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Strategic Objectives:

1. Work with patients, carers and communities to understand their experiences and involve them in shaping improvements to health and

social care services

2. Provide clear insight about people’s experiences by gathering and analysing feedback from patients, carers and communities,
identifying themes and highlighting areas where services could work better
3. Influence improvements in services by sharing what people tell us with those who plan and deliver services, so that local experiences

help shape decisions and improve care

Workstreams Outcomes Lead Key reporting
dates
A Core services
Providing information and advice on health and Clear, accessible and proactively communicated informationand | VW Monthly CBM
social care services navigation support, enabling residents to understand and access Quarterly
the right services Commissioner
/Annual
Report
Signposting people to the appropriate support Residents receive direction to relevant services and organisations VW Monthly CBM
Quarterly
Commissioner
/Annual
Report
Gathering feedback from patients, carers and Collection, analysis and communication of insight to identify PH Quarterly
the public and carrying out analysis to identify trends, themes and opportunities for service improvement,
trends and themes ensuring findings are accessible and used to inform feedback and
decision making
Reaching communities through engagement and | Coordinated and inclusive engagement programme, supported by | VW May
outreach targeted communications and digital tools to increase reach,
participation and diversity of insight gathering across communities
Carrying out service visits and observations Visits to health and care settings to observe services and gather Directors | Pre and post
where appropriate first-hand feedback to inform improvement visit CBM as
required
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Provide regular assurance to commissioners Quarterly reporting on financial performance, service delivery, PH VW Quarterly
(Worcestershire Council Public Health) engagement, impact and activity in line with contractual DB
requirements
B Monitoring and listening
Primary care — GP access and dental services Oversight of performance maintained through attendance at key DB Ad hoc
meetings, engagement with stakeholders and effective Annual CBM
communication of patient experience to inform system feedback
understanding and response
Hospital services — urgent and planned care Representation of patient voice within system forums including CB Ad hoc
urgent care, diagnostics and cancer pathways Annual CBM
feedback
Children and Young People’s Services including | Up to date insight maintained and evidence contributed to inform DL CBM
Mental Health Support and SEND service development including EHCP related work September
Community hospitals and local services Stakeholder and forum engagement leading to community CB/JN CBM
perspectives informing service delivery December
Role of voluntary organisations ins supporting Partnership working leading to better understanding of community | JN CBM
health and care need and strengthened system collaboration November
C Improvement and learning
Pharmacy Support and monitoring of improvements resulting from DB Ad hoc
engagement and survey findings
CAMHS Contribution to quality and safety oversight through participationin | DL Ad hoc
relevant system communities
Access to adult social care services Engagement with system partners influencing improvements in JN Ad hoc
access and service delivery
Information and support for people living with Voice of people living with dementia and their carers informs JN Ad hoc
dementia and their carers system planning and delivery
Digital Access to Health Care Barriers to digital access identified and inclusive approaches VW Update CBM
promoted September
2026
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Patient Carer Assessment WCC response and action plan monitored and reviewed DL Update CBM
November
2026
D Focussed reviews
Corridor Care Contribution to local understanding and improvement through CB Update June
engagement with hospital quality forums and patient groups CBM
Patient and Carer experience of living with a Targeted engagement including surveys and focus groups to SA Project Plan
SEMHC understand lived experience and inform improvement, with CBM May
findings communicated to drive system change and response Draft report
November
CBM
EHCP Follow up survey Change and impact measured following previous engagement DL CBM
activity September
2026
Prevention and early diagnosis of cancer Engagement to understand patient experience across cancer CB PSA Survey
pathways including prevention and early diagnosis with publication publication
and communication findings to influence system priorities and May 2026
improvement
Support for people receiving care at home Engagement with system partners to understand experiences and JN CBM Proposal
including end of life care identification of areas for improvement including focussed report June 2026
on FT pathway to inform and influence improvement
Cross cutting priorities
Health inequalities Focus embedded across all activity ensuring insight reflects JN SA CBM
experiences of under-represented and seldom-heard communities, September
supported by inclusive communication approaches to increase 2026
reach and participation.
Supporting carers Voice of carers captured across all engagement activity and service | JN Ad hoc
reviews, with partner working to highlight and address challenges
faced by carers

HWW Business Plan 2026-27

Page 30of4




healthwatch

Worcestershire
Healthwatch Worcestershire Business Plan 2026-2027
Safeguarding and protecting vulnerable people Oversight of safeguarding issues maintained through engagement JN/DL/ | Adhoc
with system partners and concerns raised through HWW activity SA
appropriately escalated and system learning informed
Working with volunteers and community groups | Diverse and active volunteer network which strengthens JN/VW | Volunteer
community connections supported by effective communication to project plan
enhance reach, engagement and impact. CBM
April 2026
Accessibility and inclusion HWW activity inclusive and accessible, with barriers to VW /N Ad hoc

participation removed and people from all communities enabled to
share their experience

Objective 4:

Ensure that knowledge, insight and impact are sustained beyond the life of the organisation, ensuring that people’s knowledge, experience and
ways of working continue to support quality, safety and service improvement.

Access to data insight and learning Intelligence, data and insight are captured, organised and made PH/VW | Planto CBM
accessible to support future use by system partners / SA June 2026
Supporting sharing of knowledge and system Partnership working regionally and locally including local and SA/DB Monthly CBM
legacy national HW to share learning and support continuity of patient
voice functions
Fauture-detivery-forHW-functions Optionsforfutureprovisioninctudingatternative- detiverymethods SAHN Commissioner
proposatMay
2026
Closure and transition planning Comprehensive exit / legacy plan including clear and timely DB/DL/ | June 2026 with
communication with stakeholders, compliance with relevant legal | PH/VW | monthly
and business requirements ensuring continuity of insight, / SA updates to
relationships and patient voice functions where appropriate follow
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