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Message 
from our 
Chair

John Bains

I am very pleased to report that Healthwatch Lincolnshire has had 

another very successful year thanks to the hard work, 

commitment, expertise, and dedication of all of our team of staff 

and volunteers.  

Our reputation continues to grow in our roles as watchdog, signposter, and 

influencer. We are fully engaged across the county in trying to improve the 

public’s experience of the wide range of health and social care services in 

Lincolnshire.

With limited resources and increasing demand, our health and social care 

services are often struggling to cope and our role is vital to ensure the public’s 

voice is heard and that the residents of Lincolnshire have access to the high 

quality health and social care they deserve.  We will always challenge local 

decision makers, when we think it is appropriate and support our challenges 

with evidence we have gathered through reports and contacts with patients, 

service users, and carers.

Healthwatch continues to produce excellent and detailed monthly reports on 

the patient experience, project reports on specific issues such as our recent 

work on accessing GP appointments and of course we are fully represented on a 

wide range of local health and social care decision making bodies.  During the 

year we have also run a number of key local events showing our commitment to 

engaging with both health and social care professionals and the public to 

improve services. 

Finally, I would like to warmly thank all of our staff, volunteers and Board; all of 

you are responsible for our success and impact.

It is a privilege to be Chair of HWL and I commend this report to you.

John Bains – Chair of Healthwatch Lincolnshire 
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Message from 
our Chief 
Executive
Sarah 
Fletcher

By the end of this year, your Healthwatch has completed 5 

years in Lincolnshire, we are really proud of our 

achievements during this time. 

From our early beginnings, we have now met over 70,000 people, 

many of them sharing their health and care experience with us. Public 

engagement is absolutely vital to our work.

This year our projects and activities have focused on a wide range of 

services from Child and Adolescent Mental Health Services (CAMHS), 

closure of Walk in Centre and Prescriptions to Provider Network 

Meetings; supporting CQC with their visits, our own Enter and View 

Visits and access to dental and doctors appointments.  

Our partnership work is enabling us to deliver better project 

outcomes. For instance, our work with Children's Services to focus on 

CAMHS led to production of ‘Ten Top Tips’, that can be used by 

professionals who support children and young people 

Our Information Signposting Service has helped a staggering 1,360 

people this year.  

On your behalf our trustees and employees have attended over 350 

stakeholder meetings to enable the public voice to be heard.
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Highlights 
from our 
year

Website page 

views

333
Our 35 volunteers 

have helped us by 

giving          

1,600
hours of support

Over 
54,000

Our reports have tackled 

issues ranging from 

Learning 
Disabilities, 
GP access to 

CAMHS

We’ve spoken to over

12,000 people 

about their health and social 
care in Lincolnshire

We’ve given 

1,360 people 

information and 

advice

We’ve visited

local services
Including

47
GP practices
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Who we are

Healthwatch Lincolnshire exists to make health and

social care services work for the people who use them.

As well as championing your views locally, we also share your 

experiences with Healthwatch England who make sure that the 

government put people at the heart of care nationally.

Health and care that works for you

Everything we say and do is informed by our connections to local 

people.  Our sole focus is on understanding the needs, experiences 

and concerns of people of all ages who use services and to speak out 

on their behalf.

We are uniquely placed as a national network, with a local 

Healthwatch in every local authority area in England.

We believe that asking people more about their experiences can 

identify issues that, if addressed, will make services better.

Our purpose

To find out what matters to you and to help make sure your views 

shape the support you need.

People’s views come first – especially those who find it hardest to be 

heard. We champion what matters to you and work with others to 

find ideas that work. We are independent and committed to making 

the biggest difference to you.

Healthwatch Lincolnshire receiving the Carer Quality 
Award by every-one



7Healthwatch Lincolnshire

Meet the team

Board of Directors/Trustees (All Volunteers)

John Bains, Brian Wookey, Paul Martin, Pauline Mountain, Mike 
Hill, David Carmichael, Lyndy Moulder, Clive Green, David Gaskell, 

Julie Judd, Maria Prior, Barbara Dempster, Paul Rhodes

Sarah Fletcher

Chief Executive 
Officer

Nicola Tallent

Partnership & 
Development 

Manager

Ryan Lee

Administration 
Support Worker

Julie Evans

Information 
Signposting & 
Safeguarding 

Officer

Dean Odell

Research, Data & 
Communications 

Officer

Pam Royales

Board 
Secretary, PA 

and 
Administrator

Emma Batty

Volunteer 
Officer 

Volunteers

Michael Cassidy; Maureen Cassidy; Robert Edison; Nigel Fear; Gillian Haydon; Merrill 
Hayes; Terry Horner; Mary Hubbert; Charmian Hutson; Eilene Keeling; Christina Leggett; 

Katie Lewis; Carol Lintin; Barrie Luck; Helen Nicholls; Ruth O’Melia; Anna Pastuszko; 
Vivienne Priestman; Judith Riley; Peter Smith; Keith Spurr; Maureen Stevens; Brenda 

White; Sally Wilson

Tim 
Barzycki

Project 
Officer 

Oonagh Quinn

Stakeholder 
Engagement 

Officer
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Your views 
on health 
and care
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Engaging with the public continues to be effective in 

raising awareness of Healthwatch Lincolnshire and also 

encourages people to share their health and care 

experiences. 

Public engagement 

Our Staff Team, which includes volunteers and employees 

continue to make a huge contribution to listening to peoples’ 

views. Staff are out and about every week promoting Healthwatch 

Lincolnshire. Between April 2017 and March 2018, we covered 

333 activities, including 47 GP Surgeries across the county.

For example,  we attended over 75 community and voluntary 

groups from Skegness to Grantham; Spalding to Gainsborough.

Volunteers 

Volunteers also covered an additional 122 engagements/visits 

including, Hospitals, Care Homes, Community Venues & Events, 

Council Offices and Libraries. 

June, October and November 2017 were our busiest months for 

volunteer hours giving their time to Healthwatch Lincolnshire 

activities. 

Our volunteers have supported us in activities ranging from public 

engagement, training, administration and reader panel support. 

We have estimated that a minimum of 1,646 hours were 

volunteered in 2017/2018. These hours equate to over 137 hours 

per month, with a team that varies between 30-35 active 

volunteers at any one time. With another 6 volunteers active on 

the Healthwatch Board. 

Listening to peoples’ views
HWHUB Network

Over the last 12 months, 

targeted work has been 

undertaken to encourage our 

community groups to become                                              

active in the HWHUB Network. 

As a result a greater number of                                                        

HWHUB Leads have attended                                                     

our Provider Network meetings.                                                 

In addition, our HWHUBS have                                            

shared themed feedback forms and encouraged individual 

members to share their experiences to have more involvement 

in our surveys and to have improved communications and 

support from a HWL Representative or Volunteer on a more 

regular basis. 

By the end of the year we had 34 active HWHUB groups in the 

network, covering a range of interests including:  10 specialist 

support groups, 1 transport user group, 2 disability groups, 6 

social, 2 carers, 3 dementia and mental health support groups, 

5 groups with over 250 members and 6 miscellaneous groups 

including one veteran group giving HWL access to over 3 000 

people that we may not otherwise make contact with in our 
local community.
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Targeted Engagement Activities April 2017 to 
March 2018

Over the last 12 months, informal presentations have been given 

to over 54 community groups from small groups of 5-10 people up 

to larger groups of more than 50+ members. These have included 

health related community groups as well as social inclusion 

groups.  There have been a number of formal presentations 

through to a variety of professional health and social care 

workers.

“Attendance at over 10 employer engagement events including 

Lincolnshire Chamber of Commerce (with more than 500 

members), 7 Lincolnshire Dementia Action Alliance Groups 

covering the whole of Lincolnshire and contact made with the top 

40 employers in Lincolnshire, has been really positive”. 

Oonagh Quinn Engagement Officer 

Targeted engagement has taken place with: 
The Lincolnshire Gypsy and Traveller Community in the 

Gainsborough area, the Lincolnshire Military, Veterans and 

Families Network (with over 30 members), Boston Health and 

Well Being Network (resulting in being part of the subcommittee 

to host an annual event in partnership with Boston Borough 

Council on mental health in the community), local Women’s 

Institute Groups across the two Federations in Lincolnshire 

covering over 86 individual groups and on their official speaker 

list, Migrant Rights Group in Boston area, health event at HMP 

North Sea Camp and representation at the East Clinical 

Commissioning Group Patient Council. 

Provider Network Meetings

16 Provider Network Meetings were held across the county, 4 in 

each CCG area with regular reports from statutory providers 

The theme for the meetings in 2017 was the Self Care Agenda 

including self care and social prescribing.  Format for the meeting 

was changed to allow more time for discussion amongst the 

attendees including no formal minutes taken and updates sent 

electronically to attendees after the meeting of key points raised. 

These changes reflected feedback from attendees who were 

appreciative of the changes we had made.  

Feedback from attendees:

“Thematic workshops – in principle is good but will depend on 

topic and audience”

“Improving personal knowledge and understanding of the agenda 

item”

“Enjoyable workshop style and good to get feedback notes as you 

get an overview of the discussions that took place in all groups”

“Good not to have lots of minutes to go through as the attendees 

change from one meeting to another”

At the end of the year review, HWL decided to renew the format 

of the Provider Network Meetings to enable more community 

groups and members of the public to attend. This new format will 

make it easier to identify cross county themes and issues.
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Enter & View 

Enter and view visiting is another tool that enables Healthwatch 

Lincolnshire to gather patient, carer and service user 

experiences. The difference with Enter & View visits as opposed 

to general engagement activities is that it is much more 

targeted and if required we have legal powers to make 

unannounced visits.

We have an Enter & View Working Group who are tasked with 

recommending to our Public Experience Committee our planned 

visits, reasons for and monitoring of these visits. 

Visits in 2017/18 

Care Homes

1. Heatherlea House Care Home, Woodhall Spa

2. Tanglewood Sandpiper Care Home, Alford

3. The Old Hall Care Home, Fiskerton

4. The Haven Care Home, Metheringham

5. Woodside Care Home, Skegness

6. Eliot House Nursing Care Home, Gainsborough

7. Seaton House Care Home, Louth

8. Clayton House, Care Home, Gainsborough

9. Skirbeck Court Care home, Boston

We have identified 28 observations, suggestions or 

recommendations from these 9 Care Homes.

Health Services

1. Welland Ward, Johnson Hospital, Spalding

2. Crossroads Medical Centre, Lincoln

3. Beacon Medical Centre, Skegness

4. Sleaford Medical Centre, Sleaford

5. John Van Geest Centre, Stamford

6. Sue Ryder Hospice, Peterborough

7. Maternity Ward Pilgrim Hospital, Boston

8. Pain Clinics at Grantham, Pilgrim and Lincoln Hospitals  

Nicola Tallent, Partnership and Development Manager from 

Healthwatch Lincolnshire says “We would not have been able to 

complete the number of visits that we have without the support of 

our trained Enter & View volunteers”

Thank you to the following people

Helen Nichols, Michael Cassidy, Maureen Cassidy, Maureen Stevens,  

Peter Smith, Carol Lintin, Nigel Fear, Christina Leqqett, David 

Gaskell, Clive Green 

This work is supported by the Enter & View working Group:

Brain Wookey (Chair), Mike Hill, Helen Nichols, Lyndy Moulder and 

Nicola Tallent 

Making sure services work for you
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Helping you 
find the 
answers
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How we have helped the community get the 
information they need

During this year our Information Signposting Service has supported 

1,360 people, helping them to navigate through the complicated 

NHS and care systems in Lincolnshire.

Much of our work is signposting to support services such as PALS 

(Patient Advice Liaison Services) covering hospitals, community 

and mental health services.  Other significant areas have included 

patient transport and dental, due to the impact of changes to 

these services.

Our Information Signposting work can often be challenging, 

sometimes harrowing but most importantly rewarding, knowing 

that we have made a real difference to peoples’ lives.  It is a 

proud moment indeed when we hear back from someone to thank 

us for making a difference when it was most needed.  In many 

cases a simple apology and reply from a provider is all a patient, 

carer or service user wants.

What did people tell us

We have received so many experiences it is difficult to highlight 

only one, however the following provides an example: 

From a family who needed help with healthcare needs.  

“Your confident and measured response could not have been more 

welcome.  You were a wealth of knowledge and experience from 

which we could move forward.  We felt and still remain energised 

by such a unique service as Healthwatch Lincolnshire in a desert 

of relative vagary, inevitably our stress would have escalated 

when we were already feeling highly anxious”

Patient from Boultham Park GP Surgery asked if more 

information could be added to a text reminders, the surgery 

replied: 

“This is the first time we have had a request for this additional

information in our texting service and I am please to let you know

that in response to your request we have now added the clinicians

name to SMS messaging”
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Making a 
difference 
together
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Through our reporting system on a monthly basis we share 

the public voice with providers and commissioners of Health 

and Care services in Lincolnshire. In some instances we ask 

questions on behalf of individuals and their responses go a 

long way to helping resolve concerns. 

Our thematic work always results in a number of 

recommendations, observations and suggestions where services 

would benefit from being improved. 

During this year we have focused on CAMHS and with Children’s 

Services jointly agreed a ‘Top Ten Tips’ factsheet. 

Other work has included assessing the impact of the closure of 5 

GP surgeries and the Walk in Centre in Lincoln, with our 

involvement in the latter pushing longer period of review.  In 

addition, we have reviewed a number of statutory patient 

letters, recommending changes to them to make them much 

more ‘reader friendly’.

In many cases we do not always realise immediate impact, often 

finding several months later that our recommendations have 

resulted in changes.  For instance, it wasn’t until June 2017 that 

recommendations from our medication project were actioned, 

resulting in better communicated messages being circulated to 

patients. 

To influence change we need people to share public 

experiences. Representation is provided through our trustees 

and employees at all the main health and care committees and 

boards in the county e.g. Health and Wellbeing Board, CCG 

Governing Bodies, Health Scrutiny, ULHT Board and LPFT 

Councillor of Governors.

Working with our communities

Partnership work is provided through the following 

mechanisms:

• Facilitation of the Lincs Health and Care Managers 

Network 

• Provider Network Meetings – includes community groups, 

charities and statutory providers as equal partners

• Healthwatch HUBS – are all frontline voluntary and 

community groups and charities

• Direct support work with communities– eg Living with and 

Beyond Cancer (McMillian and Lincs West CCG)

“Healthwatch Lincolnshire recognise the importance of 

working in partnership with  other organisation both 

from the statutory, voluntary and community sectors” 

Sarah Fletcher, CEO

Working to influence change
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Working with other organisations

Enter & View activity for 2017/18 focussed on the work 

developed within Lincolnshire with other agencies, namely 

the CQC and the Clinical Commissioning Groups.

Within Lincolnshire we have for the last 18 months piloted a 

concurrent visiting model with the Care Quality Commission, 

by this we mean that we go with the CQC at the same time 

they carry out their inspections to Primary Care Providers (GP 

Practices).

This model has been rolled out across other areas of England 

as good practice and it was good to be instigator along with 

our local CQC colleagues of that innovative approach being 

adopted.

What it means for Lincolnshire is that when a regulating body 

such as CQC carries out an inspection, Healthwatch are also 

there gathering the patient voice and providing the service 

user experience which is a critical and valuable part of 

understanding how well a provider is doing.

Within the last year we have started to work with South CCG 

and accompany them on some of the Quality Visits they carry 

out. This also provides additional patient feedback often 

from those vulnerable patients who may be in a hospital ward 

or hospice. All the feedback from the visits is included and 

will be considered as part of any action plan or feedback 

provided to the provider, to emphasis what is good and what 

is not so good.

We have worked with other partners including the hospital 

trust, mental health trust and the Clinical Commissioning 

Groups (CCG’s) to support some of their work and 

communication with patients. During the last year we have 

worked to change letters distributed to patients about their 

services or changes to services.

This relationship with partners is important as not all 

communication from within the health system is 

understandable to the patients and residents of Lincolnshire, so 

we have a watchdog and influencing capacity to bring about 

change.

We have done this with the Continuing Healthcare Fast Track 

leaflet and with the full range of patient leaflets and 

communication for the Radiotherapy Unit at the Lincoln 

hospital. Ensuring patients have good and accessible 

information is a common feature of dissatisfaction for patients 

so we are glad we can be part of making sure that can be 

influenced.

We also seek to ensure we have opportunities to provide a 

patient voice or patient perspective in commissioning 

functions, not least our involvement over the last year with 

NHSE dental commissioners about the lack of dental provision 

in the county for many of our residents. 
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We are keen to ensure that the public voice is listened to and represented and 

therefore with closures of GP practices and the Walk in Centre at Lincoln we 

went out into the communities and attended public meetings to hear and report 

back what members of the public were saying and also set up separate meetings 

with commissioners to explore and where necessary challenge the approach to 

patient engagement and involvement in any changes to services.

Working with other organisations 

(continued…)

This has culminated in HWL being offered an opportunity to be 

part of the tendering evaluation process for new services, this 

gives us an opportunity to question whether the patient is truly 

at the heart of service delivery, and we view this as a positive 

and proactive approach to patient and population engagement 

and involvement in service planning.

What it means for Lincolnshire is that when a regulating body 

such as CQC carries out an inspection, Healthwatch are also 

there listening to patient voice, gathering and providing the 

service user experience which is a critical and valuable part of 

understanding how well a provider is doing.

During the last year we have taken up other new opportunities 

for HWL to be more engaged with the services that provide our 

health and social care delivery.

We now sit regularly with partners so we can be aware of and 

feed in any system wide appropriate patient concerns we have 

been made aware of and we are still looking for other 

opportunities to make this even more effective for the service 

user and the system as a whole.

The health and care system is constantly changing and across 

the county we have had a number of closures and mergers to 

our services.

“Joint CQC/Healthwatch Lincolnshire inspections have proved a valuable source of high quality   

evidence in assessing patient satisfaction and concerns. The monthly reports provide valuable 

insight into the healthcare picture overall but specifically at a very local, practice specific 

level” – CQC Inspector 

We are keen to ensure that the public voice is listened to and 

represented and therefore with closures of GP practices and the 

Walk in Centre at Lincoln we went out into the communities and 

attended public meetings to hear and report back what members 

of the public were saying. Also we set up separate meetings with 

commissioners to explore and where necessary challenge the 

approach to patient engagement and involvement in any changes 

to services.
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#ItStartsWithYou

In the autumn of 2017, Healthwatch Lincolnshire were  

overwhelmed by the number of people contacting us unable to 

either register with an NHS dentist or their dentist had quite 

suddenly closed and there was no other provision in their area.

What we were hearing, this is a typical example:

Patient concerned as it has been a while and still no provision in 

Spalding. Has heard that the New Dental practice that was going 

to open in December is no longer doing so. Concerned that family 

with 2 young children will not be able to get dental cover in the 

Spalding area or close by.

HWL gave alternative options, however patient not happy that 

they would need to travel over 40 minutes to attend an 

appointment. 

What we did next…

On behalf of the 294 patients that have contacted Heathwatch

Lincolnshire, we communicated with the NHS England Area Team 

who has responsibility for commissioning NHS dentistry to ask what 

their plans were to provide access to NHS dentistry in the county. 

NHS England Area Team were equally concerned and keen to work 

with us over the coming months and kept us up-to-date with 

progress. 

During this period we kept the pressure on NHS England by 

continuing to share all of the patient experiences we were 

receiving. 

As a result of our work on behalf of patients the commissioning

of 7 new NHS dentist services are being planned for earlier than

originally expected.

“I'm desperate for a dentist, so is my partner. Both of us have been 
in pain for nearly a year because we cannot find a dentist in our 
area that takes adult NHS. No good ringing NHS direct as they give 
you a number to call that is constantly engaged or if you get 
through you are told to call again the next day. Please, please 
someone must be able to help us.”
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Our plans for 
next year
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Annually Healthwatch Lincolnshire set work plans around a 

number of factors, including:

• What the public are telling us is most important

• What we are hearing through our representatives and networks

• What Healthwatch England is telling us are national concerns

• If any seldom heard or hard to reach groups are specifically 

affected 

• If we have identified any inequalities in health and care 

services 

• The plans for Lincolnshire such as the Joint Health and 

Wellbeing Strategy

Our Strategic Priorities were set in 2014 for a period up to 2019, 

these will be refreshed during the new financial year.

At the time of writing this Annual Report, we were unable to 

confirm our final project and priority work plans for 2018/19 due 

to re-procurement of the Healthwatch Lincolnshire grant.  

However, once our future is clear, we intend to ask the public at 

our 6 September AGM to help shape our work in 2018/19.  

ut

Our proposed priorities for next year

1. Adult Social Care

2. Access to dental and GP services

3. Integrated Health and Care Services

4. Community Health 

5. Cessation of services

What next?
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Decision 
Making
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Decision making

One of the most important aspects of how Healthwatch 

Lincolnshire operates is through our decision making, particularly 

in relation to our Healthwatch activities.  

With so many possible health and social care services to focus on, 

it is important that we have clear lines of decision making, which 

include:

• Healthwatch Lincolnshire Board of Trustees – recruited from 

communities across Lincolnshire.  Our Trustees are all unpaid 

volunteers and bring a wealth of experience to the 

organisation.

• 4 permanent committees – these are devolved board 

committees that focus on our Finances, HR, Governance and 

Public Experience (PEC). PEC is responsible for agreeing and 

recommending our annual project plans and looking in more 

depth at areas of health and care that are causing concern to 

many across Lincolnshire. 

• Working groups – including Enter & View, Communication, and 

Sustainability.

Annually a third of our Trustees are required to step down (by 

rotation) from our Board, they are invited (where eligible) to re-

stand if they so wish.  The Board also has a proactive approach to 

recruiting new Additional Trustees which is, open to anyone in 

Lincolnshire.

Our decision making is heavily influenced by the public voice, 

which helps to shape our priorities and work plans. In 2018 we will 

be asking the public to help shape our priorities at our AGM in 

September.   
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Our finances
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Income £

Funding received from local authority to 

deliver local Healthwatch statutory activities 
313,409

Additional income 1,266

Total income 314,675

Expenditure £

Operational costs
34,506

Staffing costs
242,081

Office costs
37,576

Total expenditure
314,163

Balance brought forward 512

We would firstly like to take this opportunity to thank

Lincolnshire County Council for their grant funding support

throughout this year.

The following table provides a summary of the annual finances

of Healthwatch Lincolnshire for the year ending 31 March

2018. The figures have been taken from our draft unaudited

financial statements, prepared by Tracey Richardson, BSc

(Hons) FCA, Chartered Accountant as an Independent

Examination in accordance with general directions given by

the Charity Commission.

At the time of writing our Board have been unable to approve

the draft accounts due to current uncertainty of grant

continuation.

Healthwatch Lincolnshire is extremely pleased with our

financial performance this year, due to the fact that we

commenced the year with a potential deficit budget. Careful

financial management has enabled us to show a small surplus

of £512.

Finances
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‘I hope by 
encouraging others 
to voice their 
opinions good or 
bad about the care 
they have received 
this will help the 
organisations 
involved improve 
with the help of 
Healthwatch’.

Vivienne

Healthwatch Volunteer
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Contact us
Address: Healthwatch Lincolnshire

Unit 12, 1 – 2 North End

Swineshead

Boston

Lincolnshire

PE20 3LR

Phone number:  01205 820892

Email: info@healthwatchlincolnshire.co.uk

Website: www.healthwatchlincolnshire.co.uk

Twitter: @healthwatchlinc

Facebook: www.facebook.com/healthwatchlincolnshire

We will be making this annual report publicly available by 30th 

June 2018 by publishing it on our website and circulating it to 

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. 

© Copyright Healthwatch Lincolnshire 2018

Healthwatch Lincolnshire is a registered charity number: 

1154835 and Company Limited by Guarantee number: 

08336116

Healthwatch Lincolnshire Grant is monitored and 

administered by Lincolnshire County Council, 

County Offices, Newland, Lincoln, LN1 1YL

mailto:info@healthwatchlincolnshire.co.uk
http://www.healthwatchlincolnshire.co.uk/
http://www.facebook.com/healthwatchlincolnshire
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