
Healthwatch Derbyshire (HWD) 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 services, 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 have found that a number of individuals have 
complained about difficulties in gaining access to mental health 
services in Derbyshire. 

As a result we have agreed to make this a focus of our engagement 
work from May to July. The results of this work will then be shared 
with the provider of mental health services and they will be asked 
how they intend to address the issues raised.
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Dental
Derbyshire residents are faced 
with outdated information when 
trying to find where to go to 
access NHS dental care services.

People can find out which 
surgeries are currently taking 
on patients for treatment under 
the NHS by visiting NHS Choices, 
an online directory which 
holds important signposting 
information for NHS services in 
England.

However an investigation 
conducted by HWD revealed 
that in a quarter of cases dental 
surgeries had failed to update 
this online resource to inform 
patients they were no longer 
accepting new NHS patients.

This was backed up by a social 
media poll in which 73% of 
people who voted said they had 
struggled to find, or access, NHS 
dental services in the County. 
CONT. ON PAGE 2

 

Learning 

Disabilities
HWD spoke to 171 people across 
Derbyshire to capture first-hand 
how people with a learning 
disability felt about accessing 
their local health services. 
For example, when visiting 
their doctors, dentist or hospital.

Many felt that simple changes, 
such as health professionals 
slowing down and using 
simple language to explain 
things, would go a long way to 
improving their experience as a 
patient. CONT. ON PAGE 6
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Putting your 
comments in 
to action

HWD sends all the feedback 
we receive from the public to 
the organisations responsible 
for running health and social 
care services in Derbyshire. 
This lets them know what 
they’re doing well and helps 
identify areas in which they 
may need to improve. By 
ensuring the voice of the 
Derbyshire public is heard we 
can help change services for 
the better.

Our volunteers, staff and 
Board members also get 
together four times each year 
to look at all the feedback 
we have received. We look 
for patterns and trends 
in the feedback that may 
need investigating, as well 
as identifying gaps where 
we may not have much 
information about a certain 
service. This helps us to 
decide what we should be 
working on in the months 
ahead, and where we can 
make the biggest difference.

New parking system causes confusion 
at Queen’s Hospital, Burton-on-Trent
Following feedback from people living in South Derbyshire 
regarding confusion around a new parking system installed 
at Queen’s Hospital, Burton-on-Trent, we got in touch with the 
hospital to ask them to explain the changes to the system.

They explained that a new system has been installed following 
feedback from disabled users who struggled to lean out of the car 
to take/insert a car parking ticket in the machine. The system has 
been changed to use Automatic Number Plate Recognition which 
allows people to pay for the correct amount of parking at the end 
of their stay without the need to lean out of the car.

However, as a result of our feedback and that of others, over 
confusion with how the new ticketless system works, the hospital has:

 Improved signage so that people pay at the end of their visit   
 and do not overpay.

 Simplified the parking tariff to make it easier to understand.

 Allowed key departments within the hospital, at their own   
 discretion, to not charge some people for using the car parks.   
 For example, to account for people visiting in stressful circumstances.

HWD has a regular feedback stand at the hospital, and we will be asking 
the public and patients how they feel this new system is working.

Dentistry
We conducted a survey to find out if 
the NHS Choices website gave accurate 
information about which dentists were, 
at that time, taking on NHS patients in 
Derbyshire.

As dentists are not contracted to keep this 
information up-to-date, we found that very 
often the information on the website is 
incorrect, meaning it can be very difficult 
for patients to know where to go if they 
want to register with a dentist.

The findings of our survey were sent to 
Healthwatch England who are talking 
to NHS England about this problem. 
Healthwatch England are pushing for it 
to become part of the new contract that 
dental surgeries keep the information 
displayed on NHS Choices about their 
practices up-to-date.



 

 

Hospital 
Rearranges 
Seating Plan
We received some feedback 
stating that people sometimes 
struggled to hear their name 
being called whilst waiting for 
an appointment for the X-ray 
department at Royal Derby 
hospital.

The waiting room for X-ray 
appointments is one large 
department made up of seven 
different waiting areas.

We fed through the feedback 
we had received to Royal 
Derby Hospital who trialled 
an alternative seating plan in 
February.

Seats were repositioned so 
that patients were facing the 
relevant areas from which staff 
came out of to collect them.

Following positive patient 
feedback the hospital has 
decided to stick with the new 
seating arrangement.

 

 Pharmacy
We have received various negative comments to do with 
delivery of prescriptions and electronic prescriptions. Working 
in conjunction with the Derbyshire Local Pharmaceutical 
Committee, we will have the opportunity to conduct a survey late 
in 2016 to explore patient experience of using pharmacy services. 

Visual Impairments
Some patients with visual impairments have told us that hospitals 
don’t send out letters in a format that they can read. 

A change to the law in July 2016 will mean that organisations 
have to provide information in a suitable format for such patients.

Later in the year we plan to monitor if the changes to the law 
have had a meaningful impact for people who need information 
in a different format.

For more information on your right to accessible information search 
for the NHS Accessible Information Standard online or contact us at 
Healthwatch.

We are currently 
 monitoring...
  Comments relating to booking and 
 waiting times for GP appointments.
  Comments relating to a lack of communication from 
 social workers when it comes to co-ordinating appointments  
 between themselves and the parents or carers of children.
  Delays in receiving a Carer’s Assessment.

If you have anything to say about the above topics please get 
in touch.

Future Focus  for  
May - July 2016
Engagement Priority

Our next engagement topic for May-July 2016 will  
be about experiences of health and social care  
services at times of mental health crisis.

If you would like to be involved, or find out more about what we 
are doing, please email helen@healthwatchderbyshire.co.uk to 
receive updates and more information as it become available.

   |   P3



P4   |   Issue No.4

HWD, in partnership with Derbyshire Community 
Health Services NHS Foundation Trust (DCHS), last 
year conducted a series of multi-agency meetings to 
raise awareness of young carers in Derbyshire and 
the issues they face.

The first Young Carers’ Summit Meeting was held on the 
27th July 2015. It brought together key agencies from health 
and social care, local authorities and public health, NHS 
commissioning and the voluntary sector. The aim was to kick-
start greater awareness of the plight of young carers.

All participants committed themselves to raise awareness 
within their own organisations, and to look for opportunities 
to extend the support available to young carers. There was 
a request that each representative at the meeting made a 
pledge to improve the lives of young carers. This was a realistic 
pledge, i.e. one that could be implemented under the current 
austerity measures. The hope being was that each individual 
pledge would come together to create one big step forward in 
improving young carers’ lives.

All attendees were remarkably positive about making their 
pledge. These pledges were re-visited at the second meeting 
which took place on 30th October 2015, and further pledges 
were made by organisations attending for the first time.

This work will be concluded at a ‘Young Carers Celebration 
Event’ which will take place on Friday 29th July 2016, and will 
celebrate the success of the partnership, and award certificates 
of recognition to those professionals who have brought their 
pledge to life. Please see left for more details.

Healthwatch 
Derbyshire Young 
Carers Celebration 
Event / Healthwatch 
Derbyshire Annual 
General Meeting

Friday 29th July, 2016

WHERE: Members’ Room, 
Derbyshire County Council, 
County Hall, off Bank Road, 
Matlock, Derbyshire, DE4 3AG.

Event opens at 10.00am with an 
opportunity to browse stalls.

In the morning there will be a 
celebration of the pledges that 
have been made by organisations 
to help improve the lives of young 
carers. 

Following a light lunch, the 
afternoon will involve a workshop 
followed by the formal AGM. 
During the AGM, participants 
will have the opportunity to 
input their top 3 priority areas to 
improve health and social care 
services in Derbyshire.

A full agenda giving more details 
will be available nearer the time.

If you would like to register 
to attend this event, or would 
like to reserve a stall for the 
marketplace, please do not 
hesitate to contact Healthwatch 
Derbyshire on 01773 880786.

Young 
People  

not just 
Young 

Carers



It has now been a year since our Volunteer Co-
ordinator, Helen Walters, joined HWD. During 
this time, Helen has developed our volunteering 
programme and widened the volunteering roles that 
we have available.

Volunteers are vital in helping us to meet our objectives. We 
value the knowledge, skills, experience and ideas which local 
people from diverse communities can contribute to our service. 
In return, HWD offer volunteers the opportunity to make a 
difference, gain valuable experience and develop their skills.

We are always looking for people who have a keen interest in 
helping to improve health and care services in Derbyshire.

There are currently a number of different volunteer roles 
available, which may suit people of different ages, with different 
skills and experience and with varying amounts of time 
available. At the moment we are looking for volunteers for the 
following roles:

Volunteers are supported by receiving a comprehensive 
training and induction package, regular one-to-one meetings 
with the Volunteer Coordinator, the reimbursement of travel 
expenses, peer support meetings and regular opportunities for 
training and personal development.

For further information or to apply,  please contact 
Helen Walters on 01773 880786 
or email helen.walters@healthwatchderbyshire.co.uk

Alternatively, information can be found on our website.

Volunteering with 
Healthwatch Derbyshire

Volunteer 
Testimonials
 

 One day I was marooned on 
what seemed a desert island 
after being widowed. Several 
weeks later I had decided that 
my skills could be well used to 
help some of the many people 
in need and those trying to care 
for them, financially and 
emotionally.

Fortunate enough to have 
such skills, I embarked on a 
big ship passing by and now 
I am spending most of my 
life happily doing my best 
to help several charitable 
organisations, happily sailing 
on the seven seas of blue!

My life changed dramatically, 
and yours might too as you find 
that helping others helps you 
to help yourself, your pride, 
your knowledge and your self-
satisfaction.

Get off the dinghy, jump aboard 
and sail away merrily. 

Anne Walker, Enter & View 
Representative

 I have found volunteering for 
Healthwatch Derbyshire 
enjoyable, rewarding, and very 
interesting.

All the employees at HWD have 
made me feel very welcome and 
always looked for ways to involve 
me in the organisation’s work.

I have been out of paid 
employment for a number of years 
due to illness so I am very grateful 
for the chance to prove that I still 
have something to offer. 

Richard Woodward
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Enter & View 
Volunteer
Conduct visits to health and 
social care services to observe 
how they are run, and to talk 
to service users, their families 
and carers.

Event Supporter
Help to raise the profile of 
HWD by helping out at both 
public and community events 
being held across Derbyshire.

Community 
Listener
Help collect views on health 
and social care services by 
encouraging patients and 
the public to speak out about 
their experiences.

Networking 
Volunteer
Spread the word about HWD 
by distributing our literature 
and telling people about 
what we do and what we are 
working on.
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Healthwatch Derbyshire 
investigates access to  
health care for people  
with a learning disability

The report found that whilst progress has been made to the way 
health services for people with a learning disability are delivered, 
more needs to be done in order to ensure that people with a 
learning disability receive the same level of service as non-
disabled people.

Healthwatch spoke to 171 people across Derbyshire to capture 
first-hand how people with a learning disability felt about 
accessing their local health services, for example when visiting 
their doctors, dentist and hospital.

Many felt that simple changes, such as health professionals 
slowing down and using simple language to explain things, would 
go a long way to improving their experience as a patient.

One patient with a learning disability stated, “When I have an 
emergency appointment, the doctors talk with medical words. 
They use long words, swivel their chair and go back to the 
computer. If my appointment is with my own doctor, he is good, 
will explain and will say, ‘Did you understand, do you want me to 
go over anything?’ I like my doctor, he tries to help me.”

HWD released 
a report in 
February 2016 
which highlighted 
that Derbyshire 
residents with a 
learning disability 
are facing barriers 
when it comes 
to accessing 
healthcare. 



  Chesterfield Royal Hospital are looking into the feasibility of 

  allowing extra time for appointments for people who have a 

  learning disability, they have already achieved this in the 

  breast screening unit.

  Royal Derby Hospital stated that they would continue to  

  promote the value of the Learning Disability Specialist Nurse  

  and ensure staff are reminded about the service.

  Queens Hospital, Burton-on-Trent, are currently reviewing how 

  information about communication needs, in relation to a  

  learning disability or sensory impairment, are recorded,   

  shared across the hospital and acted upon.

  Derbyshire Health United plan to produce an up-to-date  

  leaflet to inform and educate all clinical and non-clinical staff 

  regarding healthcare issues for people with a learning  disability.

  Derbyshire Community Health Services have agreed  

  a commitment to improve their ability to communicate with 

  all people with learning disabilities and to support staff in  

  developing their skills.

  Hardwick Clinical Commissioning Group (CCG), who 

  responded on behalf of all the CCGs in Derbyshire, are going 

  to pay particular attention to the training and support given 

  to staff in community hospitals. 

These actions will be reviewed by HWD in August 2016. The 

full report ‘Access to Health Services for People with Learning 

Disabilities’, which includes the full responses from healthcare 

providers, is available to view on our website: http://www.
healthwatchderbyshire.co.uk/2016/02/access-to-health-
services-for-people-with-learning-disabilities

Healthcare providers have responded 
positively to recommendations made in the 
report by making various commitments to 
help improve access to services for people 
with a learning disability:

Improving access to 
healthcare for people 

with a learning disability has 
been a priority in Derbyshire 
for a number of years now 
and it’s encouraging to see 
the progress that has been 
made in this area thanks 
to the hard work of health 
professionals.

Innovations, such as the 
introduction of Specialist 
Learning Disability Nurses to 
Chesterfield Royal and Royal 
Derby hospitals, mean that 
these services are now better 
equipped to meet the needs 
of patients with a learning 
disability.

However, there is still a 
long way to go before 
patients with a learning 
disability receive the same 
level of service as non-
disabled patients. More 
needs to be done to raise 
awareness of the help and 
support that is available 
to people with a learning 
disability when it comes 
to accessing healthcare. 
It’s also important that the 
providers of health services 
continue to adapt and make 
any necessary changes to 
services to ensure they 
are accessible to all.

Karen Ritchie

CEO OF HEALTHWATCH DERBYSHIRE
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People can talk to Healthwatch
Derbyshire anonymously, but

we will send feedback to anyone
who has submitted contact

details providing we have 
received a response from the 

service provider.

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.

A Comment’s Journey with...
Derbyshire

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

2.
The comments are put onto
our database and periodically
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

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.
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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. 

Healthwatch_A4_Speak_Out_Report_Rev_3.indd   1

06/03/2014   16:08

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 

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

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.

PLEASE GET IN TOUCH, EVERY COMMENT REALLY DOES COUNT!


