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Welcome from the Chair

Welcome to the third annual report from Healthwatch City of
London. This report highlights our achievements during
2015-16 and shows how we have fed
experiences of health and social care services into health
bodies and care service providers.

We have enjoyed carrying out a series of
workshops and events with service users
and providers to consult on areas such as
the City mental health strategy and
ophthalmology services in City & Hackney
and to identify the important issues for

We also feature some of the activities we
have undertaken to engage with diverse
groups and communities in the City. The
case studies focus on how we have made a
difference to local health and social care
services and how we have worked

collaboratively wit h service providers, City people.
commissioners, regulators and other local As changes occur within the NHS wewill
partners to benefit City people. be embracing the opportunities and

challenges ahead created by system
transformation , and we will continue to
work with the local community,
commissioners and service providers to
ensure responsive and effective health
and social care for City residents.

This has been my second year as Chair of
Healthwatch City of London and | have
been really pleased to see how our team
of volunteers has grown with the input o f
more City residents and service users. We
want to build on that for next year to
ensure that our work continues to
accurately reflect the perspective of City
people and to extend our outreach in and
around the square mile.

Please do get in contact with us if you
would like to get involved in our activities
or input to our work by emailing

We are pleased to say that the CityHealth healthwatchcityoflondon@ageuklondon.or
directory www.city -health.org.uk that we g.uk or by calling us on 020 78206787.

took on in January of this year has already
seen a large amount of use, which is good
to see. The CityHealth Twitter account Glyn Kyle

can be accessed at Chair, Healthwatch City of London
https://twitter.com/CityHealthLDN

Healthwatch City of London - 5


http://www.city-health.org.uk/
https://twitter.com/CityHealthLDN
mailto:healthwatchcityoflondon@ageuklondon.org.uk
mailto:healthwatchcityoflondon@ageuklondon.org.uk

About Healthwa tch

We are here to make health and
social care better for ordinary
people. We believe that the best way
to do this is by designing local
services around their needs and
experiences.

Everything we say and do is informed by
our connections to local people and o ur
expertise is grounded in their experience.
We are the only body looking solely at
peopl eds expeaheiwmlec e
health and social care landscape.

We are uniquely placed as a network, with
a local Healthwatch in every local
authority area in Engla nd.

As a statutory watchdog our role is to
ensure that local health and social care
services, and the local decision makers,
put the experiences of people at the heart
of their care.

Healthwatch City of London was
established in April 2013 to further this
aim and help local people get the best out
of their health and care services.

Our vision /mission

The vision of Healthwatch City of London
is to shape the best quality health and
social care now, and in the future , for all
in the City of London.

To achieve this we work to make sure the
views and experiences of local people are
heard by those who run, plan, deliver and
regulate all aspects of health and social
care. This covers hospitals, GP services,
dental services, pharmacies, optical and
hearing services, podiatry, public health

and any
health and wellbeing.

Our strategic priorities

Our overall priority is to continue to
engage with the City community. We
consult with communities throughout the
City, including r esidents, at meetings and
events, and via phone, email, our website
and through social media. We use these
opportunities to identify the health and

a C so0iad care priorities of people in the City

which will feed into our strategy for the
next two years. We are in the process of
finalising our two year strategy and will be
publishing this on our website in the next
few months.

Our strategic p riorities for 2014 -2016
focused on informing and feeding back
from all sections of the community
including children and young people , and
City workers.

We also provided information about health
and social care (and related issues) to
residents and workers, health and social
care organisations, voluntary groups and
interested parties . We continued our work
to inform and consult through our weekly
Healthwatch City of London information
emails and our quarterly newsletter, in
addition to our website.

We were also able to represent the views
and experiences of City people at NHS
national and regional committee s,
includingwith Bar t 6 s Heal t h
Homerton Hospital and the City of London
Corporation.
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About Healthwatch

Our formal priorities

Our formal priorities for 2014 -16 focused T Rfeprgzent the \(;levys and Experlences
on children and young people, City 0 rﬁ_s" egtshan E'ty W_cl’r ers
workers and the CityHealth directory (achieved through email, meet'n_gs
and were to: phone and events) at relevant City
statutory committees .
Children and Young People _
. . Community
i1 Appoint a children and y oung person _ _ )
SessionalWorker i Cortinue the engagement with City
o residents and the homeless at
T i\:l}eet ahnd e;ngagr:a \leth XOL;ng people meetings, events, phone email, social
rough outreach, face to face .
media.
meetings and social media such as _ _
twitter 9 Continue to represent the views and
experiences of residents at NHS
i1 Engage with families through outreach, n zt i onal/regional
face;] to f?\(;lgttmeetmgs and social media Health Trust and the Corporation .
such as twitter .
9 Develop and distribut e the City of
City Workers London Healthwatch Newsletter to
1 Obtain informatio n on services contacts on our contact database .
required by City w orkers through i Provide information to residents and
presentations, face to face meetings workers and health and social care
at events. organisations, voluntary organisations

1 Represent the views and experiences
of residents and City workers from
contacts with Health watch City of
London (achieved through email, l
meetings, phone and events) at NHS
national/regional committees, Barts
Health Trust, Homerton and the
Corporation.
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and interested parties through the
weekly City of London Healthw atch
emails.

Provide information through the City
of London Healthwatch web site and
the CityHealth directory.
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About Healthwatch

You can contact the Healthwatch City of London team on:

i Lynn Strother, Healthwatch City of London Manager: 020 7820 6789

i Janine Aldridge, Healthwatch City of London Officer: 020 7820 6787

i Carl Francis, Healthwatch City of London Children and Young Peopleworker:
020 7091 2591

i Catherine Morrison, CityHealth Information Worker: 020 7820 6787

2

sl

Janine Aldridge, Healthwatch City of London Officer .
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Engaging with people who use

health and social
care services

Gathering experiences and
understanding
experiences

We have continued our work to gather the
views and feedback from as many
different people and groups of people in
the City as possible. Through Healthwatch
City of London, residents continue to
receive invitations to participate in
consultations, workshops and events.

Below are some examples of consultation
completed in the past year.

Young people (under 21)

We have continued to promote
Healthwatch to younger people through a
Twitter account and targeted promotional
material . We have also worked in

partn ership with organisations and
departments working with young people to
extend our reach as far as possible.

The Children and Young People Workerhas
held consultations with young people ,
particularly around their health -related
priorities . We have managedto
successfully consult with young parents
through a number of stay and play events,
and are also reaching teenagers through
the Barbican Monster Club (youth club)

and leisure centre activities . Healthwatch
City of London has also worked with City
Gateway and other providers o n a
with Teenagersbod
better understand the key priorities for
young people living in the city.

peopl

oLi vi
wo r k s h D pServiees: hodncrgaseypegsitive

(L-R). Catherine Morrison, Janine Aldridge and Carl
Francis promoting Healthwatch City of London to
younger people at one of the consultation events.

At the New Youth Programme Board, City
Gateway launched three key priorities ,
which Healthwatch City of London
supports. These are intended to help
young people live better in the City and
are:

i Health: To improve the physical health
of young people by providing a safe,
well lit, green space for team sports
within the Square Mile.

i Police: To improve community
relationships between young people
and the police by addressing the issue
rq)fdacism.

opportunities for young people by
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providing more (residential)
experiences.

The sessional worker hasrecruited a
new volunteer who has taken an active
part in many of the meetings and
consultations with young people and
parents.

It also gave Healthwatch a great
opportunity to discuss health and
wellbeing issues with the staff in the
financial district , and the older people
who attended.

Older people (over 65)

As City residents, older people have been
invited to all events, consultations and
workshops and have received the
newsletter and regular emails. They have
also been invited and participated in pan -
London and national consultations and
events.

Some of our work has focused on reducing
social isolation, which older people have
told us is a key issue for them. In
December 2015 we continued our
established partnership with Bank of
America Merrill Lynch which saw the Bank
hosting a Christmas meal and activities for
older City residents.

The event was hugely successful and
enabled City workers to meet and talk
with over100 older people in the City
where they worked.

A collaboration between Healthwatch
City of London and Age Concern City of

Londonenabledus t o provi de

tea party @ March 2016, where older
members of the City community were
invited to the offices of Amazon
Audible in their City premises. It was a
useful way of linking up City workers
with residents . Amazon Audible staff
helped the group to get online and use
digital communications to access
online services, improving their digital
capabilities and continuing our work to
reduce social isolation .

Disadvantaged and vulnerable people
and people who are seldom heard

City of London Healthwatch attends all
provider meetings and community days
held for Portsoken Ward.

Recently, we hosted a stall at the event
held at the Portsoken Community Centre
on Me n 0 swherewel were able to
forge a link with Prostate Cancer UK in
relation to communicating the
promotional literature on symptoms and
support for cancer sufferers to City
residents.
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We hosted a focus group with City e
residents to find out what they wanted
their online directory of health services to

People who live outside the City
but use services within it.

In January 2016 we launched our online 0 1 o o k. Wk fodk gdds to the event to
directory ®TBeHeattHe al t h enable people to look at the site and give
Di r e c,wihiah wedtook over from us their feedback after having the
Toynbee Hall. We have been promoting opportunity to use the new site and

the directory through a dedicated Twitter navigate their way around it. T hey
account, and through all our events and prioritised the following:

publications.

1 Improved search facilities

1 More accessible font sizes and an
option to change the font size further
required.

1 Improved detail for each service

We are currently in talks with the Web
Designer about giving the website a design
refresh which will make it easier to use.

A comparison of our Google Analytics data
to the data collected from Toynbee Hall in
2015 showed there has been an 84%
increase in page views, 72% increase in
sessions and 74% increase in users since
this time last year.

Catherine Morrison, the new CityHe alth Information
Worker for Healthwatch City of London.

We also recruited a CityHealth Information
Worker to start reviewing the 446 services
on CityHealth to ensure they are relevant
and up to date .
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Enter & View

Healthwatch City of London undertook two
Enter and View visits, both in partnership
with Healthwatch Tower Hamlets, in
2015/16. One was a follow-up visit to
Peter Shore Court, a residential care home
for people with dementia, in Tower
Hamlets. We are currently waiting for this
report to be finalised. T he other was to
Coopers Court Extra Care Home

There are no care homes in the City,
and City residents need to access
residential care in neighbouring
boroughs.

Coopers Court Extra Care Home

The Healthwatch Officer took part in an
Enter and View visit with Healthwatch
Tower Hamlets to Coopers Court Extra
Care Homein August 2015. The home
provides care for those with a high level of
need and a large proportion of residents
are living with memory loss.

Key findings were:

i The home is making efforts to
facilitate activities for residents and
there is a scheduled activities
programme. However, the majority of
residents feel that the activities are
not sufficient. Fol lowing on from this
we recommended that more activities
take place during mornings and late
afternoons and that they should be
more varied and tailored for the needs
of the residents.

1 Werecommended improved links to
local community groups that can offer
other involvement opportunities for
residents (signposting local services).

i It appeared that most of the residents e

did not know what was happening
within Coopers Court or in the local
area. We recommended this be
improved by regularly leafleting
newslette rs through residents 6
and by staff encouraging residents to
join activities when they attend to
them throughout the day . It was also
recommended that activities and
involvement opportunities are
publicised and discussed during
communal meal times.

The full report s and the response from the
care homes have been passed to the Care
Quality Commission and the relevant
commissioners.

Healthwatch City of London will continue
to partner with Healthwatch Tower
Hamlets and others to undertake this for
facilit ies used by City residents and
workers.

door

City of London
application to be a member of the
Cityds Dementi a
has been accepted. We now use the
0Dementi a
publications and continue to promote
the project .

Fri
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PLACEassessments

Representatives from Healthwatch City of l Thg serving of food had imprg\( ed.
London have attended PLACE assessments Patients appeared to be receiving
with Barts Health NHS Trust at: what they had ordered (which did not

happen on the last visit ). However,

éoﬁ'lé patients still felt the meal was
1 Newham University Hospital not warm enough.

T Mile End Hospital Through patient discussion we collected
I The Royal LondonHospital the following comments, which we will

We have fed into the final assessments pursue with the individual wards to obtain

that have been sent to the Department of the necessary improvements for patients.
Health. Saff and treatment however, were

reported to be excellent .

T St Barthol omewds Hospi

in the hospi tals of UCLH Foundation talking loudly outside the ward door .
Trust. Consequently, w e have 1 The noise of foot controlled bins at
participated in PLACE inspections at night was a major disturbance to

patients on the cardiology ward ,
although it is appreciated that th ey
must be used. It was felt there should
be plastic lids on the bins , as in other
parts of the hospital , to mitigate this.

the National Hospital for Neur ology
and Neurosurgery and will be doing so
at University College Hospital.

In March 2016 we undertook a PLACE 1 Visitors were not offered
assessment at St Bart ho'r&r&ﬁﬁ%ﬂté Hospital,
focusing on the outpatients wards,
including the breast cancer wing. We were
pleased to report substanti al

improvements since the visit we _
undertook in September 2015: 1 There was a lack of privacy for
patients ( particularly with a large

assessment group entering the ward ).
Specifically, there was a clear | ack of
privacy and decency for one patient
who was trying to dress himself with a
drip in place. Barts will be addressing
the need for greater sensitivity in this

1 There was only one toilet on the ward
at an unmanageable distance for
patients on diuretics.

i Ceanliness had improved and much of
the snagging work after the building
work had been completed. The areas
previously highlighted, including paper
signs loosely attached to walls and
files left in corridors, ha d also

improved. area and the use of simple measures

1 Signage still needed to be improved as already in place, such as curtains
some signs werevery small and around beds, to maintain
unclear. The breast cancer wing in privacy.

general avoided clear signs for reasons
of privacy, although this made it
difficult to distinguish between
departments.

Healthwatch City of Londo n will soon
be undertaking PLACEassessments at
Homerton Hospital.
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Influencing service specifications: One of the initiatives that came about
following Healthwatch recommendations
was the introduction of a patient
breakfast club in the cancer unit at St
Barts, to provide a more socially
interactive breakfast setting.

A tender is taking p lace for a facil ities
management contract to cover all aspects
of facilities at Barts Health . We
participated in a focus group, following
consultation with Healthwatch City of

London members to ensure their views This will now be included in the

were represented and taken into account specification for the new contract for all

during the tender process. Barts sites following the popularity of the
initiative.

Healthwatch City of London - 14



