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A message from Graham Heaney

This last year has been another very busy one for 

the staff of Healthwatch Portsmouth and for our 

volunteers, in particular the Board members, who 

represent the organisation on a large number 

of different bodies concerned with health and social 

care.

We decided to recruit some new Board members to 

increase our skill base and add to the contribution of 

the existing members. We were fortunate to attract a 

good range of applicants and we have been able to 

appoint four new members to the Board. We have 

also undertaken a review of our representation on a 

number of bodies and Board members will take on 

some more of these responsibilities.

In the spring of this year we faced a challenging 

situation that was particularly difficult for our staff 

when our host organisation went in to administration. 

This meant that our work had to officially stop while 

the City Council sought a new organisation to take 

over hosting the service.

We have to thank officers at Portsmouth City Council 

for keeping the Board,through the Chair and Vice-

Chair, then the Acting Chair and Acting Vice Chair 

fully informed during this process and 

for minimising the delay in getting the new host in 

place and Healthwatch functioning again.

Despite this a lot has been achieved over the last 

year. We carried out community research at GP 

surgeries to assess access to GP appointments, the 

acute visiting service and what people thought 

of the Musculosketal Triage Service.

A number of GP practice mergers have taken place 

and we undertook some work on the claimed 

benefits of the mergers concluding that 

more communication is needed with affected patients 

about the proposed mergers.

Message from
our Chair

Graham Heaney played a lead role in 

discussions with key health and care 

decision makers
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Make it easier to see a doctor or nurse quickly . Healthcare professionals should have a positive 

attitude and listen to what is important to me.

The care I receive is safe, effective and, 

wherever possible, close to where I live.

Services should provide information so that 

people can make informed decisions about their 

care.

Graham Heaney

Healthwatch Portsmouth Chair

A third ówalk throughô was carried out in the urgent 

care service at QA hospital in October last year. This 

followed on from previous visits to observe the 

service and the improvements that had been made. 

A meeting with the Chief Executive Mark Cubbon

and Board members, also in October, provided an 

opportunity to discuss plans for the Hospital Trust to 

achieve financial recovery over three years.

Healthwatch Portsmouth supports the Independent 

NHS Advocacy Service which continues to deal with 

a rolling caseload of around 40 and we seek to 

identify any patterns that may emerge from this that 

might need be to addressed further. One issue that 

was taken up with the Portsmouth Hospitals 

NHS Trust (PHT) is their approach to the complaints 

process which we felt created problems for people 

making complaints.

This is my last introduction to an annual report as 

chairman of Healthwatch Portsmouth so I would like 

to thank all the Board members for their support 

during my time as chair. I would also like to thank the 

staff, in particular our Healthwatch Manager, for all 

your hard work which is making Healthwatch fulfil its 

potential to support the public in influencing the 

provision of health and care services in the city.

Changes you want to see

Last year we heard from 530 people who visited our stalls and told us 

about their experience of a number of different areas of health and social 

care. Local people told us that they wanted local health services to 

communicate better between services to prevent unnecessary 

appointments being made for treatment.
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About us

Healthwatch is here to make care better

We are the independent champion for people using local health and 

social care services. We listen to what people like about services and 

what could be improved. We share their views with those with the 

power to make change happen. People can also speak to us to find 

information about health and social care services available locally. 

Our sole purpose is to help make care better for people.

Sir Robert Francis QC

Healthwatch Engand Chair

Our vision is simple

Health and care that works for you. People want health and social care support that 

works ðhelping them to stay well, get the best out of services and manage any 

conditions they face. 



6Healthwatch Portsmouth 

Our Purpose

To find out what matters to you and to 

help make sure your views shape the 

support you need.

Our approach

Peopleõs views come first ðespecially 

those that find it hardest to be heard. We 

champion what matters to you and work 

with others to find solutions. We are 

independent and committed to making 

the biggest difference to you. 

+ Visiting services to see how they work 

+ Running surveys and focus groups 

+ Going out in the community and working with 

other organisations 

Our main job is to raise peopleõs concerns with 

health and care decision -makers so that they can 

improve support across the country. The evidence 

we gather also helps us recommend how policy 

and practice can change for the better.

People are at the heart of everything we do

We play an important role bringing communities and services together. 

Everything we do is shaped by what people tell us. Our staff and 

volunteers identify what matters most to people by:
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our year

Highlights from
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Find out about our resources and the way we have engaged and 

supported more people in 2018 -19. Our resources:

4,443 people accessed Healthwatch 

Portsmouth advice and information online 

or contacted us with questions about 

local support.

.

We have 18 volunteers helping to carry 

out our work. In total they gave up

559 hours of their time.

530 people shared their health and 

social care story with us, 45% more 

than last year.

We visited 13 services and 30 community 

events to understand peopleõs experience 

of care. From these visits, we made 8 

recommendations for improvement.

6 improvements we suggested were 

adopted by services to make health 

and care better in our community.

Our social media reach was huge over 

the last activity year, a total of 

1,329,859
A 97% increase on the previous activity 

year from our website and social media.
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a difference

How weôve made
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Finding out if the expected 

benefits for patient services 

as stated in GP surgery 

mergers proposals were a 

reality
In Portsmouth there is a high demand for GP 

appointments but there is a reducing number of 

GPs available in the city because many doctors are 

retiring at the same time and recruitment is 

proving difficult. In an attempt to remain 

financially viable 8 GP surgeries merged into 4 GP 

surgeries to try to continue to provide good care 

for their registered patients. Healthwatch 

Portsmouth asked the Portsmouth Clinical 

Commissioning Group (CCG) whether results were 

going to be gathered, 12 months on, to measure if 

the benefits that had been stated in the GP 

surgery merger applications had actually been 

experienced by patients.

+ Patients needed to be informed about 

practicalities of surgeries remaining viable

+ Patients needed to be informed about how the 

surgeries would be organised after the merger

+ Patients would welcome information about 

options for self care and self management of 

their long term condition to make better 

choices in their use of health services. 

Healthwatch Portsmouth was then commissioned 

to undertake community research to gather 

feedback from those patients affected. The 

overwhelming theme was that there should be 

better communication with the patients who would 

be affected by the merger (see box 

above) Portsmouth Clinical Commissioning Group 

took this feedback on board and said they would 

bear it in mind for the next set of mergers.

Patients really value the services that are provided in their GP surgery and want to make the best use of them

Changes made to our community

Find out how sharing your views with your local Healthwatch has led to 

positive changes to health and social care services in care homes. We 

show when people speak up about what's important, and services listen, 

care is improved for all.

Take a look at an example of how Healthwatch Portsmouth demonstrates 

how we have made a difference in our community.
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Providing insight from the 

community: to help make 

early health service planners 

understand the issues.

Thanks to local people speaking up Healthwatch 

Portsmouth was able provide early insight for 

Portsmouth CCG which was considering how best 

to develop future health services bearing in mind 

the demand for healthcare and the resources 

available.

There were 4 health scenarios that Portsmouth 

CCGidentified as key areas of health service 

provision that both needed to change to cope with 

the growing demand

but also these were services that meant a lot to 

many local people across the city.

The four health service ideas were :

+ Long term illnesses

+ Care of frail people

+ Mental health services

+ Same day care

The insight that Healthwatch Portsmouth was able 

to provide in these early discussions on each of 

these areas of health services was helpful for 

future service planning discussions. It is often the 

case that people who are using health services on 

a very regular basis or daily basis have a great deal 

of experience to contribute in terms of what works 

and what should change.

Equally, people with experience of health 

conditions can suggest when a service is working 

really well and which of those elements that help 

patients or service users to achieve better health 

outcomes should be retained in any service update 

or review. One of the key issues that Healthwatch 

Portsmouth raised was the importance of retaining 

access to specialist clinical knowledge for local 

community based teams who would be helping a 

wide range of people in the community seeking 

support for their mental health condition who may 

previously have attended a hospital clinic.

Talking to local people about what is important to them and considering this in the wider context is key
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Listening to people who have long term conditions and summarising this feedback to contribute to new 

service planning is a great way for Healthwatch Portsmouth to connect with its community and offer

meaningful input in service planning discussions.  

The new Long Term 

Conditions Hub ðpilot 

project

A project team was formed of patient groups, 

individual patients and health service planning 

managers to look at what was the current 

provision for people with living with type 2 

diabetes (subject to certain criteria) and/ or 

respiratory conditions. Healthwatch Portsmouth 

was asked to join to provide the wider feedback 

messaging that we benefit from when having 

conversations with regular health service users.

The Long Term Conditions Hub project group 

developed a plan for a community based service, 

supported by doctors and specialist staff teams 

who are trained to support people with 

either condition. It was agreed in the the early 

discussions in the project group that many people 

with one long term condition also have one, if not 

three, more long term conditions.

It was agreed that it was necessary to bear this in 

mind when organising services in the new Hub 

which is to be based in Somerstown Health 

Centre, starting early August. For example it was 

recommended that the Long Term Conditions Hub 

should not be run at the GP surgery on the same 

day of the week that a patient education/ self 

management course was booked to run by QA 

Hospital so that patients could still attend their 

course but also benefit from booking appointments 

to see specialist teams in the community.

Healthwatch Portsmouth was also invited to attend 

the follow -up Long Term Conditions Hub co-

production workshop during the spring to be able 

to bring its broader insight to the discussions.

Have your say

Share your ideas and experiences and help services 

hear what works, what doesnõt, and what you want 

from care in the future.

www.healthwatchportsmouth.co.uk

t: 023 9354 1510

e: info@healthwatchportsmouth.co.uk

mailto:info@healthwatchportsmouth.co.uk
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the answers

Helping you find
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What do people want to know?

People donõt always know how to get the information they need to 

make decisions about their own health and care. Healthwatch 

Portsmouth plays an important role in providing advice and pointing 

people in the right direction for the support they need.

Here are the most common things that people ask us:

22% GP services

36% Other issues

15% Hospitals

27% Social care
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How we provide people with advice and information

Finding the right information, 

at the right time, when you 

need it

Healthwatch Portsmouth Service Directory: Over 

the last year the Healthwatch Portsmouth Service 

Directory has been particularly useful while 

Portsmouth City Council has been developing an 

online resource to help inform Portsmouth residents 

about what is out there for people to engage with 

and access support.  The City Council has signposted 

enquirers to information which was sourced from the 

Healthwatch Portsmouth Service Directory via a 

website link or by speaking to telephone enquirers 

after visiting the Healthwatch Portsmouth website. The bigger picture: helping 

large-scale health care 

planning seem relevant to 

local people

The large geographical health care planning area 

that Healthwatch Portsmouth is based within is 

called the ôHampshire and Isle of Wight 

Sustainability and Transformation Partnershipõ (STP) 

area.

It covers a huge population with many hundreds of 

services, some of which need to be organised at a 

very large scale; communication about the changes 

being considered need to be written clearly to 

engage the local population in discussing how these 

can bring benefit to local communities. Healthwatch 

Portsmouth has worked hard with its neighbouring 

local Healthwatches to suggest to health planners 

how best to communicate with the local population 

to generate a two way channel of information 

provision and a gathering of views.

Finding the right care or support 

can be worrying and stressful. 

There are a number of 

organisations that can provide 

help, but people donõt know where 

to look. Last year we helped 1306 

people access the advice and 

information they need.

You can come to us for information on local health 

and care services in a number of ways including:

Å Telephoning us to seek information to help you 

0239 3541 1510

ÅUsing our ôcontact usõ form on our website

Å www.healthwatchportsmouth.co.uk

Å Asking for information at one of our information 

stalls provided at community events

Å Following Healthwatch Portsmouth on our social 

media platforms @HealthwatchPO on Twitter or 

Facebook.com/ HealthWatchPortsmouth.

http://www.healthwatchportsmouth.co.uk/
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Knowledge of the issues raised by the Independent Advocacy Service can help Healthwatch Portsmouth to 

seek service improvement acrossthe sector. 

Issues we have heard about 

from working with the 

Independent NHS Complaints 

Advocacy Service: a co -

located service

Since April 2018 47 people have been supported 

this year from the Independent NHS Complaints 

Advocacy Service, based in the same offices as 

Healthwatch Portsmouth. We benefit from the 

intelligence gathered from the service about some 

of the main issues that people are bringing to this 

highly regarded support service. Portsmouth 

residents can receive support from the trained 

Advocate to make their complaint about a NHS 

service that they received but were not happy 

with. Some of the key issues that people wish to 

complain about and outcomes that have been 

achieved over the last year include:

Å A care provider has changed the way in which it 

provides scanned images to patients with sight 

impairments to enable them to view in comfort.

Å The local ambulance service will offer further 

training to its call handlers on triage skills and 

responding to new information from follow -up 

calls. 

ÅA complaint has triggered a ôSerious Event 

Reviewõ at a GP surgery, early reflections on 

which feature the need for a more ôpatient-led 

issuesõ focussed conversation rather than a 

ôservice-led issues discussionõ.

Å Two Emergency Department Matrons are to link 

with Navigator Nurses to support the admission 

of challenging or intoxicated patients.  This 

intelligence has fed into the work that 

Healthwatch Portsmouth did in relation to its 

ôThird Walk Thruõ community research  in 2018. 

Are you looking for help to make an 

NHS complaint?

The Independent NHS Complaints Advocacy Service can 

provide support to you if you wish to make a complaint 

about a NHS service. The Advocacy Service is located in 

the Healthwatch Portsmouth offices. To find out more, 

go to the NHS Complaints tab on the home page of the 

website for Healthwatch Portsmouth

Website: www.healthwatchportsmouth.co.uk
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Our volunteers
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How do our volunteers help us?

At Healthwatch Portsmouth we 

couldnõt make all of these 

improvements without the support of 

our 18 volunteers that work with us to 

help make care better for their 

communities. 

When our volunteers are out and about in the community it is great to see patients and the public 

wanting to share their views to help improve health and care services 

What our volunteers do:

+ Raise awareness of the work we do in the 

community

+ Visit services to make sure they are meeting 

peopleõs needs

+ Support our day to day running e.g. governance

+ Collect peopleõs views and experiences which 

we use in our reports

Volunteersõ research questions 

and observations during visits 

to care homes have helped 

improve health in care homes

Thanks to feedback from our 

Healthwatch Portsmouth volunteers 

from visits we organised we have 

influenced the pilot project report 

written by Portsmouth CCG to 

inform the second stage of the 

project in the city.

Our volunteers visited 7 care or nursing homes 

across the city to ask residents, their families carers 

and staff working in the homes how they felt that 

the new Enhanced Health in Care Homes project 

was working. The pilot project had introduced 

weekly or fortnightly visits by GP or nurse led 

clinical teams who met with staff working in the 

home to regularly review the health of residents to 

improve staff confidence to care for their residents 

without feeling the need to call the emergency 

services when it was not necessary to do so.

Healthwatch Portsmouth recommended that it was

Å Important to be clear on the name given to the 

project; when our volunteers asked staff, carers, 

families or residents if they were aware of the 

new project they did not know it had started.

Å Important that when designing the project the 

ambulance service had communicated clearly 

with those care and nursing homes they wished to 

have included in the project the reasons for this.  
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Design stage

Healthwatch Portsmouth worked very closely with 

the volunteer team to design the entire approach to 

our community research, including what we wanted 

to find out, the types of questions we wanted to 

ask, the methodology of the research and how it was 

going to be reported. We held a series of meetings 

with our volunteers to ensure that it was community 

led and got to the hear of the issues we wanted to 

research, namely patients' awareness of the new 

Enhanced Access Service (to provide routine medical 

provision from Monday to Saturdays for registered 

patients outside of core hours until 8pm, and 

urgent, same-day appointments until 10pm every 

day at Lake Road Practice.

GP surgery visits stage

By the end of March 2019 we had visited 12 of the 17 

GP surgeries we had planned to visit across the 

city. We had a standard series of questions to ask of 

anyone who was sat in the GP surgery waiting room 

so that we could gain a good idea of peopleõs 

awareness of the Enhanced Access Service. We 

regularly spoke to 40 to 50 patients in each surgery 

we visited. We were then inputting the findings 

onto a internet based research survey tool which will 

help us to analyse the results, summarise our 

findings and make recommendations.

Volunteer with us

Are you feeling inspired? We are always on the lookout 

for more volunteers. If you are interested in 

volunteering get in touch with Healthwatch Portsmouth 

www.healthwatchportsmouth.co.uk

t: 023 9354 1510

e: info@healthwatchportsmouth.co.uk

Healthwatch Portsmouth community research in GP surgeries

A flagship activity co -designed between the volunteer and staff team to 

undertake community research in 17 GP surgeries in Portsmouth has 

been an activity we are proud to showcase.

http://www.healthwatchportsmouth.co.uk/
mailto:info@healthwatchportsmouth.co.uk
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ôThe views and stories 

you share with us are 

helping to make care 

better for our local 

communityõ

Marianna Gardener

Healthwatch Portsmouth Volunteer
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Our finances
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Income:

Funding received from local authority  £109,753

Additional income A £9,455

Additional income B £2,000

Total income £121,208

Expenditure

How much it costs to run Healthwatch  £109,753

of which, we pay our staff £87,707

of which, our operational costs £22,046

Project costs £11,455

Total expenditure £121,208

How we use our money

To help us carry out our work, we 

are funded by our local authority. 

In 2018-19 we spent £109,753.

We also spent £11,455 additional 

income from Portsmouth City 

Council, and NHS England on our 

project work 

7.8% Additional income A

90.5% Core Funding 

received 

1.7% Additional income B

9.5% Total Income

(A + B)

Income

90.5% How much it 

costs to run our 

Healthwatch80% How much we 

pay our staff

% 9.5% project  

expenditure

20% Office

Expenditure
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next year

Our plans for
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Looking forward to an activity year 

in which we consolidate our impact 

from activities we started during 

last year.

Looking back

We had a great year of activity and engagement 

with providing insight to plans for health services 

and contributing recommendations for social care 

from community research we designed and led.

I am most proud of the achievement where 

Healthwatch Portsmouth volunteers and staff team 

devised a robust community engagement research 

activity that is on track to have spoken with over 

760 people in GP surgeries.

During the next activity year we will complete the 

community research activity and report on 

the findings.

Looking ahead

We had a hiatus in operational activity at the end 

of March 2019 because our host organisation went 

into liquidation. The Healthwatch Portsmouth 

service had to suspend operations in April 2019 but 

Healthwatch Portsmouth Board members carried on 

with activities that were non -public facing in the 

interim to keep Healtwatch POrtsmouth involved 

with local engagemet activity. We are now being 

hosted by a new provider organisation, from May 

2019, a charity called Help and Care, so will need 

to do a lot of re -start activity to re -establish 

Healthwatch Portsmouth which is now being hosted 

by this new provider organisation called Help and 

Care.

This yearõs workplan (May 2019 ðMarch 2020) 

includes a lot of re -start activity in the first quarter 

of the activity year.

Support from the community

We have been so pleased to hear about all the 

support that was voiced across the city when we 

had to temporarily suspend our operational 

activities. We feel welcomed back by all our 

stakeholders. We are planning our activities until 

March 2020, the key one being completing the 

community research in GP surgeries, the write up of 

our findings and making recommendations.

Thank you

Thank you to all of our volunteers for staying with 

us during what has been a difficult few months.

Message from
Siobhain McCurrach, 
Healthwatch Portsmouth 
Project Manager

ôitõsgreat to be back runnning Healthwatch

Portsmouth and leading the team of highly

dedicated staff and volunteersõ

Siobhain McCurrach 

Healthwatch Portsmouth Project Manager 
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Thank you to everyone for helping 

us put people at the heart of 

health and social care, including:
Å Members of the public who shared their views 

and experiences with us

Å Our staff and volunteers

Å The voluntary organisations that have 

contributed to our work, such as Portsmouth 

Carers Centre, Solent Mind, Age UK Portsmouth, 

The YOUTrust, HIVE Portsmouth and 

Portsmouth Together

Å NHS Trusts including PHT, Solent NHS Trust, 

Care UK andSouthern Health NHS Foundation 

Trust

Å Portsmouth CCG

Å Portsmouth City Council

Å Care Quality Commission (CQC)

Å General Medical Council (GMC)

Å Portsmouth Local Pharmaceutical Committee 

(LMC)

Å City-Wide Patient Participation Group

Å University of Portsmouth

Thank you

It is through interacting with these 

organisations and groups that helps 

Healthwatch Portsmouth spread 

its engagement opportunities 

throughout the city to reach yet 

more people who otherwise would 

not have known about us.
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Healthwatch Portsmouth

Frank Sorrell Centre

Prince Albert Road

Southsea

Portsmouth PO4 9HR

Telephone: 023 9354 1510

Please note this is our new address and phone 

number as of 1 June 2019 (this address 

is included on the back page)

www.healthwatchportsmouth.co.uk

@HealthwatchPO (Twitter)

Facebook.com/ HealthWatchPortsmouth (Facebook)

Contact us

Address and contact details of the organisation holding the local 

Healthwatch contract as of 31 March 2019:

c/o Learning Links (Southern) Limited

Suite 103, Technopole

Kingston Crescent

Portsmouth PO2 8FA

Telephone: 023 9229 6460

www.learninglinks.co.uk

Company number 03859519 Charity number 1082908 Please 

do not contact this charity. This charity went into 

liquidation with effect from 24 th April 2019

We confirm that we are using the Healthwatch 

Trademark (which covers the logo and Healthwatch 

brand) when undertaking work on our statutory activities 

as covered by the licence agreement.

If you need this in an alternative format please contact 

us.

© Copyright Healthwatch Portsmouth 2019

https://www.google.com/search?q=learning+links+portsmouth+phone&ludocid=8462964370655937820&sa=X&ved=2ahUKEwiK0anb2IXjAhWuVBUIHbigCIoQ6BMwEnoECA8QDg
http://www.learninglinks.co.uk/
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