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Paper 1 

 

Information and intelligence report 

July to September 2018 

 

Chief Officer's introduction 

At the end of June we published our Annual Report and launched our new two year 

strategy. The response to our achievements in 2017/18 and our plans for 2018/20 

continued throughout this quarter. With new opportunities for collaboration (such as 

planning co-production workshops that will help to build capability and capacity to involve 

people more effectively across health and social care) and a sharper focus on driving 

improvements through established relationships (such as our work with Sheffield Mencap & 

Gateway and Burton Street Foundation to improve preventative approaches to the health of 

people with Learning Disabilities). 

Internally, a theme this quarter has been developing our staff and volunteers - we've 

welcomed new people and invested in their initial induction and training.  

We said goodbye to Grace Darbyshire, our Engagement Officer for Young and Student 

Healthwatch, and recruited Rosie Priestnall-Birkett in to this role. Matt Blomefield also 

joined the team, as Policy and Evidence Officer, through the RISE graduate recruitment 

scheme. Our new team structure is on page 2. 

Alongside inductions for our new team members, we also developed the skills of our 

volunteers, with training sessions on community research and effective writing. 

The publication of the #SpeakUp reports, the products of our first small grants scheme has 

been a highlight of this period. We hoped that the scheme would empower people and 

communities to ask questions about local health and care services, and raise aspirations 

about involvement in local conversations.  

Through the grants programme we have heard from a diverse range of people about the 

issues that matter most to them. Furthermore, the response they've received from local 

providers and commissioners has been enthusiastic. We will continue to track the impact of 

these reports throughout the year. 

https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Annual-Report-FINAL.pdf
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Together-for-Good-HWS-Strategy-2018_20-Final.pdf
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1. Rate and Review 

Healthwatch Sheffield received 212 reviews this quarter about 105 services (an increase of 

30.8% in the number reviews, and a 34.6% in the number of services reviewed). The average  

star rating was 3.8, the same as the previous quarter. 

We have liaised with people who have provided feedback, to follow up, and if required, 

liaise with providers. Due to ongoing concerns about the new Single Point of Access and the 

reconfiguration of Community Mental Health Teams, we are monitoring closely any 

feedback related to these services and are engaged in an ongoing dialogue with the 

provider, Sheffield Health and Social Care NHS Foundation Trust. 

 

 

The majority of reviews were of GPs, hospitals and dentists with average star ratings of 3.5, 

4 and 4.5 respectively. 
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Top five positive themes this quarter 

 

 
 

‘Unspecified’ feedback is where few specific details of someone’s experience were given, 

but it was clear how they felt about their experience. 

 

Top five negative themes this quarter 
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2. Enquiries 
The team answered numerous telephone calls and helped people who dropped in to The 

Circle for advice and information. Approximately 15-20 each month involved detailed 

conversations about people's experiences, with staff providing advice, information and 

signposting. 

The chart below shows the range of services and sources of information we signposted 

enquirers to during the period: 

 

 
 

  

0 5 10 15 20 

Sheffield Volunteer Centre  

General Medical Council  

NHS 111  

Care Quality Commission 

Parliamentary and Health Service Ombudsman 

Why Weight programme at Zest 

CCG guidance (website) 

Sheffield Parent Carer Forum 

Sheffield Mental Health Helpline 

Nursing and Midwifery Council 

Complaints Teams at Sheffield Health and Social … 

Sheffield Carer's Centre 

Patient Services Team, Sheffield Teaching Hospitals 

Citizens Advice Sheffield 

NHS Choices Website 

Sheffield Mental Health Guide  

NHS England  

Caller’s own service provider i.e. dentist, GP  

Sheffield Advocacy Hub 

Number of enquirers signposted 
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Information & Signposting Case Study  

Mr J dropped in for advice. His mum was dying in hospital and he was angry and upset – he 

thought more could have been done to make the last few months of her life less stressful. 

However, he couldn’t articulate what had gone wrong or what he wanted to do. 

Holly spent time with Mr J, listening to his story, and asking questions at each stage about  

what Mr J thought could have been done differently. This helped Mr J  to articulate his 

feelings clearly about what hadn't worked. He felt that the medical professionals involved 

in his mum’s care hadn’t communicated well with each other or with the family and this 

made the whole process more distressing than it needed to be, and left his mum without 

the proper care for longer than necessary.  

Holly was then able to ask what he’d like to do next – he said he would like to make a 

complaint so the services would have to look into it, and hopefully it wouldn’t happen to 

anyone else’s family.  

Holly talked Mr J through the complaints process and told him about the Sheffield 

Advocacy Hub, who could offer further support through the process.  Mr J left more 

empowered about his options, despite his difficult situation. 
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3. Enter and View  

Our approach and strategy to Enter and View was discussed in depth by the staff team and 

an experienced volunteer in September, with an agreement to adapt the current policy to 

ensure we will conduct Enter and Views appropriately and efficiently. 

Enter and View visits will commence next quarter, with six visits due to be complete by end 

of March 2019. 

We have started to have conversations with Sheffield CCG about how Enter and View may 

enhance their approach to quality assurance for care homes. 

4. Quality Accounts 

In the previous quarter we contributed responses to the Quality Accounts for Sheffield 

Teaching Hospitals NHS Foundation Trust 

- Sheffield Children's NHS Foundation Trust 

- Sheffield Health and Social Care NHS Foundation Trust 

- Yorkshire Ambulance Service NHS Trust 

- St Luke's Hospice 

The Quality Accounts, including our responses, are available on Trust websites and via NHS 

Choices. 

5. Healthwatch Local 

Our Healthwatch Local workers have been active in their local communities, raising the 
profile of Healthwatch and gathering views and experiences from residents. 

For example, in the south of the city, our Healthwatch Local worker Nigel Lamb visited 

Manor and Castle Older People’s breakfast club, Everyone’s festival and the Men’s group at 
Harborough Avenue, the Mindful Arts and Crafts at the Arbourthorne Centre, the Norfolk 
Part Diabetic Support Group, Dovercourt Community Health Day, Norfolk Park Community 
Day, the Everyone’s Singing Group and the Community Day at Park Springs Academy. 

We completed an evaluation of the first year of delivery under the 'Healthwatch Local' 
approach and will carry out an options appraisal in October to decide how to adapt the 
approach to ensure a successful second year 
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6. Young and Student Healthwatch 

We were pleased to include two members of Young Healthwatch on our interview panel for 

our new Engagement Officer. Both volunteers told us they learned a lot from the experience 

and provided really useful insights. 

The report of the Young Healthwatch investigation into experiences of Self Worth and their 

relationship with mental health was completed this quarter. 

Rosie is working closely with members of Young Healthwatch to ensure that the report is 

shared widely and with the people who make key decisions about health and social care. 

The report will be published on Wednesday 17th October. 

With the students returning after their summer break, we updated out Student Healthwatch 

web pages to include a video of Student Healthwatch Volunteer Matilda sharing her 

experiences of working with Healthwatch Sheffield. 

Matt and Holly ran a stall at the student volunteer fair with two of our volunteers and 

signed up over 50 people to our Student Healthwatch mailing list. Several students have 

already been in touch to express their interest in starting to volunteer. 

7. Engagement 

As usual, staff and volunteers ran several stalls in the quarter, the largest events were 

Mental Health Awareness Day and Sheffield Pride. Our volunteers attended both events and 

were excellent ambassadors for Healthwatch Sheffield. 

We visited the Outpatients Department at Sheffield Children’s Hospital on 6th September 

and asked people to fill out a survey about their experience. 23 people completed the 

survey and we made a report of our findings that has been shared with the Trust: 

https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/SCH-

Survey_06.09.18._-Summary-of-findings.pdf 

#SpeakUp 

In July we started to receive reports from community organisations funded by our #SpeakUp 

small grants scheme. We worked closely with the authors to refine the reports and to shape 

their recommendations. 

The first reports were published in August and we have started to follow up with community 

groups, commissioners and providers to use the findings to make improvements. 

As part of this grants programme, we were able to hear from a diverse range of people 

including: 

 Asylum seekers and refugees 

 People with lived experience of mental health distress 

https://www.healthwatchsheffield.co.uk/get-involved/student-healthwatch/
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/SCH-Survey_06.09.18._-Summary-of-findings.pdf
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/SCH-Survey_06.09.18._-Summary-of-findings.pdf
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 People with learning disabilities 

 People with physical disabilities including amputees 

 Young people 

 Young men from BAMER communities 

 Women from BAMER communities 

 Members of the Chinese community 

Some grant recipients used creative techniques to involve people, notably: 

 Zest used a visual scribe to record the voices of the BAMER women, 

 Challenge Sheffield and Sodit used a variety of creative activities involving play 

 dough, graffiti walls and craft materials. 

 STAMP designed fun and engaging activities to record the views of young people 

 including ‘mental health tombola’, ‘giant jenga’ and a ‘tops and pants’ activity to find 

 out what was good and not so good about services and ‘shred the stigma’. 

The reports have been warmly welcomed, with invitations to share their findings and our 

learning from Sheffield Health and Social Care Foundation Trust, NHS Sheffield CCG and 

Sheffield Teaching Hospitals NHS Foundation Trust.  

A summary of the reports, with one page for each project and a summary of the cross 

cutting themes, will be published in October. 

For the individual reports please see:  

https://www.healthwatchsheffield.co.uk/speakup-small-grants/ 

As this is the first time Healthwatch Sheffield has run a small grants scheme, we have also 

completed an evaluation of its effectiveness and impact. 

We feel there is sufficient evidence of impact and opportunities to build on this first year 

and launch a new round in 2018/19; the grants have enabled recipients to either have 

deeper conversations about health and social care or to speak to new people and in some 

cases there has been a mixture of both these things.  

Representatives from DAWS Gym and Sheffield City of Sanctuary were interviewed for a 

promotional film which we will use to encourage applications for the next round: 

https://youtu.be/EUlnbQMSUX0 

  

https://www.healthwatchsheffield.co.uk/speakup-small-grants/
https://youtu.be/EUlnbQMSUX0
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VCF Health & Wellbeing Forum 

To develop our understanding of one of our priority areas, we planned to dedicate our 

Forum this quarter to people's experiences of Continuing Healthcare Assessments, in 

partnership with Disability Sheffield and NHS Sheffield Clinical Commissioning Group.  

This was originally planned for 16th July but unfortunately we had to cancel the event as the 

planned representatives from Sheffield Clinical Commissioning Group and Sheffield City 

Council informed us they were unable to attend at short notice. 

The Forum took place on 11th September and was well attended and we have a published a 

briefing summarising what we learnt 

We were particularly pleased that several members of the council's Healthier Communities 

and Adult Social Care Scrutiny Committee were in attendance. This created an opportunity 

to hear from people with lived experience as well as cross sector views, in advance of the 

Scrutiny Committee meeting where the CHC process was discussed. 

Perfect Patient Pathway Test Bed Advisory Group 

The PPP Test Bed Programme ended in June 2018. One of the projects within the 

programme, the Digital Care Home, will continue until the end of December 2018. The Test 

Bed Advisory Group have been asked to continue to meet to ensure good engagement in 

the project. 

This quarter the Test Bed Advisory Group (TAG) finalised the TAG values and revised their 

Terms of Reference to reflect that their role is now to inform the Digital Care Home project. 

Twelve members of the group attended the meeting in July and ten members attended in 

September.  

Highlights include; reviewing user-guides and information flyers, discussing some of the 

initial evaluation findings from the PPP Test Bed programme, and advising on how key 

challenges in the evaluation of the Digital Care Home project could be overcome. The 

recruiting and interviewing process which the TAG co-designed in the first phase of the 

evaluation is now being used in the current phase.  

 

8. Volunteers 
Volunteers were involved with over 120 hours of activity over the quarter, the most popular 

activity being raising the profile of Healthwatch Sheffield and gathering views at 

engagement events. 

Three new volunteers were interviewed and started to attend training events. 

This quarter we have arranged training sessions for staff and volunteers together. A half day 

workshop on Effective Writing was supported by the Royal Literary Fund's Writing Project. 

https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Continuing-Healthcare-Forum-Briefing-September-2018.pdf
https://www.rlf.org.uk/education/writing-project/
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This was followed with a full day's Introduction to Research, which was repeated so that 

more people could attend. 

We welcomed members of our new Strategic Advisory Group with a facilitated development 

day to help the group get to know each other and get ready to work with the staff team to 

deliver an effective local Healthwatch. 

 

9. Project work 
We followed up on two investigations completed in previous quarters. Margaret met with 

the Deputy Director of Mental Health Transformation following his response to our report, 

Experiences of Mental Health Support in the Community. Actions were agreed to ensure 

that the recommendations of the report will drive improvements. 

During our engagement with local Deaf service users and health and social care services, 

experiences of NHS services dominated discussions. In July, we worked with Sheffield City 

Council to host a workshop bringing Deaf service users together with social care staff  to 

explore experiences and raise awareness of the requirements of the Accessible Information 

Standard. The event was well received and we wrote a briefing to summarise the learning. 

We were invited to join Sheffield Teaching Hospital's Accessible Information Task and Finish 

Group, which has been formed to take forward the recommendations of our report, Not 

Equal. 

In September we published the report of our engagement with residents of Birch Avenue 

and Woodland View Care Homes and their relatives. 

 

Healthwatch Sheffield was asked by the Chief Nurse at NHS Sheffield CCG to provide an 

independent summary of people’s views and experiences. 

 

Two members of our staff team and two volunteers visited the care homes and listened to 

residents, their families and advocates. Conversations focused on the way in which 

assessments were carried out, and in particular, whether people were treated with dignity 

and respect throughout the process. 

The report has been widely welcomed. NHS Sheffield CCG's Chief Nurse said, Mandy Philbin, 

Chief Nurse, said: 

“We are sincerely committed to not only listening to residents but also improving CHC 
processes, how we communicate with residents and their families, and the care delivered. 
We understand that CHC assessments and reviews can cause worry and upset, and we want 
to avoid this. 

In light of the concerns and Healthwatch’s recommendations, the CCG has developed an 
action plan. This plan will be presented to a governing body committee in September to 
ensure governing body members, senior staff, and our partners are able to scrutinise and 
shape the plan before being finalised.” 

https://www.healthwatchsheffield.co.uk/about-us/meet-the-team/#hidden-team-0
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Letter-response-from-CCG.pdf
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Healthwatch-Report-Digital.pdf
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Working-well-with-Deaf-people-in-Social-Care-briefing.pdf
file:///C:/Users/mkilner/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/AFKA85FW/We%20visited%20the%20Outpatients%20Department%20at%20Sheffield%20Children’s%20Hospital%20on%20the%206th%20September%202018%20and%20asked%20people%20to%20fill%20out%20a%20survey%20about%20their%20experience
file:///C:/Users/mkilner/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/AFKA85FW/We%20visited%20the%20Outpatients%20Department%20at%20Sheffield%20Children’s%20Hospital%20on%20the%206th%20September%202018%20and%20asked%20people%20to%20fill%20out%20a%20survey%20about%20their%20experience
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Woodland-View-and-Birch-Avenue-Engagement-Report-June-2018-v6.pdf
https://www.healthwatchsheffield.co.uk/wp-content/uploads/2018/01/Woodland-View-and-Birch-Avenue-Engagement-Report-June-2018-v6.pdf
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10. External representation 

Local 

Laura Cook and Mark Smith presented at the Sheffield Health and Wellbeing Board in 

August. 

Mark  took participated in table discussions at the Suicide Prevention Day at the Town Hall 

in September. 

Margaret Kilner represented Healthwatch Sheffield at meetings of the Healthier 

Communities and Adult Social Care Scrutiny Committee. 

Laura attended the Critical Friends Network of the Yorkshire Ambulance Service, the 

Patient Experience Committee and Quality Board of Sheffield Teaching Hospitals NHS 

Foundation Trust. She also attended the Mental Health Crisis Care Concordat 

Implementation Group. 

Margaret and Laura visited South Yorkshire Housing Association's See the Person, a new 

venture into home care based in Stocksbridge. 

Margaret participated in NHS Sheffield CCG's Strategic Patient Experience, Equality and 

Engagement Group. 

Margaret and Laura met with Jason Rowlands from Sheffield Health and Social Care Trust, 

about plans to develop the city's Mental Health Partnership Board. 

Our Chair and other volunteers attended the CCG's Governing Body, Primary Care 

Commissioning Committee, the Learning Disabilities Partnership Board, the Children's 

Inclusion Board, the Children's Health & Wellbeing Board, the Care of Young People 

Steering Group and the Children and Young People Scrutiny Committee. 

Our volunteer meeting representative for NHS Sheffield CCG's Quality Assurance 

Committee has recently stepped down. His contribution was recognised by the CCG's 

quality lead who has asked us to support another volunteer to attend. She said, "their 

contribution is really important to this committee as it reinforces the patient and public 

voice, particularly when we are discussing what patient experience is like in a specific 

provider and how that provider is making improvements".  

We helped to recruit a patient representative to Sheffield Teaching Hospital's Medicine's 

Safety Committee. 

We met with many different community groups and charities, including Disability Sheffield, 

Sheffield Mencap & Gateway, Burton Street Foundation, Sheffield Mind, Sheffield Parent 

Carer Forum, Sheffield City of Sanctuary, Assist and Shipshape. 

We were pleased to secure 15 free places to Sheffield Hallam University's Integrated Care 

for All Conference in September, for service users, carers and the voluntary sector.  
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Regional 

Laura Cook has been invited to join the South Yorkshire and Bassetlaw Integrated Care 

System Digital Steering Board and attended her first meeting in September. 

Laura also attended the Yorkshire and Humber Health and Care Record Meeting, 

representing regional Healthwatch. 

Margaret Kilner and Judy Robinson visited the new Chief Officer of Healthwatch Leeds. 

National 

Laura Cook presented at the UK Health Show, sharing her experiences leading the 

engagement for the Sheffield City Region Perfect Patient Pathway and the benefits of co-

production. 
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11. Coming up (October-December 2018) 

In the next quarter there will be a focus on working with volunteers to carry out Enter and 

View visits. Matt Blomefield and Mark Smith will lead on this and will visits Healthwatch East 

Riding who are an example of good practice in Enter & View. 

We will publish the Young Healthwatch report on Self Worth, the report of our engagement 

with Transgender and Non-Binary adults and young people and on Home Care. 

Members of the staff team and our Chair will attend the Healthwatch England national 

conference and we will co-host a workshop with Healthwatch Hampshire and Healthwatch 

Dudley on supporting Deaf people to have a voice in health and social care. 

Together with Sheffield Mencap and Gateway we will meet with NHS Sheffield CCG to 

discuss ways to improve preventative approaches to improving the health of people with 

Learning Disabilities. 

We will continue to follow up the impact of our #SpeakUp reports and launch a new round 

of funding applications. 

We will start to scope our next significant project, looking at access to primary care. 

We will work with staff from Lab4Living at Sheffield Hallam University and National Institute 

for Health Research Collaboration for Leadership in Applied Health Research and Care 

(Yorkshire and Humber) to host Co-production Toolkit Workshops for staff from statutory 

and voluntary sector health and social care services, commissioners, service users and 

carers.  

 


