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I am very pleased to present the Annual Report for Healthwatch 
Leicester and Healthwatch Leicestershire for the year 2021 - 2022.

We have adapted our way of working due to the ongoing Covid - 19 pandemic. 
The Healthwatch Advisory Board (HAB) continues to have online meetings.
Members of the HAB continue to attend board meetings held by providers and 
commissioners across Leicester and Leicestershire to ensure that issues 
affecting patients and the public are taken into consideration.

Towards the end of the year, we were sad to see Shireen Bharuchi leave the 
board to continue her role as an Optometrist. We welcomed Alexandra Partner, 
who has worked clinically as a Diagnostic Radiographer in acute settings for five 
years and has worked as an academic in healthcare higher education for the 
past ten years. She has been published at international conferences and sits on 
several advisory boards and committees. She is passionate about improving 
health and social care.

The team has been working on reaching out to the public to inform the work. We 
developed a program of outreach activities going to local parks and open 
spaces, community facilities and public places.

We also enhanced our reach via social media including the use of local 
community radio, social media as well as continual updates to our website .

We realise that not everyone has access to or is comfortable with digital 
technology and therefore we have produced and distributed our guide, 
б˺̡̧̞̣̠̟̘̚ ̟̒̕ ̡̙̟̘̄̒̚ ˹̖̝̥̙̒ ̟̒̕ ̠̝̄̔̒̚ ˴̣̖̒ ̟̚ ˽̖̖̤̥̖̣̔̚ ̟̒̕ ˽̖̖̤̥̖̣̤̙̣̖̔̚̚˘˘˟

A key issue for people this year has been accessing GP and Dental 
Services. Reports compiled have been presented to the Health Overview and 

Scrutiny Commission and city and county Health and Wellbeing Boards.

We worked closely with Healthwatch Rutland to look at themes 
centred around New Models of Care and organised sessions at John Storer 
House, Wesley Hall, Shama Women's Centre and The African Caribbean Centre.

Message from our chair
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"May I take this opportunity to thank all who 
have engaged with us in the last twelve 

months, who shared their experiences and 
the providers who have made changes 

because of our feedback. "

Additionally, our staff collaborated with Leicester City Football Club, 
Local Authorities and Everards Brewery in a unique project to raise 
suicide awareness and prevention among males who are three times more 
likely of dying by suicide.

They printed QR codes onto beer mats for distribution across pubs and 
restaurants. We also informed VitaMinds , Freedom Youth Club, The Centre 
Project and EAVA FM. This resulted in young people being involved in music 
production and recording with lyrics highlighting the issues. As we continue to 
adapt to the challenges of new variants of the pandemic and ever - changing 
national guidelines, we will continue to identify how best the public can be 
involved. The next year will see us grow our Community Network and Diversity 
Inclusion Health Network.

Harsha Kotecha
Chair of Healthwatch Leicester and 

Healthwatch Leicestershire
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Your health and social care champion
Healthwatch Leicester and Healthwatch Leicestershire is your local health and 
social care champion. From Belgrave to Bosworth and everywhere in between, 
we make sure NHS leaders and other decision makers hear your voice and use 
your feedback to improve care. We can also help you to find reliable and 
trustworthy information and advice.

About us

Our vision
A world where we can all get the health and care we need.

Our mission
̠̅ ̞̜̖̒ ̤̦̣̖ ̡̡̖̠̝̖Я̤ ̡̖̩̖̣̖̟̖̤̔̚ ̡̙̖̝ ̞̜̖̒ ̙̖̝̥̙̒ ̟̒̕ ̣̖̔̒ 
better.

Our values
ÅListening to people and making sure their voices are heard.

ÅIncluding everyone in the conversation Ь̡̖̤̖̝̝̪̔̒̚ ̥̙̠̤̖ ̨̙̠ ̠̟̕Я̥ 
always have their voice heard.

Å˲ ̟̝̪̤̟̘̒̚ ̗̗̖̣̖̟̥̕̚ ̡̡̖̠̝̖Я̤ ̡̖̩̖̣̖̟̖̤̔̚ ̥̠ ̝̖̣̟̒ ̨̙̠ ̥̠ ̡̧̞̣̠̖̚ 
care.

ÅActing on feedback and driving change.

ÅPartnering with care providers, Government, and the voluntary 
sector Ь̧̤̖̣̟̘̚ ̤̒ ̥̙̖ ̡̦̝̓̔̚Я̤ ̡̟̖̖̟̖̟̥̚̕̕ ̧̠̥̖̒̔̒̕˟
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Reaching out

Making a difference to care

Health and care that works for you 

Our year in review
Find out how we have engaged and supported people.

5300 people
shared their experiences of health and social care services with 
us, helping to raise awareness of issues and improve care.

20221 people
came to us for clear advice and information about topics such as 
mental health and COVID - 19.

We published

10 reports
about the improvements people would like to see to health and
social care services.

Our most popular report was

Turning the tide: male suicide
which aimed to raise awareness to reduce death by suicide.

̖̈Я̣̖ ̝̦̜̪̔ ̥̠ ̧̙̖̒

16
outstanding volunteers, who gave up 155days to make care better
for our community.

̖̈Я̣̖ ̗̦̟̖̕̕ ̪̓ ̠̦̣ ̝̠̝̔̒ ̦̥̙̠̣̥̪̒̚˟ ˺̟ ˣˡˣˢ- 22 we received:

£299,260
Which is 0.2% less than the previous year.

We also currently employ  

9 staff
who help us carry out this work. 
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˹̨̠ ̨̖Я̧̖ ̞̖̒̕ ̒ ̗̗̖̣̖̟̖̔̕̚ ̥̙̣̠̦̘̙̠̦̥ ̥̙̖ ̪̖̣̒
These are the biggest projects we worked on from April 2021 to March 2022.

Ю˽̖̥Я̤ ̥̝̜̒Я - We launched a series of 
monthly themed community focus 
groups to identify the impact of changes 
introduced across health and social care 
in response to the Covid -19 pandemic.

We challenged providers to invest 
money to address the findings of our 
CAMHS report on improving time to 
treatment waits.

We attended 36 events and engaged 
directly with over 2420 people during 
our summer tour. 350 told us about 
challenges accessing their GP 
practice.

We reviewed the GP practice websites to 
see how informative and accessible they 
are for people. We reviewed 118 practice 
websites made 12 recommendations to the 
CCGs to improve the website for patients.

We resumed our Enter and View 
programme and using the text 
messaging service, 1138 patients 
shared their experiences of Latham 
House Medical Practice in Melton 
Mowbray.

We attended 14 carers groups and we 
heard from 123 carers and 14 staff and 
volunteers. On carers rights day we used 
our social media platforms to raise 
awareness of carers rights and invite 
people to share their experiences with us.

Our HAB has raised concern about the 
future governance arrangements of 
Mental Health services and the lack of 
the patient and carer voice being built 
into them, with the executive system 
lead for Mental Health.

Our chair shared our dentistry findings 
with BBC East Midlands. We received 
an increase in the number of calls 
about dentistry throughout January. 
We are working with providers to 
improve dental services.

Spring
Sum

m
er

Autum
n

W
inter
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Listening to your
experiences
̧̖̣̖̤̄̔̚ ̟̔̒Я̥ ̞̜̖̒ ̡̧̞̣̠̖̞̖̟̥̤̚ ̨̥̙̠̦̥̚ ̙̖̣̟̘̒̚ ̪̠̦̣ ̧̨̖̤̚˟ ̙̥̅̒Я̤ 
why over the last year we have made listening to feedback from all 
areas of the community a priority. This allows us to understand the 
full picture, and feedback to services to help them improve.
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Thanks to people sharing their experience of male suicide we have helped 
the NHS identify gaps in service provision, identified gaps in the prevention 
pathway, identified potential barriers that prevent men from coming forward 
to access services and explored ways to raise awareness of local services.

Through our contact with services, we found a real passion, commitment, motivation, 
and some excellent services delivered through the framework of the Suicide 
Prevention Strategy and coordinated through the Suicide Audit and Prevention 
group. There were however gaps identified in the pathways, particularly in data 
sharing, and knowledge of services to refer people to.

Turning the Tide: Male Suicide

This was an issue for people providing services in the community in as much as 
potential opportunities to support people who were recently bereaved or people 
who had sought help via emergency services or their doctor with suicide ideation 
or self - harm. 

What difference did this make

б̦̣̀ ̡̣̖̠̣̥ ̠̟ ̞̝̖̒ ̤̦̖̔̚̚̕ ̟̚ ˽̖̖̤̥̖̣̔̚ ̟̒̕ ˽̖̖̤̥̖̣̤̙̣̖̔̚̚ 
resulted in this campaign being created and is part of a 
response to our call for more to be done to reduce high 

levels of male suicide."
Mark Farmer, Healthwatch Leicester 

and Healthwatch Leicestershire Advisory Board Lead for Mental Health.

Gaps were also identified in access to services for ethnic diverse communities and 
Lesbian, Gay, Bisexual and Transgender (LGBT) communities. Whether these barriers 
were real or perceived, uptake of services by these communities were generally low . 
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To coincide with Time to Talk day we shared our 
findings with key partners at the Everards Brewery 
launch event. ˶̧̖̣̣̒̕Я̤ ˳̨̣̖̖̣̪developed beer,
mats, drip mats and posters with a QR code linking
̥̠ ̥̙̖ Ю̥̣̥̄̒ ̒ ˴̧̠̟̖̣̤̥̠̟̒̚Яwebsite.
̙̖̅ ЮGet the Ball Rolling Я ̡̞̘̟̔̒̒̚ was devised by
local councils to tackle the high levels of male 
suicide across Leicester and Leicestershire.

We worked with Leicester City Football Club (LCFC)
to link into the mental health portal being
developed with United Leicester to establish a link
into the Ю̥̣̥̄̒ ̒ ˴̧̠̟̖̣̤̥̠̟̒̚ Я̨̖̤̥̖̓̚ ̝̟̜̟̘̚̚ ̥̠ ̝̝̒
prevention services available. Public Health leads
have been working with the wellbeing lead at LCFC .

Working in collaboration with Equality Action to improve health & wellbeing through 
the arts we brought together an initiative involving a young diverse male group to 
̧̡̖̖̝̠̕ ̒ ̡̣̒ ̤̠̟̘ ̥̙̥̒ ̡̖̩̝̠̣̖̤ ̞̖̟Я̤ ̞̖̟̥̝̒ ̙̖̝̥̙̒ ̤̤̦̖̤̚˟
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Thanks to people sharing their experiences of 
accessing their GP Practice during the Covid - 19 
pandemic we have helped the NHS identify issues 
within general practice and pushed for 
improvements. 
One of the main issues we have heard was around the 
availability of appointments or the lack of available 
appointments. People reported a negative or mixed 
experience of getting an appointment at their GP 
Practice and comments were made about telephone 
lines being constantly engaged and calls unanswered.
The majority of people we spoke to had a positive 
experience in getting repeat prescriptions.

Access to GPs: You are next in the queue

During lockdown we worked with our volunteers to review GP Practice websites to see 
how informative and accessible they are for people. People told us that it is difficult to 
get through to the GP Practice on the telephone, they are unsure of the online booking 
procedures and do not know who to contact to raise a concern or complaint.

ÅWe reviewed 118 GP Practice websites across the city and county .
ÅOur volunteers reported a big difference in the quality and quantity of information 

available .
ÅKey information was easy to find and access on most of the websites.
Å Volunteers felt that details of how to make a complaint was not always easy to find 

and felt hidden on the website.
ÅVolunteers felt there needs to be an explanation about triage and the process 

available on all websites.
ÅWe found that the coronavirus information was not always current and up to date. 

Information on the vaccines was variable and there was limited information on 
vaccine hesitancy.

The findings were shared with the local Clinical Commissioning Groups (CCGs) and 
were consolidated with their research and action plan to make service improvements 
for patients.

б̧̖̣̀ ̥̙̖ ̝̤̥̒ ̪̖̣̒ ̥̙̖ ̨̪̒ ̡̡̖̠̝̖ ̖̤̤̒̔̔ ̙̖̝̥̙̒ ̟̒̕ ̤̠̝̔̒̚ 
care changed dramatically. We recognise that general 

practice has worked to maintain services throughout the 
pandemic. However, our snapshot shows that the services are 

not working for local people. We have raised the issues with 
the Clinical Commissioning Groups and are working with the 

˸́ ̨̟̖̥̠̣̜ ̥̠ ̡̙̖̝ ̡̧̞̣̠̖̚ ̧̤̖̣̖̤̔̚ ̗̠̣ ̡̥̖̟̥̤̒̚в˟
Harsha Kotecha, Chair, Healthwatch Leicester and Healthwatch Leicestershire . 
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Three ways we have made a difference for the 
community
Throughout our work we gather information about health inequalities by 
speaking to people whose experiences are not often heard.

Encouraging more young men to talk about their 
mental health.

Carers rights

Homelessness: Experiences of hospital discharge 
and post - discharge care

We worked with a local charity to enable young men to produce a 
̡̣̒ ̤̠̟̘ ̥̙̥̒ ̣̖̝̥̖̤̒ ̥̠ ̞̝̖̒ ̤̦̖̔̚̚̕ ̟̒̕ ̞̖̟̥̝̒ ̙̖̝̥̙̒˟ Ю̙̖̅ ˸̞̖̒Я 
explores a man's journey navigating and escaping his mental health 
struggles through gaming. Local artist Lacky C provided vocals for 
the track, alongside local youth groups.
The hope is that the song encourages youth groups, especially 
from diverse communities, to come forward if they are suffering with 
their mental health. The aim is that the song sparks conversation 
eliminating the negative stigmas associated with men's mental 
health.

It is recognised that over the last two years there has been 
unprecedented pressure on social care services due to increased 
demand and staff absence through sickness.
Carers who shared that they had experienced delays in being able 
to access social care services for the people that they care for. 
Over the years we have worked closely with carers agencies to 
highlight carers rights and to ensure that people are aware of the 
support available.

We wanted to explore what support is available to homeless people 
when they are discharged from hospital. Our aim was to understand 
the experience of hospital admissions and discharge of homeless 
people and accessing post discharge care in the community.
We have gathered feedback from homeless people and those who 
work directly to support them. There were however disparities that 
became apparent during our study, particularly between what staff 
providing the services told us and what homeless people told us 
about their experiences of hospital discharge and access to 
community health services. 
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Advice and information
˺̗ ̪̠̦ ̗̖̖̝ ̝̠̤̥ ̟̒̕ ̠̟̕Я̥ ̨̜̟̠ ̨̙̖̣̖ ̥̠ ̥̦̣̟˝ ˹̨̖̝̥̙̥̙̒̒̔ ̤̚ ̙̖̣̖ ̗̠̣ ̪̠̦˟ ˺̟ ̥̞̖̤̚ 
of worry or stress, we can provide confidential support and free information to 
̡̙̖̝ ̪̠̦ ̦̟̖̣̤̥̟̒̕̕ ̪̠̦̣ ̡̠̥̠̟̤̚ ̟̒̕ ̘̖̥ ̥̙̖ ̡̙̖̝ ̪̠̦ ̟̖̖̕˟ ̙̖̥̙̖̣̈ ̥̚Я̤ ̗̟̟̘̚̕̚ 
an NHS dentist, how to make a complaint or choosing a good care home for a 
loved one Ьyou can count on us. 

This year we helped people by:

ÅProviding up to date information on COVID - 19 and dental services

ÅLinking people to reliable information they could trust

ÅSupporting the COVID - 19 vaccination and booster programme

ÅHelping people to access the services they need
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Access to Dentistry

People raised concerns about accessing their rural GP practice

Over the last two years we have seen an 
increase in the number of calls from people 
trying to access NHS dental services. In 
December, we reviewed local dental practice 
websites and invited people to share their 
experiences with us. People told us that they 
were unable to find a dental practice that is 
taking on new patients.

As part of our summer tour, we heard from 
people in Melton Mowbray that there were 
concerns about accessing appointments at 
Latham House Medical Practice. The key 
difficulties for patients were being able to 
contact the practice over the telephone to 
make an appointment and obtaining a 
face - to - face appointment. We decided to 
conduct an Enter & View visit to the practice. 
We had previously visited in September 2018 
and wanted to see what changes and/ or
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People who could not get an NHS 
appointment, were being offered a private 
appointment that they could not afford.
People are often not aware that there are seven Emergency Dental Services in 
Leicester and Leicestershire. We have formed a strategic partnership with the NHS 
Local Dental Committee (LDC) and have continued to provide details of the 
concerns from patients. The LDC has worked with us to provide up to date 
information around dentistry for the interests of local people. We have produced 
advice for the public about what is available and where to go for additional 
support.

improvements had been made for patients. Due to Covid - 19 restrictions, we 
decided to use the GP text messaging service to reach patients in the practice. 
We heard from 1138 patients.

We produced a series of recommendations to the service provider. The findings 
indicated that the telephone booking system is a huge frustration to patients. We 
recommended that the surgery reviews the telephone booking system and find a 
way to advertise more prominently the different ways patients can make an 
appointment.

The practice provided a full response to our recommendations and a new 
telephone system was implemented in April 2022.
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Volunteers
̖̈Я̣̖ ̡̡̤̦̠̣̥̖̕ ̪̓ ̒ ̥̖̞̒ ̠̗ ̞̫̟̘̒̒̚ ̧̠̝̦̟̥̖̖̣̤ ̨̙̠ ̣̖̒ ̥̙̖ ̙̖̣̥̒
̠̗ ˹̨̖̝̥̙̥̙̒̒̔˟ ̙̟̜̤̅̒ ̥̠ ̥̙̖̣̚ ̖̗̗̠̣̥̤ ̟̚ ̥̙̖ ̠̞̞̦̟̥̪̔̚˝ ̨̖Я̣̖ ̝̖̒̓
to understand what is working and what needs improving in NHS and
social care.

This year our volunteers:

ÅCarried out website and telephone reviews for local services on the 
information they provide and assessing their accessibility

ÅVisited GP Practices as part of our Enter & View programme
Å˲̤̤̤̥̖̚̕ ̤̒ ̡̣̥̒ ̠̗ Ю̖̖̣̤̃̒̕Я ̟̖̝̤́̒Я Ь̙̖̜̟̘̔̔̚ ̝̠̝̔̒ ̧̤̖̣̖̤̔̚Я ̡̦̝̥̠̟̤̓̔̒̚̚ ̥̠ 

make them more people focused and easier to read
ÅHelped support our day to day running
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