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What we have achieved in 2015-16 Our Vision 

16  

 

 

 

 

  

 

Achieving this vision in Croydon will mean that: 

 Local people shape health and social care delivery 

 Local people influence the services they receive personally. 

 Local people hold services to account. 

 

  

Healthwatch Croydon’s vision is of a society in which 

people’s health and social care needs                          

are heard, understood and met. 
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Our Mission 

Our Mission 

We are the consumer champion for health and 

social care.  

Our mission is about: 

Listening hard to people, especially the most 

vulnerable, to understand their experiences and 

what matters most to them 

Influencing those who have the power to change 

services so that they better meet people’s needs 

now and into the future 

Empowering and informing people to get the most 

from their health and social care services and 

encouraging other organisations to do the same 

Working with the Healthwatch network to 

champion service improvement and to empower 

local people. 

Our Values 

We work for everyone, not just those who shout            

the loudest. 

Influential 

We set the agenda and make change happen. 

We are responsive. We take what we learn and 

translate it into action. 

We are innovative and creative. We know that we 

can't fix things by sticking to the status quo. 

We work with the network of local Healthwatch 

to make an impact both locally and nationally. 
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Our Mission 

Independent 

We are independent and act on behalf of all 

consumers. 

We listen to consumers and speak loudly on their 

behalf. 

We challenge those in power to design and deliver 

better health and social care services. 

We like to highlight what works well but are not 

afraid to point out when things have gone wrong. 

Credible 

We value knowledge. 

We seek out data and intelligence to challenge 

assumptions with facts. 

We celebrate and share good practice in health 

and social care. 

We hold ourselves to the highest standards. 

Collaborative 

We keep the debate positive and we get things 

done. 
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Legal Functions and Governance 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Gathering views and 

understanding the 

experiences of 

patients and the 

public 

                                     

 

Making people’s 

views known and 

acting as a credible 

voice at strategic 

meetings 

  

363 occasions 

 

Supporting the 

involvement of 

people in the 

commissioning, 

provision and 

scrutiny of services                                                    

  

 Recommending 

investigation or 

review of services via 

Healthwatch England 

or Care Quality 

Commission 

 

Signposting for 

access to services   

and support for 

making informed 

choices  

 

Making the 

experiences of 

people known to 

Healthwatch 

England and other 

local Healthwatches  
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Legal Functions and Governance 

Our Governance 

Healthwatch Croydon is a registered charity 

governed by its Memorandum and Articles of 

Association and a registered Company limited by 

guarantee. It complies with both Company and 

Charity legislation as set out in the relevant Acts. 

It also complies with associated reporting 

requirements.  

 

The CEO manages the organisation’s day to day 

activities. The board consisting of the chair and 

five non-executive directors meet bi monthly and 

receive reports summarising activities and the 

progress made against the agreed priorities. 

Quarterly reports summarising how we are 

meeting Key Performance Indicators are 

submitted to the commissioning authority. 

Healthwatch Croydon is accountable to the 

people of Croydon and also to the commissioning 

authority in terms of contract compliance. 
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Legal Functions and Governance 

Stakeholders 

 

Croydon residents 

Healthwatch Croydon will work in the best 

interest of Croydon residents, ensuring that 

healthcare services reflect the needs and 

requirements of the collective patient voice. We 

worked in partnership with many local charities 

that support residents. We highlight issues to 

national and local decision-makers regulators, 

commissioners and providers.  

Health and Wellbeing Board  

The Health and Wellbeing Board oversee and 

coordinate strategy for health and social care, 

across the borough. Healthwatch Croydon is a 

member of the executive group, with a legal seat 

and right to vote on decisions. 

NHS Croydon Clinical Commissioning 

Group  

The majority of NHS services in Croydon are 

bought and provided by this group, which includes 

Croydon Hospital Services, Virgin Care urgent care 

services, residents requiring clinical care and 

South London and Maudsley mental health 

services.  The CCG has financial levers which 

Healthwatch Croydon try to influence decision 

over through Healthwatch Croydon’s non-voting 

seat on the CCG Board. 
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Legal Functions and Governance 

Health, Social Care and Housing 

Scrutiny Sub-Committee 

This Scrutiny committee has a remit across the 

Council and NHS. Elected Croydon Councillors sit 

on the committee. Healthwatch Croydon is a co-

opted member, and provide the elected 

representatives with Croydon resident feedback 

on issues and concerns in health and care.  

Safeguarding Adults Board 

Healthwatch Croydon is a member, and supports 

the Board with the soft local intelligence from 

Croydon residents’ before they escalate into 

safeguarding issues. 

 

 

Care Quality Commission (CQC) 

The CQC is the national and local regulator for 

health care services. Healthwatch Croydon 

provides the CQC with Croydon residents’ 

feedback, as and when requested for example, 

prior to a CQC inspection. 

NHS England Quality Surveillance 

Group 

South west London CCGs and Healthwatch, 

regulators and NHSE review quality reports and 

data on South west London hospitals, community 

services, care homes, nursing homes and mental 

health services. 
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Organisation 
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Factors affecting our environment  

Macro factors affecting our 

environment 

 Twenty-two billion pounds in efficiency 

savings are required from NHS England by 

2020. 

 This is driving the Sustainability 

Transformation Plans which aims to transform 

key services. These savings are contingent 

upon transition of care away from hospital- 

based episodic care models to primary and 

long-term care based managed care models. 

This will involve cuts to key services which 

depending how it is handled, will cause alarm 

to the public. 

 The financial impact of Brexit is unknown, 

however further cuts in public spending would 

have big implications for social care and a 

knock on effect on the NHS. 

 Implementing a seven-day NHS will mean 

significant changes to the way services are 

run, it will require a critical mass of specialist 

staff to be recruited, and it may mean 

closures or mergers of local services. 

 NHS England will be investing more in 

pharmacy services to work in GP Practices. An 

extra 1,500 pharmacists could be working in 

GP surgeries by 2020, after a funding boost of 

£112m by NHS England. 

 By 2020, UK’s National Health Service (NHS) is 

expected to face a shortage of around 16,000 

primary care physicians. By 2022, nurse 

shortages are expected to be in the vicinity of 

100,000. 

 People are living longer and there is an ageing 

population living with long term complex 

conditions. This requires ongoing treatment 

and specialist care. 
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Factors affecting our environment  

Local factors  

 

 

 

 

Demographics from Croydon’s Joint 

Strategic Needs Assessment 

 Almost half of Croydon’s population is from 

Black, Asian and other minority ethnic groups. 

The most common languages spoken by people 

in Croydon, other than English, are Tamil, 

Urdu, Guajarati and Polish. 

 There are high levels of deprivation in 

Croydon. If Croydon continues to grow more 

deprived at the same rate as recent years, by 

2020 it will be the 12th most deprived borough 

in London. 

 Changes in Croydon’s population and lifestyle 

trends are likely to lead to more people 

needing care in the future. The latest 

projections suggest the number of people 

aged over 85 in Croydon will increase by two 

thirds by 2029. There will also be more births. 

It is expected that the number of births will 
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Factors affecting our environment  

rise by around 10% over the next five years. 

Both the very young and the very old need 

more care. 

 In the future more people will be living with 

long term health condition such as diabetes, 

heart disease, respiratory problems, asthma 

and epilepsy. Three out of every five people 

aged over 60 currently have a long term 

condition and this proportion is likely to rise. 

People with long term health conditions are 

the most intensive users of health services. 

They make up around 31% of the population 

but account for 52% of GP appointments and 

65% of planned hospital appointments. 

 Inequality in Life Expectancy: Life expectancy 

for both men and women is higher than the 

England average. However, life expectancy is 

9.1 years lower for men and 7.7 years lower 

for women in the most deprived areas of 

Croydon than in the least deprived areas.  
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Factors affecting our environment  

Healthwatch Croydon Local Intelligence 

Over 2016/17 HWC collected approximately 15,000 items of data using a range of methods from the 

following sources. 

Positive Neutral Negative 
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Factors affecting our environment  

The following chart shows the most reported condition or area of health/ social care that we received 

information on. The top five issues that have been reported from outreach work and analysis of comments 

/complaints are as follows: Anti Coagulation, Autism, Older Peoples Health, General Social Care, and 

Mental Health. 

Positive    Neutral     Negative         
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Factors affecting our environment  

Organisational and Financial 

 Croydon Clinical Commissioning Group (CCG) 

are subject to special measures and are under 

pressure to bring about efficiency savings as 

part of their Quality Innovation Productivity 

and Prevention (QIPP) programme. Their 

financial target is a deficit of £9.9m for 

2016/2017. This has resulted in a number of 

expenditure reduction initiatives. Croydon 

CCG commissioning priorities in 2017 are: 

 Planned Care and Long Term Conditions 

 Urgent and Emergency Care 

 Children and Young People 

 Mental Health and Learning Disabilities 

 Out of Hospital 

 Primary Care 

Croydon University Hospital (CUH) were subject 

to special measures for the majority of 2016/17. 

They are targeted to reduce their deficit of £36m. 

Major Service Changes 

Sustainability and Transformation Plans set out a 

general ‘direction of travel’ for local health 

services in South West London over the next five 

years. The strategic priorities of the plan are as 

follows. 

 Prevention and early intervention. 

 Transforming community based care. 

 Building capacity and capability in the 

community. 

 Reviewing the configuration of our acute 

hospitals. 
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Factors affecting our environment  

 The details of these plans have not as yet been 

published, however it is clear that there will 

be changes to the services provided to the 

health and social care services as a result of 

the plan that will require consultation and 

engagement with Croydon residents. 

 The model of Urgent Care has been revised 

and from April 2017 the borough is to be 

served by an Urgent Care Alliance. This will 

provide a number of services, including four 

GP Hubs, with extended opening times and 

the ability to carry out the work of Minor 

Injury Units (MIU) that will be closed. There is 

public concern about the level of service that 

the Alliance will provide and the degree to 

which they will be able to provide the services 

previously provided by the MIU. 

 A new emergency department is to be opened 

by Croydon Hospital from October 2017. 
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Organisational Audit 

The following audit is based on conversations with key stakeholders. 

Where are we performing well How can we strengthen 

Collecting Data and gathering views: 

We have over 15,000 pieces of data on our 

database and a data analyst who has created a 

method of data collection that has resulted in 

a solid base of evidence. 

 

 

 

We have a volume of data which is helpful in 

providing soft intelligence. We will develop a 

more strategic approach to outreach and data 

collection that allow us to produce snapshot 

reporting of soft intelligence on a regular basis 

 

 

 

 

Representing the patient voice: 

We collect what people tell us about issues and 

report this verbatim in reports. Our reports are 

valued because they have anecdotal views and 

reflect the tone, flavour and reality of patient 

engagement. 

 

 

 

 

We will increase the volume of qualitative data 

that we conduct as part of our research and 

continue to ensure that recommendations based 

on patient experience are methodologically 

sound. 

 

 

 

 

 



 

Healthwatch Croydon Business Plan 2017-18 - Page 18  
  

Organisational Audit 

Where are we performing well How can we strengthen 

Producing Research reports: 

We have managed to produce a number of 

reports on seldom heard groups in a relatively 

short timeframe 

We will put in place a framework to ensure our 

research areas are the most relevant and have the 

greatest chance of producing impact. 

We will review our research and reporting 

methodology to ensure that our reports are of a 

consistently high standard and allow us to make 

recommendations that can be monitored. 

We will aim to co- produce two pieces of research 

with service users. 

 

We will work service providers and commissioners 

an aim to jointly identify key recommendations. 

Visibility with local partners 

We have established working relationships with 

many local statutory and voluntary organisations 

including the CCG, the Health and Well Being 

Board. 

We will develop a comprehensive stakeholder 

plan and further develop our ability to influence. 
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Organisational Audit 

Where are we performing well How can we strengthen 

Marketing and promotion of Healthwatch 

Croydon 

We have a mailing list of 2,000 who receive our 

monthly newsletter and are effective in 

promoting our work and opinion through press 

releases 

We will start to produce a monthly digest of 
what is going on in health and social care in 
Croydon. This will be linked to our soft 
intelligence reports. 
 
We will increase the activities that we carry 
out to raise the profile and increase 
awareness of Healthwatch Croydon. 
 
We will review the effectiveness of our 
newsletters, social marketing and press 
releases and produce a combined marketing 
and community engagement plan. 

Governance 

The board meets regularly and has effective 

governance. 

The board will be strengthened by identifying 
gaps through a skills audit and succession 
planning. We will consider areas where we 
are not practicing best practice in 
governance, the use of sub committees and 
the use of link members for specific areas of 
responsibility. 
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Organisational Audit 

Where we can improve 
How can we strengthen 

Volunteer Management 
 
We have over 60 volunteers on the database, 
and we need to have a more effective way of 
managing and motivating them. We lack 
clarity on the difference between a member 
of Healthwatch and a volunteer 

 
We will develop a volunteer strategy and 
recruit a volunteer coordinator who will be 
responsible planning the journey of a volunteer 
in Healthwatch Croydon, and the quality of 
their engagement. 

Enter and Views 
 
Our Enter and View programme has been held, 
pending a review of its strategic objectives. 
Many volunteers are keen that we continue 
this and the safeguarding team of the council 
value the balance our ‘softer’ approach to 
their inspections provide. 

 
We will conduct a review of how best we can 
effect change within social care settings and 
the role and impact of enter and views within 
this. Subject to this review we will schedule a 
series of ‘enter and views’ for the next 
financial year. 
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Organisational Audit 

Showing Outcomes and Impact 
 
We need to focus more on outcomes and 
impact of our work and be able to 
demonstrate evidence of where we have 
effected change. 

 
We will undertake a review of how we measure 
our outcomes and impact, utilising an external 
agency if necessary. 

Working Collaboratively 
 
Some of our partners have informed us that 
they would like to have a more collaborative 
approach with Healthwatch and have the 
opportunity to contribute to our research 
reports prior to publication. 

 
We will always retain our independence and our 
role in highlighting both the positive and 
negative aspects of service provision as 
perceived by service users. However, we will 
aim to work more collaboratively with service 
providers and commissioners and where 
possible to jointly identify with them 
recommendations to be implemented. 
 
Well aim to co-produce research reports with 
service users. 
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What we have achieved in 2015-16 Our Strategic Objectives 

 

 

 

 

 

 

 

 

 

 

 

    

 

 

 

 

 

 

 

Improve the way we 

obtain the views of 

people about their 

needs for, and their 

experiences of, local 

care services (including 

the seldom heard). 

                                     

 

Further develop our 
ability to influence the 

public and our 

partners. 

                                     

  

 

To improve the 

utilisation and 

experience of 

volunteers through an 

effective volunteer 

management 

programme.   

  

 

To increase public 

awareness of the 

health and social care 

services available to 

them by providing 

information and 

signposting service for 

the people of Croydon. 

To improve the 

governance structures 

of HWC and ensure the 

medium term future of 

the organisation. 

 

To improve the 

effectiveness of 

patient involvement in 

Croydon - provision of 

information, 

engagement, 

consultation and 

participation. 
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Our Strategic Objectives 

  
Strategic Objectives Operational Objectives 

 

Strategic Objective 1: 

Statutory Functions 2 and 3  

 

Improve the way we obtain the 

views of people about their 

needs for, and their 

experiences of, local care 

services (including the seldom 

heard). 

 

 

 

1.1. We will develop a communications and engagement strategy 

and a plan that details a timetable for the activities we will 

be carrying out. 

 

1.2. We will develop a framework for assessing and prioritising our 

engagement areas. 

 

1.3. We will continue to develop a range of methods of data 

collection with a target of collecting 10,000 pieces of data over 

the year. 

 

1.4.  We will review and develop the website to act as a portal for 

people to input their concerns, views and experiences 

 

1.5. We will define a strategy used to assess the service provided by 

health and social care institutions. 

 

1.6. We will conduct four assessments of health and social care 

institutions using ‘enter and view’ where appropriate. 
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Our Strategic Objectives 

  
Strategic Objective 2: 
Statutory functions 4 ,6,7 
and 8 
 

Further develop our ability to 
influence the public and our 
partners. 

 
  

 

  

 

2.1 We will circulate information about the intelligence we are 

gathering via our ‘Intelligence Report’ to strategic partners to 

ensure that we influence agendas to ensure they address the 

needs of the people of Croydon. 

 
2.2 Working with our SWL Healthwatch colleagues we will be active 

in unravelling the practical impact of the STP on Croydon and 

in ensuring the public’s voice is heard. 

 
2.3 We will produce three research reports prioritised by our 

assessment framework and present these at the HWBB. 

 
2.4 We will ensure active engagement from HWC with key 

strategic boards and meetings seeking to improve health and 

social care services, e.g. Health and Wellbeing Board, Scrutiny 

Committees, Quality surveillance Group, Adult Care Board, and 

CCGs. 

 
2.5 We will build effective working relationships with HW 

England. 

 
2.6 We will develop Have Your Say outreach points in strategic 

locations in the borough 
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Our Strategic Objectives 

  
Strategic Objective 3 
 

To improve the utilisation and 

experience of volunteers 

through an effective 

volunteer management 

programme.   

 

 

 

 

 

3.1 We will review the number, level and roles of volunteers and 

recruit to assist with HW Croydon as necessary 

 
3.2 We will ensure that there is a comprehensive induction 

program in place for volunteers. 

 
3.3 We will provide a volunteer agreement that lays out our 

commitments to and expectations of volunteers. 

 
3.4 We will ensure that all volunteer roles have up to date 

descriptions. 

 
3.5 We will ensure that there is a comprehensive induction 

program in place for volunteers. 

 

3.6 We will ensure that we offer at least 3 specific 

volunteer placements to public health students of 

Croydon College 
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Our Strategic Objectives 

  
Strategic Objective 4 
(Statutory Function 5) 
 

To increase public awareness 

of the health and social care 

services available to them by 

providing information and 

signposting service for the 

people of Croydon. 

 

  

 

 

 

 

 

 

 

 

4.1  We will continue to gather local health and social care 

information, and reference this on our website signposting 

page. 
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Our Strategic Objectives 

  
Strategic Objective 5 
(Statutory Function 1) 
 

To improve the effectiveness 

of patient involvement in 

Croydon - provision of 

information, engagement, 

consultation and participation. 

 

 

5.1 We will co-produce at least one of our research papers with 

service users 

 

5.2 We will run four training sessions on Health and Social care 

to community organisations in the borough. 

 

5.3 We will facilitate two public meetings based on the Health 

and wellbeing agenda. 

 
5.4 We will train volunteers and members 

and the public to participate in coproduction and/ or 

commissioning of services. 
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Our Strategic Objectives 

  
Strategic Objective 6 
 

To improve the 

governance structures of 

HWC and ensure the 

medium term future of 

the organisation. 

6.1 We will benchmark existing governance processes against 

best practice. 

 

6.2 We will conduct an assessment of the outcome and impact of 

our work and feed that into any review required by the 

council. 

 

6.3 We will review and engage in the re-tender process of the 

contract for the provision of Healthwatch type services by 

the council. 

 
6.4 We will undertake opportunities to increase our reserves 

through contracting our services at a profit where we have 
expertise (Outreach/Engagement for universities or other 
research organisations focussing on Health and Social Care). 
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