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Board of Directors Meeting

Monday 14th November 2016, 10am to 11am 
Salvation Army, Benhill Road, Sutton


AGENDA

	
PART 1 - PUBLIC


	Item
	
	Lead
	Time
	Papers

	1. 
	Welcome and Apologies 
Notification of Any Other Business 
	DW
	10.00
	


	2. 
	Minutes of previous meeting (12th September 2016)
for agreement
	DW
	10.05
	


	3. 
	Matters arising 
(not cover elsewhere on the agenda) 
	DW

	10.10
	


	4. 
	Healthwatch Information, Advice and Complaints Advocacy - update
	ST/PF
	10.15
	

	5. 
	Headline report/Performance management 
Verbal update
· Inpatient project
· Outpatient project
· Body Image project
· Let’s make support work report 
· Jubilee Health Centre report 
· Carers for people with Dementia
	PF
	10.25
	


	6. 
	Important/Urgent Highlights from Boards/Committees/Groups/Other
	PF
	10.40
	

	7. 
	Any Other Business 

	All
	10.50
	

	8. 
	Date of next meeting – all meetings are held at Granfers Community Center 

TBC 

	
	
	

	
PART 2 - CONFIDENTIAL


	9. 
	Agree minutes from the previous meeting
	PF
	10.55
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Board of Directors Meeting

Monday 12th September 2016, 2pm to 4pm  

Granfers Community Centre, Oakhill Road, Sutton



MINUTES 



PRESENT;

Chair – David Williams (DW) 

Vice Chair - Barbara McIntosh (BM)

Treasurer -Adrian Attard (AA) 

Minutes – Sara Thomas (ST)

Pete Flavell (PF)

Alison Navaro (AN) - SCVS

Adrian Bonner (ABo)

Derek Yeo (DY) 

Launa Watson (LW) 

APOLOGIES; 

Annette Brown (ABr)

Shri Mehrotra (SM) 

Tony Ward (TW) 

Steve Triner (STr) – CAB

Nicky Davies (ND) - SCILL



		Item

		



		1. 

		Welcome and Apologies - DW opened the meeting and apologies were noted.

Notification of Any Other Business 

Sustainability Transformation Plans

Changes at Sutton Clinical Commissioning Group

Request for representation at a meeting (14th September 2016)



		2. 

		Minutes of previous meeting (11th July 2016) -  AGREED



		3. 

		Matters arising (not cover elsewhere on the agenda) 

Pharmacies - PF has sent an email to Board members advising that the potential pharmacy closures are on hold. 

Co-design potential piece of work – ACTION - PF to contact Mary Hopper

Board member declaration of interest – still awaiting responses – ACTION - ST to chase outstanding.



		4. 

		Away Day

A discussion took place about the Healthwatch Sutton Board and staff away day. 

It was agreed that AN will facilitate the session, focusing on where Healthwatch Sutton is now and where the organisation wants to be in the future. 

It was agreed that the away day will be held on 14th November from 11am to 4pm and the Board meeting will be held on the same day from 10am to 11am. Venue details will be sent out separately. 

ACTION – ST to arrange venue and catering & circulate information to the board. 





		5. 

		SCILL update – Apologies sent, no update received 





		6. 

		CAB update - See attached report





PF will be meeting with STr as CAB will be delivering the Healthwatch Information & Advice service from October 1st 2016. 



		7. 

		Healthwatch England - Social Care Assessment project

PF explained that Healthwatch England is keen to find out more about the delays in Social Care Assessments across the country. Healthwatch England has produced a toolkit for each local Healthwatch to use, the toolkits have template letters and feedback forms. Letters have been sent to the London Borough of Sutton, Sutton care homes and sheltered housing associations. Healthwatch England we ask for local Healthwatch feedback from the 1st October 2016. As Healthwatch Sutton is taking part in this research the organisation will be mentioned in the national report that Healthwatch England will produce. 

Some directors offered their time to come in to the office to chase reponses. 

ACTION: PF to arrange room and volunteers to come in to chase responses



		8. 

		Headline report/Performance management 



Inpatient project

This project is nearly complete. PF will enter the last few surveys on to the system and begin the analysis. PF is hoping to get the first draft of the survey done mid October. A discussion took place around the early finding including satisfaction with nursing staff and comments around food. A report will be produced and sent to Epsom and St Helier hospitals, along with separate reports for each ward including SWLEOC.

Outpatient project

PF will put together a table with the actions from the Healthwatch Sutton Outpatients report and take it to the next St Helier patient experience meeting.

Body Image project

PF has emailed all secondary schools (including a link to the body image video and link to the feedback form) in the Borough asking if he can come along to one of their PHSE sessions to gather pupil’s views. PF has received no response to date.

A discussion took place around the best way to engage with young people. 

Let’s make support work report (attached)

A copy of the Let’s make support work for everyone report was shown to Board members. PF informed the group that Dave Hobday (Chief Executive of Sutton Mencap) had completed the report. PF will be meeting with Dave and Rachael Coates (from Advocacy for All) to discuss circulation of the report. 

A discussion took place around how the London Borough of Sutton monitor the quality of the support contracts.

It was suggested that Healthwatch Sutton repeat the event in a year to see if any significant changes have been made. 

Jubilee Health Centre report (attached)

The Jubilee Health Centre Enter and View report was shown to the Board – ST informed the Board that the report is currently confidential. Pam will send a copy to the building manager – once he has seen a copy it will be made public. PF will request to present the report to the London Borough of Sutton Scrutiny Committee.

Scrutiny may wish to take the outstanding issues around signage and the hearing loop further.   

Carers for people with Dementia 

Pam is finishing the report and a final copy should be produced by 4th October 2016. 

Mental Health

Following the Healthwatch Sutton Mental Event Health PF will look at the feedback to see how best to take points forward. Healthwatch Sutton may run a series a mini projects around themed areas.



		9. 

		Important/Urgent Highlights from Boards/Committees/Groups/Other

CCG Board 

DW explained that in the future Clinical Commissioning Groups (CCGs) will be streamlined, with 6 governing bodies with smaller units under them. Four CCGs will have one Chief Officer. Sutton CCG will join this in April 2018. Sutton CCG is performing well. The lead officer for Acute would be Jonathan Bates. 

Sutton Uplift has been nominated for an award. 

Sue Roostan will be leaving Sutton CCG to take up a new post in Hammersmith and Fulham.

Adult Safeguarding Board - A discussion took place and it was agreed that BM and AB would continue to attending the meeting and PF would complete the quarterly reports. 

Vanguard Steering Group 

LW took part in a good teleconference. Details for a bid and been agreed. CCG looking at rolling this programme out across more care homes. PF will be meeting with the Vanguard lead shortly.

LW will continue to attend the Vanguard meeting and feedback and relevant items to the Board.

IDCR

Next meeting 22nd September, SM is not on the attendance list.

ACTION – PF to make sure SM is on the attendance list    



		10. 

		Finance 

Healthwatch Sutton Income and Expenditure tabled for information.

AA went through the Healthwatch Sutton income and expenditure. 

There were no questions. 



		11. 

		Any Other Business 

DW covered items under item 9 of this agenda. 



		12. 

		Date of next meeting – all meetings are held at Granfers Community Center 
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Citizens Advice Sutton


Carshalton & Wallington Branch


68 Parkgate Road, Wallington, Surrey, SM6 0AH


Tel: 0208 405 3552 Website: suttoncabx.org.uk



HWS ICAS Update – Q2 2016-17



Introduction / Context



On 4th April 2016, we launched the ALPS service.  The ALPS service significantly increased the operational hours of the service.  We –Citizens Advice Sutton – and our ALPS partners, Age UK Sutton and Sutton Carers Centre provide telephone information and advice from 9.00 am to 5.00 pm, Monday to Friday.  The three organisations also provide drop – in information services through the same time periods.   The ALPs telephone service provides access to not only CAS, AUKS and Sutton Carers centre but a range of other organisations including the libraries, the Samaritans and the National Domestic Violence helpline.


We are very pleased with the feedback that clients have provided on our new service. People who telephone the ALPS Service are invited to take part in an automated satisfaction survey.  90% people stated that access to our service was easy or very easy; 97% people said that they were very satisfied or satisfied with the assessor and 97% said that they were satisfied or very satisfied with the service


We have however, had difficulty with producing the management information required under the contract we have with the council.  The production of the management information reports and issues with the Charitylog system has taken up a considerable amount of management time. 



Healthwatch complaints advocacy



We have continued to provide the service with a combination of specialist volunteer advisers and paid staff.  In the period 1st July to 9th September we delivered 20 actual Healthwatch advice appointments.  However, we had a total of 109 casework contacts (where follow-up advice and assistance was given by telephone, letter, email or face-to-face). Some of the key members of the Healthwatch Team have were absent for parts of this reporting period, for various reasons.  However,  the demand for  Healthwatch Services, like the demand for other advice services, tends to drop during the summer holiday season.



We met client demand for health complaints and advocacy by when necessary allocating other suitable specialist staff to the project


.



Case Study



The client is in her 60’s and has six-monthly blood and cholesterol tests to check her cardiac health. A recent round of tests showed elevated cholesterol levels, but her GP described the results as borderline and declined to prescribe medication. In the weeks after this test the client started to experience chest pain whilst exercising, eventually attending a local hospital during a particularly severe attack. This led to the client being admitted and monitored for 24 hours, with the client discharging herself the next day in order to attend an appointment elsewhere. When discharged the hospital refused to prescribe medication, despite the client still feeling some chest pain, but asked her to attend further tests so that she could be fitted with a cardiac monitoring device.



A month later, while her heart problems were still under investigation, the client experienced a life threatening coronary attack that required her to be taken to hospital in an ambulance and immediately into surgery. The client was informed by the medical team that treated her that she would have died but for the relatively fast response time of the ambulance service. 



The client approached Healthwatch because she felt that the heart attack she suffered was preventable and that either her GP or the hospital should have prescribed her medication beforehand. Initially the client was unsure about her desired outcome, so a HWS ICAS adviser explained her options in detail, giving guidance on the processes, potential costs and challenges of making an NHS complaint or making a medical negligence claim. This advice allowed the client to clarify that at that point she was primarily interested in pursuing compensation, so the adviser referred her for specialist legal advice, helping her to obtain a free consultation with a solicitor who handles medical negligence claims.



Unfortunately the opinion of the solicitor was that by discharging herself from hospital in the first instance, which at the time was against medical advice, the client had reduced the chance of bringing a successful case to the point that it was no longer viable given the potential costs involved and the need to establish whether being prescribed medication would have sufficiently alleviated the risk of a cardiac event. Both the HWS ICAS adviser and solicitor gave the client guidance on how to obtain a second legal opinion and the time limits involved in bringing a claim, in the event that she decided to pursue this option in future.



After further discussion with the HWS ICAS adviser the client has decided to focus on correcting smaller failings in the treatment she was given by pursuing a formal complaint. The process of taking advice has allowed the client to clarify issues with her treatment that may not give rise to a negligence claim but that she feels should be addressed by the NHS, and as this is an ongoing enquiry she continues to receive our support with going through the complaint process.



Charity Registration Number: 1061654/0



Company Limited by Guarantee 
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Registered Number: 3179963 (England)





Registered Office: 68 Parkgate Road, Wallington, Surrey, SM6 0AH






Authorised & Regulated by the Financial Conduct Authority



Bureau Authorisation Number: 617761


Citizens Advice Sutton is an operating name of Sutton Borough Citizens Advice Bureau
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London Borough of Sutton

People Directorate
Executive Head of Adult Social Care: Nick Ireland

Your Ref:

My Ref: Direct Line:

E-mail: ContractsQA@sutton.gov.uk Date: 24" October 2016
Dear David

Firstly can | thank you and Healthwatch for this report titled ‘Let’'s make
support work for everyone’. | was pleased to see so many people
involved in your event in June, which ensured that you had really good
input from service users, families and support providers.

The report itself is an interesting read, and it was good to see some
common themes across the different cohorts represented at the event.
You may be aware that the council and the CCG have recently started
work on the developed of an LD Strategy for 2017, and some of the
information and findings within this report will be able to be used as part
of this work.

The recommendations section of the report are split into two section. In
order to help you disseminate the report among service providers, | have
asked a colleague to prepare a list of all providers that the council engage
with and send this across to you in the next few weeks. In relation to the
recommendations you make in the report for the council, | will take each
of these in turn, setting out the action that the council currently take and
any planned actions over the next 12 months.

Council contracts must recognise the importance of a skilled,
appropriate workforce to provide support work

Over the years the council has been somewhat generic in its contracts in
relation to the standards of the workforce. As we move to
recommissioning more and more services over the coming months, it is
out intentions to ensure that we have more detail on minimum
requirements for staffing. While this won'’t take effect immediately, it is
something that the People commissioning service are working on.

The council endorses this recommendation.

Sutton

Please reply to:
Category Management

Team

People Directorate
London Borough of Sutton
Civic Offices

St Nicholas Way

Sutton

SM1 1EA

Minicom 020 8 770 5178
DX No 134340 Sutton 11
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The council must have a robust system for monitoring the quality of
work and acting promptly on concerns

The council has in place an annual quality assurance programme,
whereby our quality improvement officers visit providers based on a desk
based risk assessment of the provider. This system is robust and
sufficient to identify issues once we visit a provider.

Our social workers are key professionals who visit care setting on regular
basis to talk with clients and support them. Through this they gain useful
information and knowledge on the quality of the services being provided
to ensure this continues to meet the needs of individuals.

While professional are good at informing the council of any issues with a
provider, there is more that HealthWatch may be able to support the
council with, to ensure that service users and families inform us of quality
issues at an early stage, in order for us to investigate.

| would welcome a conversation on Healthwatch could assist with this.
The council endorses this recommendation.

People who use support and parents and carers must be involved in
monitoring the quality of care

While | believe the council has made some progress in this area,
especially in relation to LD, there is of course more we can do.

The council commissions Speak Up Sutton to deliver a programme of
engagement and consultation with services users, however they are not
directly involved in the quality assurance visits that the council undertake,
but their information and feedback is.

Going forward as part of the new LD strategy, the council and CCG will
need to consider in more depth how they can be. We will be working with
Speak Up Sutton during this process to gain their views and ideas on how
we could do this.

The council endorses this recommendation.

Where poor quality support has been identified, an action plan must
be put in place and regularly monitored

The council’'s People Commissioning Team, consists of three (3) Quality
Improvement Officers. Part of the role for these officers is to work with
and monitor actions plan. As part of any action planning process the
officers will work with the provider to identify outcome improves and the
provider will develop an action plan based on meeting these. The officer
will quality assure this and work with the provider to monitor delivery of
the plan and ensure that this improvement is embedded across the
organisation and through its processes and practice.

The council endorses this recommendation and action was previously
underway prior to the recommendation.





Once again can | thank you for this report.

Yours Sincerely

RN QP WY o,

Terry Clark
Head of Social Care Category Management

Cc: Sam Barker — George Platts

Tolis Vouyioukas
Strategic Director of the
People Directorate

Niall Bolger
Chief Executive
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