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Message from our Chair 
 

 

 

 

 

This is my second report as 
Chair of Healthwatch 
Rochdale, a role I am proud to 
serve in.   

The Board has continued to develop with 

new members joining us.  Unfortunately 

though we have said goodbye to two of our 

long-standing members, Christine Mullens 

and Mohammed Sawar, due to their work 

commitments. We thank them for their 

valuable contribution especially during the 

period when we moved from a private host 

organisation.  

The past year has seen many changes to our 

health and social care systems, not least 

those brought about by Devolution of 

Greater Manchester.  Although the 

Devolution programme is important it is 

also important that we do not lose sight of 

those issues which matter to the people in 

the Rochdale Borough.  Our work 

programme for the next twelve months has 

been developed following consultation with 

residents to ensure that we address those 

issues which matter to you.  

We continue to develop our relationships 

with the Clinical Commissioning Group and 

the Local Authority. This year we have set 

up forums with Pennine Acute and Pennine 

Care which bring together senior managers 

of the Trusts and other local Healthwatch 

whose residents use these organisations for 

their care. This has been particularly 

important following the recent CQC (Care 

Quality Commission) reports of both 

organisations 

Our Enter & View programme has continued 

and the reports of these visits can be seen 

on our website.  Several of these visits have 

been prompted by your feedback, so do 

please continue to send this in.  

As Chair, I would like to thank Kate and her 

team for the excellent work they have done 

in the past year, helped by our many 

volunteers, who give up their time willingly 

to get involved. My thanks also go to my 

fellow Board members who are willing to 

give up their time for something which they 

care about.  

Jane Jackson 

Chair   

 

 

 

 

 

 

 

 

 

 

Pictured above: Jane Jackson, Healthwatch Rochdale Chair 
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Message from our Chief 
Executive Officer
 

 

 

 

 

Pictured above: Kate Jones, Healthwatch Rochdale CEO 

2016/2017 was a very successful 
year for Healthwatch Rochdale. 

We continued to support decision makers to 

build something simpler, more efficient, 

better focused on what people want, and 

more supportive of people and 

communities. With more work to do and 

less money to do it with, our challenge is to 

try and keep the decision makers focused 

on people.   

Our relationships with partner organisations 

are crucial, this year we have continued to 

support several key committees and 

meetings such as Health, Schools and Care 

Overview and Scrutiny Committee, 

Children’s & Adults Safeguarding Board, 

HMR CCG’s governing body.  

Greater Manchester Devolution hit the 

health and social care sector hard in 

February 2015 and over the last 12 month 

this fast-paced project has been at the 

forefront of the work here at Healthwatch 

Rochdale, with service redesign on a 

massive scale, Healthwatch Rochdale have 

worked to ensure the residents of Rochdale 

are involved and understand this service 

change that is ongoing. 

Healthwatch Rochdale have built strong 

relationships with voluntary and third 

sector organisations, ensuring that the 

voice of all communities are heard and 

information sharing is utilised. 

On a weekly basis, we provide 

information and signposting services to 

people who are lost in the maze of the 

health and social care system, it is easy 

to take for granted what we do as a staff 

team here at Healthwatch Rochdale, we 

support the residents of the Rochdale 

Borough and make a difference to 

individual lives.  

Enter and Views are now a key role within 

our workplan and through in depth trends 

analysis Healthwatch Rochdale ensures we 

draw on this statutory right to review 

service delivery and patient feedback. 

Healthwatch Rochdale’s pool of volunteers 

has grown, with further recruitment going 

ahead and residents signing up to support 

our organisation.  

The next 12 months for Healthwatch 

Rochdale is going to be challenging with 

budget cuts, increased service redesign and 

more organisations wanting to be involved 

in what we do. As always, we strive to 

deliver the best service for the Residents of 

the Rochdale Borough.  

Kate Jones,  

Chief Executive Officer
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Highlights from  
our year 

This year  
we’ve reached over 100,000 
people on 
social media 

Our volunteers help us with 
everything from Enter and 
View to office administration 

We’ve carried out 2 Enter and 
View Visits at local services 

Our reports have tackled 
issues ranging from unsafe 
discharge from hospital to 
awareness of the Heywood, 
Middleton and Rochdale GP 7-
day access service 

We’ve spoken to over 100 
young  people on Health and 
Social Care services. 

We’ve met hundreds of local 
people at our community  
events 
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Who we are
We know that you want services 
that work for you, your friends and 
family. That’s why we want you to 
share your experiences of using 
health and care services with us. 
We use your voice to encourage 
those who run services to act on 

what matters to you. 

Mission Statement 

Healthwatch is a government initiative and 

every Borough in the country has a 

Healthwatch of its own. 

A statutory role of Healthwatch is to gather 

feedback from the general public about 

their experiences of Health and Social Care 

Services. At Healthwatch Rochdale the 

feedback is put onto a database and 

matched up with other people’s feedback. 

Healthwatch Rochdale helps you find out 

what Health and Social Care services are 

available locally, so you can make an 

informed choice about your care.  

Healthwatch Rochdale is the independent 

consumer watchdog set up to collect 

information and represent the views of the 

public on health and social care. 

Healthwatch Rochdale is here to give 

patients, service users and local people an 

opportunity to influence and challenge the 

way your local health services are run. 

Healthwatch Rochdale has a legal right to 

‘Enter and View’ any public funded 

organisation announced or unannounced, 

with enough evidence from the general 

public. 

Our Healthwatch Team: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Kate Jones 

Chief Executive Officer 

Alexander Leach 

Operations Manager 

Elaine Grace 

Engagement and Volunteer Manager 

Claire Birch 

Communications Officer 
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Healthwatch Rochdale Values 

Independent 

We are independent and act on behalf of 

all local people. We challenge and hold to 

account the local health and care services. 

Inclusive 

We start with local people first. We work 

for everyone and try our best to represent 

the views of everyone that uses any health 

service in Rochdale. 

Collaborative 

We work with others locally, regionally and 

nationally and we learn from people’s 

experiences. 

Responsive 

We take what we know and then translate 

it into actions that improve your local 

services. 

Credible 

We hold ourselves to the highest standards 

through openness and frank discussions. 

 

 

 

 

 

 

 

 

Key Priorities 

Every voice counts 

We recognise Rochdale borough is a diverse 

community and so through innovative 

engagement we will empower people across 

the Rochdale Borough to provide feedback 

on Health and Social Care services. 

Looking after our people 

We value all our people and commit to 

support, develop and train staff and 

volunteers to deliver on the core statutory 

functions of Healthwatch Rochdale. 

Improving infrastructure 

We will review and invest in our 

infrastructure to ensure continuous 

improvements so that we can deliver the 

best services for the people of Rochdale. 

Liaise with local, regional and national 

stakeholders 

We will partner with stakeholders to raise 

awareness of Healthwatch Rochdale and 

share relevant information. 

Remain viable and sustainable 

Healthwatch Rochdale will provide value 

for money and will work effectively within 

budget. We will look for opportunities for 

income generation and ensure financial 

probity. 
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Your views on  
health and care 
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Listening to local people’s 
views 

Throughout the year, we have 
spoken to residents and service 
users to find out what matters to 
them.  

Our 360◦ review carried out in Autumn 2016 

told us that you want us to concentrate on 

GP surgeries, services delivered by Pennine 

Acute Hospitals NHS Trust and Pennine Care 

NHS Foundation Trust.  This has formed the 

foundations for the work being carried out 

throughout 2017 – 18.  Throughout the year, 

2016 – 2017 we worked alongside other 

agencies, such as; 

 Hopwood Hall College, Rochdale 

Youth Service and Rochdale Young 

Advisors. This was to highlight issues 

and areas of good practice 

experienced by young people (under 

25’s). This work showed that under 

25’s were as unaware of the 7 day 

access to a GP services as the rest of 

the local community. 

 New monthly Drop in sessions at 

Castlemere Community Centre and 

BACP (Bangladesh Association of 

Community Projects) in order to 

engage with local residents from 

BAME communities: 

 Those from ‘hard to reach 

communities’ such as those with 

learning disabilities, those with 

Dementia and those with mental 

health issues were engaged through 

‘Listening Events’ held throughout 

the year. 

  

 

 

Overall, feedback received from Young 

People (under25) was predominantly 

positive.  The graph below shows that 59% 

of young people were happy with the 

service they received. Some of the 

feedback received was mixed with both 

positive and negative elements. 

 

Table 1. Feedback received from under 25’s 

Authorised Representatives from 

Healthwatch Rochdale carried out 2 Enter 

and Views over the year:  

 Healthwatch Rochdale carried out an 

unannounced visit at Rochdale 

Infirmary Urgent Care Centre to 

follow up on their visit in February 

2016. 

 Healthwatch Rochdale received 

intelligence around Beechwood 

Lodge care home residents’ family 

members and local statutory 

organisations, which led to an 

unannounced visit in January 2017 

Enter and View Authorised 
Representatives for 2016 – 17 
were: 

 Jane Jackson 

 Kate Jones 

 Alex Leach 

 Claire Birch 

 Monica Oliver 

 Jennifer Barrett 

 David Logan 

Positive, 75

Mixed, 7

Negative, 45
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Helping  
you find the  
answers 
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How we have helped the 
community access the care 
they need 

Healthwatch Rochdale provide residents 

with information about local health and 

social care services and how to access 

them. We signpost residents to relevant 

organisations and make referrals to an 

Independent NHS Complaints Advocate for 

those wanting help in making a complaint 

about an NHS Service. Over the last 12 

months Healthwatch Rochdale referred 41 

people for help making a complaint about 

the NHS 

We signposted 108 people to over 31 

different services through 2016/17 

As well as the NHS Independent Complaints 

Advocacy Service, some of the other 

organisations/ services signposted to 

include: 

 Alzheimer’s Society 

 Big Life Group 

 Books on prescription 

 GP Seven Day Access Service 

 Healthy Minds 

 Home Start 

 Kooth 

 Recovery Republic 

 Rochdale Metropolitan Borough 

Council 

 Rochdale and District Mind 

 SENDIASS Team 

 

 

Heywood Middleton Rochdale 
GP and Nurse Seven Day Access 
Service 

The seven-day access service allows 

patients to have access to a GP or a nurse 

at the weekend, evenings and on bank 

holidays. The service is available at four 

different hubs; one hub in each township. 

The service is designed to give patients 

more flexibility and allow those who find it 

hard to get to the doctors during the week 

to have access to a GP or a nurse. 

Healthwatch Rochdale conducted a survey 

to gather residents’ views on the service in 

which 495 people took part. The survey 

revealed that 66% of respondents were not 

aware of the service and there were 3 main 

barriers to accessing the service; location 

of the service, language barriers and poor 

communication between staff and patients 

and low awareness of the service. This 

information was shared with Heywood, 

Middleton and Rochdale Clinical 

Commissioning Group to enable them to 

improve the service according to patient’s 

needs. 

Whilst out in the community listening to 

resident’s experiences of health and social 

care services; Healthwatch Rochdale has 

been helping to raise awareness of the 

Seven Day Access Service and advising 

residents on how to make an appointment. 

Information about the service has also been 

included in presentations to Hopwood Hall 

College and community groups.  

Healthwatch Rochdale has also raised 

awareness of the service using social media 

especially around bank holiday weekends to 

remind patients they have access to a GP 

over the three-day period.  
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Case Study 1 

A local resident spoke to Healthwatch 

Rochdale asking about their options after 

being told they were no longer allowed to 

use the GP seven day access service. The 

patient explained that they suffered from 

extreme anxiety issues and visiting the GP 

led to an increase in their anxiety levels. 

After frequent none attendance to pre 

booked appointments the patient was told 

she could no longer can use the service. 

The patient telephoned Healthwatch 

Rochdale for advice and information on how 

to regain access to the service, explaining 

that the none attendence of appointments 

was due to high anxiety levels.  

As the local independent voice working to 

empower residents of the Rochdale Borough 

to influence and challenge how health and 

social care services are provided, 

Healthwatch Rochdale spoke to the Seven 

Day Access Service provider informing them 

of the patients anxiety issues. 

Absolutely brilliant service. I can’t 

thank you enough for helping me to get 

access to the GP Seven Day Access 

Service.  

Local resident 

Once the service provider was aware of the 

anxiety issues they were able to take this 

into account and understand why the 

patient kept failing to attend 

appointments. The provider took the 

patients anxiety issues into consideration 

and made the decision to restore full access 

of the GP Seven Day Access Service to the 

patient with the ability to make 

appointments when needed. 

Case Study 2 

Healthwatch Rochdale received an enquiry 

earlier in the year regarding commercial                              

organisations using the NHS logo.  Many 

residents contacted the office enquiring 

how a private company had accessed their 

address details enabling them to send 

marketing materials about opticians 

offering home sight tests with the NHS logo 

clearly visible.  Healthwatch Rochdale sent 

a letter to The Outside Clinic asking for 

clarification regarding the marketing 

materials received. 

The Outside Clinic responded and informed 

Healthwatch Rochdale that they “purchase 

mailing lists to identify potential users and 

we will send information regarding our 

services to the people contained on these 

lists. We can confirm we have a contract 

with the NHS to provide a domiciliary 

optical service to qualifying housebound 

patients and this permits us to use NHS 

identity on our information. Details of this 

qualification can be found on our website 

www.outsideclinic.co.uk” 

The response received by Healthwatch 

Rochdale pointed out that residents can 

register with the Mailing Preference 

Services (MPS) which is a central register to 

ensure that details are not passed onto any 

other organisations. Their address is:                              

Mailing Preference Service, MPS Freepost 

LON20771, London, W1E 0ZT or by 

registering on www.mpsonline.org.uk. 
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together 
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How your 
experiences 
are helping 
influence 
change 
Over the year Healthwatch Rochdale 

published various Project Reports and Enter 

and View Reports which are available on 

our website.  From these Healthwatch 

Rochdale make a number of 

recommendations to suggest how services 

for Health and Social Care may be 

improved, such as: 

 Informing departments, partners and 

patients more effectively on services 

Rochdale Infirmary Urgent Care 

Centre provide. (Enter and View 

Report, Rochdale Infirmary 

21/10/96) 

 Produce up to date training 

matrix/log to enable effective 

tracking of training dates for staff 

members, (Enter and View Report, 

Beechwood Lodge Care Home 

13/1/17) 

Other reports can be found on our website 

www.healthwatchrochdale.org.uk/reports/  

Working with other 
organisations 

Throughout the year staff and volunteers 

from Healthwatch Rochdale worked 

alongside many partner agencies such as 

the HMR Caring Together Network, 

attended on a regular  

basis by Care Home staff together with the 

Medicines Optimisation Team (HMR CCG),  

Mental Health Outreach Nurse together 

with a Bladder and Bowel Specialist Nurse.  

This network supports care homes from 

across the Borough to access advice and 

support they need on an ongoing basis. 

 

Working with partners such as this and 

many others allows information and 

evidence to be shared and for 

improvements in practice to be shared. 

Healthwatch Rochdale carries out this 

collaborative method of working across 

many other partners, including the Care 

Quality Commission (CQC), for example; 

 

 Healthwatch Rochdale hold quarterly 

meetings with the Inspection 

Manager of the CQC to discuss 

intelligence and enter and view visits  

 Feedback from service users and 

family members together with 

information from the CQC was key to 

the decision to carry out an 

unannounced Enter and View at 

Beechwood Lodge Care Home on 13th 

January, 2017. 

 

 

http://www.healthwatchrochdale.org.uk/reports/
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 How we’ve 
worked 
with our   
community 
Healthwatch Rochdale have 
supported the involvement of local 
people in the work we do through 
the ongoing volunteer program.   

The roles volunteers carry out are:  

 

 Board Members 

 Engagement Support Volunteers 

 Admin Support 

 Enter and View 

 Marketing and Publicity   

Through 2016 – 17 volunteers were 

recruited and trained to undertake the 

‘Enter and View’ work.    

 

 

 

 

 

 

 

 

 

 

 

This training includes ‘An Introduction to 

Healthwatch Rochdale’ ‘Enter and View’ 

training and safeguarding training for both 

children and adults.  All training is 

delivered prior to Enter and View 

Volunteers starting with visits.  

Other training is given to the variety of 

volunteers, such as Gathering Feedback and 

Locality training which offers advice and 

guidance on how to successfully obtain 

feedback from people and also the Health 

and Social Care landscape and how they fit 

and work (or don’t) together. 

Engagement Support Volunteers have 

supported us at Drop In Sessions across the 

Borough as well as the Feedback Events 

carried out with partner organisations held 

throughout the year.  

This training developed and delivered in 

house is complemented through access to 

external training courses such as the 

comprehensive training offered by the 

Rochdale Children’s Safeguarding Board and 

the Rochdale Adults Safeguarding Board as 

well as others.   
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#It Starts 
With You 
Healthwatch Rochdale understand and 

identify what residents want and need by 

listening to their experiences of health and 

social care services. 

Sharing feedback with us helps to build a 

picture of where services are doing well 

and where they can be improved, enabling 

us to make recommendations for change. 

Sharing your views helps to ensure Health 

and Social care services are delivered to 

the standard that you expect.  

Beechwood Lodge Care Home 

Thanks to your feedback, recommendations 

for improvement were made to Beechwood 

Lodge Care Home.  

Two sisters came into the Healthwatch 

Rochdale office and spoke of their concerns 

about the quality of their mother’s care at 

Beechwood Lodge Care Home. Their mother 

was suffering with Vascular Dementia and 

had been placed at Beechwood Lodge 

because it was advertised as providing 

expert specialised dementia care. 

The two sisters were concerned about a 

lack of communication from staff and 

managers and wanted to know 

 

 What does expert specialised 

dementia care consist of? 

 What training staff have received to 

provide this?  

Healthwatch Rochdale decided to carry out 

an unannounced Enter and View visit at 

Beechwood Lodge to observe the nature 

and quality of care and to listen to the 

experiences of residents and their families 

as well as the views of staff members.  

On the Enter and View visit authorised 

representatives observed good practice but 

also identified areas of improvement that 

would help to raise the standard of care 

and service at Beechwood Lodge.  

“Manager appears to know 

residents well and by name. 

Appears to have a good rapport 

with all residents she spoke to” 

Enter and View observation            

Recommendations included: 

 Produce an up to date training 

matrix to enable effective tracking 

of training dates for staff members 

 Review activities within the home to 

ensure activities are catered for 

residents needs and abilities. 

 Review patient and visitor’s 

questionnaire to enable review of 

positive or negative information. 

 Continue to provide good and 

effective care whilst maintaining a 

great relationship that Beechwood 

Lodge care home staff have with the 

residents.  

“Thank you all for visiting and we 

will take the recommendations on 

board. Your visit was welcomed 

and all the staff and residents 

found you all very nice and caring” 

Care Home manager  
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What next? 
Healthwatch Rochdale carried 
out a public consultation to 
determine the key topic areas 
of work from April 2017 to 
March 2018. 

Feedback received throughout the previous 

year was collated to highlight key trends, 

forming the basis of the topic areas that 

went out for public consultation. 

The topic areas that went out for public 

consultation were: 

 Access to Services 

 Fit for purpose 

 Quality of Care 

 Safeguarding 

 Pennine Acute Hospital Trust 

 Greater Manchester Devolution 

 Community Services 

 Children’s Services 

 GP Services 

 Care Homes 

 Disability 

 Youth Services 

 Hospital Services 

 Communication 

 Social Care Complaints Pathway 

 Homelessness 

 

 

 

Following public consultation the top 4 

topic areas chosen by Rochdale Borough 

residents were : 

Pennine Acute Hospitals Trust 

Access to Services 

Primary Care – GP 

Quality of Care 

 

Over the next twelve months Healthwatch 

Rochdale will focus on the four key topic 

areas in the following ways : 

 Use Healthwatch Rochdale’s 

statutory powers to Enter and View 

twelve different GP practices in the 

Borough 

 Conduct surveys to gather specific 

feedback on particular services 

 Work closely with Pennine Acute 

Hospitals Trust to scrutinise ongoing 

work and changes happening within 

the Trust, always ensuring the 

patients voice is heard 

Healthwatch Rochdale will continue to 

gather feedback from local residents and 

seldom heard groups including : 

 BAME 

 Mental Health 

 Older People 

 Youth 

 Disability 
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Decision making 

The role of the Board is to help determine 

the strategic direction of Healthwatch 

Rochdale and to ensure it provides a 

representative voice for as many users of 

health and social care services in the 

Borough as possible. 

 

At the board meetings, members review 

intelligence on a monthly basis and in 

partnership with the Chief Executive 

Officer make decisions on how to address 

concerns and feedback trends through 

escalations and Enter and views.  

How we involve the public  
and volunteers 

We involved members of the local 

community and volunteers in the work we 

do by: 

 We recruit Board Members from 

members of the local community 

who have the right skills and 

experience to take responsibility and 

run the organisation 

 We recruit Enter and View volunteers 

representative of the local 

community who, after training, can 

take part in ‘Enter and View’ visits. 

which can be undertaken in many 

publicly funded services such as 

hospitals, care homes and GP 

surgeries 

 We regularly recruit other volunteers 

such as engagement support 

volunteers, administration, publicity 

and Ambassadors. 
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Our finances 
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Income £ 

Funding received from local authority to deliver local 

Healthwatch statutory activities 

156,067.57 

Additional income  7,150.00 

Total income 163,217.57 

  

Expenditure  

Operational costs 46,328.00 

Staffing costs 103,369.58 

Total expenditure 149,697.58 

Balance brought forward 13,519.99 
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Contact us

 

Get in touch 

 

Address:  

Unique Enterprise Centre 

Belfield Road 

Rochdale 

OL16 2UP 

 

Phone number: 01706 249575 

 

Email: info@healthwatchrochdale.org.uk 

 

Website: www.healthwatchrochdale.org.uk 

 

Twitter: @HWRochdale 

 

Facebook: Healthwatch Rochdale 

 

Linkedin: Healthwatch Rochdale 

 

Youtube: Healthwatch Rochdale 

 

 

 

We will be making this annual report publicly available on 30 June 2017 by publishing it on our 

website and sharing it with Healthwatch England, CQC, NHS England, Clinical Commissioning 

Group/s, Overview and Scrutiny Committee/s, and our local authority. 

 

We confirm that we are using the Healthwatch Trademark (which covers the logo and 

Healthwatch brand) when undertaking work on our statutory activities as covered by the 

licence agreement. 

 

If you require this report in an alternative format please contact us at the address above.  
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