneht of
the local communty™

The momes raised by the club are
donated to commumty pro)ects that encourage
and help young people and vulnerable groups,

e Heaithwatch Dorsel - A Year in Review 2015/2016

or those that promote a healthy lfestyle
n Bournemouth

Martyn Webster, from Healthwatch
Dorset, says
“We've been workang with AFC

Bournemouth for a number of years
They have been supportive and encouraging of
our work m the commmumty and by teaming up
wath them to proinote our Be Yourself project,
we can encourage more children & young
people to get involved and have their say”™

Film « Write « Photograph ‘
Blog « Draw = Be creative -
Get your voice heard!

HEALTHWATCHDORSET.CO.UK
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Working with diverse
communities across Dorset

Alan (our Equality and Diverse Communities Officer)
and Chris (our Volunteers Officer), have been leadinga
recruitment campaign for volunteers from amongst our
diverse commuties in Dorset

Alan explains ‘The voice of our diverse
communities about their expenences of
health and care services 1s a particularly
important one for Healthwatch Dorset
We are delighted that we have been able
to team so much more about the 15sues
these commumties encounter through
our new Champions *

This recrnitment dnve has brought

us approximately 50 new volunteer
Healthwatch Champions and spread
the word about Healthwatch Dorset
to a wideming range of communities
These have included Ethmc Minonty
and LGBT (Lesbian, Gay, Bisexual, and
Transgender) communities, as well as
people with disabilities

Rooting for improved
Dental Services

Last year we showed our commtment o giving people
improved access to dental services when wereleased a
report on Primary Care Dental Services

We were then contacted by a Dorset

GP who told us about problems being
expenenced by some patients suffenng
from acute dental pain These included
the lack of availlablity of NHS dentists -
and that NHS 111 had referred people to
GP Surgenes, Local Minor Injunes Umits
and GP Walk-in Centres, where there was
no-one qualified or trained to manage
dental pain

We investigated further and collected
evidence from GPs and patients across
the county and approached the Wessex
Area Team at NHS England, who are
responsible for commmssioning Dental
Services in Dorset, to discuss the 1ssues
that had been raised In response, they
have undertaken a review of urgent care
dental services and are now looking into
ways to 1Improve communication between
GPs and dentists, as well as providing
extra call handbing trawming for NHS 111
staff This has also helped to influence
NHS 111 providers across England to
discuss national improvements to the
Acute Dental Pain Pathway

As part of our ohgoing campaign to get
pecple the nght dental treatment, 1n

November 2015 we arranged for the
Toothbus tao provide free dental check-
ups at the Routes to Roots (RZR) drop-1n
for homeless people 1n Poole R2R spoke
to Healthwatch Dorset, after they tned,
unsuccessfully, to access urgent dental
care for several of their clients

Gabi Sanger-Stevens from
RZR told us,

"We support a nunber of

homeless & vulnerably housed
people who were refused urgent dental
care because they weren't registered
with a dentist We re very grateful to
Healthwatch Dorset for gethngusa
meeting with NHS England to share our
concerns, whichied 1o thts successful
event with the Toothbus

Stephanie outside the Toothbus
before her dental check up

Calvin Philip - Tocthbus promoter
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Easy Reading

Last year we publicised some new nanonal complamtsw
guides, produced by Healthwatch England & Cihizens - i
Advice Some of our followers onsocial media asked usif
they were avallable in an Easy Read version Healﬂm
England and Citizensadvice told us they had no plans [(OJRPR
produce an Easy Read version and so we decided (Wlth *‘ﬂ“i 1

their permission) tc make 1t happen ourselves

Working alongside Poole Forum, a working with them and Cltlzens Advice
speaking up group run for and by to replicate this project on a national
people with learning disabilities, we scale With Healthwatch England
produced an easy-read version of the planning to produce further documents
complaints guide based on our work, we are proud to have

been able to strengthen the voice of
those with learming disabilities, not only
n Dorset, but across the country

The imtiative received recognition from
the National Board at Healthwatch
England and we have since been

Spreading the word

Aspart of our outreach to different communities, we have
begun translating information about Healthwatch Dorset
nto chifferent languages (Portuguese, Pohish, Chinese,
Arabic and Turkish so far)and are now distributing this
translated material across the county

This 1s an exciting in1tiative showing how  In the picture Bournernouth Chinese
committed we are to ensunng that the School Pnncipal Kitty So with Alan
voices of people from ethme minority Mercel-Sanca, holding the Chinese
communities on health and care services  translation of information about

can be as strong as those of people from  Healthwatch Dorset

any other commumty

Kitty So & Alan Mercel-Sanca

ello...

e Healthwaich Dorset - A Year [n Review 2015/2016




Dance Class
in Sherbome

Investing in our Communities ) . NEW Parinsons

Last year we relaunched our Community Investiment
Fund, which we use to support small grassroots projects
and groups across Dorset that aum to improve the health
and wellbemg of thelr local commumbes We oifer

funding mentoring and support to increase the support i e e
availlable from commumity groups and to enable local ol : i
people have their say and get the best out of their health autice ovement spec |
andsoclal care services et e

Spatially 0eesloped 10 e furk. stmukating L 1
In 2016/2017 we are supporting 14 We are also supporting the setting up mmv:ﬂmmum
commumty nvestment projects, which of a new social club for Dorset Blind s-nhm::b;::wvmamuuwﬂmw
include working with people with Association (DBA} in Bndport The social Bk ol G OBP
dementia, black and minonty ethmc club for people who are visually impaired
groups, ex-offenders, clder people, 15 the fourth of 1ts kind to be set up - the m@ 45{3%1:,(’ lualthwaﬁ
children wath learming disabilities, other clubs are in Poole, Bournemouth,
people with physical disabilities, long and Weymaouth
term conditions, mentat health ssues Jonathon Holyhead, CEO at

peop young peop DBA said

One of the projects we are mvestmg in We're thrilled to receive
this year 1s the first-ever ‘Parkinson’s this funding and wath it the I

Dance Regional Roll-Out’ This project opportunity to start a new social group
by Pavihion Dance South West addresses in Bridport for bnd and partially sighted

the symptoms of Parkinson's Disease, people of working age Without support
such as tremors, ngidity and difficulties these people can easily feel cut off

with balance, coordination, posture, from people and things around them,
and walking, through dancing in a struggle to access information, face huge
fun, stimulating, motivating and dufficulres gething around, have luruted
challenging, but safe, environment choice of activities and can often feel
The classes are run by two teachers, they are nelonger free to deade for

themselves how to hve their hves. We
don't think it's acceptable for anyone to
face sightloss alone and this club will
help to combat that”

one a physioctherapist, to ensure the

participants leave every week with a
noticeable improvement n balance,

coordmation, and suppleness

Afull hist of our current Community

LEEE NS LS NEER Y S CUC TN The first Parkinsons Dance Class in Sherbome
projects, can be found here

Our Char, Joyce
Guest, explains

‘Long term health conditions

such as Parkinson’s.can have a
devastahng umpact on people and thewr
farmhies. This project promotes health
and wellheing in a fun environment,
helps create friendships and offers
support to carers as well.’

J A2

SPOTLIGHT

@




Back to Contents Page

Healthwatch Dorset
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Just this year alone, our volunteers have put
in an incredibte 551 hours! Thanks to their
work, we are able to develop and engage
with the public through our Information
Stands, which we run regutarly across the
county in shopping centres, health settings,
tibraries and at community events. They
have also worked with the Care Quality
Commission to support them to engage with
the pubtic when they carry out inspections of
our local services.

Anumber of our volunteers have also taken
part in PLACE assessments in our local
hospitals. (PLACE stands for Patient Led
Assessment of the Care Environment and
takes the form of site visits focussed on nan-
clinical aspects of the service buildings,
food etc.)

QOur Champions are gearing up to take

part in our Care Home Project, which will

be undertaken later this year. H you are
interested in volunteering for this project,
please feel free to contact us. The Champions
will be undertaking observational wark and
tatking to residents and staff in care homes.

Ve o~

\)/

One area that we have tried to develop
during the last year is the diversity of our
Champions and the extent to which they
represent the whole population of Darset.
We now have Champians from across the
diversity spectrum {mere information about
this can be found on prEER L),

.;:quflln ST \\,,ff))\'\r\‘rm'\‘ “.V‘L )

“Volunteering is a way to explore

new opportunities and different

ways of workdng Youcanalso

meet new people and develop

your networks. Its the variety thats
always the most exciting!

Forme, vohuniteering has helped me to build
onsocial skills, communicate with others and
beabitmore independent Youreally develop
thatover time.

For someone thinking about volunteering,
Iwould say gofor it. Eyou spot something
that might develop your skill set, help you
move into employment or meet new people,
getinvolved?”

You can read more about Jack’s inspirational
volunteering story iEiE.

e Healthwatch Dorset - A Year In Review 2015/2016

Jack Welch, Healthwatch
Dorset Charnpion
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Interview with one of
our Champions,
Pia Graham..

Q- Howlonghavebeen
you voluriteering with
Healthwatch Pia”?

A- “| first engaged with
Healthwatch just over a year ago,
but | was most active with the
orgamsation in July and August 1n
2015 This s where | was tasked
with meeting people in Boscombe
and collating invaluable feedback
on their experience in the health
care sector n Dorset " -

Q- We understand youve
recently been recognised by
the Mayor for the work youre
doing with Healthwatch, tell us
aboul that?

A- "I was a little bit
surpnsed to be nominated to be
honest, 1t’s nice to be recogmsed
but that"s not why 1 do it [ must
admit that | was somewhat
embarrassed about getting the
recogmtion as | don't feel like
|'ve done enough for Healthwatch
yet, as I've only been involved
for 12 months But | know there’s
the potential to be involved 1n
more projects going forward

But nonetheless 1t’s great to
recogmsed!”

Q- What projecis have
you personally been involved
insince starting with
Healthwalch Pia?

A- “My main role since

working with the orgamsation 1s the
community engagement work | was
dong last summer But |’ve also been
wnvolved 1n focus groups | have also
been responsible for wnting up some
of the feedback gathered from the
engagement work "

Healthwatch Dorset - A Year In Review 2015/2016

Q- Whatdo you get
out of volunteeiing
with Healthwatch?

A- ‘There really are so many
great facets to volunteering -

but one of the best ones 1s that |
really do enjoy it | am extremely
passionate about the NHS and the
fantastic service it provides, so to
be involved 1n an orgamisation such
as Healthwatch 15 great as 10 a small
way my input can help de\\ielop the
NHS further This bnngs me a sense
of satisfaction

I've really loved meeting new people
as well and most people you’ll find
are forthcoming and are happy to
talk about their expenences as
patients within the NHS | have
heard some very inspinng stones
from patients, and other stones
which further highlight the need for
the invaluable feedback | provide
through my engagement work

| think 1t's important that we as

volunteers are seen as providing an
outlet and a platform for people to
express their issues {either good or
bad} with the health service

Q- What do your fnends
thinkabout your volunteering

your tume? \

A “They are all really
supportive of what I'm doing, and
are impressed with the ways |'ve
been involved They always show
interest and are keen to hear what
I've been up to They can alsc see
that 1t’s helped my confidence

and to know that I'm providing a
histening ear to those who maght
not feel comfortable discussing
their experiences and concerns
within a mere formal environment
We all think that volunteenng

IS a great way to develop

ones employability and shows
commitment and willingness - all
of which make for a good citizen in
the {ocal commumnty

SPOTLIGHT @







Backto ContentsPage

Informed
empowered

Healthwatch Dorset provides

information and signposting to
people about local health and

care services and how to iind
their way round the system

We provide thisservice intwo

main ways:

Through our telephone helpline
{0300 111 0102), where you can speak to one
of our team dunng office hours on weekdays

In person at your local Citizen Advice Bureau

e Healthwaich Dorset - A Year In Review 2015/2016

(itizens Adwvice Bournemouth, West Wing,
Town Hall,Bournemouth, BH2 6DX

Citizens Advice Bndport, 45 South Street,
Brndport, DT6 3NY

Citizens Advice Chnstchurch,
2 Sopers Lane, Chnstchurch, BH23 1JG

Citizens Advice Dorchester and Sherborne,

1 Acland Road, Dorchester, DT1 1JW and
The Manor House, Newland, Sherborne
DT9 35

Citizens Advice East Dorset, Hanham Road,

Wimbarne, BH21 1AS

Citizens Advice North Dorset, 4 Newbury
Court, High Street, Gillngham, SP8 4QX

Citizens Advice Poole, Beech House,
28-30 wWimbome Road, Poole, BH15 2BU

Citizens Advice Purbeck, Mill Lane,
Wareham, BH20 4RA

Citizens Advice Weymouth and Portland,
2 Mulberry Terrace, Great George Street,
Weymouth, DT4 8NQ

Emila with a Dorset Learning Disability group

&

We know that there’s an enormous
amount of information out there -
leaflets, websites and so on - but
some information 1s complex,
confusing, hard to interpret

or even contradictory Often
people need to make sense of
information at a time when they
are feeling very stressed by their
situation, their health or concerns
about a family member That'’s
where Healthwatch Deorset comes
in Finding and explaining the
information available to enable
you to make an informed choice
about your next steps

Many people contact us to
understand their eigimlity

for free NHS services, such as
prescnptions or dental treatment,
or around processes like Choose
& Book People often want to talk
through the mplications of taking
a course of action - especially

if they are considering using a
complants procedure Such action
can be lengthy and complex
Healthwatch Dorset advisers help
people understand the process
and establish what they hope

to achieve

Here are some examples of how
we've been able to help

Mrs A's parents lived some
distance away (out of Dorset)

Her dad lived 1n a house he
owned, and her mum had moved
Into a care home, her place there
funded by the local council Dad
was finding 1t difficult to cope and
a move to Dorset to live with Mrs
A seemed sensible, but this would
mean also moving mum to a care
home 1n Dorset This raised all
sorts of questions about how
selling his home would then
affect the level of care funding
provided for mum, and whether
any of the proceeds could be
used to adapt Mrs A's home for
dad Alongside this was the worry

about how murm would cope in

a new care home Mrs A talked
with a Healthwatch adwiser at her
local citizen advice bureau about
how the system works and what
various pieces of jargon mean, lhike
“capital rmits” and “depnvation
of assets” The adviser was also
able to give her information about
other agencies who would be able

~
to help her .

A patient being treated for\
terminal cancer was about to be
discharged to residential care and
was very unclear about whether
he was going to have to pay for
this The Healthwatch Dorset l‘,
adwser helped him establish

that he was ebigible for “NHS
continuing care” so he would not “
be charged

Ayoung man had been 'sectioned’
and placed in a mental care un}t',
he wanted to challenge this J
The Healthwatch Dorset adviser
realised that he had not been told
about the Independent Mental
Health Advocacy Service, a vital
source of support for pecple in
these situations, and put him n
touch with them

oh EEERE i
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E | 1 Health and Wellbeing Boards bring together We have used our place on the Boards to try to
Very oca leaders from organmisations across the local ensure that the Strategies
' Healthwatch has, by health and care system so that they can . Address the mequalities in
law, a seat onthelocal work together to improve the health and health and wellgem
Health and Wellbeing wellbeing of their local population and expenenced by all g
Board(s) Joyce Guest, reduce health inequatities disadvanta -
) ged sub-groups of
ouwr Chair, 1sa member We use our place on the Boards to highlight the population of Dorset - not
of the Bournemouth particular areas of concern reported to us by just those living n
d Poole Health d local people, to ensure that the Boards have disadvantaged neighbourhoods
dll Goleried an people’s real expenences tn front of them
Wellbemg BOElI'd and +  Are wntten n plain English
Margaret Gu V,0Ur Vice- We also have a role in advising the Boards on and avond the use of jargon and
' cormmmumcation and engagement One of the speqizlist terminology
Charr,1sa member of ways we've achieved this 1s by encouraging set out clearly th Is for th ¢
the Dorset Health and people to ask public questions at Board threzuy:afsa;: d th%O:rcs)grc:ss ;\:2: d
Wellbemng Board meetings via twitter Our twitter imuative achieving these goals will be momtored

resulted 1n a national goed practice award
from the Local Government Association

Both Health and Wellbeing Boards \n Dorset are
currently 1n the process of working together to
renew their Health and Wellbeing Strategies,
which set out the priorities for the actions they
will take to improve the health and wellbeing
of their population These pnionties are to

« Reduce inequalities - 1n health
and wellbeing

« Promote healthy Lfestyles
and prevent ill health - and also
promote health and wellbeing

«  Work better together to deliver
prevention and early
intervention at scale, high
quality care, and better value

SPOTLIGHT
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In the year 2016/17, some of our priority areas
are going to be:

Sl Ghildren’andivours
peoples'emotionalhiealth

You can read about gur Be Yourself project

ongEEa .

o Mentalhealthcns:s

We are feeding people’s experiences of these
services into the Acute Mental Health Services
Review being carried out in Borset, and wilt be
working to ensure that the future of mentat
health services in Dorset is an integrat past

of the Public Consultation. that will ke taking
place about the proposals set out in the
Clinical Services Review ([FERGECRM.

LM Care Homes!

We are planmng a series of visits to care homes

‘across Dorset, Poole, and Bournemouth.

‘Alnew;roundofiGommunity;
InvestimentBrojects)

14 new projects are starting in 2016.

=B Dental'services)

We are investigating concerns brought to

us about cormmunity dental services in East
Dorset, and will be working with NHS England
to make sure that local people are fully
involved when Out Of Hours Dental Services are
re-commissioned in 2016/17.

I HOmeEe Care setvices

We are {ollowing up the recommendations we
made following our investigation into home
care services last year, in particutar to make
sure that the insights we gained are influencing
a new pan-Dorset service specification.
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Facts & Figures

Topics
These are the top five general topics

peaple have wanted to share their
views on {both good and bad)

Contacts

In the year 2015-16, we recorded
1,820 preces of feedback from
locat people The chart shows the
main sources of that feedback as a
percentage of the whole

Enter And View

Each local Healthwatch holds the power
of Enter and View We have the power to
enter (announced or unannounced) any
prermises where publicly funded health or
social care senices are being delivered,
and view the services being delivered
there In this penod, we conducted a
number of unannounced visits - to Dorset
County Hospital, Poole Hospital, The Royal
Bournemouth Hospital, St Ann’s Hospital
and the Forston Climc

TheHealthwatch Trademark

As the orgamsation that holds the contract
from Bournermouth Borough Council, Dorset
County Council and Borough of Poole to
deliver the local Healthwatch service 1n
their area, we are licensed by the Care
Quality Commission, for Healthwatch
England, to use the Healthwatch
Trademark {which covers the Healthwatch
logo and Healthwatch brand)

Requests For Inforimation

In the course of ocur work, we have reason
to request information from NHS bodies and
local authonties, to gather data and collect
evidence about local services Sometimes
we do this through the formal process of an
FOI (Freedom of Information Request) But
more often we do 1t informally We made
no FOI requests 1n this penod

26% 26%

15% /%

@ duwainyof Sarvice @ Potient Pathwey @) Stalf @ Finarce

@ Access to nervices

35% 26% 11% 9%
@ Ciizens Advice Bureaus @) Website
@ Commentcards @ Events @ Email

@ Community Groups

Money

Each local Healthwatch i1s funded by the
local council, using money allocated for
this purpose by central government In the
case of Healthwatch Dorset, the funding
comes Jointly from three local councils

- Bournernouth Borough Council, Dorset
County Counal and Borough of Poole In
the financial year 2015-2016 this funding
amounted to £446,700

On staffing ncluding staff working on
Communmity Engagement and Qutreach,
Research, Volunteer support and the
telephone helpline, together with staff n
Citizens Advice Bureaus, admimistration
and finance staff, management, training
and supervision), office and runming costs
(overheads} we spent £385,026

Gn projects (including reviews of services
and research projects), Engagement

and Qutreach (orgamsing events and
meeting groups and indmduals to get their
expenences of, and views on, their local
health and social care semaces), Marketing
and Communication (including e-bulletins,
newsletters, advertising, web site etc ), the
Commumty Investment Fund (support to
local community groups), Meetings costs
and reimbursement of the out-of-pocket
expenses of Healthwatch volunteers, we
spent £65,015

6%

7% 5% 3% 2% 2%

@ Teiephone helpline
@ Comespondence

@ Other

12 o [ ]

SPOTLIGHT




healthwatch

Dorset

© Healthwatch Dorset 2016

This report is available to the public
on the Healthwatch Dorset web site
(www.healthwatchdorset,co.uk).

It is also available in hard copy on
request (0300 111 0102).

It has also been sent to Healthwatch
England, The Care Quality
Commission, NHS Engtand, NHS Dorset
Clinical Commissioning Group, The
Qverview and Scrutiny Committees
{0OSC) of Bournemouth, Dorset and
Poole councils, Bournemouth Barough
Councit, Dorset County Council and
Borough of Poole

Healthwatch Dorset
896 Chnistchurch Road

HealéhwﬁthOf?ﬂCIC Bournemouth BH7 6BR ‘
15 a Commumty Interest ,
Company limited by guarantee Tel 0300 111 0102 !
and registered 1n England and enquirtes@healthwatchdorset co uk !
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