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1. Progress report from the Provider for above period:
To include:
• What has gone well/not so well
• Work being undertaken to increase service uptake
• Information relating to KPI's
• Case studies where enhanced outcomes have been achieved
• Service developments
• Partnerships and collaborative working opportunities
Detail

1. Community Engagement
During Q2 the Government’s changes in Covid-19 guidance heralded an opportunity for
HWW to resume ‘in-person’ engagement on a limited basis, subject to risk assessment and
where events facilitated it. For example, 143 people were engaged with at the Worcester
Show in August and contributed to a survey about digital access to services. Whilst we
anticipate that the opportunities for ‘in person’ engagement will return as Worcestershire
learns to live with Covid -19 we will continue to develop our approach to engaging via third
parties with a particular focus on those who are seldom heard or live with health inequality.
This is reflected in the development of a ‘Community Link’ role as part of our volunteering
offer and initiative to gather peoples experiences of health and care services.
HWW held Public Board Meetings via Zoom on 22 July and 16 September during the period
under review, with an open invitation to members of the public to attend.
View minutes of the Board Meeting on 22 July here [insert hyper link]
View minutes of the Board Meeting of 16 September here [insert hyper link]
Tell-Us Campaign for Q2
• July – Pharmacy and end of life care
• August – GP access
• September – GP access, outpatient waiting times and stroke service
WE have published a summary of the experiences people shared with us about accessing
their GP.
View the summary here [insert hyperlink here]
The summary has been used to inform Worcestershire’s Health Overview and Scrutiny
Panel’s work.
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2. Business Plan 2021-2023
The Business Plan for the period 2021-23 was approved at the Public Board Meeting on 22
July 2021.

2a,3b

View HWW’s Business Plan for 2021-2023 here [insert hyper link here]
The timeline for the delivery of projects is flexible because of the current covid related
situation in the NHS. The plan also allows capacity to undertake unforeseen projects
reflected in our ability to accommodate a project related to exploring patients’ reasons
for attending A&E of their own volition at short notice. The project will be included in the
Business Plan in Q3 and reported upon in the Q3 Performance Monitoring Report.
3. HWW Projects
• Peoples Experiences of leaving Worcestershire Hospitals during Covid-19
The report with recommendations as to how the patient and carer experience of hospital
discharge in Worcestershire could be improved was formally approved at the Public Board
Meeting on 16 September 2021.
View the report here [insert hyperlink]
The report was shared with commissioners, providers, the Health Overview and Scrutiny
Committee and Healthwatch England. Whilst local Healthwatch has a statutory power to
request responses to its reports from individual organisations given the integrated nature of
health and social care services in delivering hospital discharge and the move towards the
implementation of Integrated Care Systems [ICS] we asked Worcestershire’s ICS Executive
Lead [the CEO of NHS Herefordshire and Worcestershire Clinical Commissioning Group] for
a ‘system’ response.
The response has been received and will be considered at our Public Board Meeting on 18
November 2021 together with our initial reply.
• Identifying concerns about the Covid-19 Vaccine
The report for this project was formally approved at HWW’s Public Board Meeting on 22 July
2021.
View the report here [insert hyper link here]
In our Q1 2021-2022 Performance Monitoring Report [insert hyperlink] we reported that the
project was undertaken following an approach from Healthwatch England to participate in a
national survey. HWW chose not to use HWE’s national survey, and with the support of
Worcestershire’s Public Health Team and Vaccine Inequality Programme HWW
developed a short survey aimed at Identifying People’s Concerns about the COVID-19
Vaccination. We were particularly focussed on increasing engagement in Redditch
Borough Council as it has a significant and diverse ethnic minority community and
several health ‘hot-spots’. Our engagement was supported by our Reference and
Engagement Group members who undertook engagement for HWW as a third party.

Summary of outcomes:
• HWW received 357 responses to the survey
• 36% of respondents expressing concern about the vaccine were from Black and Asian
ethnic backgrounds.
• 49% of respondents came from the Redditch area.
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These outcomes were achieved as a direct consequence of reviewing our Equality,
Diversity and Inclusion policy and practice through self-assessment against Healthwatch
England’s Quality ‘Framework’. We shared the report with Healthwatch England who
invited us to present our use of the Quality Framework at a best practice seminar during
Healthwatch England’s Annual Conference 2021.
View the case study we prepared for Healthwatch England here [insert hyperlink here]
4. NHS Quality Accounts
HWW approved a response to Worcestershire Acute Hospitals NHS Trust Quality Account for
2020/21 at its Public Board Meeting on 22 July 2021.
View the response here [insert hyperlink here]

5. Integrated Care Service
•

Stroke services
Focus on stroke pathway following resumed attendance at ICS Stroke Programme Board.
Performance relating to completion of harm reviews and stroke performance measures
raised with Acute Trust and escalated to the Trust Board.
Esclataion to West Midlands local Healthwatch Network and Healthwatch England with a
view to establishing comparator performance and potential solutions.
CCG attending Public Board Meeting on 18 November 2021 to present stroke pathway.

2. Report on Service User involvement:
To include results of service user satisfaction surveys.

3. Report on Quality Assurance:
To include evidence of any quality assurance activities undertaken, including how comments, complements
and complaints have been acted upon. Quality assurance accreditation you have received or hold and how
you ensure continuous improvement of the service.
• Quality management system accredited to BS EN ISO 9001 – 2015
• Cyber Essentials – reassessed July 2021
• HWE Quality Framework

4. Serious Incidents and Near Misses:
Not applicable to this contract

5. Safeguarding:
This section allows the Provider to report any safeguarding issues and provide evidence of
actions/improvements made to the service. Also, any details of safeguarding training undertaken (The
Provider must immediately report to the Council any allegation or suspicion of abuse of a vulnerable adult,
child or young person and must confirm the report in writing within two Business Days.)
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6. Serious Case Reviews:
Not applicable to this contract

7. Implementing NICE Guidance and Review Dates:
Not applicable to this contract

8. Staff Update
To include reports on current staffing levels (including long term sickness/absences) details of workforce
development and significant performance management issues.

9. Financial Reports:
To include a financial breakdown report for the monitoring period.

10. Documentary Evidence attached to support the above reports:
To include any supporting documentation for sections 1 – 9 as appropriate.

Name of person submitting monitoring report:
Signature (not applicable for e-returns):
Date:
*Delete as appropriate
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