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HWR Board Meeting Agenda

Part 1 – 1-hour Meeting 17.30-18.30
    
 Part 1
	Agenda Item
	Title
	Update
	Responsible

	1
	Introductions & Apologies
	Verbal
	Chair

	2
	Questions from the public
	Verbal
	Chair

	3
	Approve minutes from previous board meeting

[image: image1.emf]HWR Draft Board  Minutes - Monday 15th April 2019 - Part 1 (Draft).docx


	Paper
	Chair

	4
	Matter Arising


	Verbal
	Chair

	5
	Declarations of Interest
	Verbal
	Chair

	6
	Action Log

[image: image2.emf]HWR Action Log  ongoing.docx



	Paper
	CEO

	7
	HWR Board – TOR


[image: image3.emf]Draft HWR Board  TOR.docx


	Paper
	Chair

	8
	Code of Integrity – Approval

[image: image4.emf]CODE OF INTEGRITY  Draft 1.docx


	Paper
	Chair

	9
	Advisory Group Report
	Deferred
	NA

	10
	HR Subcommittee report – Future plan
	Verbal
	Vice Chair

	11
	Finance Subcommittee Report
	Deferred
	Treasurer

	12
	Operations report

[image: image5.emf]Operations Report  July - Sept 19.xlsx


	Paper
	CEO

	13
	Workplan update
	Verbal
	CEO

	14
	Any other Business – notified in advance:


	Discussion


	Chair


Papers for information only:
· Healthwatch Rochdale team Charter

· CAHMS Report
· NHS LTP Reports

Date and time of next meeting:

Thursday 12th December 10.00-12.00
Venue TBC
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Healthwatch Rochdale Board Meeting – Action Log 









		Date of Meeting

		Thursday 7th March 2019



		Subject

		Action Log



		Reporting Officer

		Kate Jones CEO





 

  Actions: 

		[bookmark: _Hlk503433813]Item No.

		Meeting Date

		Item Name

		Action

		Owner

		Due Date

		Comments/Updates



		332

		Thursday 7th March 2019

		HWR Budget approval 2019/2020

		To add executive summary to all future committee reports

		KJ

		

		Completed 



		331

		Thursday 7th March 2019

		HWR future governance arrangements – review governance policy

		Review governance policy in relation to committee members resignation and terms of office – to be sent for e-approval

		KJ

		

		Outstanding – to be reviewed at HR sub committee



		330

		Thursday 7th March 2019

		HWR operational workplan and business plan 2019/2020

		Share the Healthwatch Rochdale draft strategy electronically for information purposes

		KJ

		

		Complete 



		329

		Thursday 7th March 2019

		HWR operational workplan and business plan 2019/2020

		Organise a strategy with committee members in May 2019

		KJ

		

		Complete – Arranged for Nov 9th. 



		328

		Thursday 7th March 2019

		Board Role Specification -Vice Chair

		Review specification in relation to strengthening the document around spokesperson for the organisation

		KJ

		

		Outstanding - Deferred to the HR sub committee



		327

		Thursday 7th March 2019

		Board Role Specification - Chair

		Review specification in relation to strengthening the document around accountability and spokesperson for the organisation – to be sent for e-approval 

		KJ

		

		Ongoing 



		326

		Thursday 7th March 2019 



		Exceptions Report

		KJ to review staff sickness total figures within the document

		KJ

		

		Complete



		325

		13/12/2018

		Healthwatch Rochdale 360 review – report

		KJ to share final report with directors 

		KJ

		[bookmark: _GoBack]

		Complete
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Minutes – Part 1

Date: Monday 15th April 2019 

Time 17.30-19.30

Location: Unique Enterprise Centre 



Present:

		Name

		Designation



		Jane Jackson

		Healthwatch Rochdale Director (Chair)



		Ben Greenwood

		Healthwatch Rochdale Director (Vice Chair)



		Rachel Law

		Healthwatch Rochdale Director



		Kate Jones

		Healthwatch Rochdale CEO



		Alex Leach

		Healthwatch Rochdale Operations Manager (Minute Taker)







Apologies:

		Name

		Designation



		[bookmark: _Hlk6467149]Taufeeq Rauf

		Healthwatch Rochdale Director







		Meeting Opened 18:10 



		Part 1



		Item



		1. Introductions & Apologies 





		2. Approve Minutes from previous Board Meeting



JJ informed that the wording within the document states committee, when in fact this is a board and will need amending.



The minutes with the required above changes approved as an accurate record of the meeting.





		3. Matter Arising 



It was agreed there were no matter arising which is not already on the agenda.



		4. Action Log



		[bookmark: _Hlk503433813]Item No.

		Meeting Date

		Item Name

		Action

		Owner

		Due Date

		Comments/Updates



		332

		Thursday 7th March 2019

		HWR Budget approval 2019/2020

		To add executive summary to all future committee reports

		KJ

		

		Complete



		331

		Thursday 7th March 2019

		HWR future governance arrangements – review governance policy

		Review governance policy in relation to committee members resignation and terms of office – to be sent for e-approval

		KJ

		

		Complete



		330

		Thursday 7th March 2019

		HWR operational workplan and business plan 2019/2020

		Share the Healthwatch Rochdale draft strategy electronically for information purposes

		KJ

		

		Complete



		329

		Thursday 7th March 2019

		HWR operational workplan and business plan 2019/2020

		Organise a strategy with committee members in May 2019

		KJ

		TBC

		Ongoing



		328

		Thursday 7th March 2019

		Board Role Specification -Vice Chair

		Review specification in relation to strengthening the document around spokesperson for the organisation

		KJ

		

		Complete



		327

		Thursday 7th March 2019

		Board Role Specification - Chair

		Review specification in relation to strengthening the document around accountability and spokesperson for the organisation – to be sent for e-approval 

		KJ

		

		Complete



		326

		Thursday 7th March 2019 



		Exceptions Report

		KJ to review staff sickness total figures within the document

		KJ

		

		Complete



		325

		13/12/2018

		Healthwatch Rochdale 360 review – report

		KJ to share final report with directors 

		KJ

		TBC

		Ongoing - KJ informed the report will be completed by 01/04/2019and to be shared with the Directors prior to being published in the public domain







KJ informed the board that she is pleased with the team’s performance specifically around the communications and reporting aspect. There has been several documents and communications material which has had to be produced in a short period of time within the quarter.





		5. Open Public Questions



This agenda item is not applicable to this current meeting



		6. Operational Update



AL gave a update in relation to the operations report which highlights figures in regards to operational running of the organisation. The report contains details of the services we have received feedback about and which organisations we have signposted people to. It also details community engagement we have undertaken, meetings and events we have attended, organisations we have worked in partnership with, and all communications information such as reports published, press releases and flash news sent to our mailing list as well as social media and website figures.



In March Healthwatch Rochdale:



· Engaged with a total of 63 people through on the ground community engagement

· Received 8 pieces of feedback

· Signposted 16 people to 12 different organisations

· Worked in partnership with 7 different local organisations

· Sent out 7 press releases

· Published 2 Enter and View Reports



In terms of ongoing work programmes from 2018/2019, Healthwatch Rochdale are currently finalising programmes around NHS Long Term Plan engagement, Pride in Practice uptake, CAMHS Engagement report and the Seldom Heard Group summary report. AL informed the board these areas of work will all be finalised prior to May 2019.



JJ commented on the reduction in volunteer hours within March 2019, AL informed the board that due to a reduction of Enter and View visits being scheduled in March and April 2019 the number of hours will naturally decrease. AL informed the next programme of visits will begin in June 2019 which will significantly increase volunteer hours.



Work Plan Review 



AL gave an update in regard to the Healthwatch Rochdale work plan and priorities report which have been approved electronically prior to the meeting by the Healthwatch Rochdale board. 



AL informed the board the both the documents have been published on the Healthwatch Rochdale website, and the project leads are currently putting together project planning briefs in relation to individual workstream areas. 



AL highlighted that the workstreams will be reported on a quarter basis within the operations report for board members information.



The reports can be accessed by visiting; 



https://healthwatchrochdale.org.uk/news/2019-04-08/healthwatch-rochdale-reveals-priorities-2019-2020 





		7. Advisory Group Report



The agenda item has been deferred until the next meeting.



		

8. Any other Business – notified in advance:



No further business noted.





		Meeting Closed :18.40







Date of next meeting Thursday 11th July – Location and time TBA

Other meetings within the next quarter:

[bookmark: _GoBack]

May – Finance subcommittee 

June – Advisory Group 

June – HR sub committee



All above dates will be confirmed asap and posted on the Healthwatch Rochdale website







Healthwatch Rochdale has used the Healthwatch Trademark (which covers the logo and Healthwatch brand) when undertaking work on our statutory activities as covered by the licence agreement. 



Healthwatch Rochdale. A company limited by guarantee and registered in England (No. 08429721) © 2018 Healthwatch Rochdale
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Healthwatch Contract KPI

				Healthwatch Rochdale Contract - April 2018/March 2019 

				Operations Report - Quarter 2



				Introduction 



This report provides a overview of the key indicator themes in relation to the Healthwatch contract;

• Community Engagement 
• Meetings Attended
• Enter and View 
• Volunteering
• Training 
• Client Feedback
• Client Signposting
• Client Safeguarding 
• Trend Escalation 
• Information requests
• Website 
• Social Media
• Reports



Healthwatch Contract KPI - P1

				Healthwatch Rochdale Contract - April 2018/March 2019 



				Community Engagement 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of Outreach Sessions 		4		1		1		6		2		0		1		3

				Total number of people engaged with		43		15		10		68		17		0		25		42



				Number of Community Events attended		0		1		3		4		1		0		1		2

				Total number of people engaged with		0		10		34		44		21		0		9		30



				Number of IASS		2		3		3		8		3		0		4		7

				Total number of people engaged with		21		30		8		59		50		0		29		79



				Meetings 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of Meetings Attended		2		4		8		14		10		6		4		20

				Total Duration of Meetings (Minutes)		240		345		690		1,275		953		480		375		1808



				Enter and View (E & V) Visits		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of E & V visits		0		0		2		2		1		1		0		2

				Total Duration of visits (Minutes)		0		0		360		360		200		180		0		380

				Number of E & V reports published 		0		0		0		0		2		1		0		3





Healthwatch Contract KPI - P2

				Healthwatch Rochdale Contract - April 2018/March 2019 



				Volunteers 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Total Number of Healthwatch Volunteers		7		7		7		21		7		7		7		7

				Total Number of Healthwatch Directors 		4		4		6		14		4		4		7		7

				Total Duration of Volunteering (hours)		13		6		18		37		17		10		6		33



				Training 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Total Number of Training Sessions		0		0		0		0		0		0		2		2

				Total Duration of Training (Minutes)		0		0		0		0		0		0		0		2





Healthwatch Contract KPI -  P3

				Healthwatch Rochdale Contract - April 2018/March 2019 



				Client Feedback 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of health and social care Feedback Received (including survey data)		8		14		12		34		25		13		23		61



				Client Signposting		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of Signposting Cases		17		21		16		54		21		10		10		41

				Number of Closed Signposting Cases		17		21		16		54		21		10		10		41

				Number of Open Signposting Cases		0		0		0		0		0		0		0		0



				Client Safeguarding's		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of Safeguarding's raised 		0		2		1		3		0		0		1		1



				Trend Escalations 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of Escalation raised 		0		0		0		0		0		1		0		1



				Information Requests		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of Information Requests  		0		0		0		0		0		0		0		0





Healthwatch Contract KPI - P4

				Healthwatch Rochdale Contract - April 2018/March 2019 



				Website 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Sessions		576		351		527		1454		1000		274		309		1583

				Bounce Rate		45.31%		52.99%		60.34%		n/a		58.10%		42.7		45.63		n/a

				Average Pages Viewed Per Session		3.01		3.21		2.72		n/a		2.16		3.36		3.71		n/a

				Average Time on site (minutes)		2.35		2.05		1.48		n/a		1.54		2.39		3.38		n/a

				Feedback conversion 		0%		2.68%		0.92%		n/a		0.18%		0.22%		0.94%		n/a



				Social Media  		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Facebook 

				Posts		49		33		41		123		29		30		29		88

				Reach		8275		7582		14970		30,827		6712		4138		16679		27529

				Engagement 		448		172		663		1,283		372		232		319		923

				Followers		691		702		726		n/a		730		737		753		n/a

				Number of website sessions from Facebook		158		55		228		441		459		49		42		550

				Twitter 

				Posts		38		34		35		107		30		27		29		86

				Impressions		16,600		14,800		16,200		47,600		12,300		11,000		16,500		39,800

				Profile visits		1,006		893		666		2,565		427		331		360		1118

				Followers		1761		1765		1755		1755		n/a		n/a		1785		1785

				Number of website sessions from Twitter		39		5		15		59		13		18		7		38

				Instagram

				Posts		5		2		3		10		4		0		1		5

				Reach		330		121		171		622		308		0		78		386

				Engagement 		29		13		13		55		11		0		5		16





Healthwatch Contract KPI -  P5

				Healthwatch Rochdale Contract - April 2018/March 2019 



				Reports 		Quarter 1						Total		Quarter 2						Total 		Quarter 3						Total		Quarter 4

						April 		May		June				July 		August 		September				October		November		December				January		February		March

				Number of Local Reports published		0		0		0		0		2		1		2		5

				Number of GM Reports published 		0		0		0		0		1		0		7		7





Positive Feedback

		Positive Feeback

		Services Involved		Name of Service Provider		Activity Details		Indicate key themes of the information		Indicate processes included in the information

		Equipment Service		Rochdale Adult Social Care		I am waiting to receive an electric wheelchair in the next few weeks which will really help me as my wrists are deteriorating, it will probably be with me in 4 -6 weeks.  I requested it directly and received a letter within 2 weeks, they then came out and assessed me at home and with one week they had ordered me the chair.  The process was quite quick i'd rate it 5 stars.  They think I may have rheumatoid arthritis and I am awaiting blood tests, my bone disease is getting worse and I have thyroid issues effecting me.

I worry that building with steps maybe less accessible with my new chair as these electric chairs can not be lifted like my current one can. Can you help me with building access issues?

I am not receiving creative support anymore as they said they would charge me, but I am happy as I have more flexibility to go different places.

I worry about the future and losing my independence as my condition is degenerative with no cure.

		Building/Facilities, Health protection, Lifestyle and wellbeing, Quality of appointment, Quality of Care, Service delivery, organisation and staffing		Access to services, Administration, Referrals, Waiting Times and lists for treatment

		GP practice		Ashworth Street Surgery		As a Support worker with women in a housing project we have a really good GP who takes the women on the trouble being the records being sent on from another practice takes a long time and can be very frustrating for the service users. I am going to ring and sort this out today as these records are coming from Scotland and its holding up her treatment.

		Patient records		Referrals

		GP practice		Trinity Medical Centre		My GP surgery is brilliant. It has an open surgery and you can just go an wait for an appointment. So if I go at 8.30am I am guaranteed an appointment. I think the open surgeries really work and as far as I know this is the only surgery that does it. It is certainly the only surgery in Littleborough. 		Service delivery, organisation and staffing		Access to services

		GP practice		MIlnrow Village Practice		Good doctors. Appointment system not good. Difficult to get an appointment when I need one.		Service delivery, organisation and staffing		Access to services, Booking appointments

		Nursing Care Home				My Father In Law has moved from a Care Home in Middleton I can't remember which one but he has moved to Carders Court Castleton he has dementia, he is happy here and has put on weight.		Food/Nutrition, Quality of Care		N/A

		Other (Community services)		Healthwatch Rochdale		Client accessed the Healthwatch Rochdale service in April 2018 in relation  to concerns he had in relation to care provided by NHS services. Client raised a complaint through PALS, but due to time frames the complaint could not be reviewed. Client informed me there were mitigating circumstances and would like a supporting letter of how Healthwatch Rochdale supported him. 		Communication between staff and patients		Administration





Mixed Feedback



		Mixed Feeback

		Services Involved		Name of Service Provider		Activity Details		Indicate key themes of the information		Indicate processes included in the information

		Care at Home				I am worried about a friend who is 83 years old and is not interacting with any services.  She does not go to the Dr and is becoming increasingly isolated in her home.  She does not have any family to support her.  I think she needs something but I am worried to suggest as she can be hostile but I don't know what to do.		Consent to care and treatment		N/A

		GP practice		Durnford Medical Centre		I have been living in Rochdale for 31/2 years now and suffer with my mental health I take a lot of medication 38 tablets a day and want to have Hydro Therapy  this isn't available to me in Rochdale anywhere. I lived in Manchester before I moved here and had it weekly it really helped my hip and back.I am told I can not have it. I am at pain management but its not as good.		Health Inequalities, Holistic Support, Lifestyle and wellbeing

		Other (Community services)				My brother in law has got sight loss and I am looking for some help and support for him. 

		Other (Community services)				I have just moved from Oldham to Heywood and I had an appointeeship with Oldham Council which is now being transferred to Rochdale Council. I want to know how long it will take for the appointeeship to be transferred. Also are there any womens only groups in Heywood?

		Other (Community services)				We have just found out that my wife might be eligible for pension credit but she has never claimed it. Can you give us some advice on pension credit.		Other		N/A

		Psychiatry/Mental Health (Hospital Services)				If you have psychiatric problems medication can really help but you need to get the right dose, and go back but it can really help.		Quality of Care		Prescription

						I have a service user that lives in Rochdale and is going through a really tough time with her x partner he wants to start child protection proceedings against her and have full custody  of the child. We are based in Liverpool as this service user has just moved to Rochdale. we have Rochdale social services number is there any kind of advocacy service we can ring and get her some support.

						I have a friend who wants to join the befriending service for the circle.

						info on the 7 day access 

				Advocacy Together Hub In Rochdale		Hi, i spoke to a lady last week and she said that they were making a referral for me for help making a complaint but I haven't heard anything from anyone.		Communication between staff and patients		Information providing

				MIlnrow Village Practice		The surgery has good Drs but the appointment system is not good as it is difficult to get an appointment when I need one.		Quality of Staffing		Access to services

						I am currently caring for my mum and I have no support or help and it is really quite difficult and I have no idea where to go for any support.

						Hi, I am trying to find some information on Hare Hill Supported Housing. There is no website and I can't even find a telephone number.





Negative Feedback



		Negative Feeback

		Services Involved		Name of Service Provider		Activity Details		Indicate key themes of the information		Indicate processes included in the information

		Accident & Emergency		Oldham Royal Hospital		I think the NHS is fantastic but there is far too much paperwork involved for patients, the amount of forms you need to fill in is ridiculous, i even had to fill in a form that asked if my eight year old daughter smoked. Also the waiting times are too long. The other day we were waiting in accident and emergency for over six hours with a four month old baby. That is a very long time to wait with such a young child. 		Service delivery, organisation and staffing		Information providing, Waiting time to be seen once arrived at appointment

		Acute Care				I had a near fall outside of Number 1 Riverside, I was able to grab hold of the lamp post and another man assisted me.

I have a disability, so I struggle with uneven surfaces even if the difference is slight.

I have also just fell over inside this building (Number 1 Riverside) as I was going to the toilet, the facilities staff want to talk with me to register this but I want to speak with you first about another issue that I have had.

One week last Friday 13 September 2019, I went to the general entrance at Fairfield General Hospital as I was going to an appointment at Orthotics, on entering the building I tripped over the mat as it was not recessed into the floor.  A volunteer came out of the general office to help me.  I asked for the incident to be reported in the Accident book but nobody knew where it was.  They advised me to go to my appointment at Orthotics and that it could be recorded there, when I got there they too did not have a book and even if they did it wouldnâ€™t cover where I had the accident.

After my appointment I came home and was looking at who to complain to and I contacted PALs, I felt the person I spoke to was obstructive and not flexible, she promised me somebody would call me on 16.09.19 however to date I have not heard anything and I am annoyed nobody has bothered to call me back.

Can you help advise me what to do?

		Building/Facilities, Communication between staff and patients, Complaints procedure, DÃ©cor, Health and Safety, Quality of Regulation, Quality of Staffing, Quality of treatment, Service delivery, organisation and staffing, Staff attitudes		Access to services, Staff Training

		Acute services with overnight beds		Birch Hill Hospital		The visiting hours at Birch Hill Hospital are between 5.30pm - 8pm during the week and on a Saturday and Sunday it is 1pm -7pm. These times are not always convenient for visitors especially if you don't drive and it is winter. The location of Birch Hill can be really difficult to get to if you don't drive. Patients need visitors so I don't understand why it isn't made more convenient for people to visit. 		Other		N/A

		Care at Home		Rochdale Adult Social Care		I got your number off citizens advice. I receive care and I pay some and Rochdale Council pay some. However I have been receiving letters saying that I owe a substantial amount of money and I don't know what for? I have received about six letters and I have been paying Â£10 a month but the council keep threatening to take me to court. I am really worried about this and I don't know what to do. 		Other		Information providing

		Child & Adult Mental Health Services (Other Services)		Birch Hill Hospital		My sister has been mentally ill for over 30 years and has been in and out of mental health units and yet she has never had any care plans or any after care. she is currently in hospital now again on a section but this time she has infection and can not be transferred to birch hill until they find out what is causing the infection and because of her state she will not let them do any tests. My problem and the family problem is that Susan will be released after her section with no after care as Susan will not engage. We have no support and no one to ring to get treatment before she goes completely off we are only left with A&E with her going through psychosis and aggressive and violent. We have heard other patients get a care plan we never have had any of this and have no numbers or support for her. She is now in hospital after yet again being picked up by the police. can we not have someone to help our family even if Susan refuses to engage? We feel after 30 years of Susan being ill that we are left in the dark we still don't know what she has been diagnosed with, had any help in dealing with mental health, how to speak to her etc. We feel we have been badly let down by the mental health service and Susan can not even sort out PIP claims because she doesn't see herself as ill. She constantly struggles with financial issues, issues with housing and we are at our wits end. I am hoping you can help us		Continuity of Care		Discharge

		Children Services		Rochdale Borough Council - Children\'s Social Care		I have been looking after my grandson for approx 5 years, he was placed in my care through a court order. He has lots of behavioural issues and I am struggling to get him a diagnosis through CAMHS. I believe he has autism. The problem is that I have no support, I don't even have a social worker. If I was fostering a child and not related to them I would get support from Rochdale Council and social workers and I would get respite, but because I am related I get none of this and I am really struggling with his behaviour. I am in touch with Home Start but I think my son is too old for their service without him having a diagnosis. 		Service delivery, organisation and staffing		Support

		Community based services for people with mental health needs		Creative Support		I have felt that the service I got from creative support has not been sufficient indeed it did not forfill the promises made on the introductory leaflet saying such things as they could support clients with visits to gps help settle you in at social day centres etc.indeed one support worker was supposed to accompany me to visit a councellor but I was nearly late because she didn't turn up. I was also interested in going to recover republic but I needed to know why this was not being encouraged by the manager there  but nothing came of it I knew creative support was temporary but nothing has been achieved. They sent me info on a service day centre in manchester but I wouldn't even have an idea how to get round manchester. Creative support are based at Howard's place rochdale and I was referred to them by the access in crisis team in 2017.i would point out this has actually been a waste of funding in anyone's book. I complained to their complaints department but the concerns were not addressed. 		Service delivery, organisation and staffing		Support

		Dentist (non-hospital)				I have lived in Rochdale for the last 4 years and can not get a dentist for my family we have been asking and ringing round and they wont take us on. Please can you help.		Staff attitudes, Other

		Diabetic Medicine				Interested in information about Diabetes.  I have lots of feedback non of it good.				N/A

		Gastroenterology				I am a young women living on my own and have a health condition which is really getting me down i go to North Manchester to see a consultant but i feel let down i am not been given any answers and still in some discomfort. My GP has been really good and supportive. 				Cancellation, Diagnosis, Discharge, Referrals

		GP practice		Littleborough Group Practice		I have been given your number by Citizens Advice as I am not happy about the information my GP has given to the DVLA that has stopped me getting my HGV licence. The Dr who filled in the forms has never met me and I wasn't consulted in the process. I did go through a detoxification programme in the past as I was going through a difficult time when my mum was in a coma but I don't even drink anymore.		Patient records		Information providing

		GP practice		DR Ghafoor & Abbasi		I have issues with my mental health and want someone to speak to about it as I feel alone and I have no support. I would normally speak to my GP but they have struck me off for not attending an appointment three times. The first time I didn't know I had an appointment, the second time me and my wife couldn't find a parking space as parking is really bad at Nye Bevan and so I was late for the appointment but they ruled it as a did not attend and I don't know what happened the third time. I don't want to get another doctor as it makes me worried and scared, I have been with my practice for years and I know it and feel safe. I want to go back even though they don't want me as a patient anymore but I don't know what to do.		Quality of Care		Access to services

		GP practice		The Croft Shifa Health Centre		I am a nurse with the home treatment team and i want to raise my concerns about a GP practice. I needed to make an urgent appointment for a patient as he is on new medication for blood pressure but needs a medication review. The receptionist told me it was at least a 2 week wait for the GP of choice, i told the receptionist the appointment was urgent and she then offered me an appointment for two days time. This was still not acceptable so I asked to see the practice manager, I was left hanging around waiting for twenty minutes  and then I was told the manager was going home now and I had would have to come back tomorrow. The receptionist was obstructive in enabling the urgent appointment for the meds review but I am most concerned about the behaviour of the manager, they knew the situation and just went home and told me to come back tomorrow. Who do I raise these concerns to?		Communication between staff and patients		Access to services

		GP practice		Wellfield Health Centre		I would like to make a formal complaint about wellfield health centre on Oldham road as I find the staff very rude and inconsiderate as they are not the doctors so I shouldnâ€™t have to go into full detail on the phone when explaining my partners problems also when we did get a doctor he was very rude and when my partner was explaining the problems that she is having he never looked at her and was more focused on the computer than what she needed and after his suggestion when trying to get what he had suggested because he was no longer in another doctor had to approve a sick not which took a full day to do I donâ€™t understand how this can be running in a doctors and I understand that the nhs is under staffed but that shouldnâ€™t effect the out come in which case if it does then either they need more staff

or less Patients as this is the worst doctors that I have had to deal with

		Staff attitudes		Staff Levels

		Ophthalmology		Rochdale Infirmary 		Opthamology is at Rochdale and I live in Middleton I would prefer it to be in Oldham, I used to go there I am under Rochdale and hence I went under Rochdale Infirmary.



I live in Mills Hill and I have issues getting myself to Rochdale from where I live.



There are no big health centres in Middleton they are all in Heywood or Rochdale and there is no walk in centre now either.

 		Building/Facilities, Quality of patient transport		Access to services

		Other (Community services)		HMR CCG		I came to Heywood Phoenix Centre today to speak with you at one of your drop in sessions but you were not there and I was informed by a community connector that you now came on a Thursday and not a Friday. How was this communicated to people? I am on your mailing list but I am not online and I did not receive any communication. The reason for my visit is that I have been told by the receptionist at my GP that I can no longer get algesal cream on prescription and I now have to buy it. I have used this cream for years and I am a pensioner why have I got to start buying it all of a sudden? I tried to make an appointment with my GP but I couldn't get one and that is because he is never there because he is the chair of HMR CCG and is always there. I would like to know how much salary he gets paid for doing that job as it is public money and so we have a right to know.		Public involvement		Information providing

		Other (Community services)				I have very large and heavy breasts and they have caused me many physical and mental health issues. My GP referred me for a breast reduction operation but I have received a letter refusing me this surgery. I want to make a complaint about this.		Quality of Care		Access to services

		Pain Management Clinics		Pain Management Service		 I am writing to you on behalf of my motheraged 81, residing in Rochdale. She suffers from the condition of ankylosing spondylitis. Consequently she endures chronic and acute pain on a daily basis. 

 Previously my mother received an excellent service from the pain clinic at Rochdale infirmary, having treatment with epidural steroids twice a year as well as intermittent laser treatment on her shoulders and neck area. This enabled her to have a good quality of life, improving her mobility and diminishing the pain thus enabling her to engage in more activities and lifting her mood. 

 Since the CCG have decommissioned this service, patients have been directed to use Pain Management Solutions. Her appointments with this company were cancelled on three occasions and when she had waited over 18 months she was given 6 lumber injections containing local anaesthetic which we were told could be effective for just 6 days. 

 She was required to fill in a form hourly to gauge the effectiveness of the treatment. After filling in the  form, the outcome was not positive as she did not feel any benefit, only continued pain. She was booked in for a future session to discuss the results but my mother felt so demoralised that she declined the service. 

 In our opinion this service provides zero results for people experiencing severe pain and this so called holistic approach amounts to quack treatment and is probably quite costly to GP's. 

 Pain Management Solutions argue that prolonged use of steroids and their side effects do not help people in the long term however they are not a banned product and at 81years old my mother should be able to make an informed decision which best suits her and improves her quality of life. 

 I am alerting you to the insidious erosion of quality care services and interventions for vulnerable people suffering from sever pain conditions in Rochdale who are receiving inadequate treatment. 

		Communication between staff and patients, Continuity of Care, Quality of treatment, Service delivery, organisation and staffing		Access to services, Cancellation, Referrals, Service Closure

		Pharmacy				I have a concern over a recent incident and I am not sure who with or where to voice my concerns, I hope you can advise me on the correct person or department to contact. 



I recently found a pharmaceutical container that had been thrown into my garden, The container had a small amount of methadone still inside, sufficient I would say, to put a childâ€™s life in danger. On examination the label had been redacted to obliterate the name of the contents, and the name of the of the recipient. I examined the bottle closely and I could read the name Methadone and the name of the recipient through the black ink used to redact the information. I decided it was serious enough to contact the dispensing pharmacy, whose name was on the bottle, to warn of this incident. My thinking was that the pharmacist when dispensing the next dose to this individual could make them aware of the dangers of discarding the container with liquid still in the bottle, in a public place where it would present a danger to children.



When I spoke to the pharmacy, the individual I spoke to was aggressive, rude and totally oblivious to the dangers of his clients actions. He said â€œ I didnâ€™t throw the bottle on your garden, take it awayâ€�.



This was not the responsible action or attitude I was expecting, and have decided to make a complaint for the benefit of the public in general.

		Staff attitudes		Administration

		Podiatry		Podiatry		I went to my own surgery for an appointment having been referred by a podiatrist. I was told to call to make an appointment at 8 the following morning. It took 59 attempts to eventually get through and be told all appoontments were taken - call back at 0830. It then took 61 calls to get through at 0830 (I actually called at 0827 and they answered first time - although it sounded like they had just answered to leave it off the hook as they didn't speak or could hear me so I hung up to try a further 60 times) When they eventually they did speak and I explianed what had happened, they suggested I come in to make an appointment. I did that and finally saw a doctor who said he would refer me.

I enquired about online registration and subsequently filled the document in.

It didn't ask for id so I was called to produce some after handing the completed form in.

I then received a notification to complete the online application - I tried and it asked for my password - I hadn't set one up so returned to the surgery who were able to tell me what my password was.  I logged in whilst there (on my phone) and that booked a telephone referrel that never happened. When I queried it, I was told I had a letter for an appointment to be booked. I went to the surgery to pick up the letter as I hadn't received it and was finally able to book an appointment some 40 days later. UNBELIEVABLE.

I feel truly sorry for staff having to work in such a stretched, but incredibly inefficient environment. Ridiculous.

		Communication between staff and patients		Access to services, Administration, Admission

		Radiography		Rochdale Infirmary 		I had two X Ray's yesterday. Today I rang the doctor tor for the results   And

they told me they cannot give results out for three weeks . Surely this.

Cannot  be right.

		Service delivery, organisation and staffing		Waiting Times and lists for treatment

		Residential Care Home		Beechwood Lodge Care Home		I work for a care home in Rochdale called â€œBeechwood Lodgeâ€�. The home is a brilliant place and the care is absolutely amazing here, but I feel like the manager massively lets the home and staff down. 

 

I feel like she is incompetent as a manager, she doesnâ€™t listen to staff when they go to her with valuable complaints or concerns, staff are often left on unsafe staffing levels causing stress towards staff that are already working their backs off to maintain a high level of care. New starters start without DBS checks and no training and are usually a part of the numbers on the first day, which is highly unsafe as most new starters have never done care, nevermind use a hoist. I feel like **** is unapproachable when it comes to a private matter, as she eventually tells everybody, including families. 



I didnâ€™t want to do this but I feel like itâ€™s got to the point of where working here with a manager like **** who doesnâ€™t care about staff is significantly difficult. I hope to hear back from you soon and can I ask that my name is kept anonymous as I work here full time. 

		Other		Staff Training

		Residential Care Home		Passmonds House		Anonymous feedback received â€“ 

â€¢	Lack of activities for residents

â€¢	Residents being left in their chairs all day in the lounge

â€¢	Bedding not changed for over a week

â€¢	Broken chairs in the conservatory

â€¢	Home feels run down and dirty

â€¢	Feels things are slipping back to old poor care standards 

		Quality of Care		N/A

		Urgent care services		Rochdale Infirmary 		I was looking were it was i make a complaint about the nhs and it gave me this email, so basically i had an ambulance out about 2 months ago for severe chest pains and pains down my arms, they put it down to anxiety, 2 months on i am currently curled up im pain in agony with chest pains, getting dizzy to the point of nearly passing out, i get pains down my legs when i walk were they seize up and i cant walk and my arms and feet keep going numb, i also have a pain in my right shoulder and arm when i breathe, so i went to rochdale infirmary were he heard about 3 words out of my mouth one which was anxiety and instantly brushed me off, refused to give me any scans or even consider the possibility i might actually be very ill, so now im sat at home, shortness of breath, in absolute agony because the nhs have the ordacity to say that anyone with anxiety must be a liar and couldnt possibly be ill, i dont no if i messages the rite people but i wanted to complain.		Continuity of Care		Diagnosis

				North West Ambulance Service		My partner died some months ago, I came home and found her dead. i gave her CPR whilst the ambulance came but when the paramedics came they carried out resuscitation for about seven seconds before telling me she was gone. I want to know why they only did it for seven seconds and not longer as i know someone who had resuscitation for 40 minutes. I need answers to my questions so that I can find peace of mind.		Quality of Care		Diagnosis

				Inhealth		I was sexually assaulted five years ago when i was having a colonoscopy in one of the patient hubs in the car park of Rochdale Infirmary. I made a complaint to the police who sent me to a therapist who advised me to forget the whole things and carry on with my life. I told the police that I didn't want to go back to the therapist and they said that based on what I had told them there was nothing they could do. They said that during a colonoscopy i would experience some sexual touching. I have made a complaint about the assault through Rochdale Advocacy but the advocate who was dealing with me rang and told me she was leaving and my case was being passed onto someone else. She said that I could send the complaint myself if I wanted to so I did and I have got a response now but I am not happy with it. 		Quality of treatment

				Oldham Royal Hospital		I had a miscarriage when I was fifteen weeks pregnant and I think care could have been so much better. There were lots of different things but I had a really rubbish experience at a very bad time in my life.For example, after the miscarriage I had some time alone with the baby and a lady came in to change the water jug. That is time I will never get back, my whole world had ended and it was obvious to the staff that the day juts carries on as normal, well for me it doesn't. They could have just put up a do not disturb sign and that would have made so much difference to me. Now I am waiting on test results and I have to keep chasing the hospital and I had to keep chasing the hospital after the pathology report. The communication between staff and patients is terrible and I shouldn't have to keep chasing for answers.		Quality of Care, Service delivery, organisation and staffing		Information providing

				Dental Access Centre		I am ringing on behalf of my mum as she can't speak any English. She went to the dental access centre in Rochdale and because she can't speak any English they arranged a translator for her. My mum took her pension letter and showed it to the staff and had her treatment believing that it was free. My mum has now received a fine of Â£120 plus the cost of the dental treatment because she wasn't entitled to free treatment. I have queried this and they said the onus was on my mum to find out if she was eligible for free treatment but surely the staff and interpreter should be aware so that they can provide my mum with the correct information. I want to make a formal complaint about this as I think it is wrong my mum has been fined.		Service delivery, organisation and staffing		Information providing

				Pain Management Service		I have a work related health condition, which has caused me to stop working and made me very immobile. I am under a number of different service but i feel they are not giving me the support i need in relation to the different conditions i have. I have had numerous scans, and when i go to my GP he sends me away with exercises. I want to get to the bottom my physical health conditions and want to be referred to the appropriate senior consultant, as the last person i saw was a locum. I would like some support in making a formal complaint in regards to these experience i have had.		Quality of Care		Diagnosis, Information providing

				Rochdale Adult Social Care		My husband has just had a care assessment done by Rochdale Council and his care package has been reduced. I am really not happy about this who do I complain to? 		Continuity of Care		Diagnosis

						Hi this is my last resort as I just don't know what else to do my son was referred for an assessment over 6 months ago I rang them after the 6 months waiting time was up to be told it was another 6 months wait I explained how bad and frustrated he and I are but they didn't want to know and we just have to wait he has been on the cancellation list from the start but still no luck I know he is on the autism spectrum And he is that frustrated by being let down time after time by the system he's getting worse daily and I feel like throwing myself in front of a bus as I can't keep dealing with the aftermath as well as his daily things if you could please contact me by email if you can help I would really appreciate it 		Service delivery, organisation and staffing		Access to services, Waiting Times and lists for treatment

				Rochdale Opthalmology Service		I rang you yesterday as I was having problems getting through to Ophthalmology at Croft Shifa and you told me to call back today if I still couldn't get through and I still can't and I don't know what to do.  		Service delivery, organisation and staffing		Access to services
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CODE OF INTEGRITY



Healthwatch Rochdale aims to be an employer of choice that recognises and values the professional behaviour of all employees, volunteers and board members. 



It is our expectation that all employees act in a respectful way towards each other, our clients and our visitors.



Each employee is expected to comply with the standards of behaviour and performance outlined. 



Purpose



This code defines the standards expected in order to ensure that:



· The organisation is seen to be professional, effective and accountable.



· The working relationships with staff, clients and visitors is supportive and productive.



Integrity



All employees should conduct themselves in a manner which does not undermine the reputation of the business.



They must:



· Respect professional boundaries and behave with courtesy and respect towards all colleagues, clients and visitors.



· Not accept any gifts over the value of £25 and declare all gifts to their manager.



Standards and Conduct



Employees are expected to:



· Comply with all reasonable management instructions.



· Maintain satisfactory standards of performance at work.



· Ensure the maintenance of reasonable standards of behaviour

and politeness at all times.



· Maintain a positive public image of the business in order to preserve positive relationships with all clients and contacts.



· Not unlawfully discriminate.



· Always Comply with all policies and procedures .



Attendance and Timekeeping



Employees:



· Have a duty to comply with the rules for the reporting of absence.



· Should arrive at work at their contracted starting times and remain at work until their contracted finishing times unless there has been agreement with their manager to change these times.



· Must obtain authorisation from their manager if for any reason they wish to change their agreed normal start and finish times.



Flexibility



Employees



· May be requested to work additional hours with reasonable notice, in accordance with their job description.



· May be required from time to time to work at locations other than their normal place of work.



· May be required to undertake other duties commensurate with their post.



Confidentiality



· All employees are expected to keep confidential all personal information gained in the course of their employment about the business and its activities. 



Outside Activities and Other Employment



· All employees are required to seek agreement from their line manager before taking on any other employment while employed by Healthwatch Rochdale. 



Dress Code



· We do not operate a formal dress code; however, it is expected that employees, volunteers and board members dress for their day to ensure that they dress appropriately according to their situation.  




 

Health and Safety



Employees 



· Are always required to observe the company Health and Safety procedures. As soon as possible after an accident employees must record an entry in the Accident Book.



Property and Equipment



· Unless undertaking company activities, employees are not permitted to make excessive use of the telephone, fax, postal, internet or other services. Personal calls are acceptable if related to family responsibilities and must be kept to a minimum. Appropriate personal use of the internet is allowed during non- working hours (i.e. before work, during lunch time, after work). 



· Employees must seek permission before removing company property or equipment from company premises.



· Where an employee wilfully damages property belonging to the business, we reserve the right to charge the employee for the cost of the property.

· As requested by their manager or upon termination of their employment employees must return all company property. 



· Employees are responsible for their personal possessions and should ensure these are always kept in a safe place . 



Environment and Costs



· Employees should try to reduce wastage and the subsequent impact on the environment and on costs by ensuring that they close windows, avoid using unnecessary lighting and switch off equipment when it is not in use.



Smoking



· In order to comply with legislation, smoking is only permitted in the designated areas. 







Changes in Personal Details



· Employees must notify the company of any change in personal details as soon as possible in order to ensure we are able to contact the employee or another nominated person in case of an emergency.



Expenses



· [bookmark: _GoBack]The company will reimburse employees, volunteers and board members for any allowable expenses incurred in the course of their work only when the relevant receipts are provided.



Failure to observe the Code of integrity may result in disciplinary action and ultimately could lead to dismissal.  
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Healthwatch Rochdale Board—Terms of Reference 



















































Healthwatch Rochdale Board - Terms of Reference

Purpose

Healthwatch Rochdale is the independent consumer champion for health and social care across the Rochdale borough. It aims to give a voice to service users, influence positive change to services and help meet the health and social care needs of the population. Healthwatch was introduced under the Health and Social Care Act 2012 to help ensure that patients and the public are at the heart of health and social care services. Healthwatch Rochdale is one of 152 local Healthwatch’s, supported at the national level by Healthwatch England. Healthwatch is working to ensure that people’s health and social care needs are heard, understood and met. Achieving this will mean that: 

• People shape health and social care delivery 

• People influence the services they receive personally 

• People hold services to account

Scope

The Healthwatch Rochdale Board will provide a credible, expert voice, and represent Healthwatch Rochdale on key partnerships. The Board will be small, diverse and strategic in focus. The Board will work closely with the staff team and direct their work through an annually reviewed work programme. 

The Board’s objectives are to:

· Ensure that all Healthwatch Rochdale’s activities are within the law

· Develop and agree organisational policies and review regularly.

· Develop and agree the organisational strategic plan

· Monitor financial performance

· Ensure the organisation has adequate resources

· Ensure the organisation’s assets and other resources are protected and managed

· Ensure accountability as required by law

· Review annually the performance of the Board of Board members

· Act within the powers as set out in the [name of the organisation’s governing document e.g. constitution].

· Appoint staff

· Act as a court of appeal on personnel matters

Membership

· Chair of the Board

· Vice Chair

· Treasurer 

· 3-10 Board members 

· Advisory Group Chair (Non-Voting)

· Healthwatch Rochdale CEO (Non-Voting)

· Healthwatch Rochdale Operations Manager (Non-Voting)

· Guests with specialist knowledge as required (Non-Voting)



Recruitment

Recruitment to the Board will be via an open, transparent process. Board members will be recruited using role specification criteria.  This will be followed by an interview by Chair of the Board and Healthwatch Rochdale’s CEO. 

Meetings

· Board will meet four times per year 

· The meetings will be split into part 1 and part 2

· Part 1 – public meeting

· Part 2 – business meeting

· Meetings will be published on website and held in public unless specified otherwise

· Meetings will be held in accessible community buildings throughout the four townships which make up the Rochdale borough

· Papers will be sent to members one week before each meeting via e-mail

· Members will send required information to the CEO by given deadline

· Meetings must be quorate, the requirement for this is 3 board members including the Chair. 

Reporting

At each board meeting the following reports will be a standard agenda item:

· Operations Report – Covering workstreams update

· Advisory Group update

· Finance Report – Part 2 only

· HR Report – Part 2 only

· Exceptions report – part 2 only

 Conflicts of interest

An up to date register of board members’ interest will be retained and reviewed in line with Healthwatch Rochdale’s conflicts of interest policy. Board members will complete an annual declaration form as stated in the policy which will be review with the Healthwatch Rochdale Chair and CEO.

 E-approvals

Due to the frequency of meeting being quarterly from time to time the Healthwatch Board will be required to approve documents/decisions via email approval, the below process must be followed when using e-approval:

· 5 days minimum for the board to digest and decide the document/decision

· A deadline for comments on e-approvals must be identified 

·  Minimum responses from board members in line with Healthwatch Rochdale’s governance policy. At least 3 approvals, including the Chair.

· If a board member is not happy with the approval of a document, this must be discuss via the Chair and CEO prior to the deadline date

· [bookmark: _GoBack]All e-approvals will be documented at the next board meeting under part 2, matters arising - for information only. 



 Review Date

Healthwatch Rochdale board will review this document annually. 















Governance Structure

      Healthwatch Rochdale Board 

Meet Quarterly April-July-October-January

 

Healthwatch Rochdale Advisory Group

Meet quarterly & inform the board

June– September– December—March

Healthwatch Rochdale Finance                      Committee

Meet quarterly & report into the Board

May—August—November—February

 

 

Healthwatch Rochdale HR Sub Committee

Meet quarterly and report to the board

June– September– December—March
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