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There is no doubt that 

good quality Primary 

Care will be essential 

as it becomes the 

gateway to virtually 

all that both the NHS 

and local authorities 

have to offer, in the 

new “integrated” 

model of health and 

social care. 

Foreword
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Message from 
our Chair

In this our fourth year, I’m proud to 
say that we took great steps forward 
in ensuring a voice for Haringey’s 
patients and wider public. As you will 
see on browsing this report, the scope 
and reach of our work continued to 
grow across both health and social 
care. At the same time the value of 
our work in earlier years was driven 
home as a number of new facilities 
were announced to meet future needs 
in the borough. 
 
This was nowhere better illustrated 
by the developments in Primary Care 
arising from the shortfalls in GP access 
we exposed in our 2013-2014 research. 
The brand new practice at Tottenham 
Hale is now open and flourishing, 
and three new GP Hubs offering 
appointments to all 12 hours every 
day represent a huge improvement for 
people right across the borough. Even 
better news is that we are to get four 
new modern, purpose built practices 
in the coming years.
 
There is no doubt that good quality 
Primary Care will be essential as it 
becomes the gateway to virtually 
all that both the NHS and local 
authorities have to offer, in the new 
“integrated” model of health and 
social care. We know however that 
this world is not yet here, and that 
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structures so 
that the needs 
of vulnerable 
people such as those 
with dementia and 
autism are taken account of 
in the new models of care adopted by 
Haringey Council. These are difficult 
and often dispiriting tasks however, but 
ones we must continue to support. 
 
As well as the work described in 
this report, Healthwatch Haringey 
represents citizens and service users on 
a wide range of working groups, sub-
committees and forum too numerous 
to mention. For a small organisation, 
itself with a reduced budget, we punch 
well above our weight! 
 
We can only do so much because of 
our highly committed staff team, and 
a much expanded corps of fantastic 
volunteers who bring so much to the 
authenticity of all we do. I thank 
them once again as we enter another 
challenging year.

Sharon Grant OBE 
Chair, Healthwatch Haringey
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old organisational, geographical and 
financial boundaries stand in the way 
of continuity of services and frustrate 
both carers and service users alike. 
Our job is to speak up for them, as we 
have many times this year.
 
All that we have done this year has 
again been overshadowed by the wider 
national context of austerity, affecting 
both the NHS and council services. 
Amongst other things new arrangements 
mean that decision making is being 
taken much further away from local 
doctors and communities, the exact 
reversal of the changes brought in 
2011. For us at Healthwatch Haringey 
we now also represent you at the five 
borough North London level for much 
of NHS spending and performance, and 
at a new Joint Haringey and Islington 
Council’s committee for health and 
social care strategy. As these new 
forums develop we will continue to 
be vigilant.
 
The duty to consult and engage is one 
that does not disappear with reform 
driven by austerity, and we have 
reached out to more local people 
than ever this year to ensure that 
their views are taken into account, 
especially if, like carers, they are 
not used to being heard. We focused 
especially on developing participatory 

We have reached out to more 
local people than ever this year 
to ensure that their views are 
taken into account

Sharon Grant OBE 
Chair, Healthwatch Haringey
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The year at a glance

Engagement

people
1,520+

organisations
17

Enquiries and signposting

enquiries
360

signpostings
246

Volunteers

volunteers
42

hours
1,114

Highlights from 
the year
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E-Newsletter

subscribers
575

views
6,620

Website

views
9,971

unique 
visitors

4,171

Twitter

followers
994

tweet
impressions

43,724
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Who we are

Healthwatch exists 
to make health and 
care services work for 
the people who use 
them. Everything we 
say and do is based 
upon our connections 
to local people. 
Our sole focus is on 
understanding the 
needs, experiences 
and concerns of 
people of all ages who 
use health and care 
services in Haringey 
and to speak out on 
their behalf. 

Who we are

When local people share their 
experiences of using health and 
care services with us we use the 
information to encourage the people 
who run those services to put the 
experiences of local people at the 
heart of their work. 

Healthwatch Haringey also provides 
an information service for anyone 
living or working in Haringey. Through 
this service local people can find out 
about health and social care services, 
such as finding a new GP or NHS 
dentist, and can also find out how to 
complain if they are unhappy with the 
care or treatment they received.

Healthwatch Haringey is part of a 
large national network, with a local 
Healthwatch in every local authority 
area in England.
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Our objectives are clearly stated in 
the contract with the Council.
“Healthwatch Haringey will help 
improve the experience of residents 
using local health and social care 
services by”:

l Providing information;

l Offering signposting;

l Engaging and influencing;

l Being the local consumer   
 champion;

l Employing the ‘enter and view’  
 power to observe and assess the  
 quality of publicly funded health  
 and social care services;

l Providing evidence based data  
 analysis and intelligence feedback  
 to providers and commissioners  
 of health and social care   
 services to inform their continuous  
 improvement of services;

l Being the voice of the user, patient  
 and the community on the Health  
 and Wellbeing Board and actively  
 taking part in the preparation of  
 the statutory Joint Strategic Needs  
 Assessment;

l Building strong and effective   
 working relationships, both  
 strategically and operationally,  
 with Healthwatch England and   
 across Haringey, including   
 Haringey Council as commissioner  
 of Healthwatch, the Adults and  
 Health Scrutiny Committee,   
 local people, local health and
 social care commissioners, service  
 providers and regulators;

l Carrying out regular self-
 assessments of its performance  
 in partnership working, service  
 provision, value for money,   
 workforce effectiveness and human  
 resource management.
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It starts with YOU!

What do you think 
of health and care 
services in Haringey?

We know that you want services 

that work for you, your friends 

and family. That’s why we want 

you to share your experiences 

of using health and care 

services with us.

We use your experiences 

to encourage those who 

run services to act on what 

matters to you. We can only 

do this if you tell us about your 

experiences of health and care 

services in Haringey.

A few minutes of your time 

could make a big difference  

for everyone.

020 8888 0579

info@healthwatchharingey.org.uk 

www.healthwatchharingey.org.uk 

Freepost RTXY-BSRB-RCSS
Public Voice CIC
Tottenham Town Hall
Town Hall Approach Road
London, N15 4RX
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The majority of our work at Healthwatch Haringey is only possible when 
local people talk to us about their experiences of using health and care 
services, good and bad. By understanding your issues we are able to 
help make a difference to local services.

Thanks to the work of many local people who gave up their time to help 
us understand that there weren’t enough GP appointments available 
across Haringey, we were able to write a detailed report about our 
concerns. We shared the report with Haringey Council, Haringey CCG, 
NHS England, Care Quality Commission (CQC), local councillors, local 
residents’ representatives and local MPs. 

How feedback from local people made a difference:

l Short, medium and long term primary care strategy established by  
 NHS England for Haringey.

l New GP practice set up in Tottenham Hale.

l £10 million funding from NHS England for three new modern, purpose  
 built GP practice buildings in Haringey:
 - The Welbourne Centre in Tottenham Hale.
 - The Iceland building in Wood Green.
 - The Hawes and Curtis building on Green Lanes.

l More GP appointments for Haringey residents at evenings and   
 weekends. Haringey residents can now access more evening and  
 weekend appointments with a GP, nurse or healthcare assistant,  
 thanks to the opening of primary care ‘hubs’ in the borough. 

NHS England, realising there was a significant shortfall in the supply 
of GP and primary care access in Tottenham Hale, set up a ‘task and 
finish group’ in partnership with Haringey CCG and others to carry out 
a local study. Finding that the shortfall was even more substantial than 
anticipated, particularly when GP retirements were considered, they 
developed a detailed primary care analysis for both Tottenham Hale and 
the rest of Haringey. This analysis formed the basis of a primary care 
plan by Haringey CCG, which in turn supported successful bids for new 
purpose built buildings. 

Read more on page 20.

It starts with YOU, Haringey!
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Future changes to the way the NHS works

North Central London (NCL) Sustainability and 
Transformation Plan (STP) 
In the spring of 2016 North London NHS organisations, including 
Haringey Clinical Commissioning Group (CCG), began working together 
with the five councils of Barnet, Camden, Enfield, Haringey and 
Islington to form a health and social care partnership. 

The ‘North London Partners in Health and Care’ have been working 
together to develop a ‘Sustainability and Transformation Plan’ (STP) for 
the future of health and social care across the five boroughs.

Our population is growing and people are now living longer. Health 
and social care needs are changing, with more people now living with 
complex physical and/or mental health issues.

The North London Partners in Health and Care must ensure that local 
services are able to adapt to meet future demand and are financially 
sustainable. They need to offer new and improved treatments and 
services, both in hospital and the community, to keep people well and 
to help them recover when they are unwell.

Despite best intentions the consultation on the STP has been very 
limited to date and a source of frustration to many of those who are 
trying to understand the future impact on local services.

Representations from local residents to the Haringey and Joint NCL 
Scrutiny Committees have voiced these frustrations, and they have 
been recognised by local authority partners a serious cause for concern. 

Local Healthwatch from the five boroughs have come together to form 
‘North Central London (NCL) Healthwatch’. We have responded to the 
challenges and concerns by drafting a document titled ‘The Principles 
of STP Engagement’, and submitting it to the STP lead officer as a 
framework for their future engagement activities with local people.

You can read The Principle of STP Engagement here:
https://tinyurl.com/y7jp9jp7

Future changes to the way 
the NHS works
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The draft North Central London (NCL) 
Sustainability and Transformation Plan 
(STP) has now been published along with a 
public summary of the NCL STP. The plan 
is a work in progress and the Partners 
are keen to give patients, the public and 
staff the chance to have their say as they 
continue to develop the plan over the 
coming months. 

Find out more and read their 
draft plan here: 
www.northlondonpartners.org.uk
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Your views on health and care

Your views 
on health 
and care
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Over the past year we have communicated with over 1520 local 
people and 17 voluntary and community sector organisations to 
find out if health and social care services are working well in 
Haringey. We did this at public meetings and events, through 
focus groups, on the telephone, via email and through surveys. 

We have engaged with a range of people including:

Listening to local people’s views

April 2016
l Wood Green Central Library.
l Wise Thoughts Active Wellbeing Day.

May 2016
l Let’s Talk About Dying event.

June 2016
l Haringey Carers’ Information Day.
l Tottenham Hale Medical Practice.
l Wise Thoughts Active Wellbeing Day.

July 2016
l North Middlesex University Hospital  
 Patient Engagement event.
l Chestnuts Community Centre -  
 Community Day.

August 2016
l Wood Green Central Library.
l Mind Haringey.

September 2016
l St Ann’s Hospital Sexual 
 Health Event.
l Clarendon Recovery College.
l Whittington Hospital.

October 2016
l Wood Green High Road/
 Lymington Avenue.
l Haringey Advice Week stalls   
 (24/10/16 - 27/10/16).
l Haringey World Mental Health 
 Day event.
l Chestnuts Community Centre -  
 Awareness Day.

November 2016
l Haringey Partnership Board 
 Co-Design Workshop.
l Haringey Voluntary and Community  
 Sector Expo.

December 2016
l Wood Green High Road/
 Lymington Avenue. 
l NHS ‘Stay Well this Winter’ event.

February 2017
l Cancer Care Conference,   
 Whittington Hospital.
l North Middlesex University Hospital.

March 2017
l Haringey International Women’s  
 Day Event.

l Young people who have mental  
 health issues.
l Children with Special Educational  
 Needs and Disabilities (SEND).
l Parents and families.
l Carers.

l Young people.
l Older people.
l Deaf people.
l Disabled people.
l Adults who have mental 
 health issues. 

Healthwatch stalls
We set up and ran a large number of stalls across Haringey in order to talk to 
as many local people as possible:
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Your views on health and care

Focus groups
We arranged a number of ‘focus groups’ across Haringey, 
allowing us to talk to specific groups within the borough about 
their experiences of local health and care services. 
These included:
l Haringey Chinese Community Centre.
l Haringey Irish Cultural and Community Centre.
l Living Under One Sun, Haringey.
l Haringey Deaf Services.
l Haringey Families United.
l Chestnuts Community Centre - Over 50s Group.
l Haringey Over 50’s Forum.
l Holy Trinity Church.
l Wood Green Salvation Army Seniors Lunch Club.
l Coombes Croft Library Knitting Club.
l Francis De Sales Church Hall Bingo Club.
l Haringey Dementia Café.
l Haringey Community Hub.
l Lordship Hub and Broadwater Farm Community Centre.
l The Sandbunker Community Centre – Knitting Club.

Young people 
Throughout the past year we have actively engaged with local 
young people aged 15-21.

The College of Haringey, Enfield and East London Fresher’s Fair
We aimed to find out more about the views and opinions of 
young people on health, and how Healthwatch could better 
capture their views from across Haringey. We collected the 
views and experiences of 48 young people and asked them to 
complete a health survey. The findings of our survey were sent 
to Haringey Public Health.

Child and Adolescent Mental Health Service (CAMHS) users
We spoke to 24 young people and over 60 parents to find about 
their experiences of dealing with CAMHS staff in Haringey and, 
if necessary, how communication could be improved. Read more 
about our findings in ‘Working with other organisations’ on page 
24.



Healthwatch Haringey 15

Older people
Many of our stalls and focus groups are aimed at older people and are 
often set up in the places where we are most likely to meet people over 
50, as well as those who may be disadvantaged. 

‘Dying Matters Awareness Week’ 2016
In May 2016 we partnered with Haringey Palliative Care, Haringey CCG 
and Haringey Older People’s Forum to successfully launch the new 
Haringey Palliative Care Service at a special event, held as part of the 
national ‘Dying Matters Awareness Week’ 2016. The event was attended 
by over 150 local people, most of whom were over 50. 

Haringey Advice Week 2016
Our team set up and ran stalls at the Haringey Advice Week 2016, 
which saw them talking to local people in four different venues cross 
Haringey. Over the four consecutive days the team collected the views 
of 125 people, most of whom were over 50. 

Wood Green High Road stall
In October and December 2016 we ran a prominent stall on the 
borough’s main shopping high street between 11am-4pm. We spoke to 
over 180 local people, resulting in a number of sign-postings with on-
going support from our main office. The majority of those who required 
information and support were over 50. 

NHS ‘Stay Well This Winter’ event
We participated in a local NHS ‘Stay Well This Winter’ health 
information and advice day in December 2016. The drop-in event was 
organised jointly with Haringey Over 50s Forum and focused on the 
health information needs of the borough’s older residents.
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Your views on health and care

Peregrine House Enter and View (15/8/16)
Three Healthwatch volunteers and a staff member carried out an 
‘Enter and View’ visit of Peregrine House Care Home. The aim of 
the visit was to look at and assess the daily activities planned for 
the residents, and to get direct feedback from the residents. The 
Care Quality Commission (CQC) visited the home in 2014 and we 
wanted to ensure that the recommendations made following their 
visit were now in place.

This was an announced visit arranged with Peregrine House, and 
took place during a lunchtime period so that our team could see 
the lunchtime service. The visiting team interviewed the Home 
Manager and spoke to residents, staff and family members. 

This was a very successful Enter and View visit and our 
findings were wholly positive. A report with our findings and 
recommendations was sent to the Care Quality Commission, 
Haringey Council and Haringey Clinical Commissioning Group. 

You can read the full report here: 
http://bit.ly/2y9AkGG

Whittington Hospital Patient Led Assessment 
(PLACE) Audit (14/4/16)
Five Healthwatch Haringey volunteers and a staff member carried 
out a Patient Led Assessment of the Care Environment (PLACE) 
of Whittington Hospital. This is an annual visit that we carry out 
every year.

Healthwatch Haringey looked at ten wards and clinics in the 
hospital. These included: 
l Mary Seacole Ward.
l Thorogood Ward.
l Ifor Ward.
l Intensive Care.
l Meyrick Ward.
l Murray Ward.
l Neonatal Intensive Care Unit / NICU.
l Nightingale Ward.

We also looked at the Emergency Department.

What we’ve learnt from visiting services
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During the visit the team tasted a wide variety of food available 
to patients. We looked at the food in terms of taste, texture and 
temperature and we rated the food that we tried on the day as being 
‘good’. 

Overall the volunteers were impressed with what they saw on the day 
as part of the PLACE Audit. Three of the volunteers carried out a PLACE 
Audit to the hospital in 2015 and noted even more improvements to 
the toilets, clinic areas and the relatives’ waiting rooms. The overall 
cleanliness and hygiene was very good. The level of patient’s privacy 
and dignity was also good. Large improvements had been made to the 
Blood Room in Clinic 3b, which was run down when seen in 2015. 

This was the third annual PLACE Audit carried out by Healthwatch 
Haringey to Whittington Hospital. Our recommendations made over the 
last three years have led to continued and positive improvements.

Recommendations
Healthwatch Haringey volunteers noted that there were long waiting 
times in some of the clinics and suggested that appointments could be 
split during different times of the day so that people do not all arrive 
at 9am. The findings were fed back to the Whittington Hospital Patient 
Experience Committee. We will be visiting the hospital again to ensure 
that progress continues.
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Giving people advice and information 

Helping 
you find 
the answers
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With all the changes to health and care services it’s not 
always clear where to find further information or to make a 
complaint if you need to. We provide a signposting service for 
anyone living in Haringey. Through this service you can find out 
information about local health and social care services. You can 
also receive guidance on how to provide feedback to service 
providers and how to complain if you are unhappy with your 
care or treatment or that of a family member. You can contact 
us directly by phone or email, complete an anonymous form 
on our website or talk to us at events and meetings. Detailed 
information on how to complain about any local health or care 
service is available on our website,
www.healthwatchhringey.org.uk

We received 246 signposting enquiries in 2016/2017, the 
majority of which were received through telephone calls to the 
office, by email and at our stalls/events. 

The Healthwatch signposting service continues to inform us 
about the issues in the borough and sometimes highlights 
examples of good practice. 

Information and signposting

Case study

An elderly husband and wife contacted us to discuss their 
concerns about the potential closure of their local GP 
practice.
Action: We were able to provide details of the reasons 
for the potential closure along with ratings for other GP 
practices close to where they live, both in Haringey and in 
Enfield, as they live just outside the borough. We gave them 
details on how to register with a new GP and contact details 
for their local practices. 
Outcome: The couple felt reassured and less concerned 
about their local surgery closing. They made contact with an 
alternative GP practice local to where they live, and were 
able to register.
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Making a 
difference 
together
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How your experiences are helping influence change

Local GP services

Healthwatch Haringey commended for ‘excellence in influencing the 
commissioning of health and social care services’ in Haringey
Healthwatch Haringey was commended at a national award ceremony that 
celebrated the difference local Healthwatch have made to health and social care 
in the past year.

Shortlisted from over 120 entries, Healthwatch Haringey was recognised for 
‘excellence in influencing the commissioning of health and social care services’ for 
its work on GP access in the Tottenham Hale area, where it brought the experience 
of local residents and their lack of GP provision to the attention of NHS England, 
Haringey CCG (Clinical Commissioning Group) and Haringey Council, leading to the 
commissioning of a brand new GP surgery in Hale Village, Tottenham Hale, N17.

Healthwatch Haringey Chair, Sharon Grant, said: “We are of course delighted that 
our work has been recognised, but the real reward for us is the prospect of fairer 
access to GPs for people in Tottenham. The new surgery opening later this month 
will make a huge difference to thousands of patients who have previously faced 
lengthy waits to see a GP.” 

Jane Mordue, Interim Chair of Healthwatch England, said: “We were really 
impressed with this year’s awards entrants. The wide range of submissions, and 
the strength of those shortlisted, is testament to how the Healthwatch network is 
using people’s voices to make a difference to health and social care services. All of 
the submissions were of a very high standard, and I’d like to thank all who 
took part.”

This is testament to how
the Healthwatch network is 
using people’s voices to make a 
difference to health and social care services.

Jane Mordue, 
Chair of Healthwatch England
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Making a difference together

Update
In the spring of 2016 we worked with Lawrence House GP 
Surgery and the Engine Room Community Centre to promote 
and register patients for the new GP surgery in Tottenham Hale. 

Work included the production and distribution of leaflets and 
registration forms, along with posters and banners encouraging 
patient registration. We led on the planning of a GP registration 
event held in June 2016. Hundreds of people attended to 
complete forms, talk to practice staff and register with the new 
surgery.  

The surgery is now open and provides GP services to over 1000 
local people.

Our report on GP access, which reported on the experiences of 
local people, highlighted severe access issues in the borough 
and led to further research by NHS England. This then led to a 
new NHS Primary Care Plan for Haringey.

Haringey CCG given funding to commission GP care hubs 
across Haringey
These ‘hubs’ are located in four GP practices in Haringey and 
have allowed more patients to see a GP, Nurse or Healthcare 
Assistant at weekends and in the evenings. Appointments 
are available from 8:00am to 8:00pm, seven days a week. 
Anyone who is registered with a GP in Haringey has access to 
appointments at any and all of the hubs. 

Funding for three new GP practice buildings in Haringey
Haringey has received provisional funding from NHS England’s 
Estates and Technology Transformation Fund for three new 
purpose built GP practice buildings.

62 schemes across London will receive funding to improve their 
technology and premises, of which 18 are new builds. This 
includes the three new buildings in Haringey, which will be 
located at:
l The Welbourne Centre in Tottenham Hale.
l The Iceland building in Wood Green.
l The Hawes and Curtis building on Green Lanes.



Healthwatch Haringey 23

These buildings will be modern, purpose built practices, with the 
capacity for more patients to use them and for a range of services to 
be provided alongside GP services. Existing GP practices in Haringey 
will be given the opportunity to apply to move into the new facilities. 
Approximately £10 million has been provided for the new practices. 

Sexual Health Services
We carried out a survey on the sexual health services on offer at five 
clinics in Haringey. The aim was to find out more about user needs, 
preferences, and what was important to them when choosing a service.

A total of 174 responses were collected from Haringey clinics. All 
responses were submitted to Haringey Council so that they are able 
to better meet the needs of service users and inform providers about 
what local people want. We hope that this survey will ensure that local 
sexual health services are better run and cater fully for the needs of 
local people.

Musclo-skeletal services (MSK)
Haringey CCG asked Healthwatch Haringey to support its work reviewing 
services for patients with Musculoskeletal (MSK) conditions, with 
the aim to change and improve how these services are provided in 
the future. Musculoskeletal disorders (often abbreviated to MSK) are 
conditions which affect the muscles and skeleton of the body.

We designed a user survey which asked patients about current MSK 
services in Haringey and how these services could be improved. Our 
volunteers were on hand at local MSK clinics to assist services users as 
they completed the feedback forms. We also set up and ran a focus 
group for MSK service users.

Healthwatch Haringey shared the findings of the survey and focus 
group with Haringey CCG and we hope that this information will help to 
improve future services.

This is fantastic news for Haringey which will see money 
invested in new and expanded facilities to improve 
patient care.

Councillor Jason Arthur, 
Cabinet Member for Finance and Health at Haringey Council 



Annual 
Report 
2016/17

24 Healthwatch Haringey

Making a difference together

Local people working with Haringey Council to develop new 
adult social care services
Healthwatch Haringey successfully identified and recruited a number 
of service users and carers for adults with dementia, learning 
disability and autism. We supported them as they participated in 
the development of a group that would make recommendations 
to Haringey Council about new adult social care services for the 
borough. 

The group is now called the ‘Adult Social Care Planning and Oversight 
Group’ and meets on a monthly basis. It has become increasingly 
influential in developing guidelines for service co-design in Haringey, 
that sees real service users closely involved in the planning and 
structure of new adult social care services for Haringey. The 
‘Principles of Co-Design’ which the group developed has been 
approved by the Haringey Council Cabinet. Our Chair, Sharon Grant 
OBE, chairs the Group.

Child and Adolescent Mental Health Services (CAMHS)
We worked with Haringey CCG to develop a research system 
to capture service user and parent/carer views on improving 
engagement and communication. A total of 89 participants 
consisting of parents/carers, CAMHS users, local people and provider 
representatives contributed to our survey. 

The findings resulted in three main sets of recommendations:
1. Seven Principles: Seven main approaches to all engagement work.
2. Framework of Relationships: To set up a series of relationships
 between CAMHS service providers and young people’s groups,   
 CAMHS users, parents/carers and non-users in a range of ways.
3. Seven Key Actions: Seven specific things to be considered by CAMHS  
 providers to improve engagement and participation.

We also set up a system to monitor how relationships between service 
users and service providers works in the future. 

Following on from the completion of our CAMHS work, we have 
continued to be involved in work with the CCG to improve CAMHS 
user relationships as part of the ‘CAMHS Transformation Executive’ 
Management Group’s action plan. We are currently researching:
l The CAMHS complaints process. 
l Online/digital engagement with service users.

Working with other organisations
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Let’s Talk About Dying event
In May 2016 Public Voice and Healthwatch Haringey partnered with 
Haringey Palliative Care, Haringey CCG and Haringey Older People’s Forum 
to successfully launch the new Haringey Palliative Care Service at a special 
event, held as part of the national ‘Dying Matters Awareness Week’ 2016.

The event, ‘Let’s Talk About… Dying’, was opened with a compassionate 
speech from David Lammy MP, setting up what was a very informative, 
sometimes emotional, but wholly enjoyable day of talks, discussions, 
advice and stalls which brought together over 150 local people and 
enabled them to share their views and experiences whilst learning 
about local palliative care services.

This was FREE drop-in event with talks, stalls and information from the 
Haringey Palliative Care Team, district nurses and carers, a GP, local 
hospices, local funeral directors, Compassion in Dying, Alzheimer’s 
Society, Marie Curie, Macmillan Cancer Support, and local dementia 
services. A local solicitor was on hand with legal advice, Citizens Advice 
Haringey with financial advice, and there were free health checks 
throughout the day. Local people also heard about how they could 
plan their ‘Digital Legacy’, create a ‘memory box’ for their family 
and friends, talk to their children about dying and discover the many 
options for funerals.

The event was a resounding success, respectfully addressing what is 
a sensitive and often taboo subject, whilst making local people more 
aware of the end of life support and services available locally.
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Making a difference together

Domiciliary Care Survey
We carried out research for Haringey Council exploring the strengths 
and weaknesses of Domiciliary Care services in Haringey by asking 
local people and service users for their views and opinions of the 
current services on offer in Haringey. 

Most people live independently in their own homes. However, if you 
are frail or have long term care needs, this can be difficult without 
the help and support of other people and services. Help with personal 
care and other practical household tasks is called Domiciliary Care.
500 Domiciliary Care surveys were sent to Haringey residents and 
106 were completed and returned. One of our main aims was to look 
closely at the standard of care offered and the care needs of the 
local people. 

The survey looked at four main areas of domiciliary care in Haringey:
1. Service: Questions relating to who paid for the care and who the  
 service providers were.
2. Clients: Details of the service user, including the age group they  
 belonged to and any health conditions they were diagnosed with.
3. Visits: Questions regarding the nature of the home care visits,   
 including how often each visit took place and visit length.
4. Carers: Questions regarding the nature of the carers, including   
 what they helped with and how caring they were. 

The survey was then followed up with phone based interviews, which 
17 people took part in. The interviews were based on what we found 
out in our survey, including how well carers managed their time, 
individual needs of clients, and standard and expectations of the 
carers and service. 

We submitted a full report with our findings, good and bad, to 
Haringey Council and we look forward to positive changes to the 
Domiciliary Care Service in Haringey.

Haringey Obesity Alliance
The Haringey Obesity Alliance is a group of local organisations 
committed to working together to reduce obesity.

The alliance includes Healthwatch Haringey, Haringey Council, local 
schools, the NHS, businesses and the voluntary sector. The Haringey 
Obesity Alliance is helping to make Haringey a healthier place where 
fewer people are overweight or obese. The alliance reports its 
progress to Haringey’s Health and Wellbeing Board on a regular basis.
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Our aim is to ensure that the alliance involves and talks to residents, 
providing them with the right information and support so that they too 
can help reduce obesity in the borough. 

STP Mental Health Programme
We have begun supporting a group of local people as they take part in 
working alongside the ‘Mental Health Work Programme’ of the North 
London Partners (Haringey, Camden, Islington, Barnet and Enfield 
working together to improve health and care services for the future). 

The group, which now consists of 15 people with experience of mental 
ill health, or of caring for someone with mental ill health, across 
Barnet, Enfield, Haringey, Camden and Islington meet once a month. We 
have been involved in providing members of the group with information 
and support, helping them develop their confidence, as well as liaising 
with the programme managers from the North London Partners to 
ensure that the group’s discussions and feedback are useful, and that 
input, ideas and suggestions are being responded to. 
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????????

Influencing other organisations

Making a difference together

Haringey Health and    
Wellbeing Board (Member)
l Adults Partnership Board (Chair).
l Health and Wellbeing Strategy   
 Refresh Group (Member).
l Older Peoples’ Reference Group  
 (Chair).
l Mental Health Service Users   
 Reference Group (Coordinator).
l Carers Reference Group    
 (Coordinator).

The Adults 
Safeguarding 
Board (Member)

North Central 
London (NCL) 
Healthwatch Chief 
Executive
(five local 
Healthwatch)

Whittington NHS 
Trust Patient 
Experience 
Group (Member)

Better Care Fund: 
l Adults Operational  
 Group.
l Service Integration  
 Group.

Joint North Central 
London (NCL) Adult 
Health and Social 
Care Scrutiny 
Committee 
(attendee)

Chairing and 
servicing the 
Adult Social Care 
Planning and 
Oversight Group
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Haringey Clinical Commissioning 
Group’s (CCG):
l Governing Body (Member).
l Insight and Learning Sub Group  
 (Member).
l Communications and Engagement  
 Sub-Committee (Member).

North Middlesex 
University Hospital 
(NMUH) 
l Patient Experience  
 Group (Member).
l Clinical Quality 
 Review Group (CQRG)  
 (Observer).

Adult Health 
and Social 
Care Scrutiny 
Committee 
(Attendee)

Personal Budget 
Users Group 
(Attendee)

North Central 
London (NCL) 
Sustainability and 
Transformation 
Plan (STP) Mental 
Health workstream

NCL Quality 
Surveillance 
Group (Member)

CAMHS 
Transformation 
Executive Board 
(Member)

Barnet, Enfield 
and Haringey 
Mental Health Trust 
(BEH-MHT) Patient 
Experience Group 
(Member)
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What next?

Many of our priorities and projects from 2016/17 will continue in 
2017/18 as they reflect continuing challenges for health and social 
care services. We have been increasingly involved in work at the North 
Central London level, across Haringey, Camden, Islington, Barnet and 
Enfield, as the Sustainability and Transformation Plan (STP) for these 
boroughs develops. This brings continued challenges for service users 
and providers, and our community engagement in Haringey becomes 
even more important as we help local people navigate all the changes.

The new ‘Haringey and Islington Wellbeing Partnership’ is developing 
and the joint ‘Haringey and Islington Health and Wellbeing Board’ will 
create another level of service user and community engagement activity. 

Our work on Child and Adolescent Mental Health (CAMHS) will continue 
as we help to develop a ‘CAMHS Engagement Toolkit’ for Haringey. 
This will include further work on developing a local complaints policy 
with related publicity and research on digital (online) engagement. We 
continue to be active members of the CAMHS Transformation Executive 
and Board. 

We will continue our work on Adult Social Care, with a particular 
emphasis on co-design and service user and carer engagement, through 
our role as Chair of the ‘Adult Social Care Planning and Oversight 
Group’. With advance information on the Council’s new service 
developments and strategic reviews we can plan ahead for potential 
opportunities to get local service users involved in future planning. We 
will also be developing and supporting the new ‘Adult Social Care Joint 
Partnership Board’ and the related ‘Reference Groups’. 

We are increasingly being asked to source volunteers to contribute to 
commissioning and service design panels, an important role given the 
influence this can have on the design and delivery of future services. 
Haringey CCG has commissioned us to support their commissioning 
activity (purchasing local health and care services and choosing 
providers) in 2017/18 and we will be building a team of volunteers to 
engage in this process. 

Our outreach activities will be expanded in the coming year through 
our forty volunteers who are keen to get more involved in community 
activities. We are developing a more strategic approach to collecting 
feedback from service users and the general public, and will be 
strengthening our Healthwatch Consultative Group as a source 
of information. 
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people
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Our Board

Sharon Grant OBE, Chair 

Sharon has lived in Haringey for over 37 years, 
and her career has focused on both health 
and social care, and consumer representation. 
A former university senior lecturer in social 
policy, she was appointed Chair of Commission 
for Patient and Public Involvement in Health 
in 2002-2008, and then Chair of London 
Travelwatch 2008-2012. Sharon also chaired 
the Haringey Citizen’s Advice Bureaux from 
2007 to 2015.

She currently serves as a consumer 
representative at the Food Standards Agency, 
as well as being a parliamentary adviser on 
health care. Sharon is a trustee of the Bernie 
Grant Arts Centre in Tottenham, where she ran 
the office of the late Bernie Grant MP from 
1987–2000, and was also an elected councillor.

Debbie Lee Chan 

Debbie has lived in Haringey for over 20 
years. She has worked in a variety of sectors 
as a research and consultation specialist 
including a tenure as the Research Manager 
in the Chief Executive’s Office at Camden 
Council, a fellow in stakeholder engagement 
at the not-for-profit Office for Public 
Management (OPM), and as a Research 
Director at Ipsos MORI – which is more 
commonly known as MORI polls. Debbie is 
currently the Policy Research Manager at 
the consumer body Which? She is an active 
member of the Social Research Association 
events committee and a doting mother of two 
young children.
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Our people

Nuala Kiely 

Nuala has had a career in health for 
over 25 years. She qualified as a doctor 
at the Royal Free Hospital in 1990 and 
worked for 12 years as a paediatrician 
in hospitals across London. Nuala 
then worked in the mental health 
department at HAIL for five years. As a 
Service User Engagement Coordinator 
she worked closely with Barnet, Enfield 
and Haringey Mental Health Trust and 
Haringey CCG to ensure that mental 
health service users and carers were 
aware of changes in services and to 
ensure that they had a voice in those 
changes, developments and challenges. 
Nuala has also been closely involved in 
the design of the new mental health 
unit at St Ann’s Hospital. She also co-
wrote and delivered (with colleagues at 
Middlesex University), an employability 
course for service users using Secondary 
Care services. This highly successful 
‘First Steps to Work’ course ran over 
two years at The Clarendon Recovery 
College. 

Having worked and lived in Tottenham 
for many years, Nuala recently made 
the move to Cornwall. Despite the 
distance Nuala remains an active Board 
member with interests in mental health 
services and complaints procedures. 
Nuala currently coordinates an ‘Experts 
by Experience Board’ across North 
Central London which comments on the 
mental health areas of the NCL STP.
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Bülent Mehmet

Bülent joined our board at the end of 2016. He is a 
qualified accountant and experienced in financial 
management.

Before completing a degree in Economics at the 
London school of Economics he worked in the private, 
public and voluntary sectors in Hackney and Islington. 

Since graduating Bülent has worked in areas ranging 
from housing and economic regeneration to public 
health and social services. Bülent has had responsibility 
for financial strategy and management for a number of 
local organisations and services including: Alexandra 
Palace Trading Company and charity; Bernie Grant 
Arts Centre; building schools in Haringey; and the 
integration of Public Health services from the NHS into 
Haringey Council.

Vernon Herbert  

Vernon is a highly experienced Director with wide 
ranging professional and managerial experience in 
both the public and private sectors. He has a multi-
disciplinary background with extensive experience 
of infrastructure planning and delivery as well as the 
broader aspects of urban planning and development, 
the environment, regeneration and management. 
Much of his career has been spent working in local 
government and, more recently, the NHS.  

Previous roles have included Deputy Director of 
Environment and Planning at the City of Westminster, 
Director of Growth and Regeneration at Harlow and 
senior positions with the Amey Group, Interserve and 
Tribal Group. He began his career as a planning and 
transportation graduate trainee at the Greater London 
Council and is qualified as a town planner.
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Our people

Gordon Peters  

Gordon has had a career in health and social 
care over 42 years. He has lived in London, 
and mostly in Haringey, since the late 1960s. 
Gordon was a social worker, then taught 
social work and social policy, before being 
Director of Social Services in Hackney during 
the 1980s. He later worked for the Kings Fund 
on new policies of community care before 
spending some years as a health and social 
development consultant overseas, and then 
returning to Haringey in 2011. 

Throughout that time he has always been 
motivated by finding ways for the most 
vulnerable people to be actively engaged 
in both the policies and practice of health 
and social care and in getting authorities to 
put patients or users of their services at the 
centre of what they do. He is particularly 
interested in how older people in Haringey, 
both the socially active and the isolated 
and the frail, can improve their health and 
wellbeing and maintain contact with the 
younger generations. Gordon currently chairs 
the Older Peoples Reference Group and is 
active in the Haringey Over 50’s Forum.
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Governance
Following a competitive tender process Healthwatch is currently delivered 
in Haringey by Public Voice CIC. As a Community Interest Company (CIC) 
Public Voice is Regulated by Companies House and has to produce an annual 
statement of Community Impact to accompany the Annual Accounts. Our 
Board comprises six members whose interests and experience cover a wide 
range of relevant areas including, health, engagement and research, mental 
health, older people, and planning for health and finance. All board members 
sign a code of conduct which amongst other things includes guidance on 
conflicts of interest and the ‘Nolan Principles’*. The board meets bi-monthly 
and has a Finance and Audit Committee which reports to each board meeting 
on the financial position of Public Voice, including Healthwatch Haringey.

How decisions on activities are made
Healthwatch activity is informed by the Council’s priorities as outlined 
in their ‘Community Plan’ and using the evidence base outlined in ‘The 
Joint Strategic Needs Assessment’. The Council’s priorities are subject 
to widespread consultation and therefore reflect the views of people in 
Haringey. We also work closely with Haringey CCG, who consult on their 
priorities though regular community network and public meetings which we 
attend. By regularly attending Haringey Council’s ‘Adults and Health Scrutiny 
Committee’ we become aware of issues and contribute to the Committee’s 
forward plan which identifies service areas they wish to investigate. Public 
Voice also identifies local health and care issues from engagement and 
outreach work. By monitoring Healthwatch signposting requests to pick up 
themes, and by listening and reacting to the Healthwatch Consultative Group 
we are able to use community feedback to take action to bring about change 
when it is most needed.

*The ‘Nolan principles’ are the basis of the ethical standards expected of 
public office holders.
https://www.gov.uk/government/publications/the-7-principles-of-public-life

Decision making
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Volunteers

Volunteers are recruited through 
advertising, community events, 
engagement work, focus groups and 
through our newsletter and website. 
Over the past year our volunteers 
played a key role in all our work. This 
has included:

l Enter and View visits to Peregrine  
 House Care Home.

l PLACE Audit of Whittington   
 Hospital.

l Distribution of Healthwatch   
 marketing materials across   
 Haringey, raising our profile and  
 encouraging local people to   
 feedback their experiences of local  
 health and social care services.

l Participating in the Haringey’s  
 Adult Social Care Planning and  
 Oversight Group.

l Helping us to run stalls to capture  
 young people’s views of health  
 and care in Haringey, and to   
 promote Healthwatch.

l Attending meetings on our behalf.

l Assisting at local     
 community events.

Volunteers continue 
to be vital in our 
work. Our 40 well 
trained volunteers 
come from diverse 
backgrounds including 
teaching, health and 
social care, drug and 
alcohol advice, adult 
psychotherapy, law, 
psychiatric nursing, 
special educational 
needs and nutrition. 
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Volunteers are 
essential to helping us 
deliver our work.
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Our people

Director: 
Mike Wilson

Communications 
Manager: 
Eamonn England

Engagement 
Manager: 
Mable Kong-Rawlinson
(to October 2016)

Engagement 
Manager: 
Jo Salter
(from November 2016)

Business Manager: 
Val Chaggar

Research Manager: 
Sedeek Ameer

Volunteer Coordinator: 
Mary Blake

Our staff team
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The Healthwatch Haringey contract requires an independent 
organisation or company to deliver the Healthwatch service. Public 
Voice was set up by the staff and board of Healthwatch Haringey 
in 2014.

In March 2015 the Healthwatch contract for Haringey was novated 
(transferred) from the Haringey Citizen’s Advice Bureaux to Public Voice 
and the staff transferred under Transfer of Undertakings (Protection 
of Employment) Regulations. The Healthwatch contract was later 
extended to April 2017. Following a competitive tender process the 
contract has since been extended to April 2019.

The Public Voice mission is to improve services through user 
engagement. This is done through community engagement, individual 
user engagement and community intervention. Through its various 
projects, including Healthwatch, Public Voice collects the combined 
voices of services users, gathering evidence and ultimately takes action 
to bring about positive change, now and in the future.

service improvement through user engagement
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Our finances 

Our 
finances
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*Subject to audit.

*

Healthwatch Haringey  180,000.00

Carried forward to 2015/16 2805.25

Total 182,805.25

*

Healthwatch Haringey Expenditure

Healthwatch Haringey Income

Staffing 128,446.04

Sub contract salaries 13,938.00

Rent and Premises 10,149.00

Publicity and marketing 5127.20

Other running expenses 2127.49

ICT /Telephony 5377.00

Sub contract Management fee 3782.00

Printing, stationery, photocopier 2391.56

Trustee expenses 3819.56

Volunteer expenses 130.00

Events 5123.80

Professional fees 2393.60

Total 182,805.25
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Our finances

Income
The Healthwatch Haringey contract value for 2016/17 was £180,000 with a 
carry forward of £2,805.25 making a total of £182,805.25. 

Expenditure
Total expenditure was £182,805.25 which was allocated to the activities 
detailed in the table and pie chart.

Year four of the Healthwatch contract show that significant costs included 
staffing, sub contract management fees, rent and premises, and publicity 
and marketing.  

Staffing 

Sub contract salaries 

Rent and Premises 

Publicity and marketing 

Other running expenses 

ICT / Telephony  

Sub contract Management fee 

Printing, stationery, 
photocopier 

Trustee expenses 

Volunteer expenses 

Events 

Professional fees 

1%

70%

3%
0%

2%
1%

2%
3%1%

3%

6%

8%
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Telephone: 020 8888 0579

Email: info@healthwatchharingey.org.uk 

Visit us: www.healthwatchharingey.org.uk 

Follow us: @HWHaringey 

Write to us: 
Freepost RTXY-BSRB-RCSS
Public Voice CIC
Tottenham Town Hall
Town Hall Approach Road
London
N15 4RX

us
contact

Public Voice holds and delivers the Healthwatch contract in Haringey. 
Public Voice is a Community Interest Company (CIC) number: 9019501
Registered office: Tottenham Town Hall, Town Hall Approach Road, London, N15 4RX 


