Together

we're making health

and social care better healthwatch

Annual Report 2022-23 Waltham Forest



Contents

About us 3
Highlights from our year 4
Listening to your experiences 6
Getting a GP appointment 7
Ambulance Services 1
Dentists 12
Hearing from all communities 13
Maternity 14
Sanjay’s joined up care 15
Advice and information 16
Volunteers 18
Finances and future priorities 20
Statutory statements 2
Get involved 23
Our Community Insights reports 24

“In the last ten years, the health and
social care landscape has changed
dramatically, but the dedication of local
Healthwatch hasn't. Your local Healthwatch
has worked tirelessly to make sure the
views of local people are heard, and NHS
and social care leaders use your feedback
to make care better.”
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About us

Healthwatch Waltham Forest is your local health
and social care champion.

We make sure NHS leaders and decision makers hear your voice and use
your feedback to improve care. We can also help you to find reliable and
trustworthy information and advice.

Our vision
A world where we can all get the health and care we need.

To make sure people’s experiences help make health
and care better.

Our values are:
« Listening to people and making sure their voices

&
888  Our mission
=2
(2

« Including everyone in the conversation — especially
those who don't always have their voice heard.

« Analysing different people’s experiences to learn how
to improve care.

« Acting on feedback and driving change.

« Partnering with care providers, Government, and
the voluntary sector — serving as the public’s
independent advocate.
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Yedr in review

Reaching out

3,564 people

) shared their experiences of health and social care

services with us with over 15,000 separate insights,
helping to raise awareness of issues and improve care.

]

came to us for clear advice and information. The most
common topics were dental access and mental health.

Making a difference to care

We published m
44 reports &
covering patient experience and the improvements

people would like to see to health and social care services.

Our most popular report was

Improving GP access

which proposed developing different access systems for different groups of patients.

Health and care that works for you

We're lucky to have

10

outstanding volunteers who gave up 31 days to make care
better for our community.

We're funded by our local authority. In 2022-23 we received

£102,382

which is 13.4% less than the previous year.

We currently employ

3.5 Stqff full time equivalent

who help us carry out our work.
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How we’'ve made
a difference this year
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3 We interviewed 22 Care Homes Feedback was very positive with
residents. concerned access to dentistry, mental
health and continence services.
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3 We gathered feedback from Insights suggest that different access
o over 1,000 people on their systems for the generally well and for
= experience of accessing GPs. people with long-term conditions and
the vulnerable may improve
experience.
Q
= &
E. We visited maternity services,
c conducted surveys and reached :
3 out to ethnic minority and faith Wh|pps R gnd hgolth
3 groups to talk about why some services are working with local
women have poorer maternity tyeriisi U Inmreye Guliliel
UearES awareness..
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.:-,r We worked with our We found that to tackle A&E and
2 neighbouring Healthwatch to urgent care services we need to tackle
look at urgent care and access to GP services. We are working
ambulance services. with Waltham Forest GPs to develop
solutions.
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Listening to your
experiences

Services can’'t make improvements without
hearing your views. That's why over the last year
we have made listening to feedback from all
areas of the community a priority. This allows us
to understand the full picture, and feed this back
to services and help them improve.

Healthwatch Waltham Forest Annual Report 2022-23




Getting a GP appointment

Being able to get a GP appointment is the issue that people in Waltham Forest are
most worried about. The quality of the care they receive still remains mainly positive.

Top trends from 8,826 issues from 3,35 people from Waltham Forest GPs
April 2022- April 2023

# Issues
1200

m Positive m Neutral = Negative

1000 Experience of
access to GP
800 practices in BN 12
600 Waltham Forest
400 T
200 Experience of
0 - quality and
o . =~ ) &S @ empathy in GP i
‘§'§ @f G-é\ (5'9 f@’@‘@ q}t&@‘s‘? &£ ég’éssg > ,@’9 & g practices in
'S S FEF S & :}}§ ~ _$C9’ G o F Waltham Forest
SPGES i & = Y F3
S L~ S &3
[ G
=
o
What is the problem?

Most practices ask patients to phone first thing in the morning to make an
appointment. Patients often end of waiting a long time to get through on the
phone only to be told all available appointment slots have gone.

Online appointment booking systems often
don't work smoothly or there are no

\ appointment slots available; in some cases -
‘D after answering many questions patients still
l 5 need to call for an appointment anyway.
—
4 I Patients who can't get an appointment are

often told to seek urgent care or keep trying
each morning.

The more difficult access becomes, the more people start to lose trust in the
quality of services as they feel care is being rationed to cut costs .. It also
increases pressure on other parts of the system as people unable to access
their GP are using urgent care services (NHS 111, A&E, Urgent Treatment Centres).
This is also problem because these services may not fully meet their needs (e.g.
they can't offer specialist referrals, continuity of care, long-term treatment) and
are also overstretched. This means longer waits for everyone including patients
with a clinical need to be seen urgently.
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Getting a GP appointment

Impact of poor GP access on urgent care

Patients struggle Leads to loss of trust in GPs and increases negative views of surgeries and the
to get urgentGP I8 quality of services e.g., a patient adV|sgd to stay home and take paraqetomol

appointments * after a telephone consultation may think this is because the GP doesn't have
the capacity to see them.
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1M A&E & Urgent Treatment Centres
less able to deal with complex
long-term conditions or give
specialist referrals. People who

Patients who access

Urgent Treatment call cannot get GP appointments
Centres through remain without treatment until
calling 111 think they've Skl

they experience a (possibly

made an appointment avoidable) acute episode.

but still have to wait
several hours. Many

patients say that UTCs ()N oTrate R o e People can wait a long Waiting for a hospital bed

are disorganised I ; ; time in A&E, often in I
) ' ong time to arrive, can take even longer,
reception staff are s wEy e eiel s because of shortogges- but

rude and the service conditions. Some
is generall
unsupportive.

when they do arrive 1 A
they provide a patients report that once admitted, patients
good, caring and their symptoms are not usually get reasonably
efficient service. taken seriously. good care.

What do local people want?

We looked at feedback from 4,713 Waltham Forest patients*. It showed that 45% of
people wanted a face-to-face appointment with their own GP but 56% were
interested in doing things differently.

. * patients from a 2023 GP Access and Extended Hours survey (download report here).

Patient Profiles Prefers to be seen in person
.
In-person local . In-person will travel
|} . . . .
Needs in-person appointment in their local area . Highly values in-person appointments and is
. old e, digitall n willing to travel for them
exclirdpe%op & digitally : * Young people, aged 18-24
. South Asi disabled 4 50/ . + Living_more than 30 minutes
L e, Seine elgel el (o) . from GP; likely to move within the
- People on low income, who of . borough/area
may not be able to afford L] oLyl 13143 = +In work, who may be able to
internet access or travel . access care near their workplace
- rather than their home.
n « White other than British ethnic groups;
only willing u Latin American ethnic groups.
|}
totrqvelupIllllllllllllllllllllllllllllllllll.fllllllllllllllllllllllllllllllll Willing to .
to 30 min travel 30+ min

Virtual

« Avoids travelling to see a GP, but will have
remote appointments

+ Some disabled people; especially
those with mobility impairments or
relatively well-managed, stable
chronic conditions.

« Some neurodiverse people,
including autistic people & those
with mental health conditions.

« Aged 25 to 49, working parents

Flexible

Happy to have virtual appointments or to a GP
« Roma ethnicity if not digitally excluded.

» Some neurodiverse people, including
some autistic or diagnosed with
12%
(<]
of
respondents

ADHD.
« Already living further away from GP
+ LGBTQ patients

16%

o
respondents

Prefers being seen remotely or doesn't mind

This would indicate that if you provide a good online, phone and GP Hub service for
the mostly well you could free up face to face capacity for those that need it most.
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https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/GP-transformation.pdf

Getting a GP appointment

What could better access like?
Rather than everyone trying to accessing care through a GP Practice phone line they

can chose to access information, services and support in a range of ways that better
suit their needs.

Same day '{:J
s o s appointments,
. - routine screenin ,é__
JTH 7

referral to other

services
Larger GP Hubs Repeat
Y . . near good Extend T11 remit prescriptions,
.. Online services \gige]alololadllal'E with better 7 specialist advice
i ’n" (booking, skilled call for long term
V repeat handlers conditions
prescriptions, JI B
etc) i ’mw Al and digital
information
Remote
appointments, Advanced
GP at Hand NHS 111 and - 3:882225280 d
IELEL other reassurance,
centralised linking up to
_ / services relevant services
Better info on \L if needed
V(\Jliggg;:g O ereon Info on prevalent
appointments- " ,
services Priorithing long-term conditions(Strep-A, Covid, flu)
conditions and the in multiple formats: written,
most vulnerable. audio, phone line etc.
More traditional users A significant other group
Addressing Prefer booking by Happy to book online, use 1NiS group
the needs of telephone, being seen in online tools, have remote could be
the other person, going to the same consult, go to a hub or key for
group . GP surgery. Urgent Treatmetn.t Centre. unblocking
inaflexible - Represent the largest How they are willingto be tne

group, but just short of a
majority.

Are likely to be more
vulnerable: older,
disabled or more severely
ill, digitally excluded.
affiel

flexible may vary between .~ .
roups and individuals.  Pipeline

?some may be willing to

travel to a walk-in centre

but not have remote

consultations, or the other

way around

personalised
way creates
capacity for |
this group in
GP surgeries.
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Getting a GP appointment

Local peoples’ insights have influenced:

* Planning of GP Hubs with more same day
appointments.

* new digital phone systems to

improve response times. oy
* better information on what _—
services are available and how —
to access them without having =

to go through GPs.

What difference will it make?

| ‘ ut-of-hours GP

« If you who aren't sure you appointments

need to see a GP you'll be ilable
—— ow availa
able to access trusted O &30 gm0 10:00 b

Saturdays 9:00 pm to 5:00 pm

V4 information on your
options including the NHS

&9 App, pharmacy, practice
nurse or making your
own direct referral. /
* If you need a face to face e Call'the Federation on
v i o o o Oppointment with your ) N~ 020 8519 3999
M@#@w GP you should find it AN TO Y P e oAy
| easier to get through on | 79 SPMON SATURDAYS

the phone and to see
your own GP.

* If you're less worried
about seeing your GP you
could be seen quicker at
a GP Hub.
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Ambulance Services

We engaged with 54 local residents on their experience of the London Ambulance
service

Calling 999 36% rated their Waiting for the Ambulance

experience of calling

999 as "very good’ 24% thought it was
way too long

21% rated it as "very

" 33% thought the
poor waiting time for the N
ambulance was
entirely reasonable
90% of ;
Experience of
The c:vetrotghe respondents rated Pgrumedics
Journey to Hospital rjwoumt? % ¥ 1e7 RIS RCLSIESICH
misha il y - P l Osrll%'ir?ut"é‘;s paramedics as £
% of patients N P "very good" '
received pain —- Ve A a
relief before .!
OrriVinththe ﬂ@lllllllllllIIIIIIIIIIIIIIIIII
hospital o' O 97% felt they were
treated with dignity and
Waiting The average waiting privacy by paramedics
Time in time in A&E was 1 .
A&E hour and 14 minutes Overall Experience

) - o . 60% thought
547% thought the waiting  31% strongly disagreed that services V\S/Jork
time in A&E was entirely ambulance services dre
well together
reasonable well-resourced and
adequately funded

People had a very positive view of the London Ambulance service and its staff.
They are, however concerned about ambulance waiting times and about the
under-resourcing of the service. People suggested:
* Increasing investment in the LAS, including better pay and conditions for staff.
+ Improving waiting times and service responsiveness, including streamlining
triage at dispatch
* Improving primary care services and alternative urgent care services for
situations which are not life-threatening, to decrease pressure on ambulances.
- Better training for 111/999 dispatchers and ambulance drivers.

What difference will it make?

The engagement Healthwatch led with local residents has been
one of the key data inputs into the LAS five year strategy
development process. The areas of work and improvements we
are going to introduce have been heavily influenced by the
voice of the residents.

Beata Malinowska, Deputy Director of Strategy and Transformation, London Ambulance Service NHS Trust

Healthwatch Waltham Forest Annual Report 2022-23



12

Finding a dentist

It is a tale of two very different experiences with dentists in Waltham Forest. If you can
get an NHS appointment or can afford to go private then the experience is generally
very good (83% positive). But if you're one of the many people who are finding it
extremely difficult to access NHS dentists (63% negative experience of access)
including accessing emergency dentistry (for example via NHS 111) then the
consequences can be harrowing. (link to report). Care home managers also told us it
was hard to find a dentist who can come to a care home for people who can't travel
and wheelchair users said it isn't possible to access some dental practice.

‘I went in March to register my child at the dentist, | was told
that until April he does not register anyone, in April | was told
that until May he does not register anyone, | went today to be
told that no more new patients are registered.”

Comment came from Google reviews

Changes to NHS dental contracts

We raised your concerns with Healthwatch England who incorporated our insights
into their national campaign to push the government to come up with a better way
of funding dentists to improve access and affordability. The Healthwatch
campaign resulted in NHS England changing:

E] * Increasing the payments for dentists when treating patients with
-] complex needs, for example, people needing work done on three or
— more teeth.
— * Requiring dental practices to regularly update the national
directory as to whether they are taking new NHS patients.
* Moving resources from dental practices that are underperforming.

Locally, the North East London Integrated Care Board will now have responsibility for
our local dentistry services and we have suggested that they look at opportunities
to increase community dental services within our dental hospitals services and to
target initiatives to underserviced deprived areas and reaching the most
vulnerable in our community.

What difference will it make?

With these changes in place, it should be easier for people to find a dentist taking
on NHS patients in their local areaq, alleviating the stress and worry so many suffer
when they cannot afford to go private.
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Hearing from
all communities

Over the past year we have worked hard to make
sure we hear from everyone within our local area.
We consider it important to reach out to the
communities we hear from less frequently, to
gather their feedback and make sure their voice
is heard and services meet their needs.

This year we have reached different communities by:

+ Talking to women from Black African and Caribbean, Pakistani and Eastern
European communities about their experience of maternity services.

+ Talking to people in care homes about changes to GP services

+ Presenting community insights reports on GPs and hospital services that breaks
down experience based on ethnicity, disability, gender, age, LGBTQ, and faith.

Healthwatch Waltham Forest Annual Report 2022-23



Equal maternity outcomes

We engaged with pregnant women mainly from Black, Asian, and ethnic minority
communities to understand how all babies born and cared for in Waltham Forest
could have the best possible start in life. We found.

Culture: women of Black ethnicities were more likely to say it's important to them
to be looked after by professionals who are similar to them (cultural background,
age etc.), and less likely to say care providers are similar to them.

Choice: referral by a GP to maternity services appears to lead to less choice than
self-referral. Women from Black African, Turkish, Pakistani and Eastern European
communities and single parents are more likely to rely on GP referrals.

Language: access to healthcare professionals who speak their first language
was important for those with basic and conversational English, but less so for
fluent non-native speakers. Polish and Pakistani respondents were less likely to
report having access to professionals who speak their language.

Income Antenatal classes are no longer widely available free at the point of
access.

Capacity Antenatal provision sometimes seen as rushed and with maternity
health professionals lacking time to engage.

What difference will it make?

Maternity providers have committed to work towards: "
* cultural competency training for individual Maternity Units. S J
+ trauma-informed care for both staff and service users.
* a communications post in each Maternity Unit focused on the
provision of accessible, timely information.
+ provision of multilingual advocates on site.

You can find out more about what difference the work is having here '- ,

From the Maternity Equity and Equality work last summer to the
Maternity Choice work earlier this year, we honestly couldn’t have
done it without you. You were able to reach communities we never
would have been able to reach on our own, and with that it meant
the engagement was genuine, sensitive and considered.

All the insight and feedback you gathered really has set actions and
recommendations to deliver meaningful change in maternity care,
and whilst I'm incredibly grateful for all your hard work and support,
it will be our commmunities who will benefit the most.

Sarah Coulthard, Senior Communication and Campaigns Manager, NHS North East London ICB
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Joining up services

We used Sanjay’s story of a wide range of health and care services to show
how different parts of the system not working well can have a drastic
impact both for the patient and the services.

Misdiagnosed-

. . tendon issues, E Multiple trips to
Unexplained Online GP : P P
backpain *®=®"® consultation =** ng;c trr(e;zrt)rc;]n:r;\;e .. @ ama Whipps Cross

(was actuall (o) (o) ASE
heart issues s
Emergency = % ;
admission= = u af Discharged and sent i o)
5 ; Whi Cro i
Barts ﬂ '+ Minor heart home from Whipps qu?&%b yS s G T\I::ftd
(o) (o) - attackat = = m Cross, instead of transfer 9 . *  qttacks
home to Barts. Waiting for good care until
surgery. discharge
Surgery-
bypGSS . . Visit from Barts-based surgeon,
» Hospital- = agreed surgery needs to
v acquired Amli)ulance sﬁoff happen at Barts
. v only ones who
D|SChGrge suture wound '0 0' l q" " deqltywith wounds &
. . e (o) (o) on several *e
On Bleeding from occasions ‘.. single disttrictl
L3 wound for 0 nurse appt only
A weeks Cong%(gﬁfl 3 GP tried arranging & SRR
District nurses ) v aftercare . district nurse- ¢ ‘nvolved
SR e | e CTTCTIE o " unsuccessfully
ut didn't happen

We suggested that people recently discharged from hospital should be
flagged on GP systems and when they phone for a GP appointment or other
care they should be given a priority. Patients should be able to alert
someone in the system if District Nurses do not turn up and issues should
be dealt with quickly. Sanjay's story was presented to the Waltham Forest

Health and Care Partnership and the North East London Integrated Care
Board .
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Advice and
information

If you feel lost and don’t know where to turn,
Healthwatch is here for you. In times of worry or
stress, we can provide confidential support and free
information to help you understand your options and
get the help you need. Whether it's finding an NHS
dentist, how to make a complaint or choosing a good
care home for a loved one — you can count on us. This
year the most common issues we've helped people
with are:

- Dentists

- Children and young people

- Covid

- Mental health

Healthwatch Waltham Forest Annual Report 2022-23
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Advice and information

Help to find dental care in Waltham Forest

The most common request for information and advice was on how to access
dental services. People told us that dentist were not taking on new patients.

The impact of delayed treatment has resulted in people living with considerable
pain, developing medical resistance and dental conditions worsening.

“I went in March to register my child at the dentist, | was told

66 that until April he does not register anyone, | went in April |
was told that until May he does not register anyone, | went
today to be told that no more new patients are being
registered.

no one takes NHS patients. | cannot afford a 1.2k root canal

66 “I have been trying to contact all the dentist around E17 but
and | am in severe pain.”

Healthwatch Waltham Forest have raised concerns with the Health and
Wellbeing Board and Health Scrutiny Committee and have worked across the
London Healthwatch network to look at possible solutions .

Understanding how to make a GP complaint

People find it difficult know how to complain about their GP
practice and when they do they find it hard to see what difference
it might make .

It is not clear how to give feedback or make a complaint at many
GP Practices.

Receptionists can make it feel difficult to make a complaint

It's not clear what difference making the complaint will make or
even where it goes. We added a clearer explanation of the
complaints process on our website How to make a complaint

This will change on 1 July 2023 with the North East London
Integrated Care Board taking over responsibility from NHS England.
We hope that this might give us more opportunity to improve the
process and use the insights that the provide.
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healthwatch

Waltham Forest

www.healthwatchwallhamiorest.co.uk

Have your say on health and
social care in Waltham Forest

— D —— — -

Volunteering

We're supported by a team of amazing
volunteers who are at the heart of what we do.
Thanks to their efforts in the community, we're
able to understand what is working and what
needs improving.

This year our volunteers:

+ Visited Whipps Cross Hospital, voluntary and community
sector events and community groups to promote.
Healthwatch Waltham Forest and what we have to offer

+ Collected experiences and supported their communities to
share their views.

« Carried out an enter and view visits to Whipps Cross Hospital
to help understand where things were working well and
where they could be improved.

+ Interviewed residents over the phone to make sure we
reached digitally excluded residents.

+ Collected the most up-to-date information on changes to
services, such as whether NHS dental appointments were
available at practices
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Jennie - visiting health services

“During the last year | have engaged with people who
have used the maternity services at my local hospital.
Their feedback has highlighted good practice and
identified issues of concern, which will be shared across
NHS England to ensure all patients who use the service
receive sdfe, effective and compassionate care. | enjoy
being part of the Healthwatch team ensuring that the
care provided locally is the best it can be.”

Tunde — gathering community insights

“| was able to access a Queen Mary University
community researcher course as part of my
volunteering. The training provided me with the courage
to reach out to the community, take part in focus
groups, conduct surveys and connect with a diverse
range of people. | enjoy volunteering as the flexible
schedule fits well with my family responsibilities. My
volunteering experience is leading to paid opportunities
and I'm thinking about a career in community
engagement”

Maria —supporting our administration

“Being a volunteer in Healthwatch has provided me
with many opportunities to develop new skills, such as
managing stakeholders’ queries, working with and
supporting the rebranding of the organisation’s
governance policies and procedures and meeting the
deadlines. The work with Healthwatch has open for me
also career doors, giving me the opportunity to
progress in my role in the NHS

Do you feel inspired?

We are always on the lookout for new
volunteers, so please get in touch today.

B www.healthwatchwalthamforest.co.uk
% 0800145 5026

info@ healthwatchwalthamforest.co.uk
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Finance and future priorities

To help us carry out our work we receive funding from our local authority
under the Health and Social Care Act 2012.

Our income and expenditure

Income Expenditure

Annual grant from £102,382.50 (| Expenditure on pay £108,590.71

Government

Additional income £60,019.78 || Non-pay expenditure £43,564.70
Office and management £10,246.87
fee

Total income £162,402.28 || Total expenditure £162,402.28

Additional income is broken down by:

« £1,250 funding received from Healthwatch England for work on a project

« £33,675 funding received from the North East London Integrated Care Board
- £16,344 funding from Local Voice (host organisation)

Next steps

In the ten years since Healthwatch was launched, we've demonstrated the power
of public feedback in helping the health and care system understand what is
working, spot issues and think about how things can be better in the future.

Services are currently facing unprecedented challenges and tackling the
backlog needs to be a key priority for the NHS to ensure everyone gets the care
they need. Over the next year we will continue our role in collecting feedback
from everyone in our local community and giving them a voice to help shape
improvements to services.

We will also continue our work to tackling inequalities that exist and work to
reduce the barriers you face when accessing care, regardless whether that is
because of where you live, income or race.

Our top three priorities for 2023-24 are to:

1. Improve GP experience by co-designing access points based on local
people’'s needs and requirements.

2. Improve the lives of people with complex long-term conditions by identifying
how joining up services could work better for more people.

3. Increase the co-productions of local services by creating a network of
‘community influencers’ who bring their experiences and our evidence.

Healthwatch Waltham Forest Annual Report 2022-23
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Left to right - Dr Sheraz Younas from our GP Federation, Amber Harris and Sue Boon from our Health and Care Partnership and
Dianne Barham and Robina Ramzan from Healthwatch Waltham Forest

Statutory
statements

Healthwatch Waltham Forest, hosted by Local Voice, 80
Redmans Road, London, E1 3AG.

Healthwatch Waltham Forest uses the Healthwatch
Trademark when undertaking our statutory
activities as covered by the licence agreement.
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The way we work

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

Our Healthwatch is currently recruiting ‘Community Influencers’ who

work on a voluntary basis to provide direction, oversight and scrutiny to our
activities. Our Board ensures that decisions about priority areas of work
reflect the concerns and interests of our diverse local community.
Throughout 2022/23 the Board met four times and made decisions our
priority projects, income generation opportunities and staff remuneration.

We ensure wider public involvement in deciding our work priorities.

Methods and systems used across
the year to obtain people’s experiences

We use a wide range of approaches to ensure that as many people as possible
have the opportunity to provide us with insight about their experience of using
services. During 2022/23 we have been available by phone, email, provided a
webform on our website and through social media, as well as attending
meetings of community groups and forums.

We ensure that this annual report is made available to as many members of the
public and partner organisations as possible. We will publish it on our website
and send to all of our Community Influencers and stakeholders.

Responses to recommendations

We are awaiting a response from one of our providers to our recommendations.
There were no issues or recommendations escalated by us to Healthwatch England
Committee, so no resulting reviews or investigations.

Taking people’s experiences to decision makers

We ensure that people who can make decisions about services hear about the
insight and experiences that have been shared with us.

We regularly present our Trends Analysis findings to the Health and Wellbeing Board,
the Health and Care Partnership board and it's operational groups. We highlight
what’s working well, what’s not working so well and how things might be improved. We
have also presented community insights on GP Access, Inadequate rated GP
practices, Whipps Cross, dentists and integrated care. We produced deep dives on GP
Access and Barts Health for the Waltham Forest Quality and Performance Group and
providers are now required to report back to the Group on what impact they have

had. We also share our data with Healthwatch England to help address health and
care issues at a national level.
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Healthwatch North East London

We lead the North East London ICB Community Insights Project that joins all
of our community insights together into one data set. This means that
Waltham Forest residents voices can easily and quickly have an impact
across the region

Enter and view

This year, we made one Enter and View visit to Elizabeth Ward at Whipps Cross
Hospital. We made five key recommendations as a result of this activity.

Location Reason for visit What you did as a result

Elizabeth Ward Review improvements | Wrote a report with

Whipps Cross to the ward and review | recommendations — the

Hospital discharge processes service followed up on
and integrated care these and patient safety
systems. improved.

Healthwatch representatives

Healthwatch Waltham Forest is represented on the Waltham Forest Health and
Wellbeing Board and the Waltham Forest Health and Care Partnership Board, by
Dianne Barham and Robina Ramzan. We are coopted members of the Scrutiny
Committees for Health, Adult Social Care, and Whipps Cross Hospital.

2022-2023 Outcomes

Project/ activity Changes made to services

Quarterly Trends Reports on | Quality improvement activities focused on areas of poor
integrated care, GPs patient experience and new projects can be measured in
Whipps Cross Hospital. real time as to impact on local people.

Care Homes report on GP Development of a one-page infographic for Care Homes
Services and GP Practices to facilitate clearer understanding of the
GP Care Home programme. Reduction in hospital
admissions of care home residents Improvement in the
quality of health care for residents.

Raised issues on access to | Refugees and Asylum seekers will receive better access to

Health and social care Health and social care services with GP access made a
services and safeguarding | priority. Actions are being taken to ensure safeguarding in
for refugees in Hotels particular for young children.

Elizabeth ward — Whipps This report and our trends report led to the development of a
Cross Hospital patient leaflet and further investigations into the timeliness

of care visits conducted by home care organisations.
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Get involved - community influencers
make a difference.

This year we launched our community influencers volunteering programme. You
can choose how much or how little you want to be involved depending on your own
interests, experience and time capacity. We commit to rewarding and recognising
your time in a way that's meaningful to which might be financially or making sure
you know what difference your input has.

What can community influencers do?
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https://www.smartsurvey.co.uk/s/lv_influencers/

Our community insights

reports

@ As well as the reports already highlighted, we have provided insights on a
wide range of topics important to our local residents and partners.

You can find all of our reports on our website here. We provide quarterly summary
dashboards on resident’'s experience of GP Practices, Whipps Cross Hospital and on
health and care services as a whole. We also work with our neighbouring
Healthwatch to produce reports across the North East London area access North East

London reports here. .

We produced a range of project reports, some of which have been highlighted in this

report . Click on the images below to find out more.
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https://www.healthwatchwalthamforest.co.uk/our-work/our-reports-new/
https://www.healthwatchwalthamforest.co.uk/our-work/community-insight-reports/
https://www.healthwatchwalthamforest.co.uk/our-work/community-insight-reports/
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/04/Healthwatch-Waltham-Forest-Experience-of-Services-01.01.23-31.03.23.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/Maternity-Choices-–-Waltham-Forest.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/Maternity-equality-and-equity-WhippsCross.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/GP-transformation.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/CQC-Inadequate-GPs.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/London-Ambulance-Survey-Waltham-Forest-1.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/Care-homes-report-WF.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/Dentistry-services-in-Waltham-Forest.pdf
https://www.healthwatchwalthamforest.co.uk/wp-content/uploads/2023/06/Quality-workshop.pdf
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Healthwatch Waltham Forest
www.healthwatchwalthamforest.co.uk

t: 0800 145 5026
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