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Quality in service provision has been the top of 

the agenda for the Healthwatch and Independent 

Complaints Advocacy service during 2014/15. 

The quest for on going improvement has seen 

many changes in a bid to increase our flexibility, 

accessibility and ultimately provide customer 

satisfaction in the services we deliver nationally. 

Feedback from our clients has been extremely 

positive and looks like we’ve been getting it right:

The main change to the service has been the re 

location of our Hub Call Handling into local regional 

offices , the seamless relocation now sees  our 

expert call handlers, who are the first point of contact 

for all our clients  operating from  Gateshead, 

Manchester, Liverpool and Hull, this has proved a 

huge success and increased empowerment across 

the service.

Demand for the ICA service continues to increase 

and usage is at an all time high thanks to the 

expertise and dedication of our regional teams:

                
 

HEALTHWATCH
● Doncaster
● ● Gateshead
● ● South Tyneside
● Durham
● North Tyneside

INDEPENDENT COMPLAINTS ADVOCACY
● Greater Manchester 
● Merseyside & Cheshire
● The North East 
● North East Lincolnshire
● North Lincolnshire 
● East Riding  

 

Over the past year, Carers Federation has continued 

to work closely with each of our Healthwatch Boards

to support the establishment of credible 

and independent organisations with the capability 

to listen, understand, influence and operate 

independently at a strategic level.

Our dedicated support has enabled the successful 

floatation of County Durham and North Tyneside as 

organisations in their own right.

The Healthwatchs we have supported and continue to 

support are all well established and are influencing  

local health and social care services whilst forging 

excellent relationships at all levels. They continue to: 

● Engage and involve a diverse range of   

 individuals across communities
● Encourage local participation
● Demonstrate a Professional approach to Enter  

 and View programmes
● Undertake varied consultations  across   

 communities
● Undertake active volunteer recruitment and  

 retention

● Ensure the publication of reports and   

 newsletters to  wider communities

● Influence service development and delivery

● Engage more widely and seek the views of all  

 citizens

● Deliver signposting and information services

We have continued to work with our commissioners 

during 2014/15 to understand how we can meet 

their needs as the Social Care landscape continues 

to change.  Links continue to strengthen across all 

sectors to ensure the profile of our services remain 

high and that we are easily accessible and reachable 

to both volunteers and service users.
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“ My Advocate was very 
knowledgeable in  the 

complaints procedures. She 
bought clarity and useful 
guidance to what was an 

emotional and stressful 
situation.  I would recommend 

anyone to use this service.”

“I have 
recommended the 
service to others 
already.”
 

  “I wish to thank all 
the people involved in 
your organisation, as 
I was dealt with well; 

with great courtesy all 
the way through to a 

successful conclusion.”

“My Advocate gave 
me the confidence 
to take my complaint 
to the GP involved, 
which resulted 
in a satisfactory 
conclusion.”

Our representative from 
Carers Federation 
ICA Service was truly 
professional and was there 
to support me through the 
most difficult time of my 
life. I firmly believe that the 
ICA offer a most valuable 
service to the community.”

Healthwatch 
Doncaster  enlist 

the support of local 
MP Caroline Flint at 

the opening of the 
Ruddle Community 
Centre in Doncaster 

last year.
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