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     Speak Out 
Newsletter
Healthwatch Derbyshire is an 
independent organisation that 
represents people using health and social 
care services in the County. We want 
to hear from you about GPs, hospitals, 
dentists or any NHS service, as well as 
social care, such  as Care Homes.

By gathering as much feedback as we can we 
are able to identify common themes or trends 
in what people are telling us, this may result 
in us highlighting a particular issue that has 
emerged. For example, we might find  

that a number of individuals have complained 
about poor access to a GP practice in 
Derbyshire, we can then flag this up with the 
practice and ask them how they intend to 
address the issue.

This is not a substitute for making a 
formal complaint about a service if you 
are dissatisfied, but it can work alongside 
this system, by helping to shine a spotlight 
on issues that are being experienced by a 
number of people, thereby strengthening 
the patient voice.

Tel: 017 73 880786      Email: enquiries@healthwatchderbyshire.co.uk

Web: www.healthwatchderbyshire.co.uk

Healthwatch Derbyshire | Suite 14 | Riverside Business Centre | Foundry Lane | Milford | Belper | Derbyshire | DE56 0RN

How are we doing?

We are now in our third year of 
providing this service and would like your 
opinion on how well you think we are doing 
our job. To do this we have developed a 
short questionnaire which you can access 
at www.surveymonkey.com/r/healthwatch2016 
or by visiting our website. There is also a 
hardcopy of the questionnaire enclosed in 
this newsletter.

We will then use this information to help 
improve the way we work in the coming 
year. We would very much appreciate it 
if you could take a few minutes to fill in 
the questionnaire. The closing date for 
responses is the 31st March 2016.

Derbyshire Healthwatch 
warns of variations in 
treatment

Derbyshire Healthwatch says variations 
in care are worrying after the revelations 
that most of Britain’s hospitals are failing 
to meet good standards. 

Three in four NHS hospitals are failing 
according to the first set of official 
rankings, published by the Care Quality 
Commission (CQC), comparing the 
majority of the health services.

To check the performance of hospitals 
used by Derbyshire residents go to  
www.cqc.org.uk

HOSPITAL
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Healthwatch Derbyshire launches new Patient Feedback System 

Healthwatch Derbyshire has recently launched a new website to improve the experience 
of visitors to the site. It features an easy-to-use feedback centre where people can rate 
and review their local health and social care services, which are then published on our 
website. It also includes useful information about the choices you have and where you 
might go to get help, in relation to your health, social care and wellbeing needs.

Any responses to feedback from service providers are published alongside the original 
review, meaning that you can see any changes that have been brought about as a result 
of sharing your experience with Healthwatch.

Healthwatch Derbyshire has recently launched a new website to improve the experience of   

visitors to the site.  It features an easy-to-use feedback centre where people can rate and       

review their local health and social care services, which are then published on our website.  It 

also includes useful information about the choices you have and where you might go to get 

help, in relation to your health, social care and wellbeing needs. 

Any responses to feedback from service providers are published alongside the original review, 
meaning that you can see any changes that have been brought about as a result of sharing your 
experience with Healthwatch. 

Healthwatch Derbyshire launch new Patient Feedback system 

Support and Advice 

 We provide a free, friendly and confidential signposting service that is independent 
from the NHS and social care services. 

 We perform a signposting role only. This means that we will give you the contact 
details for a range of services that best supports your request. You will then need to 
contact those organisations yourself. 

 We can give you information about choices you have with regard to where you 
might get help in relation to your health, social care and wellbeing needs. 

 We can put you in touch with sources of information on NHS and social care       
services in Derbyshire. 

 We can give you information about what to do when things go wrong and you don’t 
understand how to make a complaint. 

 
To access our signposting service please see contact us using the details on the back of this page. 
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What did we do? What changed as a result?

During 2015, we have carried out six Enter 
and View visits. Five of these were to Care 
Homes: Whittington Moor, Brimington, Canal 
Vue (including a revisit), Ashlee and Ashcroft. 
The sixth Enter and View took place at 
Chesterfield Royal Hospital’s Eye Clinic.

These visits highlighted examples of both 
positive and negative practice. All reports 
made recommendations for improvement, 
many of which have been actioned by each 
service provider.

We carried out a Service Evaluation of the 
Autism Pathway to give parents and carers 
the opportunity to talk in more detail about 
their experiences.

The Derbyshire Children’s Autism 
Co-ordination Group, a multi-agency group 
working to improve support for children 
and young people with Autism, responded 
to the report.

“The findings will inform a review of the 
current pathway for children, young people 
and their families to access support. Members 
of the group will also discuss the findings with 
their services and teams, to make sure that we 
learn from families’ experiences of services.”

“The group will be reviewing progress in early 
February, to look at what has changed as a 
result of this feedback. At our last meeting in 
October, Clinical Psychology reported that 
they had already improved their information 
pack for parents/carers in light of the report.”

Linda Dale Acting Service Director 
(Performance, Quality and Commissioning)

We interviewed parents and carers about their 
experiences of using Child and Adolescent 
Mental Health Services (CAMHS) in Derbyshire.  
The findings were compiled into a report. 

This report has fed into, and has been 
acknowledged, in the Derbyshire Future 
in Mind Transformation Plan, which is a 
funding allocation aimed at improving the 
emotional health and wellbeing of children 
and young people. This plan addresses the 
recommendations made in the Healthwatch 
Derbyshire report. We will monitor and 
support the implementation of this plan in 2016.

Here are some of the highlights of our work in 2015. 
For more detailed information, please visit our website.
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Cancer Services Report: Healthwatch 
Derbyshire wanted to understand more 
about experiences of using a wide range of 
services in Derbyshire in connection with a 
cancer diagnosis.

A number of service providers and 
commissioners have responded to the report, 
all of which have been included in the report 
published on our website.

Chesterfield Royal Hospital has pledged that 
they will ensure that all patients with a cancer 
diagnosis receive appropriate information, in 
an appropriate manner, and will ensure that 
all clinical nurse specialists and lead clinicians 
have attended advanced communication 
skills training.

We hosted a Mental Health event including a 
‘Question Time’ style debate on the topic of 
Mental Health services.

“This was fantastic to place Mental Health on the 
front line, showcasing our services to support 
service users. It supported and re-evaluated 
how we do, what we do, and how to improve 
and reflect on our services in providing the best 
possible care and clear pathways.”

“Thank you for prioritising and highlighting 
Mental Health issues and wellbeing.”

“A well organised event which put Mental 
Health back on the agenda.”

Here are some of the highlights of our work in 2015. 
For more detailed information, please visit our website.

A report on Service User experiences of 
Homecare Services.

Derbyshire County Council shared the results 
of this survey with all of their care workers as 
part of their team meetings.

“As part of our commitment to continuous 
improvement we will distribute the feedback to 
all of our homecare service locations with an 
expectation that the Registered Manager will 
provide an action plan to respond to comments 
and concerns.”

This both supports engagement with 
developing action plans for improvement and 
reinforces the positive feedback about good 
practice that people shared.

The People’s Scrutiny Committee at 
Derbyshire County Council have since 
recommended adding this topic to their 
2016 work plan to add further scrutiny to 
this service.
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Healthwatch Derbyshire in Action 

We use people’s comments to help services improve

 We have a 
comment from a 

patient about your 
hospital menu. 

 When I was in 
hospital I really struggled 
to pick desserts that were 

labelled clearly for my 
dietary needs. 

 Thank you for 
telling us about this.  We 

have changed the dessert 
menu and it now includes 

symbols that will help people 
to choose a dessert that is 

suitable for them. 

 Thank you for 
getting in touch, 
we will pass your 

comment on to the 
service.  

This encourages action to be taken in areas where the potential for improvement has 
been identified as well as highlighting examples of good practice where things are 
working particularly well. 



What are we doing now? 

Service Redesign  

Your health and social care services are changing significantly over the next 5 years. Change is needed but       

exactly where and how is up for discussion. 

The Government is currently planning how to redesign health and social 

care services in your area and throughout England. The aim of these changes is 

to make services ready to meet the needs of the 21st Century. 

The NHS and Social Care were designed in 1948 when England was a very dif-

ferent place, there were fewer people and our needs have changed drastically.  

To add your voice to the conversation about how services in your local area 

may change, complete our questionnaire at www.surveymonkey.com/r/

service-redesign  Or we would be happy to send you a copy on request. 

Children & Young People 

Healthwatch Derbyshire is collecting the views of Children and Young People about the health and social care 

services they use. To collect these views we have          produced a short question-

naire which we are encouraging people aged 25 and     under to complete. The sur-

vey can be found online, or we would be happy to send you a copy. Please ensure 

your questionnaire is returned by Thursday 31 March, 2016 if you want to be en-

tered into the prize draw for a £50 High Street shopping    voucher. 

Young Carers events have also been held in 2015, and will continue in 2016, to     

highlight the needs of Young Carers in Derbyshire. Importantly, these events involve 

the attendees making a pledge to make changes and developments to best meet the 

needs of Young Carers, and then reporting back on progress.  

Dental Issues 

We receive many telephone calls from members of the public who have been signposted to us to help them find 

a dentist that is accepting patients for NHS treatment. These people regularly report diffi-

culty registering with a dentist in their local area, especially when they need treatment 

quickly. 

Another issue that Healthwatch Derbyshire is aware of is that the information contained on 

NHS Choices is not always accurate.  We are working with Healthwatch England to highlight 

dental issues as this is an issue both nationally, as well as in Derbyshire.  

To establish how much of an issue this is, Healthwatch Derbyshire will undertake a survey 
in December 2015 to gauge how up-to-date NHS Choices is.  Our findings will be published  in a short report in 
early 2016.  
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What are we doing now?

Service Redesign 

Your health and social care services are changing significantly over 
the next 5 years. Change is needed but exactly where and how is up 
for discussion.

The Government is currently planning how to redesign health and 
social care services in your area and throughout England. The aim 
of these changes is to make services ready to meet the needs of the 
21st Century.

The NHS and Social Care were designed in 1948 when England was a very different 
place, there were fewer people and our needs have changed drastically.

To add your voice to the conversation about how services in your local area may 
change, complete our questionnaire at www.surveymonkey.com/r/service-redesign, 
or we would be happy to send you a copy on request.

Children & Young People 

Healthwatch Derbyshire is collecting the views of children and young 
people about the health and social care services they use. To collect 
these views we have produced a short questionnaire which we are 
encouraging people aged 25 and under to complete. The survey can 
be found online, or we would be happy to send you a copy. Please 
ensure your questionnaire is returned by Thursday 31 March, 
2016 if you want to be entered into the prize draw for a £50 High 
Street shopping voucher.

Young Carers events have also been held in 2015, and will continue in 2016, 
to highlight the needs of Young Carers in Derbyshire. Importantly, these events 
involve the attendees making a pledge to make changes and developments to 
best meet the needs of Young Carers, and then reporting back on progress.

The survey can be found online at www.surveymonkey.com/r/HWDyourshout,  
or we would be happy to send you a copy.

Dental Issues 

We receive many telephone calls from members of the public who have been 
signposted to us to help them find a dentist that is accepting patients for NHS 
treatment. These people regularly report difficulty registering with a dentist in 
their local area, especially when they need treatment quickly.

Another issue that Healthwatch Derbyshire is aware of is that the information 
contained on NHS Choices is not always accurate. We are working with 
Healthwatch England to highlight dental issues as this is an issue both nationally, 
as well as in Derbyshire.

Healthwatch Derbyshire recently carried out a dental survey.  We will be sending our 
findings to the Derbyshire and Nottinghamshire Area Team in January 2016 for a formal 
response.
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Future Focus: 2016

 Engagement Priorities

People with drug and/or alcohol 
dependency: Experiences of using health 
and social care services in Derbyshire.

Responsiveness survey: How do health 
and social care services respond when 
you need them?

Upcoming Reports and Enter  

and View Visits

Access to Health Services for people with 
Learning Disabilities.

Chesterfield Royal Hospital Dignity and 
Respect Enter and View visit: To be carried 
out February 2016.

Volunteering with Healthwatch

We need volunteers with energy and 
enthusiasm who are passionate about 
improving health and social care in 
Derbyshire. There are a variety of 
different roles available for you to get 
involved in, these range from helping 
to collect people’s views of health and 
social care services to visiting them to 
assess how they are provided.

We have training arranged in the 
New Year for our Community Listener 
and Enter and View volunteer roles.

For more information visit 
our website and click on 
volunteer, or ring our 
Volunteer Co-ordinator, 
Helen Walters.

Cancer Services Report : Healthwatch      

Derbyshire wanted to understand more 

about experiences of using a wide range of 

services in Derbyshire in connection with a 

cancer diagnosis. 

A number of service providers and          

commissioners have responded to the      

report, all of which have been included in 

the report published on our website. 

Chesterfield Royal Hospital has pledged that 

they will ensure that all patients with a    

cancer diagnosis receive appropriate         

information, in an appropriate manner, and 

will ensure that all clinical nurse specialists 

and lead clinicians have attended advanced 

communication skills training. 
A report on service user experiences of 

Homecare Services.  

  

Derbyshire County Council shared the       
results of this survey with all of their care 
workers as part of their team meetings.  
“As part of our commitment to continuous   
improvement we will distribute the feedback to 
all of our homecare service locations with an 
expectation that the Registered Manager will 
provide an action plan to respond to comments 
and concerns.”  
This both supports engagement with           
developing action plans for improvement 
and reinforces the positive feedback about 
good practice that people shared.  
 
The People’s Scrutiny Committee at Derby-
shire County Council have since recom-
mended adding this topic to their 2016 work 
plan to add further scrutiny to this service.  

We hosted a Mental Health event including 

a ‘Question Time’ style debate on the topic 

of Mental Health services. 

“This was fantastic to place Mental Health 
on the front line, showcasing our services to 
support service users.  It supported and      re
-evaluated how we do, what we do, and how 
to improve and reflect on our services in pro-

viding the best possible care and clear path-
ways.” 

“Thank you for prioritising and highlighting 
Mental Health issues and wellbeing.” 

“A well organised event which put Mental 
Health back on the agenda.” 

Here are some of the highlights of our work in 2015. 

For more detailed information, please go visit our website.  

Positive Feedback
“An amazing service which must 

continue to ensure the service user 

is listened to and represented.”

“I was really pleased that the GP sent 

a letter to me about my concern 

after I had raised it with Healthwatch 

Derbyshire. Before I met the people 

from Healthwatch I did not know 

what to do or who to talk to about 

my experience. When I met the 

Engagement Worker I agreed for 

my details to be shared with the 

provider so they could contact me. It 

made me feel that my point of view 

and my experience was important 

as I wanted to make sure it did not 

happen to anyone else. For me, using 

Healthwatch has worked and I now tell 

other people to raise concerns with 

them if they have them. I have regained 

trust in my GP surgery and would now 

also have the confidence to raise my 

concerns direct with them.”
(Comment given to Healthwatch 
Derbyshire Engagement Officer 
from a patient).



A Comment’s Journey with...
Derbyshire

People can talk to Healthwatch 
Derbyshire anonymously, but 

we will send feedback to anyone 
who has submitted contact 

details, i.e. the response a service 
provider makes to a comment.

Service providers and 
those who choose and buy 

services may take action 
and will tell us what they 

have done as a result.

Healthwatch Derbyshire receives 
comments from the public.

We  may refer 
you to other 
organisations 
where appropriate 
(ie. complaints 
department)

1.

We will take 
immediate action 
over comments 
causing serious 
concern  (ie. 
safeguarding)

2.
The comments are put onto 
our database and each month 
a report of all new comments 
is sent out to service providers, 
and to those who buy services, 
i.e. commissioners.

We check the comments on 
the database and look for areas 
where people are experiencing 
problems and that need 
improvement. This sometimes 
leads Healthwatch to do 
additional work to get more 
information.

  Speak 

Out

 Your

Comments 

Count 

When action is taken we publish 
the results in the ‘You Said, We 

Did’ section of our quarterly 
‘Speak Out’ Newsletter, as well as 

online, so more people can see 
why they should talk to us.

Once we have done this 
additional work we may put 
a report together to show 
what we found, and sometimes 
these reports will make 
recommendations about how 
services should be improved.

3.4.5.
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Healthwatch Derbyshire | Suite 14 | Riverside Business Centre | Foundry Lane | Milford | Belper | Derbyshire | DE56 0RN

We have worked hard since April 2013 to establish systems and 
processes to capture the views of the public of Derbyshire and 
establish relationships with a wide range of organisations involved 

in delivering services. 
We really want to hear from you … 
Details of how to contact us can be found on page 4. How Healthwatch Works …    Healthwatch Derbyshire will hear what you have 

  to say about health and social care services. 
  Your voice will be strengthened by putting it 
  alongside other voices who have something similar 
  to say. These comments are logged on our database. 
  We send this information to Service Providers and those 
  who buy services, i.e. Commissioners, who have to listen 
  to your voice. 
  We then report back to you on how your voice has been 
	 	 used	to	help	shape,	inform	and	influence	service	delivery 
  and design. 

Healthwatch Derbyshire (HWD) is your champion 

for health and social care services in Derbyshire. 

It was set up on the 1st April 2013, as a result of the 

Health and Social Care Act 2012 and sits alongside 

151 other local Healthwatch organisations across 

the Country. 

Healthwatch Derbyshire               @HWDerbyshire

Speak Out Report

            ‘Here at Derby Hospitals                  one of our aspirations is to ensure that the voice of our patients and visitors is captured. What Healthwatch Derbyshire brings to us is a collaborative approach to ensure that compliments or concerns to help our services develop are received in an open and structured manner.’ Associate Director of Patient Experience & Facilities Management – Derby Hospitals NHS Foundation Trust

This is our first ‘Speak Out Report’ and, at the time of 

writing, we had 169 comments logged on the Healthwatch 

Derbyshire comments database. 
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An example of a comment received from a patient:  
 I was a patient in hospital for about a week. Nobody 

had talked to me about going home all week, until 
6.30pm one evening I was told I could go. By the time 
 I left hospital it was 10.30pm, which wasn’t ideal 

PLEASE GET IN TOUCH, EVERY COMMENT REALLY DOES COUNT!

Tel: 017 73 880786      Email: enquiries@healthwatchderbyshire.co.uk
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