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1. Introduction
Healthwatch Barking and Dagenham believe it is only by listening to
people who use the services that we can determine where improvements
can be made and use this information to hold services to account. But how
do we know if we having a real impact?
To ensure that we are constantly improving and delivering a good service,
we undertake an annual survey. The aims of the survey are to find out:
If people have heard of Healthwatch and are aware of the
signposting service, we offer
If they have used our service and what the outcome was
How we can do better
What areas of health and social care we should look at in the future

1.1 Methodology
To ensure the voices of people across the borough were captured, the
following steps were taken.
The survey link was sent to individuals and organisations currently
on the Healthwatch mailing list, inviting them to respond
Information about the survey and a link to survey monkey was
uploaded to the website, inviting visitors to respond
Social media platforms were utilised to circulated and promote the
survey
The Healthwatch team attended various groups and organisations
across the borough to speak to people and gain their feedback
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1.2 Acknowledgements
Healthwatch Barking and Dagenham would like to thank everyone who
took part in the survey and assisted with the distribution of it.

1.3

Disclaimer

Please note that this report relates to findings from the responses
received. Our report is not a representative portrayal of all service users
and only an account of what was contributed at the time of the
consultation period.
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2. Key findings
Our key findings were:
79% of the respondents said they had not
been aware of Healthwatch prior to taking
the survey.
Majority (76%) of the respondents indicated they use Facebook whilst
39% said they use Instagram. These figures will assist Healthwatch
to share information through the relevant social media channels.
The findings from the survey show that there is little awareness
amongst the public about the role of Healthwatch.
There is a need to have a clear precise message about the role
Healthwatch has, the impact we have and the services we offer.
People told us we should look into access to GPs as part of next year’s
work plan. Mental Health was also an area which was highlighted.

5

3. Findings
Were you aware of Healthwatch Barking and Dagenham
before taking part in this survey?
90%
79%

80%
70%
60%
50%
40%
30%
20%

12%

10%
0%

Yes - and I know what
they do

9%

Yes - but I'm not sure what
they do

No

One of the main roles of Healthwatch is to ensure our feedback to service
providers and commissioners is robust and identifies the needs and
experiences of local people.
Respondents were asked if they had heard of Healthwatch, to assist in
assessing the level of awareness amongst residents and those working in
the borough.
Findings show that 79% of the respondents had not heard of Healthwatch.
There were a small fraction of residents who knew about the service,
however 9% of those were unsure about what it offered. There is a need
to have a clear and precise campaign about the services offered. This
will be incorporated into next year’s work plan.
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If you didn't know about Healthwatch Barking and Dagenham,
do you use social media? (Please tick all that apply)

Other (please specify)

Twitter

Instagram

Facebook

19%

26%

39%

76%

Healthwatch currently have a Facebook and Twitter Account, however it is
important to research and understand what social media platforms are
being used in borough. This information will inform the social media
platforms utilised to proactively inform, involve and interact with local
people. It will also assist in reaching people in the local community who
are currently unaware of the service.
The survey results show that there are a mix of social media platforms
being used by people living the borough. Majority (76%) of respondents
indicated they use Facebook whilst 39% said they use Instagram. Only
26% of the respondents use Twitter. Other social media applications
identified by respondents included the use of WhatsApp and Snapchat.
The research clearly identifies that there is a need to use a range of
social media platforms in order to capture the views of the wider
population. Consideration will be given to the capacity for and
benefits of adding an additional platform.
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Thinking about venues you go to: where would you like someone
from Healthwatch to be available to speak to? (Please tick all that
apply)

Other (please specify)

19%

Youth clubs

18%

Parent groups

19%

Local shopping areas

27%

Leisure Centres

29%

Local NHS services
Local coffee shops

45%
27%

Libraries
Awareness events held
by the council

41%
24%

Throughout the year Healthwatch staff and volunteers run local
engagement sessions in different venues across the borough. These have
proved to be a successful mechanism in collecting people’s experiences of
accessing health and care services. Therefore, as part of the survey we
asked “where would you like a member of staff to be available to speak
to?”
Respondents indicated that they would like to be able to speak to
Healthwatch staff at libraries (41%) and local NHS services (45%).
Furthermore, a small number of people indicated that having someone
available to speak to at local leisure centres would also be beneficial.
In order to capture the opinions and experiences of as many people
as possible, different areas that have been identified will form the
basis of our outreach plans for next year.
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If you had heard about us before taking part in this survey,
how did you hear about us? Please tick all that apply
Other (please specify)

31%

Through your employer

15%

Social media (twitter or facebook)

13%

Publicity information (poster,
leaflet, directory)
Local press stories

8%
1%

At an event/information stand
Local radio
Advert in local press
Word of mouth

12%
1%
0%
32%

We asked respondents how they found out about Healthwatch, 32% found
out through word of mouth, 15% said they heard about us through their
employer and 13% came to know about Healthwatch through social
media. Over 30% of respondents indicated other ways they had heard of
us, but no themes emerged from these findings.
Healthwatch have not maximized the use of local press over the past
eight months. However the press can reach a large number of people
within the borough and so greater emphasis will be placed on getting
stories into the local media as part of next year’s work plan.
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Healthwatch provides an information and signposting
service. It can also advise people how to complain about a
health or care service if necessary.
Were you aware that we offer these services?
66%

70%
60%
50%
40%

34%

30%
20%
10%
0%

Yes

No

From the small percentage of people who said they had heard about
Healthwatch, only 34% were aware that an information and signposting
service was available.
If you already know about us, have you used our services
before? (please tick all that apply)
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

83%

11%

2%

2%

5%

Yes - I'm
Yes - I gave
Yes Yes - gave
signposting my response registered as my voice on
a member
a project
and advice
during an
they
enter and
undertook
view

1%

Yes - I'm a
volunteer

No

The vast majority of people commented that they have not used the
Healthwatch services before. Just over 10% of respondents said they had
accessed the signposting service, and 5% took part in a Healthwatch
project. This is not surprising; a response to an earlier question
highlighted that residents were unsure of the services that Healthwatch
offer. This highlights the need to raise awareness to the public about
the services that are available.
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What areas of health and care do you think we should look into next year?
As part of the survey, respondents were asked about the areas of health or
social care they believed should form part of next year’s work plan.
Themes that emerged from the open ended questions were:
Access to GPs
What is available to new and expectant mothers
Mental Health
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Provider responses
The response rate for the provider survey was much lower than the
resident survey, therefore the analysis in this section is brief. However
next year organisations and service providers will be targeted to ensure
we have a clear picture of the difference that Healthwatch has made.
Are you responding as
An individual working for a voluntary
sector organisation
An individual working for the private
sector
An individual working for the NHS or
local authority

77%

8%

15%

The majority of respondents said they worked within the voluntary sector,
while 15% worked within the NHS or the local authority.
A very small number of professionals who took part were from the private
sector.
Were you aware of Healthwatch Barking and
Dagenham before taking part in this survey?
60%
50%

50%
36%

40%
30%
20%

14%

10%
0%

Yes, I know what they Yes, but I'm not sure
do
what they do

No

Findings show that 50% of respondents were aware of Healthwatch, 14%
had heard of Healthwatch but were not aware of what the service was and
36% had not heard of Healthwatch prior to taking part in the survey.
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Do you have access to social media? If so, what is your
preferred method of communication?
70%
60%
50%
40%
30%
20%
10%
0%

64%
43%
21%

14%

7%
Facebook

Twitter

Instagram

We don't use
social media

Other (please
specify)

The majority of respondents said Facebook was their preferred method of
communication, with 43% citing Twitter and 21% Instagram.
Thinking about how your organisation or service engages with
the local community: Are there venues where you think
Healthwatch should have a presence too?
(please tick all that apply)
Other (please specify)

21%

Youth clubs

64%

Parent groups

57%

Local shopping areas

71%

Leisure Centres

79%

Local NHS services
Local coffee shops
Libraries
Awareness events held by the council…

71%
43%
86%
79%

Providers were given the opportunity to share their ideas about the
different venues Healthwatch could attend to engage with the
community. The five favoured venues were:
Libraries
Leisure Centres
Awareness events held by the council
Local NHS Services
Local shopping areas
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How we made a contribution to service providers and organisations
Respondents indicated that Healthwatch made a difference to service
delivery or their service users in the following areas:
Hospital wards
Information of events and policy changes
Partnership working - statutory service and neighboring
Healthwatch
Enter and View visits helped to identify areas for improvement
Assisted with promoting opportunities in the organisation
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4. Conclusions
The survey was well responded to by the public; 274 completed surveys
were received from residents and 14 surveys from providers. This is a 58%
increase on the pervious annual survey response rate. 79.5% of surveys
returned were paper-based. The remaining 21.5% were completed online.
Feedback from respondents shows clear evidence that there is a need to
raise the profile of Healthwatch amongsresidents in Barking and
Dagenham and local voluntary and statutory organisations.
In order to achieve this Healthwatch will:
Ensure there is a clear and precise message about who we are and
what we offer.
Share the impact we have had more widely.
Run engagement sessions and stands across the sites identified
through this annual survey.
Continue to use Twitter and Facebook to share information and
engage with local providers and residents.
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Demography

Gender
80%
70%

68%

60%
50%
40%
25%

30%
20%
10%
0%

7%

1%
Female

Male

Transgender

Prefer not to say

Age
30%

27%

25%

22%

20%
15%
10%
5%
0%

10%

10%

11%

9%

7%
4%

Under 12-14 15-17 18-24 25-29 30-44 45-59 60-64
12

Over Prefer
65
not to
years
say
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Religion, faith or belief?
Prefer not to say

12%

No religion

19%

Christian (inc. Church of England,
Protestant and any other Christian…

50%

Jewish

1%

Sikh

0%

Muslim

13%

Hindu

6%

Buddhist

0%
0%

60%

10%

20%

30%

40%

50%

60%

Ethnicity

56%

50%
40%
30%
20%
10%
0%

16%
2%

0%

5%

5%

3%

0%

6%

2%

1%

1%

2%

1%

1%

British White/English

Irish White

Gypsy/Irish Traveler

Asian/Asian British Indian

Asian/Asian British Pakistani

Asian/Asian British Bangladeshi

Asian/Asian British Chinese

Black/Black British African

Black/Black British Caribbean

Mixed race - White and Asian

Mixed race - White and black African

Mixed race - white and black caribbean

Mixed race - any other mixed background

Arab

Another race or ethnicity (please specify)
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Disabilities
25%
21%

21%

20%

15%

14%
13%

10%

10%
8%

8%
6%

5%

0%
Visual

Speech

Hearing

Learning Disability

Mental Health

Mobility (a wheelchair user)

Mobility (not a wheelchair user)

Prefer not to say
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