
“The Medical Centre I use is 
great. Whenever I need an 
appointment quickly I can get 
one the same day, or I can wait 
a few days to see the doctor I 
prefer if it is not an emergency. 
I find the reception staff to be 
polite, friendly and helpful. 
The clinical staff seem very 
thorough, and I do not feel 
rushed during a consultation.”

Healthwatch Derbyshire 

(HWD) hears what children, 

young people and adults 

have to say about health 

and social care services.

For example, Hospitals, GPs, 
Care Homes etc. We want to 
hear what you think is good 
or bad and any ideas for how 
things can be improved.

We make sure that those who 
run health and social care 
services listen to what you 
have to say.  The information 
we gather is used to help 
improve the way your services 
are delivered now and in the 
future. For example:

Unsatisfactory and 
unsafe discharge
We were made aware of an issue 
regarding the discharge process 
from hospital back to care homes, 
with unsatisfactory and unsafe 
discharge being highlighted as 
a concern. Some of these issues 
simply presented an inconvenience 
to the home, but certain instances 
were highlighted that have caused 
distress to the resident and, at 
worst, have presented a risk to 
patient safety. 
We reported this issue to the 
main Acute Hospitals serving 
Derbyshire residents, Clinical 
Commissioning Groups that 
chose and buy health services for 

Derbyshire residents, and other 
important groups such as the 
Local Authority Improvement and 
Scrutiny Committee for Health, 
and the Adult Care Board. Here are 
a selection of the actions taking 
place:

1. Queen’s Hospital, 
Burton-on-Trent has reported that 
they are “committed to improving 
the experience of discharge for 
patients and in particular discharge 
to care homes ... a Care Home 
Forum has been instigated and 
meets quarterly to discuss issues 
and identify actions that will 
improve communication between 
Care Homes and the Trust.”

2. Royal Derby Hospitals have 
given us an update on the 
work they are doing regarding 
discharge. They have launched 
an initiative called ‘Ready to Go’ 
which will encourage services and 
departments to work together and 
make ‘pledges’ to work efficiently 
and effectively towards an 
improved patient discharge.  
 

3. Nottingham University 
Hospitals have given us an update 
on the range of work they are 
doing regarding discharge. One 
example reads - “We are really 
focussing on timely and safe 
transfer of care, and we are working 
with patients to define what good 
looks like.”  

We are continuing to collect 
patient experiences regarding 
discharge to build up a clearer and 
sharper picture of what is working 
well and where there are concerns. 

Acting on your experiences...
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When you ‘Speak Out’ to 
Healthwatch about the way you 
would like to be treated and 
cared for, we can ‘Speak Up’ 
on your behalf.  We strengthen 
your voice by collecting lots of 
other ‘voices’ and then we look 
for common experiences 
or concerns.   



P2   |   Issue No.3

NSL (Non-Emergency 
Transport Provider) Report Carers Discussion Paper

We produced this 
report following 
a full day 
observation of 
NSL, conducted  
in May 2014 by 
our volunteers. 
We observed a 

collection of patients using the NSL service, 
along with relevant staff, and also took the 
opportunity to talk to the patients about their 
experiences of NSL.  Our findings are included 
in the final report which can be found on our 
website.  

The report gives a summary of findings from 
the observation, and includes many examples of 
good practice, but also highlights some practice 
that did not appear to work so well, and makes 
recommendations.

 
This report was shared with NSL, the commissioner 
(Erewash Clinical Commissioning Group) and the 
regulator (Care Quality Commission). 

 
As a result, NSL has developed a plan in response 
to the recommendations made by Healthwatch.  
Progress against this plan will be reviewed 
at a regular meeting involving NSL and the 
commissioners. 

 
NSL has recently been inspected by the Care Quality 
Commission (CQC) who has notified Healthwatch 
Derbyshire that, “The NSL Healthwatch report was 
reviewed to inform the planning and inspection 
process along with information provided by 
stakeholders and intelligence we received from 
patients and relatives.”

This discussion 
paper published 
in September 
2014 aims to offer 
an insight into 
the views and 

experiences of 100+ carers in Derbyshire that 
we have collected during our engagement work 
over the past 12 months. It summarises the 
individual experiences that we have received 
and shows some of the emerging themes.
We have shared this paper with a wide range 
of service providers and commissioners across 
Derbyshire and the Adult Care Board, the Carers 
Commissioning Board, and the Local Authority 
Improvement and Scrutiny Committees. They 
have been asked to consider the experiences 
documented by carers and to look at their 
commitment to carers. This is a selection of the 
actions that have taken place as a result:

1. Derbyshire Health United has confirmed a 
range of actions in response to the paper, including 
improving how carers who contact NHS 111 and the 
Out of Hours service are identified. An article is going 
in the next NHS 111 update reminding call advisors to 
recognise when a carer is calling, and an article will 
also go in the next clinical update which goes out to 
all clinicians working for the service. 

2. Derbyshire Community Health Services NHS 
Foundation Trust has referenced the discussion 
paper in their newly developed carer’s plan.

3. Erewash Clinical Commissioning Group has said 
that they took the paper to their Quality Leadership 
meeting and the conversations triggered discussions 
and some further actions at their next meeting. 

4. Chesterfield Royal Hospital, Royal Derby 
Hospitals and Nottingham University Hospitals 
have all updated us on the work they are doing 
for carers. All hospitals have reviewed our report 
alongside other intelligence they have about 
the support provided to carers, and some have 
developed action plans as a result. 
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Collecting your experiences...
Experiences of Homecare Services 

Since July 2014, HWD has been collecting the views 
and experiences of people who use Homecare 
services.  
We are now in the process of summarising the 
findings of this survey and a report will be published 
in the Spring. 

Experiences of the Autism 
Pathway in Derbyshire 

The aim of our study is to 
give parents and carers 
the opportunity to talk 
about their experiences 
of the Autism Pathway 
in Derbyshire, i.e. what 
happens when Autistic 
Spectrum Disorder is 
suspected, what support 
is available at each stage 
of the diagnosis, and is 
there anything that could 
be done differently. As the 

pathway operates differently in the North and South 
of Derbyshire due to how services are organised, we 
have been conducting the study countywide and also 
comparing experience between the North and South.  

We would still welcome anyone who would like to 
talk about their experiences. 

Children and Adolescent Mental 
Health Services (CAMHS)

CAMHS is a specialist NHS service offering 
assessments and treatments when children and 
young people have emotional, behavioural or mental 
health difficulties.

We want to hear from children and young people, 
relatives and carers living in Derbyshire who have 
something to say regarding CAMHS services, so that 
we can understand more about experiences across 
the County.

We are also out there in the community meeting 
various groups and organisations between January – 
March 2015 to gather views and experiences.

Cancer Services

HWD wants to hear from patients, relatives and carers 
of people living in Derbyshire who have experience of 
cancer services.  We are interested in hearing about 
their treatment, care and support.

    It has been estimated that more 

    than 1 in 3 people (33%) will 

    develop cancer at some point in 

    their lifetime. 

Karen Ritchie, Chief Executive of Healthwatch 
Derbyshire, said: “Patient experience is a really vital 
part of delivering a good quality service. The more 
people in the County that share their experience of 
cancer services, be it as a patient, relative or carer, 
the greater chance we have of identifying areas that 
can be improved.”
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Telephone: 01773 880786     Text:  07943 505255

Visit: www.healthwatchderbyshire.co.uk

Email: enquiries@healthwatchderbyshire.co.uk 

 

  Healthwatch Derbyshire                @HWDerbyshire

All completed  Speak Out  Forms 

will be entered into a prize draw for 

a £50 Marks & Spencer’s voucher.

Closing date for prize draw 1st December 2014

      Do you have 
something 
to say about 
Homecare 
Services? 
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Healthwatch Derbyshire hears what 
children, young people and adults 
have to say about health and social 
care services, e.g. hospitals, GPs, care 
homes, etc.

On this occasion we would like to know 
what you think about Homecare Services, 
e.g. help with daily tasks such as eating 
and bathing. We would like to know what 
you think is good or bad, and any ideas 
for how things could be improved.

When you ‘Speak Out’ to Healthwatch 
about the way you would like to be 
treated and cared for, we can ‘Speak Up’ 
on your behalf.

We strengthen your voice by collecting 
lots of other voices and then we look 
for common experiences or concerns.

We then make sure that those people 
who run services listen to what you have 
to say and use the information to change 
the way services are delivered for the 
better, now and in the future.

Please fill out the  Speak Out  

Form inside, or contact us as 

below:-

Do you have a child 
with Autism?
If so we would really like to hear from you.

Why do we want to hear from you?
Healthwatch Derbyshire is carrying out a study to find out how parents 
and carers experience the process of having a child diagnosed with 
Autism, including the help and support received before and after the 
diagnosis. We want to give you the opportunity to talk through these 
experiences, both good and bad. 

The information you give us will be collected anonymously and put into 
a report that will be considered by those who run and buy services that 
diagnose Autism so that they know what does and doesn’t work well.  

Healthwatch Derbyshire A5 Autism Flyer.indd   1 24/06/2014   10:39

source: www.macmillan.org.uk

                   your

voice
    counts
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Facts about your experiences...

Your experiences come to us mainly in the form of 
‘comments’ which are logged on our database. 

 
The number of comments we receive is increasing 
each month as more and more people get to hear 
about us.

We engage with a diverse range of people across 
Derbyshire, ensuring we reach people who are 
seldom heard whenever possible, through working 
in partnership with others.

Number of 
comments taken

118 APR–SEP 13

186 OCT 13–MAR 14

663 APR–SEP 14

We now have 4 Engagement Officers working across the County of Derbyshire, who have a tough task trying to 
ensure that the voices of all the districts in Derbyshire are fed into our Information Sharing systems. We take note of 
the gaps, and concentrate our engagement to address them wherever possible. For example, North East Derbyshire 
activity has been reviewed and we will priortise this district for forthcoming engagement opportunities.

Amber
Valley

% of Derbyshire population that live in district % of total hours spent engaging in district % of total comments collected for district

Chesterfield Derbyshire 
Dales

Erewash High Peak North East 
Derbyshire

South 
Derbyshire

Bolsover

No. of Comments for each district  —  APR–SEP 14
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In the last 6 months we have engaged with nearly 3000 people.
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Signposting

Information 
Sharing

We offer an information and signposting service 
in addition to recording experiences of health and 
social care services. This often involves giving 
information about how to make a complaint.  
Between April – September 2014:

  57% of our signposting activity was directing 
     people to other organisations for further 
     information or a service. We signposted to 32 
     separate organisations, the top three being 
     POhWER (NHS Complaints Advocacy Service), 
     Derbyshire Carers and Chesterfield Royal 
     Hospital Advice Centre.

  43% of our signposting activity was helping people 
     to make a complaint or raise a concern.

We pass on every comment we receive each month 
to the service it refers to, that’s not just the large 
providers like Hospitals, but also every Doctor, Dentist 
and Care Home too, so they can hear 
what you have to say. This means that 
every comment really does count. 
See page 8 for more information 
about what happens to your 
comments.

  Approximately 70 
     different organisations 
     received your 
     comments in our 
     busiest ever month 
     which was September 
     2014. 

  75 of your comments 
     have also helped 
     to inform Care Quality 
    Commission Inspections.

You Said… 
We Did…

We received a comment from a diabetic 
patient who during their recent stay in 
hospital, had struggled to find a suitable 
menu choice.

We passed the comment on to the 
hospital who said, ‘as a result of the 
feedback, red heart symbols will now 
appear next to appropriate puddings, 
as was the case for main courses.’

Response from Chesterfield Royal Hospital: 
These comments were passed to Divisional 
Head of Nursing and the Senior Matron and 
there is now a TV installed in the Emergency 
Department. They are also currently updating 
the facilities for children and adolescents in 
terms of books, resources and computer games, 
as magazines just get taken. 

During 2014, this comment was received 
from an individual young person regarding 
Chesterfield Royal Hospital: I had a bump to my 
head and had to wait in A&E, staff were friendly 
and explained everything to me. There was a 
lot of waiting at different parts of the hospital 
when I had an x-ray and when I was waiting for 
the doctor, I understand why there is a wait but 
it would help if there were things to do such as a 
television, computer or magazines.

We received a comment highlighting a lack 
of awareness of the needs of deaf people 
amongst some staff in some departments at 
a local hospital. 

We passed the comment on to the 
hospital who said, ‘we will organise deaf 
awareness refresher training for staff in 
the department(s) involved, and staff 
have been spoken to in the meantime 
about this issue.’

Tel: 017 73 880786      Email: enquiries@healthwatchderbyshire.co.uk
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Children and Young People
Hammy and Aardvark have become the mascots for 
promoting Healthwatch Derbyshire to children aged 
12 and under. They both now feature on postcards, 
stickers, snap cards and certificates. 

Since April this year we have visited 42 places to 
collect the views and experiences of a younger 
audience, including toddler groups, Surestart Centres, 
primary and secondary schools, colleges, and 
voluntary and community groups. 

Our upcoming report ‘Children and Young People 
in Derbyshire have their say about Health and 
Social Care Services’, has been written to highlight 
what children and young people have had to say to 
Healthwatch Derbyshire about health and social care 
services during an 8 month period from March – 
October 2014. (This will be available on our website at 
the end of February, as it is currently being distributed 
to service providers and commissioners for a 
response). 

The comments contained in the report are genuine 
thoughts, feelings, and issues that children and young 
people have conveyed to Healthwatch Derbyshire 
through a variety of engagement activities around 
Derbyshire. With this report we are keen to start a 
discussion about the needs of children and young 
people as regards health and social care services, and 
work with service providers and commissioners to 
determine how best those needs are met, in the light 
of the information we have.  

The findings of the report show that the main issues 
of concern for children and young people regarding 
their experiences of health and social care services 
appear to be:

  The Environment – this by far plays the largest 
     part in the comments made by children and 
     young people, e.g. the waiting room is often 
     considered boring, and they would like more to do 
     while they wait. With this in mind it is important 

     that service providers consider how their 
     environment may be perceived by children and 
     young people and make reasonable adjustments.

  Waiting – children and young people feel 
     frustrated about waiting for appointments but this 
     is also related to the environment and there being 
     nothing to do. 

  Staff Attitude – children and young people have 
     mixed experiences but where they are negative, 
     they report feeling intimidated, judged, awkward, 
     and nervous. Where they are positive they report 
     being made to feel calm, listened too and respected. 

  Access to Services – again children and young 
     people have mixed experiences, but where they 
     are negative it’s usually due to difficulty making 
     appointments, and appointments being at 
     inappropriate times. Hence, online booking system 
     may go some way to resolving this issue.  

Healthwatch Derbyshire will continue to engage 
with children and young people. If you would like 
a member of the Healthwatch Derbyshire team to 
visit a group that you run to discuss what we do and 
collect comments, both good and bad about local 
health and social care services, please do not hesitate 
to get in touch.

The following comment was received regarding 
Derbyshire Health United (providers of the out of 
hours GP service):

“I rang at 2pm and I got an appointment at 5pm. 
The waiting area is clean and bright with many 
toys for toddlers but no toys for babies. I was only 
waiting 15 minutes to be seen. The nurse spoke 
to me very nicely and handled my baby son very 
gently.  I was given a diagnosis and advice.”

Derbyshire Health United 
responded positively to 
this comment:

Following this comment 
we have purchased 
books suitable for play 
with babies – see picture.
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In Derbyshire there are 130,000 visits to a 
pharmacy every day. Of these visits three-quarters 
are for health-related reasons. Unfortunately:-

  Only 1 in every 6 people actually take their 
      medicines as prescribed.

  After only 10 days a third of us aren’t taking 
     newly prescribed medicines correctly, and, half of 
     these people don’t even realise they are taking 
     them incorrectly!  Sometimes this can result in 
     treatment failure and hospital admission.

Medicines can be used to stop us getting ill, help 
us stay healthy, control our conditions or cure an 
illness. But using them sometimes isn’t easy. You 
need to:

  Take them at the right times and in the right way.

  Look out for side effects or for signs you aren’t 
     getting any better (or getting worse).

  If you need medicines regularly make sure you 
     always have enough of your medicines.

Your pharmacist can help you with the medicines 
you are taking and you don’t need to make an 
appointment.  Just ask to speak to the pharmacist 
and you will be seen.  

Community pharmacists aren’t just there to dispense 
medicines. They dispense expert advice as well.

Patient Online will help patients to take greater 
control of their health and wellbeing by increasing 
online access to their GP services, such as booking 
appointments, viewing health records and renewing 
prescriptions.

Online services will complement and not replace 
the existing ways patients’ access appointments, 
prescriptions and their records.

Speak to your GP practice to find out if they offer 
these services or check the NHS Choices website.

Medicines: Don’t take 

them for granted  

John Sargeant (MRPharmS) 

Chairman, Community Pharmacy Derbyshire

You can access GP services 
from your computer, tablet 
or smartphone with Patient 
Online
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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.

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 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

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.

3.4.5.
 Issue No.1   |   Spring 2014Produced Quarterly

You Said, We Did ............p2
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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 
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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!


