Public Update
November 2019
This report is presented to Walsall CCG’s Governing Body to
keep members updated on important Communications and
Engagement activities.
Introduction
The content within this report aims to strengthen the patient and public voice at Board
meetings by including dedicated feedback and insights from the CCGs Patient Participation
and Liaison Group (PPLG), Patient Advisory Group (PAG) and through other public
engagement forums in Walsall.

Patient Story
Delivering personalised care
This month, the Board will hear from a local mum who shared her positive experience with
Walsall Wheelchair Services. The patient story is captured in the form of a video, filmed at
Blakenhall Village.
Over the last year, Walsall Wheelchair Services have transformed their service offer,
providing personalised care and support to local service users. This transformation
supported by Rebecca Johnson in the CCG Commissioning Team has allowed wheelchair
users and their families to have more choice and control over the care they receive, helping
to improve the experience of those accessing this service.
Overall, this story highlights the importance of shared-decision making and recognising the
individual needs of the people we serve. As set out the NHS Long Term Plan, personalised
care is one of the five major, practical changes to the NHS that will take place over the next
five years.
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Patient Voice
Patient Participation and Liaison Group (PPLG) update
The PPLG is made up of local people who represent and Chair Patient Participation Groups
(PPG) across Walsall’s 52 GP practices. The PPLG reports to the CCG’s Primary Care
Commissioning Committee, ensuring that people’s experiences of GP services are used to
improve the health and care of people in Walsall.
At the September PPLG meeting, the group listened to the Chair of Darlaston Health PPG
talk about best practice he had witnessed through improvements in the practice
appointment system. The practice introduced a triage system after merging with a
neighbouring practice. In particular, one of the triage options the practice operates is Push
Dr, an online medical consultation service. This sparked a conversation on the benefits and
usage of Push Dr across Walsall and an action was taken away to add Push Dr as an
agenda item for the December meeting. Other best practice that was shared at the meeting
was the usage of text messaging for promoting PPG meetings, a practice open day for
booking appointments online, PPG promotional text added to prescriptions, use of a
practice pharmacist and a shared phlebotomy service with another local practice.
The meeting was also an opportunity to update members on the Black Country and West
Birmingham Long Term Plan. Paul Tulley, Director of Commissioning for the CCG
highlighted the system-wide priorities for improving the health and wellbeing of people in
the Black Country and West Birmingham and focused on what was being done locally to
integrate health and social care services in Walsall. The presentation was well received and
members discussed the emerging developments around Primary Care Networks (PCNs).
Following the recent appointment of a new PPLG Chair and Vice-Chair, a PPG Chairs
Event has been organised for Tuesday 19 November 2019. The objective of the event is to
reinvigorate attendance at the meetings and reinforce the commitments of the PPLG,
highlighting the added value it provides to GP practices and most importantly local patients.
Attendees will also receive an update on the Walsall Together programme and hear from
local GP, Dr Teoh talking about cancer care.
Unfortunately, bookings for the event have been minimal to date, with only two PPG Chairs
confirming attendance. The CCG Communications and Engagement Team ask that all GP
Governing Body Members, including locality and PCN leads, encourage their PPG Chairs
to attend and that they support their GP colleagues to do the same.
Patient Advisory Group (PAG) update
Historically, the Patient Advisory Group (PAG) has been in place to ensure that patient
views and experiences are taken into account in the planning, development, and delivery of
health services commissioned by the CCG. During November, the Communications and
Engagement Team will work alongside the PAG Chair, Rachel Barber to review the
approach to effective patient and public engagement, including the usage of the CCG’s
Patient Voice Panel.
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Public Involvement and Insights
Black Country and West Birmingham Long Term Plan Public Event – 17 September
2019
The CCG held a public meeting in September to share the key headlines from the Black
Country and West Birmingham (BCWB) Long Term Plan (known as the five-year Strategic
Plan). The plan sets out how health and care partners across the BCWB will work together
to improve the health and wellbeing of local people – delivering the ambitions set out in the
NHS Long Term Plan.
The event was an opportunity for local people to share their thoughts on how the plan was
developing and to help us shape the final version. Key insights from the public meeting
highlighted the importance of joining up hospital IT systems to reduce duplication and
waiting times for patients. Other areas of hospital care that were mentioned were improving
discharges, nutrition of elderly patients, having better relationships with other hospitals
when discharging out of area including improved social care support. Mental health,
learning disabilities and autism services were all areas of concern, with the need for more
service provision. The importance of the prevention agenda was also raised, in particular
around keeping local people informed and involved.
Insights from the event were used to inform the final version of the Strategic Plan. Further
guidance on publication will be shared later this month.
Harmonisation of clinical policies across the STP
We have been working to harmonise policies across the wider STP to ensure fair,
consistent and equitable access to different treatments. Three clinical policies have been
drafted:




Subacromial pain
Image guided therapeutic intra-articular joint injections with corticosteroids
with/without local anaesthetic
Image-guided high volume intra-articular injections (40mls+) of saline with or without
corticosteroid and/or local anaesthetic

The draft policies have been through a period of engagement and have been shared widely
with patients and wider stakeholders including GP membership for views. Feedback has
been obtained through a questionnaire and opportunities to attend public meetings. The
consultation ran from 2 September through to 13 October. Feedback has been collated by
the Commissioning Support Unit and a final decision will be made once feedback has been
considered.
Appointment of a single Accountable Officer (AO)
As part of the recruitment process for the AO post, representatives from our patient and
public groups were invited to take part to ensure that the public voice was present along
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with other CCGs. Representatives were delighted to have been given the opportunity and
commented on how passionate and committed the applicants were.
CCG Listening Exercise
At the last Governing Body, there was an agreement to proceed with a listening exercise to
seek the views of key stakeholders about the future of the Black Country and West
Birmingham CCGs.
Throughout October, there have been events in each CCG area to listen to staff, member
practices, public representatives and other stakeholders. The events have offered an
opportunity to explain the local and national context in which change is being considered.
There was detail on the options that have been considered and what the case for change
might be for a move towards a single CCG. There was also detail on what some of the
challenges might be moving to a single CCG and people were asked to consider the
following:
•
•
•
•
•

What do you value from the current CCGs?
What would good look like to you in terms of future CCG arrangements?
Do you have any concerns in terms of future CCG arrangements?
How might these concerns be resolved?
What questions would you want answering before you could make a
decision?

The feedback will prove invaluable in determining what the next steps should be and to
inform a decision on whether we move to a formal consultation. The themes from these
sessions are currently being analysed and will be presented to the Black Country and West
Birmingham CCG Transition Board meeting on 14 November 2019.
The key insights from the public event in Walsall were that local people value the population
centred focus on Walsall. Continuing to work closely together with NHS organisations and
Local Authorities was seen as a positive step towards improving the health and wellbeing of
local people. The need for patients and the public to be involved at every step of the way
was highlighted as well as being clear on what decisions they would be able to influence.
Areas of concern were commissioning becoming too distant from the people who matter
most and not losing sight of individual care.
Black Country Voices – Citizens Panel
As part of enhancing local engagement and obtaining views from a representative
demographic population, NHS England awarded the Black Country and West Birmingham
STP funding to set up a citizens’ panel. The citizens’ panel will be known as ‘Black Country
Voices’. Black Country Voices will be live by April 2020, and will have approximately 1400
members from each locality who are reflective of their demographic population.
Recruitment in Walsall has already begun and so far 396 members have been recruited.
Members will be invited to take part in online surveys every 8/10 weeks on issues that
influence the Black Country and West Birmingham. There is also an online application form
to widen the membership of the panel.
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Future Public Involvement
Walsall Together - Long Term Condition Survey
During November, Walsall Together will be undertaking a long term condition survey with
local people with the support of Healthwatch Walsall. Views will be sought from patients,
carers, and relatives who may have/or support someone who has conditions such as
diabetes, respiratory illness and heart conditions.

Communications and Engagement Activities
Walsall Stoptober
The CCG supported the annual Stoptober campaign in Walsall. This year the council
worked in collaboration with Walsall Football Club to kick start the campaign using direct
video messages from players to encourage fans to take up the 28-day stop smoking
challenge. More than 33,000 adults in Walsall smoke, so the campaign is a great
opportunity to get people to quit. Research suggests that if you can stop smoking for 28days, you are five times more likely to stay smoke-free for good. A communications toolkit
was shared with the CCG to promote across its social media accounts, websites and
newsletters throughout October.
Winter Campaign
This year Walsall CCG will implement the Black Country and West Birmingham STP Urgent
and Emergency Care Communications Plan. This plan has been developed by
communications and engagement partners from across the system and supports the
national ‘Help Us Help you’ campaign. It will commence as a winter plan, but going forward
will act as an all-year plan, aiming to ease seasonal pressures on NHS services. It is
designed to reduce the number of people who become so unwell that they require
admission to hospital.
Communications will be tailored around the following focus areas:
 Ambulance
 Frailty
 GP streaming
 Length of stay
 New clinical standards
 NHS 111 / Integrated Urgent Care
 Same-Day Emergency Care
 Urgent Treatment Centres
 Winter and bank holidays
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In the event of adverse weather, the plan also includes advice for preparedness, adverse
weather warnings, and actions for different levels of escalation from the Met Office and
implementation of the Cold Weather Plan.
To ensure that this campaign is as effective as possible, Walsall CCG will work with
partners to align all local activity using the national timeline to ensure consistent and
tailored messaging to our target audiences. We will where possible, include links to local
services as a call to action in addition to the national messages.
Artwork, toolkits and brand guidelines are now available on the Public Health England
Campaign Resource Centre website and are being coordinated and used to plan our local
weekly activity across the STP.
Flu Campaign
The Flu Fighters campaign, specifically designed for children is now live in Walsall with
books being delivered to Primary Schools across the borough.
We are now working together with local colleagues to raise awareness and increase uptake
of the flu nasal spray for school children in reception up to year 5. This includes press
releases, social media posts and sending campaign material to GP practices to promote.
We also promoted the launch of the ‘Doreen Tipton says get the flu jab’ video by
Futureproof Health across the Black Country and West Birmingham in October. The Black
Country comic icon Doreen Tipton, played by actress Gill Jordan reminds residents that it’s
time for those at greatest risk from flu to protect themselves and their families with a free flu
jab.
To support our communities who may have any questions or queries about the flu jab and
in particular concerns around gelatine in the vaccine, we have produced a flu myths video
with a clinical pharmacist and local GP, Dr Majid. The video covers the key areas that often
cause people to decide not to have the vaccine, such as



I’ve had the flu jab before and I got sick anyway
Isn’t it just better to get the flu and get over it?

With the concern of gelatine, the following question is addressed - I’ve heard that the flu
nasal spray contains gelatine. Do my religious beliefs mean my child shouldn’t have it?
The video is being actively shared across all CCG communication channels and has also
been shared with local partners and GPs to use on their social media, website and digital
signage (TV screens).
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News and Digital Media
Social Media
For September/October, Walsall CCG sent a total of 71 social media posts. Topics of posts
and their potential reach are detailed in the table overleaf.
Platform

Number
of posts

Facebook 11

Twitter

60

Topics

Potential Reach (the
number of times a post
shows up on
somebody’s timeline)

Harmonised Clinical Treatment
Policy, Long Term Plan Event,
Walsall Carers Centre Group
Flu Vaccine, Stoptober, Urgent Care
Centres, World Mental Health Day
Promotion and the Harmonised
Clinical Treatment Policy

1,640

46,300

Website
Throughout September and October, individual page views on our website amounted to
38,300, demonstrating the power of social media in directing online audiences to specific
content on the website.
On average users spent 2 minutes 50 seconds on the website, highlighting that people are
staying on the site long enough to read the content on our pages.
69% of users visit one page on the site and then leave. When linking this to the time users
spend on the site and the individual page views, it can be viewed that people are getting to
the content they need on the website at ease and are then able to leave.
Our top most-visited pages are:
1. Homepage
2. Urgent Care Centre Information
3. Publication Scheme
4. Extended GP Access Information
5. Contact Us
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Media
The table below provides a breakdown of CCG media activity for September/October. The
activity covers both reactive and proactive media.
Title

Activity

Date (2019)

Health Secretary announces new cancer
screening machines for the Midlands
Dr Doreen Tipton says Get the Flu Jab!

Proactive News Release 30 October

The Mental Health Information Hub and
Mental Health Training Resource
25 million to be offered free NHS flu jab this
winter
Walsall Council celebrates share of £84m
government pot of cash to help families
As Stoptober launches, West Midlands
smokers are urged to make a quit attempt
World Alzheimer's Day 2019

Proactive News Release 14 October

Celebrating Patient Safety

Proactive News Release 13 September

Helping GP practices get ready for NHS 111
Bookings
Media enquiry into Walsall Primary Care
Networks

Proactive News Release 12 September

Phase 3 of the Harmonised Clinical
Treatment Policy Project
NHS Long Term Plan - Public Event

Proactive News Release 11 September

High Street Heart Checks on the NHS

Proactive News Release 02 September

Proactive News Release 18 October

Proactive News Release 10 October
Proactive News Release 04 October
Proactive News Release 20 September
Proactive News Release 20 September

Reactive statement

11 September

Proactive News Release 06 September
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Appendix 1
Healthwatch Walsall Insight Report – September 2019 to October 2019
This insight report is being received by Walsall CCG Governing Body and will be shared
with the relevant committees to understand the insights in more detail and take appropriate
action where necessary.
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Local Intelligence Report
September to October 2019

1

We Listen

We Note

We Act

Introduction
Healthwatch Walsall (HWW) is your independent consumer champion for health and social
care services in Walsall. Our job is to champion the consumer interests of those using the
services and give local people an opportunity to speak out about their concerns. We listen
to views, concerns and compliments about services in order to help shape and improve
them so that people are accessing the most quality and appropriate care.
We have moved to new premises which has meant we have moved away from the town
centre. Our new address is: The Blakenall Village Centre, 79 Thames Road, Blakenall,
Walsall, WS3 1LZ. Telephone: 0800 470 1660.
Over the last two months Healthwatch Walsall have collated patient experiences into a
user-friendly intelligence report.
The graphs below are split into sections of different services and intelligence whether
positive, negative or mixed.
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Most of the comments received have been relating to Walsall GP services.
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Sentiment by services
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GP Surgeries/Services
One patient passed on positive comment about staff and being
able to book appointments at Bloxwich Medical Practice.
One patient was willing to wait to see their named GP, but on
the day of the appointment they saw a Locum. They said they
were still very good.
A patient at Dr Khans Surgery is able to get an appointment
within 24 hours.
A patient tried calling a GP practice a 164 times in 14 minutes to book an appointment. The
patient has a long-term condition which can be life threatening.

HWW have identified the surgery as an E&V opportunity to assess other patients
experiences and telephone waiting times.
Patients are being asked by GPs to book appointment with hospital professionals. One
patient was asked to contact the Cardiology Department at Walsall Manor Hospital. The
patient tried a number of times over a couple of weeks and could not get through. They
contacted HWW and let us know.
3

HWW contacted the Hospitals Patient Liaison Service and discussed issue. They internally
contacted the Cardiology department and an appointment has been made for the patient
and they have been told.
GP changed dosage of patients medication recommended by Hospital Consultant. Patient
feels that this is due to money saving.
HWW have referred patient to the NHS Complaints Advocacy POhWER.
A continuing issue around one patients supply of specialised food & medication from
possible late prescriptions or other reasons. This has occurred in the past and been resolved
but the issue has arose again.
HWW contacted the surgery Practice Manager and requested that a meeting with the
family, pharmacist and Practice representative to identify where the problem(s) is
occurring and to finally resolve. If it continues HWW have discussed the patients right to
complain via the NHS Complaints Advocacy service, POhWER.
*POhWER – Deliver NHS Complaints Advocacy service to those people who wish to make a
complaint about treatment provided under the NHS.
Project involvement around General Practice Nurses.
Healthwatch across the Black country were commissioned by Wolverhampton Clinical
Commissioning Group (CCG) on behalf of Black Country and West Birmingham Sustainable
Transformation Partnership (STP) to carry out work collating feedback from patients about
their knowledge and experiences of using General Practice Nurses.
Findings
 Understanding of roles and skills
 Appointment preferences
 Availability of appointments
 Benefits of nurse appointments
 Information sharing
Recommendations
 Provide more information on nurse services.
 Information on the knowledge and skills of individual nurses.
 Forms of information sharing; Participants gave suggestions of how they would like
to receive information.
 Online booking; Some participants said that they booked appointments using the
online booking service at their practice.
 Signposting and active promotion of nurse services by reception staff; Participants
largely suggested that they would book in to see a nurse if they were signposted by
reception at the point where they were requesting an appointment.
See report on our website. Link: https://tinyurl.com/yyzvkjsx
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Hospitals
A patient was admitted to Walsall Manor Hospital on a Sunday and
discharged on the following Tuesday. During this time the patient
was not given a hot meal. The patient wanted HWW to know. No
formal complaint.
Whilst HWW volunteers have undertaken Ward reviews on behalf
of the hospital there has been negative comments about the
discharge process. HWW can look again to see if the same or other
discharge issues are continuing. Especially around pharmacy.
There is a concern from a family relative about the diagnosis to treatment time for cancer
patient. The relative feels that in 96 days no treatment or further investigations have been
made. They fear the worst outcome due to lack of action.
HWW referred patient to POhWer to make formal complaint. A question regarding the
lack of treatment in this time will be asked at upper Trust level.

District Nursing
A patient receiving home visits contacted HWW to advise that they
were being missed and that the wrong pads were used when the
nurse changed dressings.
HWW contacted the District Nurse Manger and discussed issues.
They advised that they contact the patient and discuss to arrange
a visit to look at pads and future visits.

Care Homes
HWW received a comment about a local care home. Her husband
was a resident but passed away December 2018. Whilst we logged
the concern, we have visited that home in 2019 and reported
under our Enter and View program.
HWW recently undertook two Enter and View visits. Leighswood
Residential Care Home and Cedar Falls.

Two Authorised Representatives visited on two occasions. Here are some of our findings
and recommendations from our Leighswood visit.
Findings:
 The registered Manager was not present at time of either visit. We were informed
that they were on Sick leave.
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On the first visit the Area Manager from a sister home was on duty. She asked if we
could return on another occasion.
We observed that a stand hoist remained in the same position on both occasions we
visited in the back lounge and was not removed to a storage.
Table was unsafe and in danger of falling on to someone.
Staff had multiple roles including cleaning, laundry, cooking etc.

Recommendations
 We would suggest that the home has dedicated staff for roles within the home, carers
dedicating their role to caring for the people that live in this home.
 We recommend that the table in the far lounge is repaired, to make safe or disposed of.
 Relocate the stand hoist from the lounge to storage when not in use.
 Produce a menu for display with the addition of pictorial meals to assist residents to
visually choose aiding residents with dementia.
 Reposition fridges and table in main dining room to allow full access to fire extinguisher.
 Contact Dementia team for advice on aids for people who have dementia i.e. Crockery,
cutlery and other aids.
 We recommend that residents are supervised inconspicuously at mealtimes in the least
restrictive manner by staff, with the availability of condiments that can be placed on
their table.
We are currently awaiting provider feedback comments from the above. The final report will
be published shortly.
An Enter and View visit to Cedar Falls has taken place and is currently being written up as a
draft report.
Seldom heard
Our Insight - Senior Lead Advocate has reached out to several groups and group contacts to
engage with those whose voices are seldom or not heard. Such as Migrants, refugees,
residents who may be cared for etc.
The response from the homeless community regarding able to access health and social care
services has been quite positive with many finding accommodation and access to services
more readily.
Others people/ homeless have access via Glebe Centre who continue to work hard for the
homeless.
There have been issues accessing migrant and refugee groups as some groups have moved
or those that work with the groups have proven hard to reach.
Transitional Beds
Our Insight Lead has also started the L.A. Transitional Beds surveys. Visiting nursing homes
and talking to people about their discharge and transitional bed experiences.
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Generally, the response to date from people has been positive. No safeguarding issues have
been raised.
Inequalities work programme
HWW have met with several groups of deaf service users who use Walsall health and social
care services.
Some of our findings:
• Deaf service users told us that English is not their first language. BSL often is.
• Not all deaf people can read lips. There is an assumption by professionals that they can.
• Sometimes professionals just talk louder and slower and become frustrated when a deaf
person cannot understand.
• Deaf service users said they have been refused an interpreter by service providers because
of cost.
• Deaf patients can struggle to book an appointment and may have to wait till an interpreter
is available. Sometimes two weeks or more.
• They can miss appointments as they cannot read or readily have access to a service than
can interpret information to them.
• Service providers assume family or friends will interpret. Some service users wish their
healthcare to remain private.
• Interpreters can be of different levels of ability to sign & may not be qualified/
experienced enough to interpret for a deaf patient correctly.
Some of our recommendations:
• Front line staff should have deaf awareness training.
• TV/ screens are used to show patients name or have pre-recorded signed messages for
deaf patients in waiting areas.
• Professionals should not assume that family members or friends will translate as they may
not be able to or wish to.
• Vibrating pagers given to deaf patients so that they understand their appointment is next
or someone is trying to communicate with them.
• Surgeries use text messaging or Emails to book or communicate with deaf patients.
• Deaf patients have their appointment time ring fenced to ensure any interpreter has
enough time to interpret for the patient & GP.
• Services have reliable and qualified interpreters. Less qualified or experienced interpreters
are not able to translate effectively
A full report is being drafted and available December 2019.
Walsall Together
A questionnaire/ survey has been agreed and our lead is actively contacting groups and
undertaking said survey. Work has also been made around communication material such as
leaflets and banners to promote surveys. It is also available online.
Link: https://tinyurl.com/yyxjymqg
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We have anew look web page: https://healthwatchwalsall.co.uk/services/

To share your patient experiences contact us on
Telephone: 0800 470 1660
Visit our new Feedback review page:
https://healthwatchwalsall.co.uk/services/
Or Email: info@healthwatchwalsall.co.uk
Part of Engaging Communities Staffordshire
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