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Different Voices – Stronger Voices
We aim to give people a voice in the delivery of health and social care services
We’ve strengthened the voices of those who
usually go unheard

What people said about us:

We’ve extended our social media, print
and radio reach resulting in hundreds of
thousands more people aware of our work

“It’s great that you are bothering to come and talk to me.”
In-patient at St Pancras Hospital redevelopment project

We’ve engaged communities we haven’t
spoken to before and helped them get
their voices heard

“I feel lucky to have had the chance to go beyond studying
health systems and inequalities by learning more in real
world situations.” Susan – student volunteer

We’ve built relationships with new sectors
resulting in high profile partnerships and
more people having their say
We’ve listened to diverse voices and made
recommendations which have led to real
change

“Thank you for being such a brilliant collaborative partner
– I loved the work we did together and am immensely proud
of what was produced by the young people. All of the things
they spoke about and opened up about was down to you
providing a forum for it and for helping them feel like their
voices were being heard.” Joey Glover – teacher at William
Ellis School

“I cannot thank Healthwatch Camden enough. I am disabled,
housebound and severely dyslexic and Healthwatch
Camden were incredibly helpful and supportive.”
Stuart Ashbourne-Martin who called us to ask for help
and advice
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Foreword
Welcome to our sixth annual report
Healthwatch Camden Chair,
Saloni Thakrar, says:

Director, Frances Hasler
says:

This year we’ve pushed to engage
with more people to ensure
that everyone in our diverse
community gets to have their
say on health and social care
services.

We’ve moved to our new offices at
the Greenwood Centre – a Centre
for Independent Living (CIL). Being
part of the CIL Consortium is a way
of supporting people to have a real
say in services that support them.

Our work is guided by what people tell us is important to them
and we’re here to make sure that people’s voices have power and
influence.

This year we’ve worked with new partners and hugely expanded our
reach on social and traditional media resulting in many more people
knowing about Healthwatch Camden and the Healthwatch network.

This report will showcase what we’ve achieved in terms of real
change to reflect people’s voices. It will highlight how we’ve fulfilled
our remit and used our statutory powers.

In the coming year, we’ll talk to more people by expanding our
successful ‘Your Voice Counts’ survey online. We’ll also be talking to
people about the commitment in the NHS Long Term Plan to increase
the use of digital access to health. We’ll build on work we’ve already
done to consult people about the NHS Long Term Plan – we want to
explore some of the themes in detail.

We hope that you enjoy reading about what we’ve achieved.

We look forward to making a difference by listening to more people
in Camden’s diverse community.
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Older people
Last Phase of Life project
For the Last Phase of Life project (LPoL), we collaborated with five
North London boroughs – Camden, Barnet, Enfield, Haringey and
Islington.
We collaborated to hear the voices of dying people and their carers
so that we could find out their wishes. We held a co-design event with
service users, carers and service providers to talk about how to put
these needs into practice.
We spoke directly to people to get a deeper understanding of LPoL
care provision and to highlight the variable quality of care available
to the dying and their carers.
We found out that once there is recognition that the last phase of life
has been reached support is generally good. Staff at the hospice we
visited (North London Hospice) were praised for their skill, care and
compassion. Problems included late diagnosis and feelings of
not being taken seriously by GPs.
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What people told us emphasises that dying well is likely to also
require social care, spiritual care, legal assistance, general wellbeing
advice and emotional support both for the dying and for their
families. Staff having an understanding of cultural and religious
needs at death is also important.
Or project findings will contribute to a training tool for all staff
working in Last Phase of Life.

5

Patients and carers
Learning from patient experience to evaluate and improve new services
Camden Clinical Commissioning Group (CCG) asked us to talk to
service users about their experience of two newly commissioned
services which aim to help people stay out of hospital or get home
from hospital sooner.
So we visited 28 frail and elderly patients in their homes to let them
have their say. We gathered lots of different views:

“I came home feeling fairly confident that things had been
set up for home.”
“They told me who they were and what they were tasked to
do. The team all knew each other and worked well together.”
“When they came round after I got back from hospital —
what were they here for?”

• Patients who drew on other resources (family support or personal
problem solving), or expressed a greater desire to exercise control
over their care tended to report a less positive experience. Some
patients felt conflict around a desire to retain independence while
needing support.
• Not everyone felt clear about who to contact if things went wrong.

“I think there’s something on a letter somewhere.”

• Patients wanted good communication — both with them and
between the individuals caring for them.
Our findings have been discussed at the Local Care Delivery Board
and are being used by senior management at the CCG and the Trust
to refine and improve the services.

We reported some significant findings to the CCG and to Central
North West London NHS Foundation Trust which delivers
community health services in Camden.
• Home support seemed to work most smoothly where the
patient was cooperative and dependent.
• Some patients felt out of control and unable to shape whether
or not the services met their expectations or needs.
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Patients and carers
Urgent and Emergency Care
Last year we supported engagement in the North Central London
Urgent and Emergency Care programme. This year the project
ended with us speaking to patients and carers of those in urgent
and emergency care to give them a strong voice in the delivery
of their care.
We held two co-design events and supported a Citizen’s Reference
Group that made regular input to the programme. The events were
successful and feedback from clinicians was positive.
Progress made was reviewed by the reference group and they were
positive about lots of the ideas being generated.
Criticism included the amount of jargon they’d had to deal with, they
also said that more training at the start would have been useful. They
did recognise that trying to influence a five borough-wide programme
is a challenge and said that the task was made harder because the
Sustainability and Transformation Partnership (STP) that ran the
programme was a new and evolving arrangement, so different
parts of it were not always in harmony.
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They identified lessons for future work of this kind and called for
the establishment of a regular citizen voice to work at this crossborough level.
We’ll continue to champion the citizen voice at every level across
the work of the partnership.
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People on low incomes
Food Poverty project
For our ‘Impact of Food Poverty social media project’ we asked
people to tell us their views on eating healthily. We also asked about
culturally appropriate foods and what assistance people need from
health professionals.
The project relates to wider work on wellbeing and on healthy
lifestyles which is a priority for Camden’s Health and Wellbeing Board.
Our creative methodology – interviewing at cooking classes – enabled
us to speak to a diverse group who we would not usually get the
chance to speak to: homeless men at a hostel; Bangladeshi and Somali
women and a multi-cultural group of people all on low incomes.
We even conducted some interviews in Japanese.
We negotiated celebrity support from award winning ‘Walking Dead’
actor David Morrissey.

Our project enabled us to engage with a new sector, environmental
services. We worked with the Felix Project and Single Homeless
Project charities, and also a non-profit organisation Lifeafterhummus
Community Benefit Society. They told us what they need to help
vulnerable people experiencing food poverty.
We shared the interviewee and organisation’s views in videos on
Twitter, Facebook and Instagram.
We’re publishing a report which we will widely promote to
complement local and regional coverage. We’ll present the project
to the Health and Wellbeing Board and follow up to make sure that
we continue to have an impact.

“…because some of the produce from Bangladesh gets
imported – native vegetables and fish. When you eat healthy,
that costs money, obviously,” Interviewee on the challenges
of eating healthy culturally appropriate foods
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Private renters
Health and Housing – encouraging joint working across sectors
When we talk to local people at our outreach events, the issue of
housing comes up regularly.
We know there are clear links between poor and insecure housing
and poor physical and mental health. Vulnerable people in private
rented accommodation can find it especially hard to access services.
So we teamed up with the Camden Federation of Private Tenants
to explore whether Camden’s health and wellbeing services are
meeting the needs of these residents.
We conducted in-depth interviews and held focus groups and
meetings to gather people’s views.
Stress, anxiety and isolation emerged as key themes.

“I get stressed and anxious and I don’t have anyone to help
me. It’s been bad for my mental and physical health.
There are problems in the building with damp and water
coming in.”

We found confusion about what support is available with low
awareness about how to find the services and who is eligible for
support.

“I don’t understand what is available.”

To ensure our work had impact, we began a series of conversations
with stakeholders. We convened a high level round table that brought
together senior people across health and housing in Camden. This
cooperative approach strengthened our influence and ensured that
our recommendations met with a good response.
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Private renters

“I’m impressed by the convening power of Healthwatch
Camden.” Martin Pratt, Director, Supporting People, London
Borough of Camden

Our work has contributed to growing recognition of the vulnerability
of many private renters and has encouraged more joint working
between the health and housing sectors in Camden. For example, the
two Cabinet Members with responsibility for health and for housing
in Camden are now working together to support wellbeing and
resilience among vulnerable private renters.
The local authority has also made use of our report to shape
proposals for recommissioning Camden’s advice services from the
voluntary and community sector.

“A really comprehensive overview of the impact of Housing
and Health services on wellbeing.” Cllr Pat Callaghan, Deputy
Leader and Cabinet Member for Tackling Health Inequalities
and Promoting Independence
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10 Disabled people
Accessibility in community centres
Disabled people told us that they were worried about Camden
Council’s strategy for disabled and older people which says it will
“use community resources first” when developing solutions to
peoples’ support needs.
This includes “tackling barriers to accessing community facilities.”
So we worked with Camden Disability Action (CDA) to find out if
Camden’s community centres are accessible to disabled people
with different disabilities.
We wanted to see how realistic it is for people with various disabilities
to use the local community centres, so we worked in partnership with
disabled volunteers to co-design an accessibility check. Using this
they checked 28 centres for accessibility.
They gave positive feedback, including staff at centres being helpful
and welcoming, and the majority having reasonable wheelchair
access.
Room for improvement included needing more support for deaf
residents and for people with learning disabilities.
Community centres responded mostly positively. We made
recommendations including ‘quick wins’ which could be easily
implemented and also longer term goals which require additional
funds and building alterations.
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Our quick wins were implemented and some centres asked us for
support to achieve the longer term goals.
Camden Council responded to all our recommendations and met to
discuss how to follow up.
Collaborating with CDA meant that we worked with the experts –
disabled people – to carry out the access checks.
They got support to write an influential report and to get a response
from the council.
We’re pleased that the project helped to make their voice stronger.
We hope that the report will be part of a wider review of accessibility
in public places.
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People from our diverse community
Engagement
Camden residents care about the causes of ill health as well as the
treatments. They’ve have asked us to work on prevention, looking
at the health impacts of insecure housing, poor air quality, and
difficulties in eating healthily. These wider health topics mean we
have to widen our range of partners and work across sectors.

We’ve been to community centres across the borough and also
worked with specialist groups such as:

This year we successfully engaged with both new and existing
partners to maintain healthy relationships with local and voluntary
organisations, faith groups and the community.

• London Vision

Continued dialogue with organisations and people enables us to
build trust and respect and also ensures that many people’s voices
are heard in the delivery of health and social care services.

• Lifeafterhummus Community Benefit Society

• Women at the Well
• Deaf Blind Group

• Improving outcomes for Bangladeshi Community
• Kilburn Older Peoples Voice

• Henna Asian Womens Group
• Camden Federation of Private Tenants
We’ve visited and worked with schools, including William Ellis School
and LaSWAP sixth form consortium.
To reach as many people as possible we continued our ‘Your Voice
Counts’ survey at community festivals and events to find out people’s
views on a range of health and social care questions.
We will continue to engage with as many people as we can to make
sure that local people get to have a say on health and social care
services. As usual, we will use their feedback to shape our priorities
for the coming year.
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12 People with mental health needs
St Pancras Hospital redevelopment – helping more people to have their say
Camden and Islington NHS Foundation Trust plan to move the inpatient beds from St Pancras Hospital to a new unit in Highgate.
When services change we want service users to have a strong voice.
So we talked to the mental health patients currently staying in the
hospital wards. We interviewed 55 patients, staff and carers. There
was strong support for a new purpose-built mental health facility.

“St Pancras Hospital is a dump.” In-patient
Some people valued aspects of the old hospital that they’d like
replicated in the new site.

“St Pancras has a cosy feel.” Carer
We heard some concerns about transport to Highgate and the
walking distance to shops.

“Travel might take longer but it’s worth it.” Staff member
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Everyone had high expectations for the new building and made lots
of suggestions which we shared with the Trust. One patient even
sketched design ideas which we included in our report.
We’ve made an impact. The Trust made extensive use of our report
to help inform their redevelopment proposals and make sure patient
views are at the heart of the plans. The Trust are continuing to keep us
involved in the project and value our input.
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Volunteers

Volunteers help us to connect with more people at events which
means that more people get to have their say on health and social
care provision in the borough. Over the year, they’ve given more
than 150 hours of their time to support us.
During summer 2018, volunteers from a range of backgrounds staffed
our stall at community festivals, including Camden Mela and Somers
Town Festival. With their support, we were able to run our ‘Your
Voice Counts’ outreach survey over the summer. We gathered 455
comments from local people about their experience of health and
social care.

This means that we heard first-hand from local people which will help
us to set our future priorities.
During the spring of 2019 we had a team of 10 student volunteers
from University College London (UCL) involved in both our Outpatient
Referral and Food Poverty projects.
Volunteers spoke to over 140 patients in waiting rooms at University
College London Hospitals and the Royal Free Hospital to find out
about their experience of being referred for outpatient appointments.
Without the time and skills donated by these volunteers, we would
not have been able to hear so many people’s stories.
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14 Volunteers

The information they obtained will enable us to understand
what patients like about the referral system. We will make
recommendations to the hospitals and Clinical Commissioning
Group based on what patients said needs improvement.
The UCL team also interviewed 75 people to find out what healthy
eating means to them and identify any challenges to shopping,
cooking and eating healthily.
We aim to ensure that our volunteers receive the training and
support they need to make an impact.

“I really enjoyed yesterday’s volunteer activity with you.
It was a totally new experience for me to participate in a
cooking class in a community centre which has more than
50 multi-ethnicity participants, and to ask them about their
experience of the healthy diet (and food poverty).”
Aya, student volunteer

“I genuinely had a great time and am glad it reflected in
the survey I did!” Nisa, student volunteer about Food
Poverty project
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“Supporting this project has been a great way to practice
skills I’ve been learning at UCL, learn more about London
and how the NHS works, and most importantly give back to
my community in my new home. I’ve enjoyed speaking with
patients from all walks of life, and the staff and volunteer
team has been wonderful to work with.” Susan, student
volunteer on the outpatient referral project
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Information giving

Over the past year we’ve:
• Continued to tell people about services and their rights via
our news digest.
• Raised awareness of our work on our website, social media
platforms and eNewsletter.
• Contributed to local networks and organisations, such as the
CCG Patient and Public Engagement Group cementing our
influence.
• Published 10 newsletters and 168 news items updating people
on local issues and what we did.
• Worked as part of Camden Information Network which brings
together voluntary sector bodies and the council to share good
practice in information provision and to look for opportunities
to collaborate on providing online information.

Case study

Mr A got in touch. He was having difficulty expressing
his needs due to a language barrier and so could not
get help to get to an urgent dialysis appointment. He
feared that he’d miss his appointment because the lift
in his building was broken and he couldn’t use stairs.
We contacted the service he needed and rearranged his
appointment for the following day. We told the council
to get the lift fixed as an emergency. Most importantly,
we spoke to him in his preferred language, so he was
able to explain his concerns fully. We alleviated his
stress and told him that he’d get the help he needed in
a timely manner.

• Responded to individual calls, usually people needing advice to
make decisions about their wellbeing. We often signposted people
to POHWER – an advocacy service. Sometimes we help people
navigate the health and social care system.
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16 Expanding our online presence to a wider audience
Social media

News

Our social media influence has grown significantly from last year.
The posts for the Food Poverty social media campaign alone, reached
over 100,000 people with hundreds engaged.

Over 400 people get our newsletter. It gives local organisations
and residents an overview of what’s going on with local health and
social care as well as what we’re doing in research, engagement,
communications and with volunteers.

Since its launch in 2018, our Instagram page is continuing to thrive.
We’ve engaged with new audiences including young people, families,
mummy bloggers, dads, healthy living organisations and individuals.
We’ve gained celebrity support and news coverage on the BBC
Eddie Nestor Show, the Evening Standard, the Ham and High,
Camden New Journal and the Camden Magazine. This means that
we’ve raised awareness of Healthwatch across London and potentially
countrywide, as well as significantly increasing our local coverage.
We’ve built relationships via social media with many interesting
organisations, from a local mums group to youth-led and healthy
living organisations.
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Our blog posts and news snippets increased views on our website
from a couple of hundred when we started to thousands today.
We’re pleased that our online presence is growing. In the coming year,
we will be maximising on this growth and influence by reaching out
to more people online to get their views on health and social care via
our ‘Your Voice Counts Survey’.

Using our powers to make an impact locally and nationally
Health and Wellbeing Board
Camden’s Health and Wellbeing Board has a major role in tackling
health inequalities in the borough. This involves both making
sure that services work in a joined up way and that citizens are
supported to be healthy.
We have a seat on the Health and Wellbeing Board. Our
representatives, Sarah Cawthra and Frances Hasler, present
what local people tell us at the board meetings so that we can
ensure that local people’s views help shape the delivery of
health and social care services.

In addition to our work on food poverty we’re working with local
citizens in the West of the borough to trial better ways of helping
people to stay healthy. People don’t just want better food and exercise.
They tell us they need healthy environments, healthy workplaces, and
the income and security to allow them to improve their health.

This year the board focused on two main areas: preventing
and reducing obesity and promoting citizen-led wellbeing at
a neighbourhood level.
Healthwatch Camden doesn’t just aim to give people a stronger
voice, we also support their direct participation in planning and
running the health and social care services they use. So we are really
pleased to be taking part in Health and Wellbeing Board initiatives
on citizen-led wellbeing.
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18 Spreading our impact
Local representation

Using the strength of the Healthwatch identity

We take part in local statutory committees, influencing policy
formation, service design and service scrutiny. We bring our
knowledge of what matters to local people to these meetings.

To make sure we have a clear independent voice we use our
trademarked Healthwatch Camden logo. No other organisations have
used the trademark this year.

We have a representative on the Camden Clinical Commissioning
Group (CCG) board.

To share what we do as widely as possible we promote our work,
including sharing this report on our website as well as distributing
print copies. We also publish an Easy Read version. We’ll let people
know about the report in our news bulletin, newsletter, social media
and via local newsletters. We’ll take copies of the reports to events we
attend. We share information with the Care Quality Commission (CQC)
where appropriate. We share our work and discuss ideas with the
wider Healthwatch network, helping to build a strong voice nationally.

We are members of the CCG’s Patient and Public Engagement Group,
which keeps us in touch with the local Patient Participation Groups.
We attend the Health and Adult Social Care Scrutiny Committee. We
keep in regular contact with the Chair of the scrutiny committee to
share updates on issues of concern and, where appropriate, we can
work together to shine a light on areas for improvement.
We sit on the Crisis Care Concordat group, the Autism Partnership
Board and the Local Care Delivery Board.
We are represented at the North Central London Advisory Board
and take part in cross borough planning.
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Our plans
This year
Talk wellbeing

Collaborate on co-production

We’ve started two projects linked to Camden’s Health and Wellbeing
Board initiative to develop citizen-led neighbourhood approaches to
wellbeing.

We’ll work with colleagues from Camden Disability Action and
Camden Council to support co-design of services, and increase
confidence in co-producing service solutions.

We’ve talked to people in Kilburn about what wellbeing means for
them and we’ve talked to people in other parts of the borough about
the challenges they face in eating healthily. We’ll present our findings
to the Health and Wellbeing Board to ensure that local people have
a voice.

Check on change

We’ll be looking at how local initiatives to improve air quality can
help to prevent illness and improve wellbeing. We’ll also look at the
support available for respiratory problems and dealing with existing
levels of pollution.

We’ll talk to Camden residents who’ve used the Royal Free’s new
planned care service at Chase Farm Hospital to see how well it’s
working.

And, subject to funding, we’ll also
Go to Accident and Emergency departments to talk to people
about their visits.

Talk NHS

Work on equal access to support local NHS trusts to extend their
approach on equality and diversity.

We’ll publish our report on outpatient referrals; the NHS Long Term
Plan wants to reduce the numbers of outpatient visits. We’ll include
insights about the ways that outpatient referrals can be a better
experience for patients.

Our plans for 2020 and beyond will be shaped by what people
tell us over the summer during our regular ‘Your Voice Counts’
outreach.
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20 Our governance and decision-making

Our trustees either study, work, live or use services in Camden. They
oversee our work and set our strategic direction.
Throughout the year we gather information on which health and
social care issues local people want us to prioritise. At our board
meetings in public and our Annual General Meeting we invite local
people to give feedback.
Our Chair, Saloni Thakrar represents us on the Clinical Commissioning
Group board. We use our influence to share our findings to ensure
that people have a say in shaping health and social care services.
Our resources are limited so we have to carefully plan our priorities,
using our voice to make other voices stronger.
We’ve grown our board to 8 members. In 2019 we gained three new
members: Keith Morgan; Louis Jones and Paul Webley. Two trustees
stepped down, Pam Hibbs and Sonal Keay. We’d like to thank them
for their input.
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Our people – board, staff and volunteers
Our board members

Our team

Saloni Thakrar

Frances Hasler

Sanjay Ganvir

Carl Mills

Chair

Robert Sumerling

Director

Business Co-ordinator

Lindi Maqhubela

Communications Manager

Clarice Borges
Shelly Khan

Community Engagement Manager

Sarah Cawthra
Anna Wright
Keith Morgan
Louise Jones

Policy Lead and Deputy Director

Keith Morgan, one of
our new trustees said:
“I’m delighted to join
Healthwatch Camden’s
board. I work with
young people, so I’m
pleased to see that
we’ve extended our
reach to engage with
more communities
including young
people, young
families, disabled
people and those on
low incomes. I look
forward to seeing the
continued impact of
our work.”

Liz Walker

Project Officer

Paul Webley
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22 How we have used our money
Summary of our accounts 2018 – 2019

Total
income

£206,430

This year for the first time we have ended the year in deficit, having made
a surplus in all previous years. Our income went down, as our core grant
was reduced and we generated less income than anticipated. However, we
carried forward a healthy balance from the successful income generation
of the previous year and we expect to generate a good amount in 2019/20.

Income

£200,000
£6,430

Core grant
Contracts

Our biggest costs are fixed ones – rent and other office costs (£16,985) staff
(£175,364) and governance (£15,276), including holding meetings in public.
Summary of our balance sheet
Assets
Fixed assets
Cash in bank and at hand

Expenditure

Total
expenditure

£221,516

£211,416

Prepaid expenses

£
1,495
110,483
499

Fixed costs (staff,
office, governance)

Total Current Assets

110,982

Accruals (liabilities)

8,000

£8,632

Variable costs
(activities)

Net assets

£1,468

One off costs

Capital and reserves
Restricted funds

£
Net operating income

15,086

Other costs
Depreciation
Net income
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17,101
– 16,796

104,477
£
9,255

Designated income reserve

57,000

General Funds

55,018

Total unrestricted funds

112,018

Surplus/deficit for year

– 16,796

Total

104,477

Please note these figures are unaudited
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Healthwatch Camden thanks all the people who contributed to this report,
and who have supported us this year.

Contact us at
Healthwatch Camden, 2nd floor, Greenwood Centre,
37 Greenwood Place, London NW5 1LB
Telephone
Email
Website
Twitter
Instagram
Facebook
Youtube

020 7383 2402
info@healthwatchcamden.co.uk
www.healthwatchcamden.co.uk
@healthwatchcam
healthwatchcam
Healthwatch Camden
Healthwatchcamden

Healthwatch Camden is a registered charity, number 1152552

Healthwatch Camden is grant funded by the London Borough of Camden
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