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“fhe impact that local Healthwatch have is
vitally important. Healthwatch are empowering
their communities to share their experiences.
They're changing the health and care
landscape and making sure that people's
views are central to making care better and
tackling health inequalities.

The feedback local Healthwatch hear in their communities
and share with us at Healthwatch England is invaluable,
building a picture of what it’s like to use health and care
services nationwide. Local people’s experiences help us
understand where we — and decision makers — must
focus, and highlight issues that might otherwise go
unnoticed. We can then make recommendations that will
change care for the better, both locally and across the
nation.”

Louise Ansari, Chief Executive, Healthwatch England
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A message from our Chair

Welcome to our Annual report for 2024-2025, Our role as a Healthwajgh is to
support Havering residents, by being their independent champio
using health and social care services in Havering.

¢ also important to
recognise that there have been some amazing opfogrlnities for Havering,

in Queens and Harold Wood Polyclinkg; repbrts on all of these organisations
are available on our website.

lugnce decisions taken on residents’ behalf.

be#h achieved by the co-operation of HPBP
team and our staff team and our amazing
team of volunteers

Anne-Marie Dean, Chair,
Healthwatch Havering
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Healthwatch Havering is your loc
health and social care champi

Our vision

To bring closer the acy when everyone gets the care they need.

Our mission

To make sure that peopie’s zxperiences help make health and
care better.

aur vanles are:

Equity: We'ic ccmbassionate and inclusive. We build strong
conrections and e;npower the communities we serve.

Collaberation: We build internal and external relationships. We
communicate clearly and work with partners to amplify our
influence.

Impact: We're ambitious about creating change for people and
communities. We're accountable to those we serve and hold
others to account.

Independence: Our agenda is driven by the public. We're a
purposeful, critical friend to decision-makers.

Truth: We work with integrity and honesty, and we speak truth to
power.
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Our year in numbers

Information on
topics such as GP and hospital app® ts, dental care and
problems they had experienced in he social care.

< Ours » Long COVID syndrome -
{ ighting people’s struggles

Sttt

-l -

utory fundling:

e’re mainly funded by Havering Council. In 2024/25 we
eceived £117,359 from them, which was the same amount as
last year.
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A year of making a difference

Over the year we’ve been out and about in the community

A survey asking about patients’
understanding of the role of

o)) Allied Healthcare Professionals
= (AHPs) in GP surgeries showed
E_ that most respondents bd
(77) were unaware of AHPs U ®
( ) N\
We carried out an Enter and
L View visit to both branc
o surgeries of the GreenwQodGP
£ practice in Harold Wood §n
& Hornchurch
=
7]
- J
:
3 parents a
to the dang
o c—
xual abuse )]

opford culminated in an Enter
iew visit to the three centres
— Urgent Treatment Centre,

; Emergency Department
and Ambulance | j
O-0

Reception
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A series of foctis groups
people living with Long

-

We mMavering
Safeguarding Adults Board to
explain the importance of urging
P acies and others not to
skpatients to reveal
personal details when
proving their identity

St George’s Health and
Wellbeing Hub in Hornchurch,
development of which we have
actively supported since
2013, opened ¢y

mm|

D @
mN@D

We promoted the Veteran
Friendly Framework to care
homes, to encourage them to
recognise and value the service
given by those of their residents
who are former members 202

of the armed forces @




Working together for change

We've continued to work with neighbouring Healthwatch to ensure people’s
experiences of care in North East London are heard at the Integrateg

Care, as well as the NHS locally and Havering Council.

This year, we've worked with Healthwatch across North East Lo
achieve the following:

,000 residents about what good
us it should be accessible,

Pur 2023 maternity report helped shape the NEL Maternity Equity
dnd Equality Strategy, leading to commitments on trauma-
formed care, cultural competency, multilingual advocacy, and
improved communication. Its impact continues through work on
mterpretlng services and a proposed 24/7 helpline. All 3 hospital
Trusts are improving access for non-English speakers—
introducing new clinical processes and bilingual advocates to
deliver more inclusive, responsive maternity care.

We've also summarised some of our other outcomes achieved this year in the
Statutory Statements section at the end of this report.
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Making a difference in the community

We bring people’s experiences to healthcare professionals and decision-makers,
using their feedback to shape services and improve care over timg

Here are some examples of our work in Havering this year:

Creating empathy by bringing experie

Hearing personal experiences and thei
( ) helps services better understand thg des people face.
ﬁ ' pftaNservices are now

ad been refused an
P surgeries and
e will be exploring

)
O i i 2s for people with Learning

'

N team are doing a piece of quality improvement
#ag disability annual health checks and health

e have attended this monthly forum for over 12 years,
engaging with over 70 resident members. Updating and
investigating on their behalf e.g.

Examples are: Blood Test Booking service, GP reception services,
COVID 19 boosters, St Georges Health and Wellbeing
development. We also engage with issues such as
Neighbourhood Policing, Homelessness and access to clinical
services.
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Listening to your experiences

Services can’t improve if they don’t know what’s wrong. Y
experiences shine a light on issues that may otherwise
unnoticed.

This year, we've listened to feedback from all areas of our c
People’s experiences of care help us know what's working and'what
isn't, so we can give feedback on services and help them improve.

-

-
N
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Listening to your experiences

Queen’s Hospital: Streaming & Urgent
Treatment, Ambulance Reception and the
Emergency Department

Queen’s Hospital, Romford has been under considerable press
continually since last summer. With patients’ numbers attg
summer as high as they do in winter, the hospital has had nc

prove from a patis
lew and less formal

With no evidence that this pressure would steady anda
perspective, we decided to carry out a series of Entg
visits.

What did we do?

In discussion with Queen’s Hospital, we arranged forg er and View visit.
Our trained team of Volunteer members developed a p ¥hich would
explore three separate care areagsRIus a survey with patesits to understand
some of the reasons for attendig

Key things we heard fr¢
had gone to A&E:

that potentially these patients could have been treated with a
ore appropriate service model.

difference did this make?

This information helped us to share and discuss with the Hospital Trust and
Commissioners the need to design different service models and with the
future proposals regarding Same Day Access this could have a very positive
result impact on Queen’s Hospital.
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Hearing from all communities

We're here for all residents of Havering. That’'s why, over the past
year, we've worked hard to reach out to those communi
voices may go unheard.

Every member of the community should have the chance to
story and play a part in shaping services to meet their needs.

This year, we have reached different communitie

e Connecting with professional teams and wg f Wi Traveller
community

o Developing links to enable us to help to support¥e V8{eran community

e Working with Havering Safeguarding team on the Suis Prevention

Stakeholder Group




Hearing from all communities

Havering Community Chest Fund

The Fund was devised by Havering Council and the NHS to
support small and medium-sized local organisations with
projects aimed at addressing health inequalities. As a

member of the panel that awards grants from the Fung
use our insights to influence decision-making positive
patients. The following examples show what has bes
this year:

Providing hearing loop facilities Por users of
hearing aids

A grant from the Fund enabled the installation of a g loop in the Urgent
Treatment Centres at Queen’s Hospital, Romford and RQroldWood Polyclinic
for the benefit of patients who argsdeaf or hard-of-hearihg (an issue
identified as part of our review @f Servi for the Dedaf.
Improving health an xg within local
Asian communities

rinding poses usmg the chair for balance
e erX|b|I|ty, reduce stress and improve mental health.

N/
st three years Havering has seen a significant increase in
refugeeS and asylum seekers as a result of world events. Following
workshops, mental health support was identified as a key need.
Havering has addressed the barriers which were driving the health

inequalities experienced by the asylum seekers and refugees through
providing a dedicated Psychologist Support Service for this cohort.
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Information and signposting

Whether it’s finding an NHS dentist, making a complaint, o
choosing a good care home for a loved one — you can cg
us. This year, over 100 people have reached out to us fg
support or help finding services.

on

This year, we've helped people by:

Providing up-to-date information people can tr

Helping people access the services they ne

Supporting people to look after their health

Signposting people to additional support service

EL-_—:_!

]3“ Ith hul A . 2024 - J
Healthwatch Havering - Angugigpor 22{5/"’3’ ndent health

e -




Information and signposting

Access to services for people with Autism

service from both (NHS and social care). | would Jike a social worker WQo 2

qualified to do a full assessment under the @ Act and not pick ahd
choose and to stop coming up with excuse or (the NHS), it is ring-a-
ring let’'s all go around in circle; do you kng Joes someone with
Autism?

| feel that as an adult with Autism trying to make chspges, | am coming up

against a brick wall. Yes, | am the lone voice™Q
Partnership”.

has asked for help and support. She is in primary school and
dr is deaf and so are both parents”

losdl Council.

As a direct result of our report, the local Place-based Partnership has
established a working group to identify where improvements in local
services for deaf people are needed — both NHA and social care — on which
we are represented by our Chair.
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Showcasing volunteer impact

Our fantastic volunteers have given over 800 hours betweg
them to support our work. Thanks to their dedication to ig
care, we can better understand what is working and
improving in our community.

oving

This year, our volunteers:

e Carried out six formal Enter and View Visits and fgdr d§ss formal visits to

follow-up previous Enter and View visits

e Collected experiences and supported their O share their

views

”™
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Showcasing volunteer impact

At the heart of what we do

From finding out what residents think to helping raise awareness, our
volunteers have championed community concerns to improve carg

““My career as a teacher of children with challenging
behaviours was followed by a spell with a VSC. | have
been volunteering with Healthwatch for over ten years
and have been an Elected Member of the Governance
Board for over six years.

For me, it is important that hospital care is
compassionate and flexible. This year | hay#foglised
on the delivery of care in A & E. When we uNdertSke/O
visit, we publish a report which is shared withs
organisations being visited. It is gratifying when¥e
hospital authorities act on our recommendations &
improving the service. ”

Dawn

“Having retired after many years §f wy rkmg in the

N f A
b T the Chqnge' www.healthwatchhavering.co.uk
If you've felt inspired by these stories,
01708 303300
contact us today and find out how you e 17083033
can be part of the change. @ enquiries@healthwatchhavering.co.uk
& J
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Finance and future priorities

We receive funding from Havering Council under the Health and Socjql Care
Act 2012 to help us do our work.

Our income and expenditure:

Annual grant from £117,359 Expenditurg/Oy pay
Government

Additional income £5,671 £14,257

£24,671

Total income £127,386
. don for work supporting them *

ance and Investment Committee to ensure that the patient
5 taken into account when financial decisions are made.
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Finance and future priorities

Next steps:

Over the next year, we will keep reaching out to evey sf society,
especially people in the most deprived areas, so t 2 in\Rower

hear their views and experiences. Our Enter & View progra
continue to focus on care homes, GP practicgsand Queen’s HC al.

improve patients’ acces
Participation Groups

5) LongCO pporting the development of Peer Support
8 living with Long COVID

g Council on its developments to empower the Deaf
unity.

th¥S viral community facilities

Ctlre Quality Commission — working with the CQC to improve
inspection and reporting of local health and social care facilities

9) NSPCC:PANTS campaign — supporting initiatives to improve
safeguarding of children
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Statutory statements

Healthwatch Havering is the operating name of Havering Healthwat

CIC,

a Community Interest Company limited by guarantee (registered
England, no. 8416383)

Queen’s Court, 9-17 Eastern Road, Romford RM1 3NH

Healthwatch Havering uses the Healthwatch Trademark when
undertaking our statutory activities as covered by thglicence agreement

The way we work

Involvement of volunteers and lay people in ou » ceand
decision-making.

Our Healthwatch Board consists of 10 members who pro dlirection,

oversight, and scrutiny of our actiy#is. Our Board ensures¥at decisions about
priority areas of work reflect the €oncernssiqd interests of our diverse local
community. The Board members sQpany directors, two staff
and five volunteers elected annua g ot membership.

stems used across the year to
eXperiences

During 2024/25, we have been available by phone and email, provided a
webform on our website and through our weekly Friends’ Network news
bulletin, as well as attending meetings of community groups and forums.

We ensure that this annual report is made available to as many members of
the public and partner organisations as possible. We will publish it on our
website and send it to a wide range of stakeholders.
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Statutory statements

Responses to recommendations

No providers failed to respond to requests for information or,
recommendations. There were no issues or recommendation
us to the Healthwatch England Committee, so there were no resultant re
or investigations.

Taking people’s experience
makers

ICB. For exa
Redbridge

&rs represent us at meetings such as the North East London Local
Quality & Surveillance Group, the Havering Quality and Safeguarding Group
and the Havering Drug and Alcohol Partnership.
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Statutory statements

Healthwatch representatives

We are represented on the Havering Health & Wellbeing Board gg
Havering Place-based Partnership Board by Anne-Marie Dea
who attends the monthly Partnership Board and quarterly Hé
Wellbeing Board meetings.

including:

» Barking, Havering & Redbridge University MQspitgls Trust - Board
Havering Adult Safeguarding Board
Havering Children’s Safg

gueuding Board

V V V V V V V V V V VY

In AMdition, we have regular meetings with the Chairs and senior
leaderships of local commissioner and provider bodies, including:

» Barking, Havering & Redbridge University Hospitals Trust
» Havering Place-based Partnership
» NHS North East London ICB
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Statutory statements

2024-25 Enter and view

Location Reason for visit

What vou did az a

The next call in our
continuing series of visits
to GP practices to obseg
their day-to-day
operation. We visitedN\Q
branches.

GP Practice -
Greenwood (two
branch surgeries:
Ardleigh Green and
Harold Wood)

Queen’s Hg
inpatients’
mealtimes

Zts in 2016, 2017
ana . This was the first
opportunity post-COVID to
dontinue the series. Our
purpose was to observe
how meals were delivered
and served to patients.

The provider organisation
for these three homes had
recently changed. We had
visited them when under
previous management
and so we wished to
observe their operation in
the new circumstances.

(three care homes
co-located on one
site)
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Hearing loops be
installed for the

Rroved for triaging

g prioritising

dppointments

+ Observance of
patient confidentiality
be improved in open
areas

* The premises’
appearance be
improved

We made a range of
recommendations for
improvements in the
system. In response, the
hospital prepared and
executed an action
plan.

The visiting team made
only one recommend-
ation: that blinds be
provided in the
conservatory of The
Farmhouse. We will be
re-visiting later in 2025
to see what progress
has been made.

Continued on next page



Statutory statements

2024-25 Enter and view continued

Location Reason for visit

We have started a
programme of visits to
pharmacies to observe
them in operation as
Pharmacy First is

introduced. Visiting thedg
two large Boots stores wad
the next in series.

Pharmacies — two
Boots pharmacies in
Central Romford (The
Brewery and The
Liberty)

Queen'’s Hospital — g observed
A&E Services -
Emergency

Department,

We had pre

occommodotlon and
hanges in operational
ocedures, we wanted to
observe the current
arrangements.
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What vou did az a
resul¢

The two bronches
ligise to ensure

escriptions

ranslation services

Re provided

§ff be trained in

ghtal health first aid

+ The vacant post of
manager be filled at
the Liberty pharmacy
as soon as possible

The report set out a
range of recommend-
ations for the providers
of the services (the
Hospital Trust, the UTC
operator and the
Ambulance Service).

In response, the Hospital
Trust prepared and
executed an Action Plan
to address the
suggestions we had
made



Statutory statements

2024-25 Outcomes

Big Conversation: what does good
care look like? Creating a Good Care
Framework

North East London Integrated Syste
Research Engagement Network

Virect Enhanced Service
issioned by NHS North

24 Healthwatch Havering - Annual report 2024-2025

Outcomes achieved

endorsed the God Care Framework
use by NHS providers across North

e aim was to understand people’s
illingness to take part in research on
®alth and social care services. The
op three research topics were
mental health, diabetes and cancer.

The top three topics identified were:
engage with diverse populations;
continue participants’ involvement in
projects; and build trust through
honest dialogue.

The aim was to find how DES was
working between GPs and care
homes. The findings were that GPs
were in regular contact with homes,
supporting and visiting as required
and that additional services such as
chiropody, physiotherapy, optometry
and dentistry were available to
residents

Continued on next page



Statutory statements

2024-25 Outcomes continued

Project/activity Outcomes achieved

Long COVID (Post-COVID syndrome):
the continuing effects -

Services for people living with
learning disability and Autism

(hfluential. We identified areas where
iprovement was needed, and the
S and social care services
continue to address those needs for
improvement

Services for peoR Ro are deaf This report, also published in 2023,
continues to have an effect too. The
local NHS and the council have
established a joint working group -
on which we are represented — that is
examining in depth the

improvements in service that are

needed.
Hea tch Havering Friends’ Our HHFN bulletins continue to be
Network (HHFN) published weekly, passing on to

readers various messages from local
NHS and social care authorities and
providers and other organisations
who might not otherwise find out
about them

25 Healthwatch Havering - Annual report 2024-2025 Continued on next page



Statutory statements

2024-25 Outcomes continued

Project/activity Outcomes achieved

Healthwatch Havering projects

George's Health and Wellbeing Hub Virtually gi e beginning of

Hornchurc

The Hub openeg in ®ctober 2024. We
have continued odr involvement with
Re project as it continues to grow in
suce to the local community

Defibrillators

a result of a report from
Nealthwatch Manchester, we decided
greview the availability of
defibrillators (assisted by the London
Ambulance Service).

The project continues into 2025/26
but, as a direct result of it, a new
defibrillator has been installed at one
church in the borough and plans are
well-advanced for the installation of
one at another church.

Ruperloop\Bug route SL12 Towards the end of the year,
Transport for London announced a
new bus route for Havering, SL12. We
have proposed an alternative for part
of the route to enable the buses to
serve the new St George’s Health and
Wellbeing Hub (which is not well
served by buses at present).

Our proposal has been strongly
supported by the constituency MP,
GLA Member and local councillors,
among others.
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Statutory statements

2024-25 Outcomes continued

Project/activity Outcomes achieved!

Healthwatch Havering projectsA{épntinued) .

Veteran Friendly Framework for Havi 2 ay@re of this
residential care homes and GP initiative R Star and Garter
practices and the BN{ish fegion to provide

we decided to support it by
seQMmoting to local care and nursing
Qnd GP practices. This project
0 2025/26., when will be
ow many homes and GP
Gctices are developing their service
“veteran friendly”.

(HS North East London has asked for
a survey of people’s understanding of
the availability of Same Day Access
for patients unable to see their own
GP. The project continues into
2025/26.

Same Day Accghs t hyjbs
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Healthwatch Havering
Queen’s Court

9-17 Eastern Road
Romford

RM1 3NH

. www.healthwatcbh!iavering.co.uk
& 01708303300

cnauiries@healthwatchbavering.co.uk

#Health\vatchHavering

@e

@HWHover'ng

healthwoatch

Havering
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