What do yo
of health an
care servic
Gloucestershir

Highlight
Sharing your stories on health and social care in Gloucestershire
Spring 2019

We’re here t
make care bett
We listen t
experienc
services, an
them with tho
the power t
change ha

Campervan
roadshow hits the
roads this spring
Spotlight on
Gloucestershire’s
ambulance service

Healthwatchgloucestershir
The Healthwatch service is run by E
registered in England and Wale
Melksham, SN12 6LH.

Mental
health
research
launches

2 | Highlight Spring 2019

Highlight Spring 2019 | 3

Welcome

Contents

We are excited to bring you Healthwatch
Gloucestershire’s second edition of Highlight.
Healthwatch Gloucestershire is the county’s
independent health and social care champion.
Our staff and a team of dedicated volunteers listen
to what people like about local health and social care services
and what could be improved. These views are then shared with
the decision-making organisations, so together a real difference
can be made.

4 Roadshow to travel 400 miles
5 Dates for your diary
your experiences
6 Share
of mental health services

In this second edition of Highlight, we share the results of our
recent work focusing on food-related topics with residents of
Podsmead; talk to our volunteer Ben about his journey with
mental health and meet paramedic Tom Hart to find out more
about the region’s ambulance service.

8

We hope you enjoy this issue of Highlight, please pass
on any feedback you may have to us by emailing
info@healthwatchgloucestershire.co.uk or calling the
office on 01452 504989.

Food for thought on
Gloucester estate

I
10 Why
volunteer

Alan

Alan Thomas
Chair of Healthwatch Gloucestershire Steering Group
PS. Do you want to be the first to hear about feedback events and our latest
findings on local health and social care issues? Then join our ebulletin and
receive monthly updates. Visit healthwatchgloucestershire.co.uk for more details.

Follow us
@healthwatchgloucestershire

@HealthwatchGlos

@healthwatch_gloucestershire

We’re listening!
Leave your feedback online
healthwatchgloucestertshire.co.uk

Email us
info@heathwatchgloucestershire.co.uk

Call us on
01452 504989
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Spotlight on
ambulance service

14

Meet: Steering Group
member Bob Lloyd-Smith
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Roadshow aims to put
Gloucestershire people in
the driving seat on health
and social care issues
Staff and
volunteers
from the
county’s
independent
health and social care champion
will be taking to the roads of
Gloucestershire in March to find
out what people think about
their local health and social care
services.
Healthwatch Gloucestershire aims to
speak to at least 500 people from all
corners of the county as part of its
‘Campervan and Comments Tour.’
The roadshow will travel almost 400 miles
zig-zagging around Gloucestershire in a
classic 1969 VW campervan and park up
at key locations around the county to
gather the views of people of all ages.
Julia Butler-Hunt, Healthwatch
Gloucestershire Manager, explained: “We
want to reach at least 500 people from
all over Gloucestershire in just one week.
We thought it would
be a great idea to
hire a campervan
and visit places
where people might
not have heard of
Healthwatch before.
“The role of a local Healthwatch is to
make sure the health and social care

The roadshow will visit:
Saturday 23 March
Stroud Farmers Market,
Stroud
Sunday 24 March
Quedgeley Car Boot,
Gloucester
Monday 25 March
Morning:
3Shires Garden Centre,
Newent
Afternoon:
Clock Tower, Coleford
Tuesday 26 March
Morning:
Gloucester Cathedral
Grounds
Afternoon:
Tesco, Brockworth

Wednesday 27 March
Morning:
Fairford Market, Fairford
with Campervan
Afternoon:
Budgens Supermarket,
Moreton in Marsh
information stand
North Cotswold Community
Hospital, Moreton in Marsh
with campervan
Thursday 28 March
Springbank Community
Centre, Cheltenham

People can tweet or
share on Facebook using the
#campervanontour when
they see the campervan
in various locations.

system in the area meets the needs of the
people who use it. Feedback is gathered
from patients and their families on services
such as GP surgeries, care homes, hospitals,
mental health and social care. These
findings are then taken to the organisations
which plan, pay for and deliver health and
care services.

For the most up to date details on the roadshow visit: healthwatchgloucestershire/events

News in Brief

Dates for your Diary
5 March

Stroud Mental
Health Carers
Group, Stroud

23–28 Marc
h

Campervan
and
Comments
Tour,
around the
county

22 May

h Check
Big Healt
l Care
and Socia
y,
Open da
ports
Oxstalls S
Park

6 July

Midsummer
Fiesta,
Cheltenham

For the most up to date information
on events visit healthwatchgloucestershire.co.uk/events

Research into people’s experience
of end of life care in Gloucestershire
Patients and their families
in Gloucestershire say
better information needs
to be provided for local
people around end of life
care, according to the latest
findings from the county’s independent health
and social care champion.
Healthwatch Gloucestershire’s End of life report:
Evaluation of non-clinical support is based on
findings from over 50 responses to a survey of the
public’s experiences on accessing information
around end of life care in the county.
One person Healthwatch Gloucestershire spoke
to, said: “I would have liked more information on
what to do after the death of my mother. What to
fill in, who to tell, what happens next… it was so
overwhelming at a difficult time.”
The findings from the survey will now go to the End
of Life Care Clinical Programme Group – a group of
partners including the NHS Gloucestershire Clinical
Commissioning Group (CCG) set up to ensure all
people and their families at the end of their life
receive high quality care.
Healthwatch Gloucestershire has a seat on this
board to ensure the voice of local people is heard
and considered at a high level.
The full report can be viewed at
healthwatchgloucestershire.co.uk

Your Views
Staff and
volunteers
from
Healthwatch
Gloucestershire listen to
the views of the county’s
residents to find out what
people think about local
health and social care
services:
“I am under a Consultant at
Gloucester Royal Hospital
and following a few setbacks
in my health lately, I have
been liaising closely with
his secretary, who has been
fantastic. Every time I ring
up, she deals with my query
straight away, or comes back
to me very quickly and I cannot
praise her highly enough.”
Roger from Gloucester.
“I have been referred for
physiotherapy by my GP and
although I have received
confirmation from them I
am still awaiting my first
appointment and it has now
been over three months.”
Karen from Stow-on-the-Wold.
*Names have been changed.
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Feature

A campaign has been
launched by Healthwatch
Gloucestershire to find out
about people’s experiences
of mental health services
in the county – in a bid to
help improve support for
patients and their families.
Over a quarter of all feedback given
to Healthwatch Gloucestershire is
about accessing or using mental
health services and now the
independent health and social care
champion has launched a threemonth engagement campaign to
gather more feedback which will
help shape future provision.

Mental health
matters – share
your experiences

Julia Butler-Hunt, Healthwatch
Gloucestershire’s Manager explained
the reasons behind the new research
work: “The feedback we get about
mental health services continues to
highlight the issues people are facing
accessing certain services and the
problems and concerns patients face
when using the services for both low
level illness and complex cases.

“Around 25% of the feedback we receive
is specifically about mental health
services, which is the highest number
compared to other areas. We know that
the feedback is on all providers and
services as well. We are keen to hear
from people who are currently using the
mental health services or have been in
the last two years.
“This feedback will be gathered in a
report and presented to the highest
decision-making board in the county
– the Gloucestershire Health and
Wellbeing Board.”
Healthwatch Gloucestershire wants to
find out:
• People’s views on the current
provision and gaps
• Areas of good practice
• Areas for improvement
• How local people maintain good
mental health
A team of trained volunteers from
Healthwatch Gloucestershire will
also gather feedback by visiting
local support groups, drop-in sessions,
carer support groups, and engage
with people in the community
through local voluntary and
community organisations.

People can also take part in an online survey:
https://www.smartsurvey.co.uk/s/mentalhealthgloucs/
Hard copies are available on request. The survey closes on 16
March 2019. For more details contact the team at Healthwatch
Gloucestershire on 01452 504989 or freephone 0800 6525193;
email info@healthwatchgloucestershire.co.uk or visit
healthwatchgloucestershire.co.uk
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News

The research
found out:

Food for thought
People living in an inner-city area of
Gloucester have been sharing their
ideas on how to get more locals to eat
healthy and stay active.

•

Access to affordable,
fresh food is an issue for
residents without a car.

•

Residents were in favour
of a mini supermarket
selling affordable fresh
and good quality food on
the estate.

•

Some residents were
concerned that unhealthy
food is cheap while
fresh healthy food is
expensive.

•

Busy mums said they
welcome any ideas for
quick, cheap and healthy
meals, especially for
fussy eaters.

•

Some residents are
interested in sharing
and developing skills
around cooking and
growing food.

•

The idea of a food
collection/donation point
for people to utilise and
share surplus/waste food
was popular.

Photography by Gloucestershire Live

Cooking classes, community food
growing and more physical activity
opportunities would help to improve
the lifestyles of those living in the
community of Podsmead, according to
its residents.
A number of people living in Podsmead
– identified as an area with few shops
and poor public transport – were asked
for their views on all things food-related
as part of the Food and Families Project
– a short-term research project jointly
led by Healthwatch Gloucestershire
and research consultancy Evolving
Communities.
The findings have now gone into a report
for Gloucestershire Public Health – this
will feed into a national piece of work
led by Leeds Beckett University to help
local authorities tackle obesity.
Teams of volunteer researchers met with
residents and a free community lunch
was also organised to help gather the
views of locals.

The full Podsmead Food & Families Project Report can be viewed at
healthwatchgloucestershire.co.uk/reports-publications
Photography by Gloucestershire Live
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lead, which
isn’t only
empowering
if you lack
confidence
but also gives
value to your
self-worth,
which can improve your mental
health. Helping others in the
community gives you a purpose in
life and can lead to other things.”

A man from Stroud who has
been unable to work due
to mental health problems
is encouraging others to
consider volunteering to help
boost their self-esteem.
41-year-old Ben Keyte has suffered
with mental health issues for the
last 20 years, resulting in him being
unable to run his catering and
gardening business.
He joined Healthwatch
Gloucestershire last year as a
volunteer, helping out in the office assisting with database entries, social
media updates and short film-making.
And now he believes his volunteering
role will help secure a job.
Ben explained: “Volunteering with
Healthwatch has given me a routine

Image from Freepik.com

Volunteering
has improved
my mental
health
in my life, communicating with a
variety of people which in turn has
improved my confidence and selfesteem. I think this will help get
me a job in the future as not only
has it improved my skills, but I will
get an up to date reference that
acknowledges all of the work I have
been doing with Healthwatch.
“I would encourage others,
especially those with similar
mental health issues to consider
volunteering. If you don’t think
you are ready for it, then take
small steps. You need to build
your confidence and have to start
somewhere. Getting involved in
a support group is a good way of
branching out into the voluntary
sector and seeing what is out there.
“Often support groups find
voluntary work for you and also get
you involved in becoming a peer

have supported me. The 2gether
Mental Health team suggested I took
up volunteering at Healthwatch
Gloucestershire.
“It has been a positive experience
and I have had a complete upwards
trend in my mood since being
at Healthwatch, which I can
attribute to working in a busy office
environment with a group of people
who I get on with well and enjoy
spending time with.”

Ben’s mental health journey began
in 2001 after university and he says
Volunteering roles with Healthwatch
it was mainly stress-related at the
Gloucestershire vary from meeting
members of the
time. He was put on
public at events and
medication and has
community places,
been through a process
“Helping
to leading Enter and
of recovery and relapse.
others in the
View inspection visits
He says he is currently
or helping out in the
stable and is now
community
office with admin
moving towards being
gives you a
work.
able to work again.

purpose in life.”

Ben said: “It’s quite
hard for a man to
talk about their personal issues
and accept they have a problem.
Even now, I still sometimes struggle
admitting that I have a mental
health issue. If you can’t admit you
have a problem, it is quite difficult
to know where to go.
“I think I have been very lucky as I
found the Independence Trust and
the people at Cirencester Memorial

Kay Bunyan, Volunteer
Officer at Healthwatch
Gloucestershire, said: “Ben came to
us through the 2gether Trust Mental
Health Team. Ben needed to improve
his confidence and self-esteem and
wanted to do some volunteering.
“It’s an absolute pleasure having him
with us and we are moving forward
with things far quicker, especially
the filming which he has been
amazing with.”

Find out more about volunteering with Healthwatch
Gloucestershire by calling Kay on 01452 504989 or emailing
info@healthwatchgloucestershire.co.uk or visiting
healthwatchgloucestershire.co.uk/volunteering
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Spotlight on local services

Last year the South Western
Ambulance Service NHS
Foundation Trust (SWAST)
dealt with 95,000 incidents
in Gloucestershire.

Highlight meets up
with Tom Hart, a
Paramedic and
Operations Officer
for SWAST based at
Gloucestershire’s
headquarters in
Staverton, to find out more about
the work of the vital service.

Hello Tom, could you describe your
role at SWAST?
I am an Operations Officer for
SWAST. In Gloucestershire we have
around 320 operational staff,
which is made up of a wide variety
of roles. These include a range
of clinicians such as Specialist
Paramedics, Paramedics, Newly
Qualified Paramedics, Technicians
and Emergency Care Assistants.
Our clinicians work either on double
crewed ambulances or on rapid
response vehicles. Some of our
Specialist Paramedics also work
on split contacts with our General
Practice (GP) colleagues in local GP
surgeries.
How many ambulance stations are
there in Gloucestershire?
We run operational resources from
a number of dedicated ambulance
stations including Cinderford,
Cirencester, Coleford, Dursley,
Gloucester South Fire Station,
Lydney, Moreton in Marsh, Staverton,
Stroud and Tewkesbury. In addition
to our ambulance stations, we
have a variety of standby points
where we provide cover from to
allow us to provide the quickest
most appropriate response to our
patients.
How many call outs do you receive in
Gloucestershire?
Last year in Gloucestershire we dealt
with just over 95,000 incidents, this
figure is made up of both emergency
and urgent care work.

What targets do you have to meet?
When we receive a call via 999, we
will assign the incident a category
according to the condition of the
patient. These are categorised
between 1 and 5. Once assigned a
category an appropriate response,
in an appropriate time frame is sent.
For a category 1 call, for example,
where a patient’s heart has stopped,
we will aim to deliver a response
within an average of 7 minutes but
to try to ensure a response within
15 minutes 90% of the time.
Any advice to members of the public
when calling 999?
We would remind people to choose
well at this time of year and to
only call 999 for emergencies.
For conditions including, cardiac
arrest, choking, severe chest pain,
suspected stroke, serious blood loss
and unconsciousness you should dial
999. Using the ambulance service
in the correct way will help us
ensure that patients with a timecritical, life threatening condition
are reached as soon as possible.
Alternative healthcare options for
less serious conditions include:
visiting your GP or local pharmacy,
visiting a minor injury unit, a NHS
walk-in centre or calling NHS 111.

Find out more about SWAST:
www.swast.nhs.uk
Remember, in an emergency
you should always dial 999.
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Spotlight on local services

Last year the South Western
Ambulance Service NHS
Foundation Trust (SWAST)
dealt with 95,000 incidents
in Gloucestershire.

Highlight meets up
with Tom Hart, a
Paramedic and
Operations Officer
for SWAST based at
Gloucestershire’s
headquarters in
Staverton, to find out more about
the work of the vital service.

Hello Tom, could you describe your
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of roles. These include a range
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Paramedics, Paramedics, Newly
Qualified Paramedics, Technicians
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Our clinicians work either on double
crewed ambulances or on rapid
response vehicles. Some of our
Specialist Paramedics also work
on split contacts with our General
Practice (GP) colleagues in local GP
surgeries.
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there in Gloucestershire?
We run operational resources from
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Cirencester, Coleford, Dursley,
Gloucester South Fire Station,
Lydney, Moreton in Marsh, Staverton,
Stroud and Tewkesbury. In addition
to our ambulance stations, we
have a variety of standby points
where we provide cover from to
allow us to provide the quickest
most appropriate response to our
patients.
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Gloucestershire?
Last year in Gloucestershire we dealt
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figure is made up of both emergency
and urgent care work.
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according to the condition of the
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between 1 and 5. Once assigned a
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where a patient’s heart has stopped,
we will aim to deliver a response
within an average of 7 minutes but
to try to ensure a response within
15 minutes 90% of the time.
Any advice to members of the public
when calling 999?
We would remind people to choose
well at this time of year and to
only call 999 for emergencies.
For conditions including, cardiac
arrest, choking, severe chest pain,
suspected stroke, serious blood loss
and unconsciousness you should dial
999. Using the ambulance service
in the correct way will help us
ensure that patients with a timecritical, life threatening condition
are reached as soon as possible.
Alternative healthcare options for
less serious conditions include:
visiting your GP or local pharmacy,
visiting a minor injury unit, a NHS
walk-in centre or calling NHS 111.

Find out more about SWAST:
www.swast.nhs.uk
Remember, in an emergency
you should always dial 999.
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People

Meet...
Bob
LloydSmith

Our dedicated Steering
Group members help
to plan our priorities
for our work to ensure
we find out the views of
local people on health
and social care services.
Highlight meets up with
Steering Group member
Bob, from Cheltenham,
to find out more about
his role.

What do you do as a Steering Group member?
I do a great deal of listening to colleagues who have a
tremendous wealth of knowledge about what’s going
on. Sometimes it’s first-hand experience of local health
or social care or maybe they are reporting back on
significant Gloucestershire health service decisionmaking boards or committees. The Steering Group is
good at spotting trends in public perception, which
enables us to ask challenging questions of the providers.
What’s the most rewarding aspect of the job?
It seems a bit simplistic but it’s being able to
make a difference. Healthwatch Gloucestershire
representatives are invited to some of the most
important and influential decision-making meetings
which are discussing health and social care provision
across the county – and beyond in many cases. Money
is tight but we need to make sure clever and costeffective new ways of working don’t negatively impact
on patient and carer experiences.
Tell us about the sort of people you meet in your job.
At first, I met a lot of industry leaders, nurses, GPs and
of course strategists all using strangely baffling acronyms
which they all understood… and I didn’t. However, I can
now pop into care homes and ask residents and their
families confidentially about what they really think
about their care. I can listen to the strategist talk about
an innovative new care streaming system and then ask
a patient what it’s like to be innovatively streamed! It’s
very revealing.
What sort of health and social care issues are people
in Gloucestershire talking about the most?
Statistically the top three are probably mental health
services, access to GPs and transport to medical
appointments.
What did you do before this job?
I started off as a reporter for a regional newspaper in
the Midlands and eventually became Managing Editor
of the BBC in the Channel Islands which was amazing.
When I left the BBC, I gained a university masters
degree in Psychology and for the last few years I have
been a Mental Health Act Manager with the 2gether
NHS Foundation Trust in Gloucestershire, The Avon
and Wiltshire Mental Health Partnership and the Priory
Private Hospital in Bristol.
What do you like to do in your spare time?
Most of my spare time is taken up with Healthwatch
Gloucestershire and being Chair of Governors at a
Cheltenham Primary School. The children keep me
motivated and the speed at which they learn and
develop is awesome. I also spend rather too much
time trying to work out health service acronyms.

Pointing
you in
the right
direction

An extensive directory of hundreds
of community-based services,
clubs and activities can be found
in one website – Your Circle.
(yourcircle.org.uk)
Healthwatch Gloucestershire in partnership
with Gloucestershire County Council and
Gloucestershire NHS Clinical Commissioning
Group developed the health and social care
information website to help local people and
professionals access information quickly.
The website includes information on topics
such as health, social care and support, caring
for others, money matters and benefits. It also
has a directory of community-based services,
social clubs, care homes, GPs, dentists and
voluntary organisations.

Community Wellbeing Service across Gloucestershire
This is a free and confidential scheme which aims to connect local residents to local
services, organisations and groups to help improve wellbeing.
The Community Wellbeing Service works in each district of Gloucestershire covering
areas such as mental health and wellbeing, long term health conditions, general health and
fitness, social isolation, housing and environment and debt and finance.

Cheltenham & Tewkesbury

CCP - covering Cheltenham and Tewkesbury, Newent & Staunton locality areas
0300 365 6463
CommunityConnectors@ccp.org.uk

Cotswold District

GRCC - covering North Cotswolds and South Cotswolds localities
01452 528491
info@grcc.org.uk

Forest of Dean

Forest of Dean District Council - covering the Forest of Dean locality plus Newent & Staunton
01594 812447 or 01594 812399
community.connectors@fdean.gcsx.gov.uk

Gloucester City

Home Group - covering Gloucester City locality (includes Churchdown and Brockworth)
0300 131 0024
communityconnector.gloucester@homegroup.org.uk

Stroud District

Independence Trust (Herefordshire Housing) - covering Stroud and Berkeley Vale locality
0345 863 8323
Referrals-CCStroud@independencetrust.co.uk
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We’re here to help
make care better.
We listen to your
experiences of
services, and share
them with those with
the power to make
change happen.

Join the hundreds of people in your
community who share their story with
Healthwatch. No matter how big or
small the issue, we want to hear about it.
Together we can help make care better
for everyone.

#itstartswithyou
Healthwatchgloucestershire.co.uk 01452 504989 info@healthwatchgloucestershire.co.uk
The Healthwatch service is run by Evolving Communities CIC, a community interest company limited by guarantee and
registered in England and Wales with company number 08464602. The registered office is at Unit 4, Hampton Park West,
Melksham, SN12 6LH.
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