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“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.

i

“We want to say a heartfelt thanks to all the local
Acting Chief Executive people who have taken the time to share their
Chris McCann 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.”



This year, Healthwatch Windsor, Ascot & Maidenhead has delivered clear outcomes by
turning people’s experiences into evidence that drives change. Our work has influenced
improvements in GP access and primary care, highlighting issues with appointments,
communication, and service navigation, and ensuring these were recognised and
addressed.

Our engagement on urgent care and system navigation has revealed how residents
access support, identifying confusion and service pressures. This has helped partners
improve signposting, communication, and coordination across services.

Through our focus on accessible information and inclusion, we have amplified the voices
of those facing communication barriers, strengthening awareness of the need for clear,
inclusive, and legally compliant information.

Our Enter and View programme remains central to our impact, providing independent
insights and practical recommendations to improve care quality, dignity, and patient
experience. Alongside this, our engagement work has reached underrepresented groups,
ensuring lived experience informs decision-making.

Together, these outcomes show our role in shaping responsive, equitable, and person-
centred services. By combining community insight with system influence, we ensure local
voices lead to real improvements.

At a time of uncertainty, including the planned abolition of Healthwatch, our commitment
to independence remains unchanged. Our value lies in local trust and our ability to
represent people without bias. We will continue to be a strong, independent voice,
ensuring lived experience shapes decisions and advocating for meaningful involvement

in future arrangements. ‘,

‘Looking ahead, we remain focused on sustaining this
impact—continuing to challenge, influence, and
collaborate to ensure that everyone in Windsor, Ascot and
Maidenhead can access high-quality, inclusive, and
person-centred health and care services.
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Our achievements are a testament to the commitment of
our team, our volunteers, and the many residents who

) shared their experiences with us."
Neil Bolton-Heaton
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Healthwatch Windsor, Ascot & Maidenhead is your local health and social
care champion.

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 vision

To bring closer the day when everyone gets the care they need.

Our mission

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

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.
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Our year in numbers

In 2025/2026 we supported more than 20,978 people to have their say and
get information about their care. We employed 6 staff and our work was
supported by 13 volunteers.

Reaching out:

839 people shared their experiences of health and social care
services with us, helping to raise awareness of issues and
improve care.

20,139 people came to us for clear advice and information on
topics such as mental health support and finding an NHS
dentist.

Z Championing your voice:

We published 4 reports about the improvements people would
like to see in areas like women’s health, new hospital planning
and residential care.

Statutory funding:
We're funded by the Royal Borough of Windsor & Maidenhead.

In 2025/26 we received £63,846, which is 1% less than last year.
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A year of making a

difference

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 Windsor,
Ascot and Maidenhead. Here are a few highlights.

6

Autumn Summer Spring

Winter

Our What Matters Most survey results
spotlighted primary care, waiting lists
and children and young people’s mental

health as local priorities.
Ln‘n n

We shared research which enabled
women to have their say on and shape
the delivery of women’s health services

locally.

+

Engagement with diverse community
groups gave those at risk of health
inequalities a better chance for
meaningful involvement in new hospital
planning.

Sharing positive feedback on GP practice
system efficiencies helped primary care
staff to learn from success and provide
more timely support for patients.

{@}@

Feeding what we were hearing from
residents into health and wellbeing
strategy development meant
community voices sat at the heart of the
final 10-year plan.

I
\

We supported hospital teams to
understand people’s experiences with
patient information, so what’s available
could better fit the needs of those who

use it. Q )))

We acted on resident feedback and
participated in autism strategy
development to ensure lived experience
played a key role in shaping future

support options.
=

We helped people to understand the
NHS complaints process and access

advocacy support.
%
?%}/
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Working together for

change

This year, we've worked with Healthwatch across Frimley and with
the Frimley Integrated Care System (ICS) to achieve the following:

Representing residents

} We have represented resident's views and experiences of healthcare at the

Frimley ICS System Quality Group and Experience of Care Forum. Healthwatch
is a member of these forums, and we have provided quality and intelligence
reports and shared case studies of resident's experiences of care and support
provided by Frimley services. This has ensured that patient and public voice is
at the centre of quality improvement.

Involving communities in hospital rebuild
plans

We collaborated with Healthwatch Surrey and Hampshire as well as Frimley
I; aoo ICS to gather insights from local group leaders on how Frimley NHS

Foundation Trust can best engage with and involve their communities with the
Frimley Park New Hospital Programme. We ensured that under-represented
groups such as those with hearing and vision loss, carers and people with
learning disabilities had their voices amplified.

We've also summarised some of our other outcomes achieved this year in the
Statutory Statements section at the end of this report.
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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 Windsor, Ascot and Maidenhead this year:

N Creating empathy by bringing

ﬁ experiences to life
Hearing personal experiences and their impact on people’s lives

helps services better understand the issues people face.

Our hospital visiting program has both shone a light on what good looks like and
highlighted areas for improvement at Frimley Park Hospital. Through listening to
patient and carer experiences, supporting them to raise concerns, and sharing
feedback with our system partners, we have drawn attention to issues with
communication, discharge processes and waiting times as well as celebrated
strengths such as quality clinical care and compassionate staff.

@ Getting services to involve the public

By involving local people, services help improve care for everyone.

By involving community group leaders as lay readers in Frimley NHS
Foundation Trust’s review of their patient information range, we supported the
Trust to better understand people’s experiences with, and of, patient information
- and action meaningful change such as reducing jargon and considering more
use of video and audio content. Thanks to feedback from members of the public,
future patient information will better meet the needs of those who use it.

Improving care over time

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

Our Enter & View work has supported local care homes to become more
dementia friendly — read our summary report for visits carried out across East
Berkshire last year here. Hearing what residents had to say and following our
recommendations has enabled service providers to improve experiences for all.
“It was truly an amazing experience meeting you and your team, and there was
a lot for me to learn as well. Thank you so much for everything and for the
valuable feedback.”— Care Home Manager.
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https://healthwatchwam.co.uk/news/2026-02-25/enter-and-view-2025

Listening to your
experiences

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

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.




Exploring local women'’s views to
shape healthcare improvement ideas

Last year, we heard from 580 women from Bracknell Forest, Slough and
Windsor, Ascot & Maidenhead to better understand women'’s views
on local NHS services for women'’s health (excluding maternity care).

With national plans to establish new women’s Health Hubs evolving, we
wanted to give women in East Berkshire an opportunity to have their say
and influence the delivery of women'’s health services locally. We had a
particular focus on hearing from women of Asian ethnicity due to their
under-representation in the national women’s health survey.

What did we do

We collected feedback using an online survey which was translated into
four commmunity languages %Punjubi, Nepali, Polish and Urdu) and in person
at focus and discussion groups which included the Early Help Hub and the
JMIC mosque in Slough, the Asian Women’s Group in Maidenhead and the
English Language Café in Bracknell. We also co-hosted a Women'’s
Wellness afternoon with public health Bracknell for the Nepali community.
We asked women what would improve care locally, what sources of
information they use to support health, and what might stop them getting
help for a women'’s care issue when needed.

Key things we heard:

“It's really important for clinicians to give women good, clear information
about the options available to them. They should listen to the patient and
work with them to find the best solution for them.”

Women told us:

« Dedicated resources and joined-up care are needed for women's health,
including translated information resources and suitably trained
interpreters, culturally sensitive information, and access to wellbeing
support and peer networks.

+ Good healthcare looked like quick appointments, helpful communication,
compassionate professionals, feeling heard and understood, and
provision of high quality, relevant information.

« Difficulty accessing GP appointments, long referral waits, poor
information, feeling unheard or disrespected, and lack of support or
services stopped some women getting the care they needed.
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Our report was used to inform NHS Frimley
Integrated Care Board and Frimley Health NHS
Trust's ongoing workplan for women'’s health. Our
healthcare system partners have committed to:

« Working with GPs and primary care teams in their
central role supporting women'’s health -
equipping them with the right information,
pathways and access to treatments such as
pessaries, so more care can be delivered closer
to home and the need for multiple referrals
reduced.

- Prioritising reducing waiting times for women and
building on successful initiatives such as a recent
Women's Health webinar,

« Exploring co-designing more tailored resources

with local women, including translated materials
and culturally relevant support.

You can read our full Women's Health report here.
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https://healthwatchwam.co.uk/report/2025-08-04/womens-health

We're here for all residents of Windsor, Ascot & Maidenhead. That's why, over
the past year, we've worked hard to reach out to those communities whose

voices may go unheard.

Every member of the commmunity 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:

+ Participating in a local church Christmas Tree Festival to engage with multi-
faith families from diverse backgrounds.

* Reaching out to communities that may go unheard to understand how
system leaders can best engage with them to ensure their voices are listened

to.




Reaching out to faith-based community groups

We got involved in a local church event to reach people who may not have
heard of Healthwatch

We sponsored and decorated a tree at the St Luke’s Church Christmas
Tree Festival in Maidenhead - supporting the church’s efforts to bring the
local community together to enjoy a warm festive atmosphere while
learning about local services and support options available to them.

What difference did this make?

Local people were empowered to take action to have their voices heard on
the shaping of health and social care services. Comprehensive information
was available to 3000 local people from diverse backgrounds who attended
the event, and the WAM Healthwatch tree was also donated to a family in
need once the festival was over.

Involving unheard groups in hospital rebuild
engagement planning

We spoke to group leaders to understand how to gain open and honest
feedback from diverse communities

We held structured discussions with the leaders of various community groups
across East Berkshire - including Family Action Young Carers Service in Windsor,
Ascot & Maidenhead - and used the findings to contribute to a report which
shared insights around how NHS partners can best engage under-represented
communities with the Frimley Park New Hospital Programme.

What difference did this make?

The New Hospital Programme team was supported to better understand the
needs of East Berkshire residents who may experience barriers to accessing
hospital care when it comes to carrying out meaningful community
involvement with the planned hospital rebuild. Local people at risk of health
inequalities were placed front and centre in future engagement strategy
planning.
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Information and

sighposting

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.

This year 20,139 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.

This year, we’ve helped people by:

e Providing up-to-date information people can trust
e Helping people access the services they need

e Supporting people to look after their health

e Signposting people to additional support services
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Providing the right guidance to empower people to make complaints

Esteban was signposted to private healthcare after his GP was unable to
provide a home visit to support with a nasty cut on his foot which meant he
couldn't walk to the surgery.

He contacted us to share that he had a poor experience with a private GP
which unfortunately resulted in sepsis and needing to have his heel
amputated in hospital.

We helped Esteban by listening and enabling him to feel heard — he felt the GP
practice had been negligent with his care. We also supported him to
understand next steps to take to make a complaint — both within the NHS and
to the private provider. This included advice and guidance around obtaining
medical notes, and information on the complaints process and other services
which could support him through this. We were clear that complaints needed
to be made within 12 months and encouraged Esteban to get back in touch if
he needed further advice or signposting.

Navigating complex concerns around
professional misconduct

When Stephanie’s relationship broke down, she felt she hadn’'t been treated
appropriately by staff connected to her ex-partner.

Stephanie got in touch with us to share multiple concerns around professional
misconduct, breach of data protection laws, failure to act in their and their
child’s best interests and poor experiences with staff members.

We signposted to the NHS complaints process and health advocacy for
support with this if needed, we also provided guidance around NHS redaction
of information processes (and when this can be deemed necessary), how to
contact the ICO regarding any data breach concerns, information on what the
General Medical Council can support with when it comes to professional
misconduct (and how to get in touch) as well as guidance around how to
leave feedback about a GP practice on the CQC website.

By the end of the conversation Stephanie had a varied menu of options to
pursue and was reassured she had what she needed to start addressing her
concerns - with signposts to other organisations who would be able to support
her along the way.
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Our fantastic volunteers have given 238 hours 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.

This year, our volunteers:

+ Took part in Enter and View visits as Authorised Representatives, helping us to fulfil
this important function.

+ Collected experiences and helped communities to share their views.

+ Attended meetings and groups, raising awareness of Healthwatch and
the feedback we have received.

+ Provided strategic decision making and advice via our Strategic Advisory Group.
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From finding out what residents think to helping raise awareness, our
volunteers have championed community concerns to improve care.

“My role of proof reading with Healthwatch is a very
interesting one. Apart from keeping my brain sharp |
also have the pleasure of learning how local Care
Homes are run.

The team are kind enough accept any comments |
would like to make concerning the welfare of our
vulnerable and senior citizens.

| really feel part of the group and enjoy the small part
| play immensely.”

“I joined Healthwatch because | am passionate about
improving the health and wellbeing of those in my
local community. | believe everyone deserves a voice
in how health and social care services are designed
and delivered, and | wanted to help make sure those
voices are heard.”

Bethany has completed her training and is now an
Authorised Representative supporting our Enter and
View visits in local care homes.

“As a volunteer | feel | am able to contribute to

meaningful change, highlight people’s experiences,
and support better outcomes for everyone in the Bethany
community.”

Be part of the change.

www.healthwatchwam.co.uk

If you've felt inspired by these stories,
Y P Y e 0300 012 0184

contact us today and find out how

el Gl e el el e Sl g 8 Info@healthwatchwam.co.uk
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Finance and future

priorities

We receive funding from the Royal Borough of Windsor & Maidenhead under
the Health and Social Care Act 2012 to help us do our work.

Our income and expenditure:

Annual grant from £63,846 Expenditure on pay £49,512
Government
Additional income £1,325 Non-pay £6,622
expenditure
Office and £5,000

management fee

Total income £65,171 Total Expenditure £61,134

Additional income is broken down into:

e £1,325 received from the Frimley ICS for joint work on Frimley new hospital
engagement
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Finance and future

priorities

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.

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 priorities for the next year are:

1. To maintain high quality service delivery until the formal abolition of
Healthwatch, ensuring residents voices are heard and amplified in influencing
decision makers and service providers.

2. To fully support any transitional arrangements following the abolition of
Healthwatch.
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Statutory statements

Help & Care hold the contract to deliver the Healthwatch Windsor, Ascot and
Maidenhead service. Help & Care, A49 Aerodrome Studios, Airfield Way,
Christchurch, Dorset, BH23 3TS

Healthwatch Windsor, Ascot & Maidenhead uses the Healthwatch
Trademark when undertaking our statutory activities as covered by the
licence agreement.

The way we work

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

Our Healthwatch Board consists of 4 members who work voluntarily to provide
direction, oversight, and scrutiny of our activities.

Our Board ensures that decisions about priority areas of work reflect the
concerns and interests of our diverse local community.

Throughout 2025/26, the Board met 5 times and made decisions on matters
such as deciding our strategic priorities and agreeing our Enter and View
programme of activity. We ensure wider public involvement in deciding our
work priorities.

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

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 and email, provided a web
form on our website and through social media, and attended meetings of
community groups and forums.

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.
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Statutory statements

Taking people’s experiences to decision-
makers

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

For example, in our local authority area, we take information to the Health and
Wellbeing Board, Place Committees, Primary Care Forums.

We also take insight and experiences to decision-makers in Frimley
Integrated Care System. For example, we attend the System Quality Group
and Patient Experience Forum. We also share our data with Healthwatch
England to help address health and care issues at a national level.

Healthwatch representatives

Healthwatch Windsor, Ascot & Maidenhead is represented on the Health
and Wellbeing Board by Claire Shropshall.

During 2025/26, our representative has effectively carried out this role
by sharing resident experiences of Health and Social Care Experiences..

Healthwatch Windsor, Ascot & Maidenhead is represented on Frimley
Integrated Care Partnerships and Frimley Integrated Care Boards by Claire
Shropshall.
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Statutory statements

Enter and view

The Manor
Care
Home

Herewards
House Care
Home

The home had
implemented some new
systems and mixed
feedback had been
received around
environment, the dining
experience and staff
behaviours.

Last CQC inspection was
in 2020. Older building
with furniture and
environment that could
be upgraded and garden
which could be used
more.

Published a report with
recommendations which can be found
here. As a result, the home made
changes to improve quality of care -
to include adding raised beds to the
garden so residents could grow more
food, making dementia friendly
adaptations to bathroom equipment
and building signage and considering
the use of more volunteers to come in
and chat to residents.

Published a report with
recommendations which can be found
here. As a result, the home made
changes to improve quality of care -
to include involving residents in
choosing new activities, introducing
bigger, more visible clock and
following up with relatives on their
ideas for making use of the garden.

2025 - 2026 outcomes

Women's Health
Project

Frimley New
Hospital
Programme pre-
engagement

Local 10 Year
Autism and Health
and Wellbeing
Strategy
development

Enter & View
program

Involving people in
the reviewing of
health information

Enabled the voices of 580 local women to be used to
influence NHS planning for women'’s health services.

Providers gained improved understanding of how to
meaningfully involve under-represented groups in the
hospital rebuild plans.

We advocated for the involvement of people with lived
experience within our critical friend role — to ensure plans
and services are developed in line with the voices of those
who will use them.

Awareness raised locally around how to create more
dementia friendly environments in care homes.

Future patient information will better meet the needs of
those who use it.


https://healthwatchwam.co.uk/report/2025-08-07/manor
https://healthwatchwam.co.uk/sites/healthwatchwam.co.uk/files/Herewards%20House%20%20Enter%20and%20View%20FINAL%20Report.pdf

Help & Care

A49 Aerodrome Studios

2-8 Airfield Way
Christchurch, Dorset BH23 3TS
www.helpandcare.org.uk

www.healthwatchwam.co.uk

0300 0120 184

info@healthwatchwam.co.uk

healthwatchwam

@healthwatchwam

healthwatch

Windsor, Ascot and
Maidenhead
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