
Covers
We’ve included two cover options for you to 
choose from. Add the name of your 
Healthwatch and your logo. Then delete the 
cover you are not using. You can also 
personalise the cover by using your own 
photography.

To change the photos:
1. Right click > “Change Picture” > “From file” 

or “This device”
2. Locate the image you wish to use and select 

“Insert”

Adjusting the image 

To change the size or focus of the image in the 
frame:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop”.

You will then be able to increase the size of the 
image to fill the frame and adjust the position 
so the section of the photo you want to be seen 
is in the frame. 

Don’t forget to insert your own local Healthwatch 
logo. On this cover the logo is in the top right 
corner.
• To change the logo right click on it > 

“Change Picture” > “From file” or This 
Device”.

• Make sure it’s not placed too close to the top 
or the right-hand edges and is approx. 70mm 
in length or takes up a third of the width of 
the page. Use the main Healthwatch logo as 
a guide.

• You can download different versions of your 
logo by logging into the Communications 
Centre on the Network Site. On the right-hand 
side, ‘search assets’ and type the name of 
your local Healthwatch.

The photos on the cover have been intentionally 
positioned to bleed off the page edges. You can 
preview how they will appear by viewing the 
cover as a slide show, and doing so will also help 
you to position your pictures within the shapes. 
When the report is complete and is saved as a 
PDF, the parts of the pictures that overlap the 
page edges will not be visible.

You can use images from the Healthwatch stock 
image library: Healthwatch England’s albums | 
Flickr

Photo captions on the front cover of your report 
are not necessary. If a caption is necessary, use 
a blank inside page.

REMEMBER: Ensure all images you use are hi-res so 
they do not blur or pixelate

Speaking up for 
better care
Healthwatch Kent annual report 2025/26
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To change the quote bottom rule:

1. Select the shape (green bar) and use the 

corner handles to change the width.
2. If you accidentally change the width, it 

should be reset to 0.35cm.

“The NHS plays a vital role in our lives, and we know it 
faces real challenges. Listening to people’s thoughts 
about their care is one of the best ways to improve 
services. Every comment, concern, and compliment 
helps health and care professionals see what works 
and what needs to change, so care can be safer and 
better for everyone.

“We want to say a heartfelt thanks to all the local 
people who have taken the time to share their 
experiences, and to the health and social care 
professionals who have listened and acted on that 
feedback. Your commitment has helped make a real 
difference for our community.”

To change the photos:
1. Right click > “Change Picture” > “This 

device”.
2. Locate the image you wish to use and select 

“Insert”.

Adjusting the image 

To change the size or focus of the image in the 
frame follow these steps:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop”.

You will then be able to increase the size of the 
image to fill the frame and adjust the position 
so the section of the photo you want to be seen 
is in the frame. 

REMEMBER: Ensure all images being used are hi-res 
so they do not blur or pixelate

Quote word count – 50 words max
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We continue to achieve outcomes and change which brings best value to our 
partners, stakeholders and community.  We continue to deliver  projects which 
have become synonymous with Healthwatch.  Two such examples this year are 
follow up visits on Electronic Referral Systems and  also work understanding ADHD 
experiences. 

However, with the announcements last summer we also have one eye on the 
future. This year, working with our host organisation EK360,  we have been 
determined to become better at delving into the nuances within our data to help 
demonstrate how public voice is so valuable in decision making. 

We continue to recruit volunteers from across the community and we have 
welcomed volunteers from local Universities and schools to support and enrich 
the work of our staff. We’re proud to give people useful experience of the work 
place and critical development in their careers.

We recognised how our partners across Kent have overcome challenge and 
delivered positive change for local people through our annual impact awards.

We continue to study the impact of health inequalities and have made strides in 
aligning our systems to the  Marmot principles and are examining our data 
through new lenses to support this approach.

This report gives insight to some of our achievements over the past twelve 
months.  I trust you find this interesting and please contact us if you would like to 
join us on our journey.

A message from our chair
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Talk about how you have tried to reach 
communities that aren’t often heard.

The term “seldom-heard groups” often refers to 
under-represented people who use or might 
potentially use services, and who are less likely to 
be heard by these service professionals and 
decision-makers.

Examples of seldom-heard groups might include:
• Ethnic minority groups
• Carers
• People with disabilities
• Lesbian, gay, bisexual, transgender or queer 

people
• Refugees/asylum seekers
• People who are homeless
• Younger people
• People with language barriers

Reminder – We recommend not using terms such 
as BAME to describe people. See here for more 
information 
https://network.healthwatch.co.uk/guidance/2022
-03-22/getting-started-healthwatch-brand

You can import a signature if you would like to add 
a touch of personalisation.
• To add a signature, make sure you’ve saved the 

signature as a PNG file so it’s on a transparent 
background. 

• Insert the PNG of the signature as you would an 
image.

Image
This image is for positional purposes only, ensure 
you replace with a picture of your Chair

Update this quote for one from your 
own Chair.

Section word count – 200 to 250 words

Quote word count – 40 words max

To change the quote bottom rule:

1. Select the shape (pink bar) and use the corner 
handles to change the width.

2. If you accidentally change the width, it should 
be reset to 0.35cm.

To change the photos:
1. Right click > “Change Picture” > “This device”.
2. Locate the image you wish to use and select 

“Insert”.

Adjusting the image 

To change the size or focus of the image in the 
frame:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop.”

You will then be able to increase the size of the 
image to fill the frame and adjust the position so 
the section of the photo you want to be seen is in 
the frame. 

REMEMBER: Ensure all images being used are hi-res 
so they do not blur or pixelate

A message from 
our chair

This needs to be a short overview of the last year and how your organisation
has adapted and thrived.

“I would also like to  take this opportunity to thank 
the volunteers and staff who support us in our 
mission to bring public voice into discussions 
around Health and Social Care. I wish those who 
have left us good luck in their new positions and 
extend a big welcome to those who have joined 
us”

Chair
Professor David 
Croisdale-Appleby

This year has seen lots of change but here at Healthwatch Kent we 
remain committed to having public voice at the heart of it all. 



Healthwatch Kent is your local health and social care champion.
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Our vision

To bring closer the day when everyone gets the care they need. 
These are our updated Vision, Mission and Values 
statements. We know that some local 
Healthwatch have their own. If you do, make 
sure to include yours here. 

REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

We ensure that NHS leaders and decision-makers hear your voice 
and use your feedback to improve care. We can also help you find 
reliable and trustworthy information and advice.

Our values are:

Equity: We’re compassionate and inclusive. We build strong 
connections and empower the communities we serve.

Collaboration: We build internal and external relationships. We 
communicate clearly and work with partners to amplify our 
influence.

Impact: We’re ambitious about creating change for people and 
communities. We’re accountable to those we serve and hold 
others to account.

Independence: Our agenda is driven by the public. We’re a 
purposeful, critical friend to decision-makers.

Truth: We work with integrity and honesty, and we speak truth to 
power.

Our mission

To make sure that people’s experiences help make health and 
care better.

About us



Our year in numbers
In 2025/2026 we supported more than 3000 people to have their say and get 
information about their care. We employed  8.8 staff and, our work was 
supported by 18 volunteers.
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Guidance: Championing your voice
Include the number of reports you have published in the 
last year.

Name your most popular report, either the report that got 
the most views on your website or the report that led to 
the biggest improvement.

Guidance: Statutory funding

Include a brief summary of your funding. There is a section 
towards the back where you can give more detail about 
your funding and finances. 

The figure you give for funding from the local 
authority should wherever possible be for the 
statutory Healthwatch service alone. 

You shouldn’t include funding you may receive 

for other services, such as Complaints Advocacy. 
If your contract doesn’t specify separate 
amounts, then you should add a note to say that 
the figure includes other services in addition to 
Healthwatch.

Guidance: Reaching out
Here, you can include the number of people who shared 
their experiences with you last year, either online, on the 
phone, or in person.

The number of people you advised can be calculated by 
looking at the number of people who viewed your advice 
online and the number of people you advised over the 
phone and via email.

REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in-body text.

Championing your voice:
We published 10 reports about the improvements people 
would like to see in areas like Live in Care and Veteran support. 
Our most popular report was routes to A&E in East Kent , 
highlighting the differing signposting that people were 
receiving about where to go for care. 

Reaching out:
3,236 people shared their experiences of health and social 
care services with us, helping to raise awareness of issues 
and improve care.

4,031  people came to us for clear advice and information on 
topics such as how to make a complaint and finding an 

Statutory funding:
We’re funded by Kent County Council. In 2025/26 we received 
503,261.18 which is the same as last year.



Over the year we’ve been out and about in the community 
listening to your stories, engaging with partners and working to 
improve care in [local area]. Here are a few highlights.

Over the year we’ve been out and about in the community listening to your 
stories, engaging with partners and working to improve care in Kent Here are 
a few highlights.
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REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Spring, summer, autumn and winter refer 
respectively to any projects you ran in quarter 
one, two, three and four. 

For each quarter – pick up to two projects that 
you worked on and write one or two sentences 
about the outcomes or impact from those 
projects.

To download different icons, visit the 

Communications centre.

To  insert an icon:
Right-click > Change picture > This Device. 

Word count per box – 25 max

We continued our programme of 
hospital visits and produced our 
first new look insight report. 

We submitted evidence to the 
Health and Social Care 
Committee looking into 
Community Mental Health 
Services. 

Sp
ri

ng

We published our report into the 
journey people took to A&E 
departments in East Kent  

We talked to Care home 
managers in East Kent to 
understand their training and 
support needs.  

Su
m

m
er

We started  our work to 
understand what people think of 
their local area and how it 
impacts their health and 
wellbeing.  

We published our report looking 
at how a pilot for Live in Care 
was working for people and their 
families. 

A
ut

um
n

We submitted a response to the 
government’s  NHS online Trust 
consultation. 

We started our analysis of ADHD 
experiences and what people 
were telling us about the support 
they received.  

W
in

te
r

REMEMBER: Icons should be navy or black for 
contrast. 

This is a chance to show off the work you’ve 

done and the impact you’ve made in your 
community. We’d recommend not referencing
the closure of Healthwatch on this page.

A year of making a 
difference



A collaborative network of local 
Healthwatch: 
From September 2024, we started to receive more feedback on 
people’s experiences of mental health crisis support. To look into 
this issue in more detail we identified and analysed 489 related 
experiences. The ICB, Safe Havens and the Mental Health Trust 
responded with a range of actions. These included making 
improvements to waiting times and crisis support, coordination 
and continuity of care, as well as increasing Safe Haven access. 

This year, we’ve worked with Healthwatch Medway to achieve the following:

We’ve worked with neighboring Healthwatch to ensure people’s experiences 
of care are heard at the Integrated Care System (ICS) level, and they 
influence decisions made about services at Kent and Medway.
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REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Section word count – 65 words max

Section word count – 65 words max

Section word count – 65 words max

• Where possible, use this page to cover the 
types of outcomes that you can find in our 
Outcomes Categories model.

• Alternatively, you could cover developments 
in your own approach to collaborative 
working and ensuring the experiences of local 
people feed in at ICS level. 

• With either type of content, prioritise telling 
readers about what’s developed, changed 
or improved over the year rather than giving 
too much detail about activities and 
attending particular meetings. 

• In the later Finance section, there is space to 
give details about any funding received from 
the ICS. So, you don’t need to cover that on 
this page but may decide it’s useful to refer to 
it.

• If there is only your Healthwatch or one other 
covering your ICS area, then adapt the text 
on this page to suit your circumstances. 

• If appropriate, for example, you could rewrite 
the text to cover collaborative work you’ve 
done with other community organisations 
within your ICS area.

• It would be advisable to agree the wording of 
the text on this page with the other 
Healthwatch in your ICS area, so you are all 
saying the same things. 

A big conversation:
The Department of Health and Social Care invited Healthwatch 
Kent to participate in a consultation on the creation of the NHS 
Online Trust. Within the feedback we found 4 main themes: 
Acceptance of digital systems in healthcare, Digital Barriers 
Experience of Digitally Delivered Care Issues with Digital 
Systems. This report has been sent to the Department of Health 
and Social Care, who will use it to help inform the. Clear 
communication of how the new service works

Building strong relationships to achieve 
more:
Alongside Healthwatch Medway we hosted the annual 
Healthwatch Recognition Awards. This celebrated the work of 
organisations and individuals contributing to positive change in 
Health and Care. We had over a 100 nominations from 
professionals and residents using these services. We were able 
to give them the platform to get the recognition they deserved 
and share best practice across the system.

Working together for 
change

https://network.healthwatch.co.uk/blog/2025-08-07/outcome-categories-and-reflective-exercise-tool


We bring people’s experiences to healthcare professionals and decision-makers, 
using their feedback to shape services and improve care over time. Here are 
some examples of our work in Kent this year:

This page is for you to highlight three areas where 
you have made a difference to your local 
community and how it has improved people's 
lives.

Section word count – 80 words max

Section word count – 80 words max

Section word count – 80 words max

This first box is an opportunity to highlight an 
example where Healthwatch has shown 
decision-makers the personal experience of a 
small number of people. This has helped 
decision-makers to understand the situation. 
Ideally this will be a situation where your 
involvement contributed towards a change that 
benefited local people.

This second box is where you can talk about a 
time you have helped or encouraged local 
services to talk directly to the public or helped to 
improve communication between services and 
the community to provide better care for 
everyone.

This third box is to talk about change that you are 
slowly working towards. Nothing big or exciting 
might have happened but it's a project you are 
continually pushing and gradually making 
progress on.

REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.
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Making a difference in the 
community

Creating empathy by bringing 
experiences to life
Hearing personal experiences and their impact on people’s lives 
helps services better understand the issues people face.

We spoke to patients, carers and healthcare professionals about 
their experiences of live-in care after hospital discharge.  Largely 
experiences were positive, but people involved in the pilot did 
make some suggestions for improvement. This resulted in each 
person  being offered a video call introduction with their care 
worker.,  queries about practicalities, including costs/food  being 
resolved and an updated patient leaflet  being developed. 

Getting services to involve the public
By involving local people, services help improve care for everyone.
In 2025/2026, Healthwatch Kent and Healthwatch Medway 
worked with the Adult Safeguarding Board to ensure people’s 
voices shaped discussions and decisions. With a standing 
agenda item, we regularly present reports and insights to keep 
community perspectives at the heart of safeguarding strategies. 
This has included insights on Veterans, A&E attendances, Live in 
Care, Co-occurring conditions and Frailty 

Improving care over time
Change takes time. We work behind the scenes with services to 
consistently raise issues and bring about change.

In 2025 we submitted evidence to the Health and Social Care 
Committee looking into Community Mental Health Services.  The 
report from the 4th session Community Mental Health Services 
references our submission, utilising insight across EK360, a total 
of 9 times. We expect the committee to conclude it’s review in 
2026.



This year, we’ve listened to feedback from all areas of our community. 
People’s experiences of care help us know what’s working and what 
isn’t, so we can give feedback on services and help them improve.

Services can’t improve if they don’t know what’s wrong. Your experiences 
shine a light on issues that may otherwise go unnoticed.

Please ensure headings and text do not overlap 
with graphics on the page.

Update the image in the page break to a 
relevant photo where possible.

Try to use photographs of people rather 
than graphics.

Section word count – 50 words max

To change the photos:
1. Right click > “Change Picture” > “This 

device”
2. Locate the image you wish to use and select 

“Insert”

Adjusting the image 

To change the size or focus of the image in the 
frame follow these steps:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop.”

You will then be able to increase the size of the 
image to fill the frame and adjust the position 
so the section of the photo you want to be seen 
is in the frame. 

REMEMBER: Ensure all images being used are hi-res 
so they do not blur or pixelate

Listening to your 
experiences
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In total, almost one-third of participants (32%) believed their A&E visit could 
have been avoided, while half considered it unavoidable (52%) and a further 
16% were unsure. Participants from rural and higher overall deprivation areas 
were overrepresented in the sample, however they were more likely to report 
uncertainty in the avoidability of their A&E visits.

Understanding routes to A&E   
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For more help on how to write up a case study 
visit:

https://network.healthwatch.co.uk/guidance/20
19-04-03/how-to-tell-strong-story

https://network.healthwatch.co.uk/guidance/20
22-03-22/getting-started-healthwatch-brand

Explain how this case study demonstrates how 
you made a difference.

Use this pull-out box to highlight a key figure or 
statistic from your case study. This needs to be a 
powerful statement that makes sense when read 
out of order on the page.

If outcomes were achieved this year from some 
work that you started in a previous year, you can 
still use it as a case study in this section. 

Section word count – 100 words
REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Key things we heard:

88% of people had contacted one or more services in 
the lead up to their A&E attendance

8% of people reported attending A&E because they 
were unable to get a GP appointment

22%To  insert or change an icon:
Right-click > Change picture > This Device. 

Make sure icons are navy or black for contrast.

With A&E departments consistently making the news,  we visited East 
Kent to see if we could understand the ways people were ending up there. 

The East Kent Health and Care Partnership had been hearing different 
intelligence about people turning up to local A&E departments and wanted 
to hear directly from people who ended up there. 

What did we do
Healthwatch Kent conducted visits to William Havey Hospital (WHH) and 
Queen Elizabeth Queen Mother Hospital (QEQM), speaking to people about 
their journey to the initial assessment area of Accident and Emergency. 
Across 2 visits to each site, 50 people shared their experiences which 
included what services they had interacted with before attending and if 
they felt their attendance could have been avoided.

What difference did this make?
• The findings from this report were presented at the East Kent and Kent 

and Medway wide urgent care board. They were also included in the JSNA 
exception report at the Health and Wellbeing Board.

• The findings in the report have been considered as part of the Folkestone 
and Hythe pioneer site for neighbourhood health supported by NHS 
England.

of people spoken to were unsure what alternatives 
to A&E were available to meet their needs. 
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How support for veterans evolves 
after discharge from service
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For more help on how to write up a case study 
visit:

https://network.healthwatch.co.uk/guidance/20
19-04-03/how-to-tell-strong-story

https://network.healthwatch.co.uk/guidance/20
22-03-22/getting-started-healthwatch-brand

Explain how this case study demonstrates how 
you made a difference

Add quotes from people you spoke to or an 
organisation you worked with to show how you 
made a difference.

If you achieved outcomes this year from some 
work that you started in a previous year, you can 
still use it as a case study in this section. 

The most frequently mentioned issue – difficulty in getting an appointment or 
seeing their GP – is a common experience within the wider population. However, 
by understanding that many veterans have a previous experience of 
healthcare access being fast and exclusive, a combination of signposting and 
reframing expectations would improve veteran experiences.  Veterans also 
talked about a need to improve employment support on discharge and our 
findings also suggest Nepalese veterans were impacted more. 

I wish there was more employment support and support 
with settling into a new area after discharge“

Veterans told us that there is variation in how effective initiatives aimed at  
supporting  them have been in practice. 

We spoke with 115 UK Armed Forces Veterans The engagement was a 
combination of face to face surveying and digital responses. We attended 
Veteran's Breakfasts and drop in sessions in person to speak to veterans about 
their experience.

Key things we heard:

31% 31% of respondents mentioned difficulty in getting 
an appointment at their GP surgery.

44% Who had used mental health services shared a 
negative experience. 

What difference did this make?
• Kent County Council's employment scheme (Connect to Work) has 

agreed to do some veteran specific outreach and utilise existing veteran 
grass roots groups

• The report was presented to the Armed Forces Network, where it has 
been included in the evidence base for future work

• The findings have been included in the Armed Forces Joint Strategic 
Needs Assessment

“It’s been a nightmare until I moved to my new surgery. Even 
though the previous surgery were registered as veteran friendly, 
they didn’t make access easier for me.”
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We’re here for all residents of Kent. That’s why, over the past year, we’ve 
worked hard to reach out to those communities whose voices may go 
unheard.

Please ensure headings and text do not overlap 
graphics on the page.

Update the image in the page break to a 
relevant photo where possible.

Try to use photographs of people rather 
than graphics.

To change the photos:
1. Right click > “Change Picture” > “This 

device”.
2. Locate the image you wish to use and select 

“Insert”.

Adjusting the image 

To change the size of focus of the image in the 
frame:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop”.

You will then be able to increase the size of the 
image to fill the frame and adjust the position 
so the section of the photo you want to be seen 
is in the frame. 

You can personalise the covers by using your 
own photography.

Or you can use images from the Healthwatch 
stock image library Healthwatch England’s albums | 

Flickr

REMEMBER: Ensure all images are hi-res so they do 
not blur or pixelate.

Hearing from all 
communities
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Every member of the community should have the chance to share their 
story and play a part in shaping services to meet their needs.

This year, we have reached different communities by:

• Visiting Veteran breakfasts to listen to their experiences and support needs

• Being on the highstreets to hear from people who usually wouldn’t have the 
opportunity to share their feedback. 

• Improving our collection of demographic data and the tools we use to 
interrogate the insights within them. 

https://www.flickr.com/photos/132747812@N04/albums/
https://www.flickr.com/photos/132747812@N04/albums/


Enhancing the understanding of self harm 
in young people  
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Use this page to highlight case studies where 
you have heard from different people in your 
community. Ideally you want to focus on stories 
where you heard from seldom-heard groups, 
such as those listed on page 4.  Headline word count – 10 words max

Body copy word count – 70 words max

Working with partners including Healthwatch Medway, we heard from 323 
individuals to understand the causes of self-harm and perceptions of self-
harm among children and young people, communities and professionals.

Our work revealed the complexity and multifaceted nature of how self-harm is 
shaped by a range of personal, social and systemic factors. Participants 
agreed that improvements in service accessibility, awareness and multi-
agency collaboration are essential to supporting children and young people 
to stop self-harming.

Box copy word count – 100 words max

Headline word count – 10 words max

Body copy word count – 70 words max

Box copy word count – 100 words max

We collated evidence about primary care access for people with additional 
communication needs. 

We have insight from two distinct populations (elder Nepalese community and 
the D/deaf community) experiencing barriers to accessing their GP in Kent. 
This evidence came from both experiences collected directly by Healthwatch 
and examples from local VCSE organisations.  The experiences people have 
shared highlight the barrier some people face using digital services, including 
digital front door triage. 

What difference did this make?
The ICB confirmed they would consider this when they relook at the 
commissioning of translation services.  
We included this in our submission to the national consultation for the NHS 
online trust highlighting the potential barriers people will face. 

What difference did this make?
Our insights have been shared with a wide range of system partners 
including the ICB, Kent and Medway Council and Medway Maritime Hospital. 
One key finding highlighted limited awareness of lesser-known forms of self-
harm, such as addictive behaviours. In response, Medway and Swale Health 
and Care Partnership organised workshops to raise awareness of this form of 
self-harm, and a local charity organisation supporting people with this issue.

Translation support in primary care  



Information and 
signposting
When you’re struggling to find an NHS dentist, looking for help about how to 
make a complaint, or need advice about a good care home for a loved one 
– we’re your first port of call.

Please ensure headings and text do not overlap 
graphics on the page.

Section word count – 50 words

REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Update the image in the page break to a 
relevant photo where possible.

Try to use photographs of people rather 
than graphics.

To change the photos:
1. Right click > “Change Picture” > “This 

device”.
2. Locate the image you wish to use and select 

“Insert”.

Adjusting the image 

To change the size of focus of the image in the 
frame:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop.”

You will then be able to increase the size of the 
image to fill the frame and adjust the position 
so the section of the photo you want to be seen 
is in the frame. 

You can use images from the Healthwatch stock 
image library: Healthwatch England’s albums | Flickr

REMEMBER: Ensure all images being used are hi-res 
so they do not blur or pixelate.

This year, we’ve helped people by:

• Providing up-to-date information people can trust

• Helping people access the services they need

• Supporting people to look after their health

• Signposting people to additional support services

This year 4,031 people have reached out to us for advice, support
or help finding services. These conversations also help us to 
understand where, and how, your care can be made better.
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https://www.flickr.com/photos/132747812@N04/albums/


Improving GP Access
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This is an opportunity to feature two case 
studies that come from your information and 
signposting work. Remember to focus on what 
changed as a result, rather than what you did. Blurb word count – 25 words max

Section word count – 75 words max

Thanks to Lisa’s feedback  one of our local hospital trusts is improving the 
way it supports people with a visual impairment. 

A visually impaired  individual  gave their experience following an 
appointment at a local hospital . The staff they interacted with kept giving 
them verbal instructions on how to navigate in the hospital and they had to 
repeatedly ask for someone to guide them. Also, staff did not always 
introduce themselves, so they did not know who they were interacting with. 
They found the experience quite frightening and were at the hospital for 
over 7 hours. 

Outcome:

We shared the experience with  the Trust which in turn was shared with the 
Senior Management team at QEQM and also take to the AIS reasonable 
adjustments steering group in October.

Quote word count – 30 words max

Blurb word count – 25 words max

Section word count – 75 words max

Quote word count – 30 words max

Headline word count – 9 words max

Headline word count – 9 words max

Thanks to Brian’s feedback, an individual has retained their access to 
their local GP, ensuring continuity of care. 

We were contacted by the neighbour of an individual  as they were 
concerned that the individual had been given notice to leave their GP 
surgery.  They were told that they were no longer within the practice 
boundary following a merger of the surgery with another practice.  

The individual gave consent for us to liaise with their neighbour as they do 
not have access to IT/Emails etc.

Outcome:

We contacted the ICB. The ICB investigated it and deemed that the 
individual should remain at the practice, citing legacy rights 

“Thank you so much for your e-mail, which is wonderful 

news. I cannot thank you and your colleague from KMICB 

enough for what you did”. 

Improving practical communications 



Our fantastic volunteers have given to support our work. Thanks to their 
dedication to improving care, we can better understand what is working and 
what needs improving in our community.

Please ensure headings and text do not overlap 
graphics on the page.

Section word count – 50 words

REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Update the image in the page break to a 
relevant photo where possible.

Try to use photographs of people rather 
than graphics.

To change the photos:
1. Right click > “Change Picture” > “This 

device”.
2. Locate the image you wish to use and select 

“Insert”.

Adjusting the image 

To change the size of focus of the image in the 
frame:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop”.

You will then be able to increase the size of the 
image to fill the frame and adjust the position 
so the section of the photo you want to be seen 
is in the frame. 

You can use images from the Healthwatch stock 
image library: Healthwatch England’s albums | Flickr

REMEMBER: Ensure all images being used are hi-res 
so they do not blur or pixelate.

Showcasing volunteer 
impact
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This year, our volunteers:

• Visited communities to promote our work

• Collected experiences and supported their communities to share their 
views

• Helped input experiences into our database and code them ready for 
analysis

• Represented us at meetings

https://www.flickr.com/photos/132747812@N04/albums/


Be part of the change.

If you've felt inspired by these stories, 
contact us today and find out how you 
can be part of the change.

At the heart of what we do
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Choose two different stories of ways your 
volunteers have helped. Be consistent and 
if you add a picture for one volunteer, make 
sure you do the same for both of them. The 
pictures should be the same size and 
not pixelated.

If you don’t have two stories to showcase, 
delete one of the examples and write one 
longer case study. 

Keep your stories concise – make every word 
count towards the story of how they have 
helped make a difference to 
your community.

Quote word count – 75 words max

Remember to update your contact details. 
Once you’ve done this make sure you change 
the colour of the text to navy.

You can add your website URL as a link by 
highlighting the text > right click > add link. This 
will add the link to your text rather than writing 
out the full URL.

Include your volunteer manager/coordinator 
details if you have one

Quote word count – 75 words max

0808 801 0102

info@healthwatchkent.co.uk

www.healthwatchkent.co.uk

To change the photos:
1. Right click > “Change Picture” > “This 

device”.
2. Locate the image you wish to use and select 

“Insert”.

Adjusting the image 

To change the size of focus of the image in the 
frame:

Click on the image, select “Picture Format” from 
the ribbon/menu, and then select “Crop”.

You will then be able to increase the size of the 
image to fill the frame and adjust the position 
so the section of the photo you want to be seen 
is in the frame. 

REMEMBER: Ensure all images being used are hi-res 

so they do not blur or pixelate

Charlotte joined us for a full-time placement as part 
of her degree at the University of Surrey.  Living in 
Maidstone it was a great opportunity to hone her 
skills locally. 

“I feel extremely lucky to have gotten the opportunity 
to do my placement year under Healthwatch Kent. 
Through my time here I have met so many lovely 
people and learnt more about the county I've lived in 
all my life”.

Being here has allowed be to develop new and 
existing transferable skills that I will utilise in.  

Charlotte

Bia

From finding out what residents think to helping raise awareness, our
volunteers have championed community concerns to improve care.

Bia

Charlotte

Michelle

“I have been volunteering for Healthwatch approximately two years now.  I enjoy it 
immensely.  I work on spreadsheets, outlook, engagement forms to be entered into 
our databases. My confidence has really come along now and so have my social 
skills”. 

Suzie

"My time spent as a volunteer has been the most rewarding experience in my life. I 
have developed multiple different skills and become a valued member of the team. 
I have developed both as a worker and as a person. 

NIc

tel:08088010102
mailto:info@healthwatchlent.co.uk


Additional income is broken down into:

Finance and future 
priorities
We receive funding from Kent County Council under the Health and Social 
Care Act 2012 to help us do our work.
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REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Use the table in this pull-out box to provide 
details of any additional funding that your ICS 
provided to your Healthwatch and others over 
2025/26 for additional Healthwatch activity or 
co-ordinating work.

If you received no funding from your ICS then 
right-click on the pull-out box and remove it by 
selecting ‘cut’ and do the same with the table. 
You should then move the horizontal line and 
Next Steps text box below up the page.

Our income and expenditure:

Update the table with your own income and 
expense details. 

To add new rows to these, right-click in them 
and select ‘Insert’. Choose whether to add 
rows above or below. 

To delete instead right-click in them and select 
‘Delete’.

If your table for (ICS) funding is likely to run over 
onto a second page, then please duplicate this 
slide and delete the copy and table above the 
ICS Funding header. 

This is preferable to trying to cram everything 
onto one page or shrinking the font to an 
unreadable size.  

Integrated Care System (ICS) funding:

We didn’t receive any funding from our Integrated Care System (ICS)

Income Expenditure

Annual grant from 
Government

£503,261.28 Expenditure on pay 344,337.67

Additional income 
(including VAT)

£0 Non-pay 
expenditure

£11,248.67 

Office and 
management fee

£136,662.10

Total income £503,261.28 Total Expenditure £492,248.56



We will also work together with partners and our local Integrated Care System to 
help develop an NHS culture where, at every level, staff strive to listen and learn 
from patients to make care better.

Our top three priorities for the next year are:

1. Care Home managers 

2. Neighbourhood Health 

3. Learning Disabilities 

Finance and future 
priorities
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Highlight three areas you intend to focus on 
next year. You just need to explain what the 
priority is and how you intend to focus on it.

You can add any other focuses for your next 
steps here.

Over the next year, we will keep reaching out to every part of 
society, especially people in the most deprived areas, so that 
those in power hear their views and experiences.



Statutory statements
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REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Here you should add details of any sub-
committees or other meetings that involved 
board members, volunteers or the wider public 
making decisions about Healthwatch work.

Keep it clear and concise – a brief explanation is 
all that is necessary. 

You may need to write a few sentences more 
about how the public are involved in setting your 
priorities if you know that your funders and other 
stakeholders are particularly keen to hear about 
this.

If you had issues that were escalated to 
Healthwatch England, then briefly describe them 
and the results of that. 

The legislation about Healthwatch annual reports 
only requires details on representation on the 
Health and Wellbeing Board. However, it is 
recommended to include details of Integrated 
Care Systems.

Describe your role on the Health and Wellbeing 
Board by briefly explaining your role. This should 
be a sentence per role and keep it concise by 
explaining the bigger parts of the role, not the 
day-to-day detail.

Healthwatch Kent, The Old Court House, 8 Tufton Street, Ashford. TN23 1QN

Our host organisation hold the contract, EK360 (Engaging Kent CIC), The 
Stables, Little Coldharbour Farm, Tong Lane, Lamberhurst, Tunbridge 
Wells, Kent, TN3 8AD

Healthwatch Kent uses the Healthwatch Trademark when undertaking 
our statutory activities as covered by the licence agreement.

The way we work

Methods and systems used across the year to 
obtain people’s experiences

Involvement of volunteers and lay people in our governance and 
decision-making.

Our Healthwatch Steering Group consists of 3 members who work 
voluntarily to provide direction, oversight, and scrutiny of our activities.

Our steering group  ensures that decisions about priority areas of work 
reflect the concerns and interests of our diverse local communities.

Throughout 2024/25, the steering group met 8 times and made decisions 
on matters such as our stakeholder engagement plan and agreement of 
priorities on our workplan.  We ensure wider public involvement in deciding 
our work priorities by checking they are rooted in either existing views or 
where we have a gap in our public insights.

We use a wide range of approaches to ensure that as many people as 
possible can provide us with insight into their experience of using services.

During 2025/26, we have been available by phone, text and email, provided 
a web form on our website and through social media, and attended 
meetings of community groups and forums. We’ve also been on local 
highstreets providing the opportunity for people to talk to us who may not 
normally do so. 

We ensure that this annual report is made available to as many members 
of the public and partner organisations as possible. We will publish it on our 
website and send a physical copy to anyone who requests it.



Taking people’s experiences to decision-
makers

Statutory statements
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Healthwatch representatives

Responses to recommendations

REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Here you should add details of any sub-
committees or other meetings that involved 
board members, volunteers or the wider public 
making decisions about Healthwatch work.

Keep it clear and concise – a brief explanation is 
all that is necessary. 

You may need to write a few sentences more 
about how the public are involved in setting your 
priorities if you know that your funders and other 
stakeholders are particularly keen to hear about 
this.

If you had issues that were escalated to 
Healthwatch England, then briefly describe them 
and the results of that. 

The legislation about Healthwatch annual reports 
only requires details on representation on the 
Health and Wellbeing Board. However, it is 
recommended to include details of Integrated 
Care Systems.

Describe your role on the Health and Wellbeing 
Board by briefly explaining your role. This should 
be a sentence per role and keep it concise by 
explaining the bigger parts of the role, not the 
day-to-day detail.

We ensure that people who can make decisions about services hear about the 
insights and experiences shared with us.

In Kent, for example, we take information to the Kent Health and Wellbeing 
Board, Trust Patient Experience committees, Joint Strategic Needs Assessment 
Steering Group, The Health Overview and Scrutiny Committee, plus our regular 
catch ups and meetings with key stakeholders in the system .

We also take insight and experiences to decision-makers in Kent and Medway. 
For example, we work with Healthwatch Medway to share the experiences 
we’ve heard at the Kent and Medway Quality Group as well as the Integrated 
Care Partnership. We also share our data with Healthwatch England to help 
address health and care issues at a national level. We’re currently developing 
our connections with the Care Quality Commission to ensure your experiences 
help inform the regulation of local services.  

Healthwatch Kent  is represented on the Kent Health and Wellbeing Board 
by Robbie Goatham, Healthwatch Kent Manager and also, on the 
Integrated Care Partnership. During 2025/26, this has allowed us to 
contribute to the strategic direction of Health and Care across Kent and 
Medway including input into mental health needs and urgent care. We also 
attend a number of other key decision-making meetings 

• 3 Health and Care Partnership Boards until these paused with changes to 
NHS structures.  

• Kent and Medway Primary Care Oversight Group 

• Kent and Medway System Quality Group 

• Kent and Medway Adults Safeguarding Board

We had 0 providers who did not respond to requests for information or 
recommendations. There were no issues or recommendations escalated by 
us to the Healthwatch England Committee, so there were no resulting reviews 
or investigations. 



2025 – 2026 Outcomes

Statutory statements
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REMEMBER: The text you need to replace with your 
information is indicated in pink. Once you have 
made your changes, make sure to change the 
pink to dark blue in headlines and opening 
paragraphs or black in body text.

Enter and view

To add new rows to these right-click in them 
and select ‘Insert’. Choose whether to add 
rows above or below. 

To delete instead right-click in them and select 
‘Delete’

Use this table to provide a summary list of 
projects and pieces of work undertaken over 
the year that you haven’t featured with a fuller 
account in the main early sections of the report. 
This is a chance to ensure you report on 
outcomes you’ve achieved that might 
otherwise be overlooked, while still keeping the 
overall report succinct and readable.

Against each priority area of work in the table, 
provide a very short description of changes or 
improvements to the commissioning and 
provision of services up to the end of March 
2024. 

You can also include here any work you’ve done 
to hold services to account for their own 
approach to involving people. Use the second 
column to describe how your involvement 
improved the situation.

We didn’t do any Enter and View visits this year

Project/activity Outcomes achieved

Social care 
We shared feedback 
about KCC’s short term 
pathway support

For Kent County Council used the 
feedback as part of their service 
review

Housing 
We collated feedback 
about housing and 
homelessness 

Kent Housing Group incorporated a 
number of our recommendations into 
their Kent and Medway Housing 
Strategy 2025-2030

Hospitals
We regularly engage 
across the hospitals in 
Kent

Changes to automated checking in 
systems,. 

Reminder to staff about approach 
and interactions. 

Investigation of why someone was 
removed from a waiting list. 

Comments 
from 
members 
of the 
public 

“I  just wanted to tell someone. Thank you for listening to me”

“Thanks a lot, as I will be able to contact the correct person at the 
Eye clinic now”.

“That is really useful information. I'll share this option with the 
patient”.

“Many thanks in advance and for answering my email so quickly” 



Healthwatch England
National Customer Service Centre 
Citygate, Gallowgate
Newcastle upon Tyne NE1 
4PA

www healthwatch.co.uk

03000 683 000

enquiries@healthwatch.co.uk

/HealthwatchE

@healthwatche 

@healthwatchengland 

@healthwatch-england 

@yourhealthwatchhandle

@healthwatchengland.bsky.social

Don’t forget to replace these contact details 
and social media links with those for your 
own Healthwatch.

You can delete the platforms that you don’t 
need. 

Our advice would be to include your most 
popular social media platforms alongside your 
website. 

Don’t forget to insert your own local Healthwatch 
logo. On the back cover the logo is in the top 
right corner.
• To change the logo right click on it > 

“Change Picture” > “From file” or This 
Device”.

• Make sure it’s not placed too close to the top 
or the right-hand edges and should be 
approx. 70mm in length or take up a third of 

the width of the page. Use the main 
Healthwatch logo as a guide.

• You can download different versions of your 
logo by logging into the Communications 
Centre on the Network Site. On the right-hand 
side, ‘search assets’ and type the name of 
your local Healthwatch.

Healthwatch [Name] - Annual report 2025-202623

https://healthwatch.brandstencil.com/
https://healthwatch.brandstencil.com/
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