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Board Meeting
6.30 to 8.30pm, Monday 12 May 2025
Granfers Community Centre, 73-79 Oakhill Road, Sutton SM1 3AA 
Teams Meeting
ID: 376 055 212 3274   Passcode: p5Ua2Th3 

	Item
	
	Lead
	Time
	Action from Board

	1
	Welcome and apologies
Notification of Any Other Business
	JW
	6.35
	

	2
	Minutes of previous meeting held on 10th March 2025 – actions update. 


	JW
	6.40
	For approval

	3
	Matters arising (not covered elsewhere on the agenda)
	JW
	6.55
	For discussion

	4
	Governance Group updates
	SO
	7.00
	For information

	5
	Update on finances
	MP
	7.10
	For information

	6
	Community Action Sutton – hosting and support

	PF
	7.20
	For discussion

	7
	Projects Updates




	PF
	7.35
	For information

	8
	Earwax survey follow up
	PF
	7.45
	For information

	9
	Andrew’s Updates - safeguarding, frailty and PRG. 
	AM
	7.50
	For information

	10
	Project Group Updates



	   GB
	8.00
	For information

	11
	Policies review


[bookmark: _MON_1807336882]


	   SL
	8.10
	For discussion

	12
	Comms Update – Website/Analytics/Youtube



	SL 
	8.15
	For information & discussion

	13
	Comms, Outreach events and general updates
	PF
	8.20
	For information

	14
	Review of pharmacist talk/pharmacist project


	PF
	8.25
	For discussion

	15
	AOB

	JW
	8.30
	

	
	Date of Information and Support Session: Monday June 9th at 6.30pm

Date of next board meeting: Monday July 14th at 6.30pm

	
	
	




image1.jpeg
healthwatch

Sutton




image2.emf
Action updates.docx


Action updates.docx
ACTION LOG – completed actions



		Ref

		Action

		Status



		2.1

		Amend point 3.3 minutes to say DE.



		Completed



		2.2

		Amend minutes to reflect agreement to scatter Policy Reviews. 

		Completed



		3.1

		Action: Amend the action log to reflect if actions have been completed



		Completed



		3.1

		Send the chart showing start dates of terms as an attachment to the Board

		Completed



		3.1

		Update on Policy Reviews at next Board Meeting.

		Completed



		3.1

		Update on Comms Plan at next meeting.

		Completed



		5.5

		Include thoughts on CAS -hosting and Support as an action for next meeting. 

		Completed



		5.5

		All to bring questions and thoughts on CAS – hosting and support to next meeting.

		Completed



		6.4

		Create audit questions.

		Completed



		8.1.4

		PF to discuss running a Stakeholder event with SL.

		Completed



		8.2.2

		DE to send relevant information from the Board Meeting to SL.



		Completed



		8.2.3

		Clarify that diversity questions include lifestyle/finance question.   

		Completed



		8.2.3

		Ensure there is a question regarding receiving information before labour/birth.

		Completed



		8.3

		Update on Safeguarding Project at next Board Meeting.

		Completed



		8.4

		Update on Frailty Project at next Board Meeting. 

		Completed



		8.5

		Update on PRG/PPG at next Board Meeting. 

		Completed



		8.6.2

		Report back re Cardiovascular project

		Completed



		8.7.2

		Review Pharmacist project after April’s Information and Support Session. 

		Completed



		9.4

		Follow up with those interested in planning the Away Day.

		Completed



		11

		Comms Update to be moved to item for next Board Meeting. 

		Completed



		12

		Comms, Outreach Events and general updates to be moved to item for next Board Meeting. 

		Completed











ACTION LOG – in progress actions



		Ref

		Action

		Status



		3.1

		Diarise request for updated version of transactions as an action for mid-April.

		PF



		3.3

		Include re-election of Trustees as an item on next Agenda.

		In progress



		7.1

		Chase for a Contract Extension Letter from ICB. 



		PF



		8.2.3

		Conduct a Focus group and possibly more interviews and/or a survey to a larger group (questions to be determined by Focus group and interviews).

		In progress



		8.2.3

		The planner presented indicates that it is currently anticipated that data collection could continue until July, enabling data analysis to take place in August and report writing in September.

		In progress



		9.1

		Share the latest Self-Assessment with the Board. 

		PF



		13.2

		Contact Meeting organisers to inform them of new Reps

		PF

































FORWARD PLAN

		Meeting

		Agenda item/speaker



		2025

		



		Jan board

Monday 13th January 

		· Andrew attends

· Conflicts of Interest 



		Mar board

Monday 10th March

		· Alyssa attends

· Q3 Finance



		Apr Info

Monday 14th April

		· Reena Barai - Pharmacist



		Away Day

Friday 11th April

12.30-4pm

		· Carshalton Beeches Baptist Church 12.30 - 4pm



		May board

Monday 12th May

		· Andrew attends

· Review risk register

· Q4 Finance – Annual 23/24 Finance



		June Info

Monday 9th June

		· Social Prescribing – to be confirmed





		July board

Monday 14th July

		· Alyssa attends

· Q1 Finance 



		August Info

Monday 11th August

		· INTS – to be confirmed



		September board

Monday 8th September

		· Andrew attends



		October Info

Monday 13th October

		



		November board

Monday 10th November

		· Alyssa attends

· Q2 Finance



		December Info

Monday 8th December

		· Dentistry – to be confirmed
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Healthwatch Project Updates

Healthwatch Sutton Board Meeting  2025

Core Contract

1. Ear Wax Removal Report (Core Contract)

Covered as separate agenda item. Response now received and next steps to be discussed.

2. Primary Schools Mental Health (Core Contract) – 

Verbal update on CYP Mental Health event held on Mon 28 April.

3. Maternity Services (Core Contract)

11 women have been interviewed one-to-one. 7 women were recorded via Zoom, 1 was audio recorded and 3 were not recorded. Key themes include being left alone while in hospital, a lack of information around vaccinations and not having a chance to discuss their labour/ask questions afterwards. Snippets of audio recordings have been put into a file with a view to creating a short animated video of key comments and feedback. 

Four Focus groups have been held: two at Feeding Clinics, one at the Sutton’s Family Hub and one at a local baby group. 

4. Primary Care Access (Core Contract/ SWL ICB Primary Care Engagement Delivery Plan)

HWS has now completed the ‘baseline’ exercise and shared the results with NHS South West London Integrated Care Board (SWL ICB). To recap, this exercise was to find out whether all Practices in Sutton currently offer appointments on the same day or within two weeks, bookable by phone, email or in person. All Practices have confirmed they offer this. The ICB will discuss these results at their next Senior Leadership Team meeting and update HWS.























Non-Core Contracts

1. [bookmark: _Hlk160636612]Safeguarding Experience Monitoring (commissioned by Sutton Safeguarding Adults Board. Supports TfS contract objectives)



HWS has completed a questionnaire with 56 individuals about their experience of the safeguarding process in Sutton. 44 of these individuals had a safeguarding case which finished in Oct-Dec 2024. The remainder’s cases finished earlier in 2024. HWS has produced a report summarising their feedback. It presented this to Sutton Safeguarding Adults Board (SSAB) on 15th April 2025. HWS is now contacting individuals whose safeguarding case finished in Jan-Mar 2025. It will present their feedback to SSAB in July 2025. Frailty Project and SWL Community Service Project (commissioned by Sutton Health)



2. PRG/PPG (SWL ICB Primary Care Engagement Delivery Plan)



The last PRG meeting was January 2025. The main items were:

· NHS South West London Communications & Engagement Update (Amanveer Nathan, SWL ICB)

· Community Pharmacy Update (Mitesh Patel, Kirkby Pharmacy)

· Sutton Primary Care Networks Update (Damian Brady)

One of the PRG Officers had to step down so there will an election for three PRG Officers at the May PRG meeting. 

Since the last Board, Andrew has been to three PPG meetings. He has given general input and presented the surgery’s own results from the Healthwatch GP survey at two of them.

Andrew is also supporting a PPG with creating an email account. He is meeting with the 	Chair in March to set this up. It will enable patients to give feedback about their surgery 	remotely. This means they can still contribute to the PPG even if they can’t attend the in-person meetings.  

3. Cardio-vascular disease (SWL ICB

We have been asked to carry out some engagement with people who have been diagnosed with cardio-vascular disease and those who potentially could be at risk. The feedback that is being sought, should focus on life-style issues and could potentially look at diet, exercise and smoking. We have been given £2.5k to deliver the project and the engagement process has yet to be agreed. A preliminary meeting has been held with Nadine Wyatt to scope the project with a preference for qualitative methods including potentially interviews and/or focus groups. Nadine is taking this back to consult with others and then we are reconvening to finalise.

4. Pharmacy?

Covered as separate agenda item.

To maintain engagement with our membership and e-news readers we are considering a short survey about people’s experience of pharmacy services. This would be a snapshot piece of work in a similar vein to the earwax project. National concern about pharmacy services is increasing and pharmacies are closing at an accelerated rate. Other examples of local Healthwatch engagement around pharmacy services has been collected in order for a short survey to potentially be developed.

5. 10 year Plan Survey

6. Frailty Project

Frailty Service User Engagement HWS has interviewed 11 Sutton residents about their experience of NHS services and of living with frailty. The residents had used the following local services: 

· Falls service/Maximising Independence 

· St Raphael’s Hospice Wellbeing Services 

· Urgent Community Response o Virtual ward 

· St Helier Frailty Hub 

HWS has produced a report summarising the key themes from the interviews. It shared this with the NHS in Sutton and 1,4,5,6

SWL ICB on 15th April 2025. It will present the key findings to the Frailty Board in May 2025.

The results of the frailty project will also inform the South West London Healthwatch Community Services report. 

7. South West London ICB BSL Service Evaluation Project 

We are currently surveying and conducting focus groups with BSL service users to understand if the new interpretation service rolled out in GP practices in October 2024 addresses some of the concerns about the previous services that we heard about during our Accessible Information Standard project engagement. 
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Project Timescales
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 Policy Review Schedule



Key

		ü

		Policy agreed and operational



		 

		Policy  Board approval



		 

		Policy under review/staff consultation



		 

		Reviewed every 3 years*



		

		*Unless changes in legislation require policies to be reviewed before date.







		Policy Name

		Location

		Review period

		Status

		Last reviewed

		Next review



		Safeguarding Policies (Heads of Service)



		Safeguarding Children Policy 

		

		 

		ü

		May 24

		Jul 27



		Safeguarding Adults Policy

		

		 

		ü

		May 24

		Oct 27



		Employee Policies and Procedures 



		Code of Conduct Policy

		Link/Healthwatch

		 

		ü

		Nov 23

		Mar 27



		Decision Making Guidance

		

		 

		ü

		Nov 20

		 Jan 27



		Enter and View Policy

		

		 

		ü

		Nov 23

		May 27



		Environmental Policy

		

		 

		ü

		  Nov 23

		May 27



		Equality, Diversity and Inclusion Policy

		

		 

		ü

		Nov 23

		May 27



		Health and Safety Policy

		

		 

		 ü

		Nov 23

		 Jul 27



		Trustee Agreement

		

		 

		 ü

		Nov 23

		Sept 27



		Online Engagement Policy

		

		 

		 ü

		Nov 23

		Jul 27



		Protecting Adults at Risk Policy

		

		 

		ü

		Mar 20

		Oct 27



		Travel and Expenses Policy

		

		 

		 ü

		Nov 23

		Sept 27



		Whistle Blowing Policy

		

		 

		ü

		Nov 23

		Sept 27



		Volunteer Policies and documents 



		Volunteering Policy

		

		 

		ü

		Nov 23

		Nov 27



		Operations Policies 



		Complaints Policy

		

		 

		ü

		Nov 23

		Jan 27



		Confidentiality Policy and Agreement

		

		 

		ü

		Nov 23

		Jan 27



		Conflicts of Interests Policy

		

		 

		ü

		  Nov 23

		Mar 27



		Data Protection



		Data Protection Policy

		

		 

		ü

		 Nov 23

		Mar 27
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Code of conduct policy



		Name of Local Healthwatch

		Sutton



		Policy

		Code of conduct policy



		Version

		V1.0



		Date when last reviewed

		November 2023



		Date when next review due

		January 2027



		Date approved by Board

		



		This policy is for	Comment by Steve Niewiarowski: Clarity around version, when it was last reviewed, next review date, when it was approved by the board and who the policy is for.

		All Staff, contractors, trustees, and volunteers









		Version 

		Change Type

		Description of Change(s)

		Date



		V1.0





		Final version of policy agreed



		Final version

		November 2023







1. Policy statement

This code of conduct sets out the expectations Healthwatch Sutton has of all those who work or carry out activities for it, in a voluntary or paid capacity, including trustees, employees, students and volunteers. For ease of reference, those parties will be called representatives throughout the rest of the document. 

The title of Volunteer Supporter used in this document refers to the named contact in Healthwatch Sutton who supports our team of volunteers. 

Everyone who represents Healthwatch Sutton is expected to behave professionally and in support of our values outlined below. 

2. Our values 

All representatives are expected to adhere to the Nolan Principles (seven principles of public life). These are: 

· Selflessness – act only in terms of the public interest, not in order to gain financial or other benefits for self, family or friends. 

· Integrity – not be placed under any financial or other obligation outside individuals or organisations that might seek to influence the performance of official duties. 

· Objectivity – make decisions on merit and the basis of evidence. 

· Accountability – be accountable for decisions and actions to the public and submit to whatever scrutiny is appropriate. 

· Openness – be as open as possible about all decisions and actions. Give reasons for decisions and restrict information only when the wider public interest clearly demands. 

· Honesty – declare any private interests relating to public duties and take steps to resolve any conflicts arising in a way that protects the public interest. 

· Leadership – promote and support these principles by leadership and example.


3. Compliance with law 

All those who represent Healthwatch Sutton are required to abide by relevant laws and regulations, including those relating to the environment, health and safety, discrimination, disability and employment. Representatives will be ethical and responsible whenever dealing with company finances, the services we deliver, partnership and collaborative working and public image. Representatives will inform the Healthwatch Sutton Chair or CEO immediately of any possible or actual infringement. 

4. Conflict of interest 

Representatives will complete a declaration of interest form when they join Healthwatch Sutton, and ensure it is kept up to date. Representatives are expected to maintain professional boundaries in their relationships with each other, and external parties such as commissioners and providers. Full details can be found in our Conflict of Interest policy. 

5. Serving the public 

Representatives will always perform their duties to the highest standard and treat members of the public with dignity and respect, taking account of their individual needs. Representatives will actively promote equality, diversity and social inclusion and encourage all the community to participate in engagement activities. Representatives will be honest and impartial when conducting Healthwatch activity, regardless of personal views and will discuss any conflict with the appropriate line manager or Volunteer Supporter. Healthwatch Sutton is a politically neutral and independent organisation. 

6. Use of public funds 

Representatives of Healthwatch Sutton have a duty to ensure the safeguarding of public money and proper care of assets which have been publicly funded. Representatives will carry out these obligations responsibly and take appropriate measures to ensure that Healthwatch Sutton uses resources efficiently, economically and effectively, avoiding waste and extravagance. 

7. Respect in the workplace 

Our aim is to create a positive environment within which individuals and organisations with an interest in our work can contribute freely, equally and openly. Use of technology for virtual meetings and events will also be regarded as ‘the workplace’. We will not allow any kind of discriminatory behaviour, harassment or victimisation. 

8. Representing Healthwatch Sutton 

Staff and volunteers including board members are accountable to the public for their actions and the way they carry out their responsibilities. They should always behave in a manner which does not bring Healthwatch Sutton into disrepute or damage our relationship with the public, service providers or other stakeholders. Representatives must be respectful and offer constructive criticism which does not seek to undermine an individual. 

Healthwatch Sutton board members are expected to understand and respect the principle of collective decision making and abide by Healthwatch Sutton’s Decision Making policy. When a decision is made, all Board members are bound by that decision and should publicly support it. 

Where representatives of Healthwatch Sutton attend meetings whether in person or virtual means, they will provide feedback in a timely and structured manner. When speaking on behalf of Healthwatch Sutton, representatives will reflect the priorities and policies of Healthwatch Sutton, even if they differ from personal views. If they are there in a personal capacity or a capacity connected with another role they undertake, they should always be explicit if they are expressing their own personal views. When participating in meetings or other activities, in person or online, Healthwatch Sutton representatives agree to: 

· Attend on time and be prepared

· Send apologies if unable to attend 

· Listen to, respect and value the opinions of others 

· Speak one at a time through the Chair or meeting facilitator 

· Be clear and keep to the point, using plain English and avoiding the use of jargon and acronyms 

· Ask for more information or explanation if necessary 

· Declare an interest where one exists or may be perceived to exist 

· Work positively with Healthwatch representatives 

· Provide feedback to those they represent

· Respect the authority of the role of the Chair or meeting facilitator and accept a majority vote, where needed, as decisive 

Approaches to representatives by third parties for information or views, including contact with the media must be referred to the CEO/Communications, Engagement and Projects Officer. In respect of media communications, the CEO/Communications, Engagement and Projects Officer will be the official spokesperson(s) of Healthwatch Sutton, and no other staff or volunteer should commit to media interviews without first consulting and gaining the approval of the CEO/Communications, Engagement and Projects Officer. 

All staff and volunteers must be politically impartial in their public role. Healthwatch Sutton will sometimes initiate or participate in campaigning about an issue. Care must be taken to ensure that, in doing so, the principle of political neutrality is always maintained and that nothing is done that could be interpreted as partisan in nature or suggests support for a specific party-political view. 

9. Duty of confidentiality

Healthwatch Sutton will sometimes receive information which is not in the public domain, often relating to individuals, organisations or financial matters. Representatives of Healthwatch Sutton will respect confidentiality and not divulge third party information without the agreement of the third party, or a legal requirement to do so, and operate according to our Confidentiality policy. 

10. Equality, diversity and inclusion

We are committed to understanding, accepting and appreciating individual difference. In practice, this means treating others with dignity and respect, recognising the value of each individual and their experience. We will not tolerate discrimination against others based on, but not limited to age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion and belief, sex and sexual orientation, in accordance with our Equality, Diversity and Inclusion policy. 

11. Gifts and hospitality

It is not normally acceptable for representatives of Healthwatch Sutton to accept a gift, reward or favour from others for work done in an official capacity. This does not include gifts of minor value such as pens or calendars. 

If gifts are offered, your Line Manager, Volunteer Supporter or Chair must be informed, and will determine the action to be taken. 

12. Alcohol, substance misuse and smoking

Smoking is not permitted on Healthwatch Sutton premises, or within the premises where Healthwatch Sutton work is being undertaken. 

Consumption of alcohol is not permitted during working hours. Representatives of Healthwatch Sutton must not be under the influence of alcohol, illegal drugs or other substances during working hours. 

Incapacity for work through the misuse of drink, drugs or other substances is a disciplinary matter for staff and will be addressed through the problem-solving process for volunteers. Where representatives are prescribed medication that may affect their mood or ability to carry out their role, they should bring this to the attention of their line manager or volunteer supporter.

13. Dress code

All representatives of Healthwatch Sutton should be neat and tidy in appearance and dress in a way that inspires confidence in a professional service.

14. Reporting misconduct 

If any employee or volunteer has a question or concern, or feels that an employee, volunteer, or the organisation is not meeting the commitment outlined in this document, do not stay silent. Contact your Line Manager, Lead Officer, Volunteer Supporter, Board Member or Chair. If the concern remains unresolved, reference should be made to our Grievance procedure, the problem-solving process for volunteers, or our Whistleblowing policy. 

Members of the public who wish to report a breach in our code of conduct can raise the concern directly with the Chair or Lead Officer. Alternatively, if it is more appropriate, they can raise a complaint in accordance with our Complaints policy which is also available on our website, and upon request from any member of our team.

We take our Code of Conduct seriously and expect the same of our employees and volunteers. 

15. Failure to comply

Breaches of our code of conduct will be treated consistently and fairly by the Healthwatch Sutton Chair and the Healthwatch Sutton Board of Directors or Community Action Sutton (host organisation). 

Failure to comply with the principles and underlying policies in this document may result in disciplinary action for paid employees which can include termination of employment, or commencing the problem-solving process for volunteers, which can include termination of the volunteer agreement and relationship.

16. Data protection

Any personal information provided in connection with this policy will be processed in accordance with data protection principles and will only be processed to ensure that individuals act in the best interests of Healthwatch Sutton. The information provided will not be used for any other purpose. 

17. Review of policy document 

The Board of Healthwatch Sutton will review the effectiveness of the code of conduct policy set out in this document every 2-3 years. 

Any amendments to this policy governing code of conduct will require a simple majority of board members voting in favour. 

The amended policy document will be published on the website of Healthwatch Sutton as soon as is practicable. 
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Mailchimp

		Date Sent		Number opened		Open Rate		Bounce Rate		Most opened 		Second most opened

		10-Apr-25		678		36.10%		0.54%		Local Parks - last on page		Lung cancer awareness - 2nd on page

		14-Mar-25		846		38.50%		0.54%		Ear Wax Response - 1st on page		Eve Appeal (Ovarian Cancer) - 3rd on page

		13-Feb-25		857		58.40%		0.69%		Freedom Pass - 3rd on page		Share for Better Care - 1st on page

		20-Jan-25		527		40.90%		0.77		HWEngland Annual Report - 1st on page		Our Future Health  - 4th on page

		11-Dec-24		551		42.30%		1.10%		Earwax Report - 1st on page		Veterans Care - 2nd on page







Instagram

		Date posted		Topic of post		Direct Views		Other views/shared		Accounts reached		Interactions		Number of Followers		Following

		Apr 16 2025		BSL video		9		0		7		1		324		81

		Apr 10 2025		Kooth Webinars		7		0		2		1

		Apr 3 2025		HW Young People Mental Health event		11		0		5		1

		Apr 2 2025		Lung Check programme		9		0		4		0

		Mar 24 2025		Bowel Cancer Symptoms		7		0		5		1

		Mar 21 2025		Health of Women reserach		9		0		5		0

		Mar 12 2025		Parklane Pharmacy moved		18		3		8		0		323		63

		Mar 3 2025		IAS 		11		2		3		0

		Feb 25 2025		Healthwatch Sutton Video		59						0

		Feb 21 2025		Walking Netball@Plough lane		6		2		4		0

		Feb 21 2025		Walking Football@Plough lane		5		0		4		1 like

		Feb 17 2025		GESH Listening Event		11		0		7

		Feb 12 2025		Beddington Park Toilet		16		1		7		0

		Feb 5 2025		Anxiety in pregnancy		13		1		9		0

		Jan 31 2025		Sutton Crisis Café		9		2		7		0

		Jan 28 2025		Pallative Care		12		1		7		1 (like)

		Jan 27 2025		HW NHS Forum		16		1		12		1 (like)

		Jan 23 2025		Talking Therapies Sutton		4		1		2		0

		Jan 17 2025		Local Dementia Forum		6		1		5		0





Website

		Google Analytics - last 30 day report

		Report date		Active Users		New users		Organic search (from a search engine)		Referral users (from another website or click)		Average engagement time		Top pages

		17-Apr-25		451		430		189		19		1 min		Home | Healthwatch Sutton		307

														Contact us | Healthwatch Sutton		302

														News and reports | Healthwatch Sutton		87

														The Delivery of the Accessible Information Standard in South West London GP Practices | Healthwatch Sutton		85

														Advice and information | Healthwatch Sutton		63

														Have your say | Healthwatch Sutton		61

														Annual reports and accounts | Healthwatch Sutton		5

		17-Mar-25		641		626		328		16		30sec		Home | Healthwatch Sutton		213

														Contact us | Healthwatch Sutton		91

														Report: Children's mental health 		89

														Ear Wax Removal 		61

														Accessible Information Standard		58

														News and reports 		57

														Search 		49





		17-Feb-25		726		725		128		10		26 sec		Contact us | Healthwatch Sutton		204

														Home | Healthwatch Sutton		144

														Healthwatch Sutton Annual General Meeting February 2025 | Healthwatch Sutton		52

														Have your say | Healthwatch Sutton		40

														News and reports | Healthwatch Sutton		34

														Report: Children's mental health worse since Covid | Healthwatch Sutton		27

														Healthwatch Sutton Board Meeting | Healthwatch Sutton		26





Facebook



		Date of report		Topic		Views		Reach		Interactions		Link Clicks



		16-Apr-25		BSL video		18		17		0		NA

		16-Apr-25		BSL text		29		19		0		?

		9-Apr-25		Kooth online workshops		51		24		0		1

		4-Apr-25		HWSutton has YouTube		49		26		0		?

		3-Apr-25		HWSutton Young Person Mental Health event		57		33		1		?

		2-Apr-25		Lung cancer screening		53		26		0		4

		24-Mar-25		Bowel cancer awareness		39		20		1		?

		21-Mar-25		Women's Health Research Programme		42		23		0		?

		18-Mar-25		GESH listening event for carers		67		35		1		?

		12-Mar-25		ParkLane Pharmacy has moved		74		48		3		0

		3-Mar-25		AIS 		35		28		0		2

		25-Feb-25		Video on HWSutton		30		16		1		0

		18-Feb-25		Walking Football @ Plough Lane		40		28		1		0

		18-Feb-25		GESH Listening event for carers		91		52		1		0

		11-Feb-25		Share for Better Care		39		23		0		0

		11-Feb-25		Changing Places Toilet in Beddington Park		11083		6856		8		0

		5-Feb-25		NIHR webinar		48		25		0		0

		31-Jan-25		Sutton Crisis Cafe		53		40		0		0

		28-Jan-25		Pallative Care Commision		65		38		0		0
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														The Change Foundation run a walking sports programme at their centre on Plough Lane in Wallington throughout the week for the over 55's. Friday's football runs : 10:30am - 11:30am Wednesday Netball runs :10:00am - 11:30am Both sessions are run by a qualifies coach and are followed by tea/coffee and refreshments. The first session is FREE then we ask for a small contribution of £5 per session thereafter to cover the cost of the coach and for the refreshments. Call 02086692177 or email office@changefdn.org.uk				28 out of 59		1 out of 3		0 out of 3		0 out of 1
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														St George’s and Epsom and St Helier (GESH), are holding several listening events to reach as many carers as possible to develop a GESH Carers Charter. If you help to look after someone at home, or support a family member or friends, GESH want you to be part of this project. There are a series of events, some in person and some virtual. The first event is 7 March. If you would like more information, or if you are interested in attending, please contact esth.patientexperienceteam@nhs.net				29 out of 59		0 out of 3		0 out of 3		0 out of 1
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														St George’s and Epsom and St Helier (GESH), want to know what carers want from the Trust, what is important to them, and what does good patient experience mean to a carer? GESH are holding several listening events to reach as many carers as possible to develop a GESH Carers Charter. If you help to look after someone at home, or support a family member or friends, we want you to be part of this project. There will be a series of events, both virtual and in person, starting from 7 March. Please contact esth.patientexperienceteam@nhs.net for more information.
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Pharmacy Survey

Healthwatch Sutton is a statutory body (every council area must legally have one) set up to collect the views of local people about health and social care. We have powers to use your views to influence local decision makers like the NHS or Council. www.healthwatchsutton.org.uk .

This survey is for residents of the London Borough of Sutton (including Wallington, Carshalton etc.) who are using a community pharmacy located in the Borough. 

Please only complete this survey if you have used your local community pharmacy in the last year (this could include prescriptions that have been delivered to your home).

All responses are anonymous and we do not collect any personal information (name or address etc.), however, we may publish comments that you make in our report.

Before visiting your pharmacy, did you seek advice for any other source?

Yes

No

Where did you look for advice?

Have you processed a prescription through a pharmacy in the last year?

· Yes

· No



How many prescriptions (included repeats) would you estimate you have received in the last year?

· 1-2

· 2-5

· 6-10

· 11-20

· 21-50

· 50+



Do you pay for your prescriptions?

· Yes

· No



Are you aware that you can pay an annual or quarterly set fee to cover all your prescription costs? (this will reduce the overall cost if you have a number of regular prescriptions)

· Yes

· No

Have you experienced any delay in receiving your prescription in the last year?

· Yes

· No

Thinking of the last time your prescription was delayed, what was the reason you were given for the delay

· Medication shortages

· Issues with home delivery

· Delay/issue in processing caused by the GP practice

· Delay/issue in processing caused by the pharmacist

· Delay/issue in processing caused by someone else (please specify)

· Don’t know

· Other 

Please tell us more about your experience of prescription delay(s)



Have you had to try and source medication from a different pharmacy because it was not available at your pharmacy?

· Yes

· No

What was the outcome?

Have you needed an emergency prescription?

· Yes

· No

What was your experience of organising and receiving an emergency prescription?



Have you experienced any shortages in your medication?

· Yes

· No

Has this impacted on the time taken to receive your medication?

· Yes

· No



Do you have your prescriptions delivered to your home?

· Yes, always

· Yes, most of the time

· Yes, sometimes

· No

· Don’t know



How reliable would you rate the delivery service?

· Very unreliable

· Mostly unreliable

· Mostly reliable

· Very reliable



Have you heard of Pharmacy First?

Yes, and I know what services it provides



Have you been to see your pharmacist for advice in the last year?

· Yes

· No

Which issues did you seek advice for (please tick all that apply)?

· Aches and pains - back pain, headache, migraine, muscle ache, period pain, teething, toothache

· Allergies - bites and stings, hay fever, skin reaction

· Colds and flu – cough, congestion, sore throat, fever / temperature (including fever following immunisation)

· Ear care - earache, ear infection, ear wax

· Eye care - bacterial conjunctivitis, styes

· Gastrointestinal care - diarrhoea, constipation, indigestion, haemorrhoids (piles), reflux, threadworms, vomiting

· Head lice

· Mouth care - cold sores, oral thrush, ulcers

· Skin care - athlete’s foot, chicken pox, contact dermatitis /atopic eczema, fungal skin infections, nappy rash, pruritis (itching), scabies, warts, verrucas

· Vaginal thrush

· Other (please specific if you are happy to share)



Please select the pharmacy that you use from the list below (if you are unsure please select Other)

Please state how much your agree of disagree with the following:

		

		1

		2

		3

		4

		5

		Don’t know/ Does not apply



		Time taken to be seen by a member of staff

		

		

		

		

		

		



		Opening hours

		

		

		

		

		

		



		Advice given

		

		

		

		

		

		



		Friendliness of staff

		

		

		

		

		

		



		General efficiency dispensing prescriptions

		

		

		

		

		

		



		Availability of a place to speak privately

		

		

		

		

		

		



		Range of services available

		

		

		

		

		

		



		Other non-prescription products available to buy in store or over the counter

		

		

		

		

		

		



		Keeping you informed of delays or issues with medication

		

		

		

		

		

		



		Overall service provided

		

		

		

		

		

		







What has been positive about your recent experience of using your pharmacy?



What has been negative about your recent experience of using your pharmacy?



Any other comments about your experience of using your pharmacy?



What is your gender?

· Female 

· Male 

· Non-binary

· Intersex 

· Transgender 

· Other 

· Prefer not to say



How old are you?

· Under 16 

· 16 to 18 years 

· 19 to 24 years

· 25 to 34 years 

· 35 to 44 years 

· 45 to 54 years

· 55 to 64 years 

· 65 to 74 years 

· 75 to 84 years

· 85 and over



Ethnicity

Carer

Disability




