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It has been an extremely busy time in terms of engagement 
opportunities since the last Newsletter was issued. Due to 
the imminent changes to the Healthwatch Staffordshire 
Engagement team, there has been much travelling across 
the length and breadth of the county until we become fully 
staffed in the first week of April, more information in our 
May’s issue. 
 
In North Staffs, Healthwatch were involved in enabling the 
CCG to present the 5 year strategic plan to members of 
the public, some pictures can be seen of the event in Bid-
dulph Town Hall. These events, in various locations across 
North staffs, were very well attended and led to a valuable 
amount of feedback being presented to the CCG.

In addition in North Staffs, we have been undertaking survey 
work concerning Primary Care, and this has been one of our 
best supported surveys to date, with over 500 respondents 
taking the time to give their views. This survey also gave us 
the opportunity to have drop-ins at the Children’s Centres 
in Biddulph, Newcastle and Kidsgrove where we received a 
great welcome from staff and visitors alike. We again show a 
couple of pictures from the centres in Biddulph and 
Newcastle.
 
In Lichfield, we held a District Network meeting for our 
Champion individuals and organisations. This was a final 
network meeting for our departing Community Engagement 
Lead, Katy Warren, and she certainly went out on a high 
note with a very well attended meeting that gave all 
volunteers the opportunity to keep fully in touch with 
developments at Healthwatch and Engaging Communities in 
general. It also gave us the opportunity to show the 
Champions our new award for Investing in Volunteers, and 
you can see some of them pictured.

Continuing in Lichfield, we had a very good drop-in session 
at the Samuel Johnson Hospital which also gave us the 
opportunity to engage with visitors regarding Community 
Services available in the area, whilst later in the month we 
were participants in a Volunteers Fair for students, held at 
the Lichfield campus of South Staffs College, something that 
we repeated at the Rodbaston and Tamworth sites, and some 
pictures of these events are shown.

Continued on next page...
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Engagement Activities



In Tamworth, we held a drop-in at Tamworth Library, where 
it was wonderful to be accompanied by one of our 
Champions, Betty Alford. The Session was timed to 
coincide with the popular baby Bounce and Rhyme session, 
and proved to be excellent. We followed this with a 
drop-in at Sir Robert Peel hospital, whilst again 
engaging about Community Services in Lichfield. Katy was 
also pleased to give a Healthwatch presentation to members 
of Tamworth Rotary Club. At all these activities, it gives the 
opportunity to explain about the work of Healthwatch 
Staffordshire, how they can get involved and how to feed 
back their views on Health and Social Care services.
 
In the south of the County, we attended the AGM of one of 
our Champion Organisations, Support Staffordshire, held in 
Cannock, and were also involved in the South East Staffs and 
Seisdon Peninsula Shaping our Future - Local Voices’ forum 
held in Hednesford. Katy also attended the Forget-me-Not 
club in Codsall. 
 
Thanks to all the venues that have hosted us or invited 
Healthwatch to their events during the past few weeks, and 
to the hundreds of people who have spoken to us or 
completed surveys, we really value your interest and 
involvement.

Healthwatch Staffordshire attended the VAST Annual 
Conference on 3rd March at Yarnfield Park Training and 
Conference Centre; to promote our services and network 
with voluntary & Community Sector organisations across 
Staffordshire. We had lot of enquiries about Healthwatch 
services especially our NHS Complaints Advocacy Service.

Please see the Events Calendar in this Newsletter for details 
of where we will be during April and May.
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Healthwatch Staffordshire is leading on the engagement, insight and co-production 
workstream for the Staffordshire Carers Partnership in respect of support for carers services.  
Following the set-up of Carers Hubs in Stafford and Hanley from October 2015, Healthwatch 
Staffordshire is undertaking phase 3 of its engagement activities to support the ongoing 
involvement of carers to explore their perspectives towards the further development of carer 
support systems in Staffordshire as well as their experiences of current services.

As part of this phase of engagement we are running a range of online surveys together with 
opportunities for one to one interviews with carers and will report our findings to the 
Staffordshire Carers Partnership in June 2016.

The anonymous surveys are available via our website and we are keen to hear from carers who 
have accessed support services both before and after the transition of some support services 
to the new hubs from October last year. The links are shown below:

For carers who have used support services before and after the launch of the new hubs:  
https://www.surveymonkey.co.uk/r/transitioned

For carers who are new to support services and accessing the carers hubs:  
https://www.surveymonkey.co.uk/r/newcarers

For those carers who currently do not access support services:  
https://www.surveymonkey.co.uk/r/noservices

We have also developed a survey tailored for young carers which they can complete in 
confidence at: https://www.surveymonkey.co.uk/r/youngcarers0

The engagement activities and survey will run until June 2016 and is aiming to reach all those 
who provide unpaid care for people.

If you would like any help in completing the surveys or would like to have a one to one 
telephone interview to gather your views and experiences, please contact one of the 
Healthwatch Team on our Freephone number at 0800 051 8371.

We are also seeking to engage with providers of services who have previously provided 
services to carers as well as those who continue to support carers through different services. 

Professionals and their organisations can complete the anonymous surveys via the 
Healthwatch website or from the survey links below:

For new providers please go to:  https://www.surveymonkey.co.uk/r/newprovider5 

For previous and existing service providers not delivering services via the Carers Hubs, please 
go to:
https://www.surveymonkey.co.uk/r/previousproviders

We are also keen to hear from carers support organisations keen to be involved in focus group 
meetings with carers. If you are interested in hosting a focus group, please contact either Sue 
Baknak (sue.baknak@ecstaffs.co.uk, Tel:  01785 221703) or Kerry-Jane Kelly
(Kerry-Jane.Kelly@ecstaffs.co.uk, Tel: 01785 221777).
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Staffordshire Carers support hubs – surveys



Engaging Community Staffordshire 
(ECS) is Egg-xtra generous to local 
charities this Easter.

ECS donated a bundle of Easter eggs to the children at House 
of Bread a local charity in time for Easter this weekend. 
 
During March a variety of a chocolate Easter Eggs of all 
shapes and sizes were collected, more than 30 in total have 
been donated by ECS staff. 
 
Jan Sensier our Chief Executive, said, “We are always 
looking for ways we can help local charities and support their 
inspirational causes. We felt that this donation would bring 
a little joy to children this Easter. We are so grateful for all 
staff that helped and contributed to our Charity Egg Aid. We 
are hoping that next year we double the amount we 
managed to collect this year so we can give even more 
children that little gift of chocolate at Easter.”
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Easter Charity Egg Aid

Inspiring Change, Improving Outcomes



Volunteers are vital to our work here at Healthwatch Staffordshire (HWS) and we are always seeking 
new people to get involved with the many different areas of our work in Staffordshire. 

In addition to helping support Healthwatch, volunteering is a great way to meet new people and to 
gain valuable work experience and build your skills and confidence.

We have a range of volunteering opportunities available with Healthwatch. We hope the various roles 
we have on offer will give you the opportunity to:

 Make a difference to your local community 
 Meet new people
 Enhance your skills and knowledge
 Access training and support
 Use your existing skills
 Add valuable experience to your CV

We welcome a diverse range of volunteers from all walks of life, from sixth form students looking to 
gain experience to put on UCAS applications, university students doing health and social care related 
degrees, and professionals looking to donate some of their spare time to a good cause, We welcome 
job seeker looking to gain experience. 

Training and support is available for every role, and experience is not essential. The most important 
thing we look for is a belief that people in Staffordshire should have the best health and social care 
services possible, and a desire to be part of making that happen.

Our current volunteering opportunities are:

 Marketing and Promotions
 Events and Engagement
 Enter and View Authorised Representative
 Complaints Advocate  
 Researcher 
 Reading Panel

If you are interested in a volunteering position please contact Sarah Bailey on 01785 221702 or email; 
sarah.bailey@ecstaffs.co.uk explaining the type of work you are interested in.
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Our volunteers training activities includes: 

Wednesday 20th April – Enter and View Training 

Thursday 5th May 2016 – Induction Training and Equality and Diversity 

Tuesday 26th April 2016 - Dementia Awareness (Approach Staffordshire) 

Monday 9th May – Adult Safeguarding Awareness (Staffordshire County Council) 

These training opportunities are available to all volunteers and if you would like to attend one 
of the above sessions or would like more Information, please contact Sarah Bailey. 
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Healthwatch Staffordshire constantly monitor and review our Experience Exchange feedback 
and have identified the following themes:

 Activities in Care Homes 
 Hospital Food 
 Hospital Discharge? 

Our recently formed Enter and View working groups have met to scope an Enter and View 
programme of work focusing on the above themes and we are keen to gather more feedback 
on experience to help shape the format and focus of a range of enter and view visits across 
the county. 

If you would like to provide your feedback you can do this via our Experience Exchange 
http://x2.healthwatchstaffordshire.co.uk/ or by contacting Sarah Bailey, who is leading on 
this programme of work with our volunteers, at sarah.bailey@ecstaffs.co.uk or call 
0800 051 8371. 

As part of the Enter and View programme we are able to look at a single issue across a 
number of premises as well as multiple issues at a single premises. Enter and View visits can 
also inform a wider piece of Healthwatch work where appropriate. 

We would like to hear about your experiences when using health and social care services in 
Staffordshire, the good and the not so good. 

Make your voice count!

Enter and View Working Groups 

Volunteer Training



Experience Exchange Feedback – Quarter 4 Update (January – March 2016)
• 115 Reviews / Pieces of Feedback received.
Services Reviewed include….

Name of Services Feedback Received
GP Surgeries 44
Hospitals 36
Dentists 9
Pharmacies 7
Mental Health Services 7
Community Services 5
Opticians 4
Other Services (including 111/GP out of Hours, Hospices, 
and Walk-in Centres)

3

Total 115
  
   Where in Staffordshire are people leaving feedback? 

County Feedback Received
Cannock Chase 17
East Staffordshire 14
Lichfield 14
Stafford Borough 13
South Staffordshire 13
Tamworth 11
Newcastle-under-Lyme 9
Staffordshire Moorlands 8
Other areas across the West Midlands…. 16
Total 115

Sentiment of Feedback left has been...
• 66.1% Positive
• 28.1% Neutral
• 5.8% Negative
If you wish to submit your own feedback, suggestion or comment visit our Experience 
Exchange site; http://x2.healthwatchstaffordshire.co.uk/ 
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Experience Exchange Your feedback counts



Healthwatch Drop in/display stand Perton Civic Centre, Perton Civic Centre, Church Rd, Perton, 
Wolverhampton, Staffordshire WV6 7PD

Thursday 14th April 1-4.30pm 

Wednesday 20th April 6-8pm 
Healthwatch Drop in/display Stand. Codsall Leisure Centre, Elliotts Ln, Codsall WV8 1PG

Friday 22nd April – 9-12pm 
Healthwatch Drop in/display stand Perton Civic Centre, Perton Civic Centre, Church Rd, Perton, 
Wolverhampton, Staffordshire WV6 7PD

Wednesday 27th April 10.30-4.30pm 

Healthwatch Staffordshire and Derbyshire joint Healthwatch Drop in at Queens Hospital, 
Burton – upon – Trent. To gather patient feedback on the services provided by Burton Hospitals 
Trust at Queens Hospital. 

Wednesday 6th April - 9-12pm  
Burton Albion Community Trust Event, Pirelli Stadium, Burton-upon-Trent - World Health Day 
Event - targeting the over 50’s that Burton Albion Community Trust are already working with. 
Healthwatch Staffordshire to attend. 

UPCOMING   

EVENTS    
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working in partnership with

 

 

 

Project Launch 
(Stoke-on-Trent & North Staffordshire)

Thursday 7th April
1pm – 3pm

Snow Hill Conference Centre
Shelton

Stoke-on-Trent
ST1 4NA

Join us for the launch of our scoping project investigating the
unmet needs of Lesbian, Gay, Bisexual and Transgender people 
affected by cancer in Staffordshire. Includes a light buffet lunch.

Please RSVP to book your place and advise of any dietary or access requirements 
by 31st March.

Jo Coulson

Tel: 01782 667332

Email: jcoulson@disability-solutions.net
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DEAFvibe, Suite 21, 2-4 Beaumont Road, Tunstall, Stoke-on-Trent ST6 6BE 

Text / Tel: 07923 489800 
Email: info@deafvibe.co.uk 
Website: www.deafvibe.co.uk 
Facebook & Twitter available via website. 

Registered Charity Number: 1146280 

Tinnitus Support Group Meetings 

Thursday 14th April 2016

Welcome to new friends,

Visit our informal coffee morning, make new friends and meet old ones again.

We discuss a wide range of topics to suit the members in a relaxed and informal 
atmosphere.

Special for April Meeting

• Our guest will be Jane Clarke Hearing Therapist

• News from Birmingham

Date of next meeting

To be announced at the this meeting



Help our CCGs to be fully inclusive 
18 April 2016, 10am-12.30pm 
Merlin House, Etchell Road, Bitterscote, Tamworth, B78 3HF 
 

As Clinical Commissioning Groups (CCGs) we are 
passionate about ensuring fair access to healthcare 
services and reducing health inequalities. 
 

We are holding a Public Grading Event to find out if 
we are doing everything we can to offer fair access 
to healthcare. We are particularly interested in 
whether our leadership is fully inclusive. 
 

People from all walks of life are invited to the 
training, where you will explore equality and 
diversity and how we can improve our practice. 
 

AGENDA 
 

10am  Welcome - Fleur Fernando, Engagement and Partnership Manager 
10.10am What is Equality and why it is important? 
10.45am Who is at risk of health inequalities? 
11am  Break 
11.15am Presentation of leadership evidence by Ian Baines, Director of   
   Transformation, and public grading of the CCGs on Inclusive Leadership 
12.30pm Close 
 

If you are interested in being involved please book your place by contacting Sherry 
Samaan on 01827 306170 or sherry.samaan@northstaffs.nhs.uk by 1 April 2016 
  

Cannock Chase Clinical Commissioning Group 
South East Staffordshire and Seisdon Peninsula Clinical Commissioning Group 
Stafford and Surrounds Clinical Commissioning Group 
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Patient Participation Group Workshop 
27 April 2016, 9.30am - 2.30pm at Wade Street Church, Lichfield, WS13 6HL 

AGENDA 
 

9.30am  Registration and refreshments 
10.00am  Welcome  
10.15am  Benefits of setting up a PPG 
10.30am  Workshop 1: How to set up a PPG  
   Workshop 2: Surviving a Care Quality Commission Inspection 
11.30am  Break 
11.45am  Workshop 3: Strengthening your PPG 
   Workshop 4: Surviving a Care Quality Commission Inspection 
12.45am  Lunch 
1.30pm  Networking: Practical Examples and Sharing Good Practice 
2.15pm  Close and evaluation 

To register your attendance and to book on to the workshops, please contact Sherry 
Samaan on 01827 306170 or sherry.samaan@northstaffs.nhs.uk by Friday 22 April 

Would you like help to set up a Patient 
Participation Group (PPG) or increase the 
membership and diversity of your current 
group?  
 

We will be running an event to help improve 
public engagement in GP Practices through a 
series of workshops.  
 

There will also be the opportunity to 
network with other PPG members and share 
ideas, which can be implemented in your 
own practice.  
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Dove Service 

 

 
 
Registered Charity No. 1086625 founded in 1984 
Company Limited by Guarantee. Registered in England and Wales. Company No. 3613893 
Registered Office address: The Dudson Centre, Hope Street, Hanley, Stoke-on-Trent, ST1 5DD 

 

      
 

Negotiating the Benefits Mine Field 
Free training from the Dove Service and the 

Department for Work and Pensions 
  
 

We are pleased to offer those with caring responsibilities the opportunity to hear about the upcoming 
changes to the benefit system. This opportunity is to offer help and support regarding benefit entitlement 

for carers 
 

We have limited places available please book to avoid disappointment.  
 

When Time Where 
7th March 2016 9-11am Amerton Room, The Hub, 17 Eastgate Street, Stafford, 

ST16 2LZ 
10th March 2016 9:30-11:30am Codsall Community Fire Station, Duck Lane, Codsall, 

WV8 1HU 
15th March 2016 10am-12pm The Ash Room, Queen Street Community Centre, 

Burton-on-Trent, DE14 3LW 
7th April 2016 2-4pm The Dove Service Training Room, The Dudson Centre, 

Hanley, ST1 5DD 
22nd April 2016 TBC TBC - Newcastle-u-Lyme 
26th May 2016  10am – 12pm Cannock Community Fire Station, Old Hednesford Road, 

WS11 6LD 
 
 

To book a place and to find out more please contact: Leanne.lewis@thedoveservice.org.uk 
or ring on 01782 683155.  

Alternatively book online at www.thedoveservice.org.uk  
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I attended the AvMA (Action against Medical Accidents) conference yesterday with only the vaguest of 
notions of what the duty of candour was and what this statutory regulation could mean for those 
patients or individuals who may have cause to complain about their care and treatment. I wondered 
what we as advocates could expect from those providers within the complaints process and what should 
we be looking for from the providers as best practice.  How would this duty support our efforts as 
advocates and what should we be telling our clients about this duty? One of the repeated themes 
throughout the day was that this regulation was making official what most providers already attempted 
to do. In essence there was “nothing new” about the duty of candour but it wasn’t necessarily as 
embedded in the culture as one would like and this was one of the reasons that it has was made a 
statutory duty. It’s been a statutory duty for around a year now and whilst lots has been done there 
was still things to learn and work to do for “culture change” to really embed in the working culture of 
health and social care providers. The duty of candour should improve openness and patient safety by 
ensuring mistakes are acknowledged and learnt from. 

What I learnt.
The duty of candour is a statutory duty under Regulation 20 of The Health and Social Care Act 2008 
(Regulated Activities) Regulations 2014.  It is not just for doctors or health care professionals but 
relates to social care too and one would assume to any private as well as public health care providers. 
However I was interested in the impact it would have for NHS Complaints and those who bring 
complaints to the NHS.  
What actually happens under the duty of candour?
1. The duty of candour (for NHS bodies) applies when an incident has resulted or is likely to result in 
     significant harm.
2. Significant harm includes: 
a. Death of the service user, where the death relates directly to the incident.
b. Severe or moderate harm
c. Prolonged psychological harm (which means psychological harm which a service user has 
    experienced, or is likely to experience, for a continuous period of at least 28 days.)
3. There are clear procedures that providers must follow when an incident takes place, these include:
a. A verbal notification of the incident and relevant facts as soon as reasonable 
b. Written notification within 10 working days.
c. A written apology 
d. Provide reasonable support to a service user
e. Consider what further enquiries are appropriate.

What does this mean for patients?
This duty should see a more robust and honest complaints process for those patients involved in 
incidents that can be classified as “a notifiable safety incident” and those that aren’t. In practice 
this means that healthcare providers are endeavouring to provide patients with open communication 
into the outcomes of investigations into what went wrong and why. That they will share findings with 
the patient/family when the investigation is completed and finally provide support to those patients 
and families. Complaints should result in a more open and transparent appraisal and more of a “what 
can be learnt from this” attitude.  There was a criticism that some complaints responses and apology 
letters were too formulated and not empathetic enough so this may impact on the type of letters that 
we see coming from providers in the future. We should see an improvement in standards of care and 
patient safety. 

If you would like more information about the duty of candour you can visit the AvMA website at 
www.avma.org.uk and the CQC website at www.cqc.org.uk and search for the duty of candour. If you 
would like more information on complaints handling in primary care please go to the Parliamentary and 
Health Service Ombudsman’s website www.ombudsman.org.uk and download their latest report “An 
Opportunity to Improve”. http://www.ombudsman.org.uk/__data/assets/pdf_file/0007/36547/GP_
Complaint_handling_report.pdf
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AvMA Duty of Candour Conference 22nd March 2016, by Joanne Darrant 



NHS Complaints Advocacy Service

Healthwatch Staffordshire has some great volunteering 
opportunities. Would you like to help shape the health and

 social care services provided in Staffordshire? We are looking 
for enthusiastic people to make the voices of Staffordshire 

people heard. All training and travel expenses are provided. To 
join our team Call 0800 051 8371 or email;

 enquiries@healthwatchstaffordshire.co.uk to request an 
application form. 

Healthwatch-Staffordshire

@HWStaffordshire 08000518371

We provide a free, confidential and independent health 
complaints advocacy service to support residents of 

Staffordshire make complaints about their NHS care and 
treatment. You can talk to us free on 0800 161 5600 or text 07724172811 

for help with making a complaint.  Talk to us - Make your voice count.

We can also signpost you to local services and give you information on 
what is available. For more information, visit our website at 

www.healthwatchstaffordshire.co.uk  

Introducing a new way 

to share your views on 

healthcare  
Experience Exchange lets you search for 
and provide feedback on hundreds of health 
and social care providers in Staffordshire. 
www.healthwatchstaffordshire.co.uk/x2

Impartial 
Anonymous
Free

enquiries@healthwatchstaffordshire.co.uk
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