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A look back at the last year
from our Chairperson

The numerous service change protocols we received from the Betsi
Cadwaladr University Health Board (BCUHB) were examined,
challenged and explored by NWCHC, to ensure a robust service
provision as was possible was delivered to the communities of North
Wales under exceptionally difficult circumstances.

This has been the most difficult and challenging year that not just the
Community Health Councils (CHCs), across Wales have had to face,
but for everyone.
At the start of the year we were in our first lockdown. The Covid 19
pandemic changed the way countries, communities and individuals
lived, worked and played.
North Wales Community Health Council (NWCHC) staff and members
either shielded or self-isolated. This meant isolation for many of our
members and home working for the staff. A complete change to the
normal daily routine.
We hoped against hope that this would be a short term measure, but
our hopes were not realised as the pandemic spiked for a second and
third time.
We adjusted rapidly, with continual dialogue and engagement, using
digital technology to hold virtual meetings.
Our Chief Officer and staff worked diligently to ensure that the
concerns and issues raised were dealt with speedily and
professionally. They undertook and devised innovative ways to ensure
that our work continued.
They developed a virtual “Safe Space” initiative that was used to
gather experiences of Mental Health service users and their relatives
and carers. The NWCHC did this by holding a series of engagement
events.

NWCHC members were kept well informed, with numerous emails and
all of our regular meetings continuing virtually. This put additional
pressure on the staff who worked diligently to overcome new
challenges.
We are still living in uncertain times, but the rollout of the vaccination
programme is giving us hope. The NWCHC, as with other CHCs in
Wales, is still facing uncertainty on the development of the new
Citizen Voice Body (CVB), which will replace all CHCs in Wales. When
will it come to fruition? What will it look like? What work will we be
able to do? And many other questions surrounding the proposed
changes to the CHC movement in Wales.
Our Annual Report gives you a further insight into the work that
NWCHC has undertaken this year and touches on what it will continue
to do next year.
I would like to thank NWCHC members and staff for the invaluable
work that they have done over this very difficult year. The
commitment of members and the support and the enthusiasm of staff
has been exceptional. The Chief Officer and the senior management
team in North Wales, have had to overcome a lot of unusual
problems, not normally faced, and have dealt with these
professionally and competently.
I would also like to thank my Vice Chair, Andy Burgen, who has
helped and steered me through these difficult times. His support has
been very sound and most welcome.
These challenges are not going away, but I am confident that NWCHC
members and staff are extremely capable of dealing with the issues
still surrounding the pandemic, and in helping to deliver a robust,
strong and competent new citizen’s organisation, that will continue to
listen and support NHS and social care users in North Wales.
Jackie Allen
Chair North Wales Community Health Council
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About us

We provide an important link between those who plan and deliver
NHS services, those who inspect and regulate it and those who use
the NHS.

NWCHC is the independent voice of people who use NHS
services in North Wales. We are made up of local people who
act as the eyes and ears of patients and the public. We
encourage and support people to have a say in the design
and delivery of NHS services.

North Wales CHC

Our volunteer members are all local people who give their time for
free.
On 31 March 2021 we had 51 volunteer members able to carry out
our activities and take part in our CHC’s decision making. We had
21 vacancies. We also had 16 co-opted members who we recruit
directly from local communities.
Half of our voting membership is appointed by the Welsh
Government, a quarter is nominated by the 6 Voluntary Service
Councils in North Wales, namely: Community and Voluntary Support
Conwy (CVSC); Denbighshire Voluntary Services Council (DVSC);
Flintshire Local Voluntary Council (FLVC); Mantell Gwynedd;
Association of Voluntary Organisations in Wrexham (AVOW); and
Medrwn Môn. The remaining quarter is nominated by the 6 local
authorities in the region.
Our CHC also has a small team of paid staff. A full list
of our members and staff is provided in Appendices 1
and 2.
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Making a difference through
our activities

Our Vision

CHCs have four main functions described as:
• Systematically visiting and scrutinising local health services;
• Enabling users of the NHS to raise concerns about the services
they receive through our Independent Advocacy Service;
• Representing the interests of patients and the public in the
planning and delivery of NHS services; and in respect of NHS
service changes; and
• Continuously engaging with the communities we represent and
the health service providers serving those communities.

Our Governance
The way we organise ourselves to carry out our activities is set down
in regulations passed by the National Assembly for Wales.
You can find out more about how we organise ourselves by viewing
our website https://northwaleschc.nhs.wales/. This includes details
of our meetings. Further information on our ways of working are
detailed on page 11 of this report.
Our financial statement for the period 01 April 2020 – 31 March
2021, is detailed in Appendix 3.
Appendix 4 details the declarations of interest made by the Members
of the Executive Committee.

People in North Wales know that they can share their views and
experiences of the NHS easily and recognise that doing so, can have
a real influence on the shape of healthcare services.
People understand and value the role played by North Wales
Community Health Council in supporting them to be heard and in
representing the collective interests of patients and the public.

Our approach to equality
To help us deliver our priorities, we developed a separate equality,
diversity and human rights plan. We integrated this with our Annual
Operational Plan for the 2020 – 2021 financial year. When
delivering the actions listed in both plans, we identified the equality
objectives below. You can find out more about our equality actions
in 2020-2021 in our EDHR Annual Report, a copy of which is
available on request.
• We will work with others to find better ways to hear from
everyone, including those who are in the most vulnerable
situations and those whose voice might not otherwise be heard.
• We will adapt our approaches to reach those whose care is
delivered out of hospital and develop our resources and
advocacy services to ensure that they are widely accessible,
available and relevant.
• We will develop our plans with the public and with our partners,
so that they focus on the things that matter most and have the
best chance of making a difference.
• Our membership must reflect the diversity of the communities
they represent and support. We will monitor our membership
and develop targeted and more inclusive ways of recruiting new
members so that we become more representative.
• We will build on our existing partnerships and forge new ones
where working together increases our chances of making a
difference.

8
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Our approach to the Welsh Language

Our year at a glance

Every person who receives or used the NWCHC’s services is able to
do so through the medium of Welsh or English, according to their
personal choice.
We encourage others to use and promote the Welsh language in the
health sector. We are committed to treating everyone who comes
into contact with us, with dignity and respect.
All correspondence is accessible and in the language of choice which
is demonstrated in our annual monitoring report to the Welsh
Language Commissioner, a copy of which is available on request.

GOOD BYE

HWYL FAWR

BORE DA
GOOD
MORNING
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We heard from 608 people about their
views and experiences of NHS care
during the coronavirus pandemic, this
includes 51 responses to NWCHC’s
SurveyMe on-line questionnaire, ‘Have
you or someone in your family received treatment or care at
Wrexham Maelor Hospital in the past few weeks?’. 57 people
from North Wales responded to the Board of CHC’s national
survey, ‘NHS Care during the Coronavirus Pandemic.’

608

48
we worked with
48 community
representatives
and groups in
respect of the
work we
undertook during
2020 – 2021

216

we provided
information on a
wide range of NHS
matters to 216
people and groups
through our
enquiries service
and attendance
at virtual events
and meetings

we gave advice and
information to 312
people signposting
to other
organisations or supporting people to
resolve issues informally

312
we changed the
way we worked so
that we could still
hear from people
and allow than to
access our services

188

89

we opened
188 new cases
to support
people to
raise concerns
through the
NHS concerns
process

17

we looked at and
monitored the way
NHS services were
urgently changed
in response to the
coronavirus
pandemic

we closed 89 cases
once the concern
had been resolved
or the complaints
process finished

we supported 17
people to take their
concern to the
Public Service
Ombudsman
for Wales
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Our ways of working
The way in which we organise ourselves to undertake our activities
is set out in regulations passed by the Senedd/Welsh Parliament.
The activities we carry out are co-ordinated and overseen by our
Conwy, Denbighshire, Flintshire, Gwynedd, Wrexham and Ynys Môn
local committees. These committees make up our Full Council. We
also have an Executive Committee, which is ultimately responsible
for what we do and how we do it.
Day to day and operational management is the responsibility of our
Chief Officer, Mr Geoff Ryall-Harvey.
We are one of 7 CHCs in Wales. All CHCs are overseen by the Board
of Community Health Councils in Wales.
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• Following Display Screen Equipment (DSE) self-assessments we
provided staff with equipment such as chairs, desks so as to
support home working;
• TEAMS (virtual conferencing application) – for both internal and
external meetings
• Zoom (virtual conferencing application) – used for meetings,
presentations, patient engagement
• Simultaneous translation available for all public meetings /
patient engagement events held over Zoom
• Remote interviews for vacant positions via either Teams or Zoom
• Regular well-being chats with staff
• Rota for staff to enable socially distanced and safe office working
if required

The Board of Community Health Councils sets national standards for
all CHC activities and monitors and manages our performance
against these standards.

• Weekly ‘coffee breaks’ for staff social interaction

The standards set out what level of service you can expect from our
CHC as we carry out our activities on your behalf, see Appendix 5.

• On-line safe space engagement events

The coronavirus pandemic that reached Wales early in 2020 meant
that our CHC’s plans and priorities for 2020-2021 needed to change.
When our nation entered the first lockdown in March 2020, our CHC
needed to move quickly so that our volunteer members and staff
were able to continue to highlight peoples’ experiences of the NHS
during these extraordinary times – working in new ways that kept
everyone safe.
Some of our new ways of working during these challenging times
have included:
• Providing IT equipment to enable staff to work from home
effectively;

12

• On-line surveys

• On-line training for both staff and
members
• On-line attendance at networking
groups and events
• Questionnaires at vaccination
centres
• Increase in social media presence
• New Website
• Postal elections for Full
Council and Local
Committee Chairs and
Vice-Chairs

13
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• Remote access to telephone messages from the office
• Video Conferencing suites in both offices
• CHC offices reconfigured to ensure social distancing
• Teleconferencing for meetings
Our website also contains more information about our activities. If
you would like to meet with us to discuss our activities or to share
your views and experiences of health services in North Wales please
let us know.
You can share your views and experiences with us through any of
the ways outlined on pages 2 and 47 of this report.
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How we have made a difference:
working locally
As a result of the COVID19 pandemic during 2020-2021 we changed
our original plans and priorities for the year.
We did this is so we were able to respond quickly to the things
people were concerned about in our communities and in the way our
local NHS services were delivered and how they were impacted by
coronavirus. As with every year, our main priority has been to give
patients and the public a strong voice.
As for all CHCs, the Covid-19 pandemic has changed our work
patterns and the issues we are dealing with but there are many
longstanding and underlying issues in relation to BCUHB
performance that continue to concern North Wales Community
Health Council. There was widespread concern about the removal of
the Welsh Government Special Measures placed on BCUHB in
relation to Mental Health. Later during the year we saw the
emergence of the detailed requirements of targeted intervention by
Welsh Government.
BCUHB has performed extremely well on the COVID vaccination
programme. There have been some minor administrative and
logistical problems but these were resolved quickly when they were
pointed out. We have received many plaudits about the BCUHB
vaccination programme and NWCHC believes that the success of the
programme is doing much to raise public confidence in BCUHB.

14
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Engaging with, and informing people
and communities about their NHS and
influencing how local NHS services
responded to the pandemic

of the year was unsatisfactory. The inappropriate discharge of all
patients receiving community based mental health care at the early
stages of the pandemic, highlighted the leadership failings of the
MH&LD Directorate and their flawed understanding of patient needs
at that time.

Mental Health Services
At the beginning of the year, there remained a lack of progress in
some aspects of the Special Measures in place at BCUHB and a low
level of support from Welsh Government. The secondment to the
post of Acting Director of Operations – Mental Health, was
commended. Many of the problems faced by the BCUHB are beyond
its control and there should be a partnership approach between the
Board and Welsh Government, with both taking responsibility for
service improvement.

The new BCUHB Interim Director of Mental Health Services and the
Director of Nursing MHLD have brought a different approach and
NWCHC is considerably more optimistic about the prospects for
effective, patient-centred change than for many years.
Following the withdrawal of the Phase 2 - Mental Health Plan,
NWCHC undertook a series of Safe Space events. This was done
with the full support and co-operation of the BCUHB Mental Health
and Learning Disabilities (MHLD) Senior Management Team (SMT) –
in itself a first. 15 safe space events were held, where attendees
shared their experiences and concerns in relation to:

BCUHB produced a Phase 2 Mental Health Plan that was, we were
told, intended to build on the “success” of Phase 1. This plan
contained many proposals for major service changes, such as the
centralisation of Psychiatric Intensive Care Units (PICU) and the
replacement of the Ablett Unit. These proposals were badged as
“Covid–related”, but had been in the pipeline for years and looked to
be permanent rather than temporary plans. The Phase 2 plan was
not provided to the NWCHC, but came to us via a third party.
Subsequent correspondence with the Acting Chief Executive of
BCUHB gave us to understand that there was no intention to consult
further than the limited engagement through focus groups
undertaken by BCUHB in 2017/18.

- Community Mental Health;

The CHC sought legal advice and reminded BCUHB of its obligations
under existing service change guidance and regulations. At the
NWCHC Services Planning Committee on 7 September 2020, we
were informed that the “Phase 2” plan was a discussion document
only and that a wider engagement on a set of modified proposals
would be undertaken.

- Covid-19; and

Mental Health Care remained an issue and “on the ground” progress
against HASCAS and Ockenden recommendations at the beginning

16

- Adult Psychiatric Services;
- Older Persons Mental Health;
- Child and Adolescent Mental Health Services (CAMHS);
- Learning Disabilities;
- Substance Misuse Services;
- Lesbian, Gay, Bisexual, Transgender, Queer/ Questioning
(LGBTQ+);

- Mental Health in the agricultural community.
A total of 116 people attended the events. Further meetings will be
arranged to give the MHLD SMT the opportunity to engage with
those who shared their experiences and explain their planned
response to the concerns highlighted. The CHC will also hold Safe
Space meetings with MHLD staff.

17
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The table shows the breakdown of the attendees for each of the safe
space events.

The NWCHC report resulting from the Safe Space events, published
in May 2021 highlights a range of issues, some associated with the
pandemic and some more longstanding. They include:

Date

No of
Participants

No of
Sessions

Community Mental
Health Care

10/12/2020

18

2

Adults Psychiatric
Inpatient Services

14/01/2021

16

2

• Gaps in Crisis Care;

Older Persons
Mental Health
Services

01/02/2021

16

2

• Difficulty in contacting Community Mental Health Teams (CMHT);

Topic

Child & Adolescent 04/02/2021
Mental Health
Service

18

2

Learning
Disabilities

12

2

08/02/2021

Substance misuse

11/02/2021

7

2

LGBTQ+

22/02/2021

7

2

COVID-19 and
Mental Health

22/02/2021

11

1

Agriculture &
Rural
Communities &
Mental Health

24/02/2021

8

1

113

16

Total

At the BCUHB Board meeting on 12 November 2021, Gill Harris,
Acting Chief Executive BCUHB publically thanked the NWCHC
colleagues for its support. The NWCHC was also thanked for
undertaking the safe space engagement events relating to vascular
services in 2019.
“The Acting Chief Executive wished to record her thanks
to CHC colleagues and service users for their support in
this area of work and suggested that the model could
potentially be transferred to address challenges in other
services, e.g.; mental health.”
(Extract of Board to Board Minutes 15/10/2020)
18

• Transition from CAMHS to Adult Psychiatric Services;
• Ablett Unit not fit for purpose;

• Staff training needs – particularly in relation to learning
disabilities, autism and sexuality; and
• CAMHS Service is not consistent across the six counties.
Our report was acknowledged by the BCUHB and we are anticipating
its full response during 2021. The report was also welcomed by
those who attended the NWCHC safe space events.
“This is powerful reading and just goes to show how
putting heads together from different organisations can
achieve such a wide and varying response, but almost all
the responses having the same goal!
I felt I was able to contribute such a miniscule portion to
such a huge problem. It has however opened my eyes and
provided me with insight into MH problems which we have
to face on a daily basis even in my volunteer capacity.”
(Attendee at NWCHC mental health safe space event.)
In late October 2020, it was disappointing to hear that BCUHB failed
to get planning permission for the Ablett Unit replacement but a
revised application has now been submitted that addresses the
concerns of local residents and the planning authority.
Vascular Services
Further to the NWCHC’s report following our vascular safe space
events held in 2019/2020, an invited review by the Royal College of
Surgeons (RCS) has been completed and the report released.
NWCHC advised BCUHB that it was essential to communicate the
19
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findings of the Review to patients and the public, given the
considerable public concerns about this service. In response to
NWCHC queries, the RCS has confirmed that they regard the current
service as being “safe” on all three North Wales district general
hospital sites.

Patient Engagement

NWCHC members attended the BCUHB’s Vascular Task & Finish
Group; updates were shared with all our safe space attendees and
members.

North Wales CHC - Social Media Presence

Urology & Prostate Cancer

• The number of accounts following and interacting with the NWCHC
Twitter page was 1533

During the year we received some worrying complaints about the
delay (as long as 12 months) in receiving diagnostic tests for
suspected prostate cancer. We requested answers from the BCUHB
Medical Director and continue to monitor the situation.
By autumn, BCUHB were confident that a Da Vinci surgical robot
would be in operation at Ysbyty Gwynedd by Christmas 2020.
Following the close involvement of Welsh Government leads, this
was delayed and there was no projected date given. Unfortunately,
two of the new Consultant Urologists that were recruited when the
announcement of the acquisition of the robot was made have now
left or failed to take up the post.

Patient engagement has been undertaken mainly through social
media and video conferencing. Our major commitment this year has
been the Mental Health Safe Space events.

NWCHC Twitter page

• 279 bilingual Tweets were posted between 1st April 2020 and 31st
March 2021, which were regularly re-tweeted and therefore
reached a far wider audience than just our followers.
• The number of times a NWCHC tweet was delivered to a Twitter
account's timeline (referred to as ‘impressions’) was 3,202,562
impressions.
NWCHC Facebook page

Cessation/Resumption of Normal Activity

• NWCHC had 482 Facebook
followers who regularly liked and
shared CHC posts and comments.

NWCHC members remain concerned about waiting times. We have
been informed that Welsh Government are seeking 5 year plans to
get waiting times back to pre-Covid levels. If this is true then the
lack of ambition and sense of urgency is disappointing.

• The number of Facebook users
who saw our posts as a result of
them being shared by our own
followers reached 82,185.

We have received many calls and emails from people who are
concerned about the lack of information regarding cancelled
procedures and the potential impact on their health. We propose to
explore this further when we undertake a series of Safe Space
events on Referral to Treatment Times (RTT) in 2021.
NWCHC believes that there will need to be some radical solutions to
the waiting time problem. Simply hoping to pick up spare capacity in
NHS England is not realistic. It may be that dedicated planned
surgery hospitals are the solution.
20
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Engagement events attended and
hosted by NWCHC
Date

Event

Date

Event

03/06/2020

Caniad 'Big Chat' Zoom Meeting

01/02/2021

Mental Health Safe Space Event - OPMH

10/07/2020

Caniad 'Themes Zoom Meeting

01/02/2021

Mental Health Safe Space Event - OPMH

17/07/2020

Caniad 'Mental Health' Zoom Meeting

04/02/2021

Mental Health Safe Space Event - CAMHS

21/07/2020

Caniad 'BCUHB Phase 2' Zoom Meeting

04/02/2021

Mental Health Safe Space Event - CAMHS

22/07/2020

Conwy & Denbighshire Engagement Practitioners
Network Meeting

08/02/2021

Mental Health Safe Space Event - Learning
Disabilities

23/07/2020

Mantell Gwynedd Third Sector Wellbeing &
Volunteering Network Event

08/02/2021

Mental Health Safe Space Event - Learning
Disabilities

28/07/2020

East Engagement Practitioners Network Meeting

11/02/2021

Mental Health Safe Space Event - Substance Misuse

18/08/2020

Gwynedd & Môn Engagement Practitioners Network
Meeting

12/02/2021

Meeting with MS Neil Hamilton

12/02/2021

Meeting with MS Jack Sargeant

14/10/2020

Mid Wales PPEI Steering Group

12/02/2021

Meeting with MS Janet Finch Saunders

10/11/2020

Gwynedd and Môn Engagement Practitioners Forum

12/02/2021

Meeting with MS Mark Isherwood

24/11/2020

East Area Engagement Practitioners Forum

19/02/2021

Meeting with MS Lesley Griffiths

02/12/2020

Meeting with Abbey Road Centre

22/02/2021

Mental Health Safe Space Event LGBTQ+

10/12/2020

MH Safe Space Event - Community Mental Health

22/02/2021

Mental Health Safe Space Event Covid-19

24/02/2021

10/12/2020

MH Safe Space Event - Community Mental Health

Mental Health Safe Space Event Agriculture
Community

14/01/2021

MH Safe Space Event - Adult Inpatient Psychiatric

25/02/2021

BBC Radio Wales Interview Cancelled Operations at
Ysbyty Gwynedd

14/01/2021

MH Safe Space Event - Adult Inpatient Psychiatric

25/02/2021

Virtual Bite Sized Health and Wellbeing Event

22/01/2021

Meeting with MS Darren Millar

26/02/2021

Meeting with MS Hannah Blythyn

25/01/2021

Meeting with MS Llyr Gruffydd

02/03/2021

Presentation to the Bangor Soroptomists

22/01/2021

Meeting re. Llandudno Junction Project

08/03/2021

Meeting with MS Ann Jones

22
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Media and Interviews

Press Releases

The following are some examples of NWCHC’s presence in the media either by being mentioned in press articles, or through interviews
conducted with our Chief Officer.

The following press releases were produced by NWCHC during the
year and shared with a wide range of our stakeholders, including the
press and media, Local Authorities, Town and Community Councils,
County Voluntary Services Councils, Members of Parliament and the
Senedd and voluntary organisations.

• May 2020 – BBC News: “An independent report into the Betsi
Cadwaladr Health Board's vascular services has shown that many
staff feel ‘unable to complain’ about the department's failings as it
would be ‘devastating to their career’ ". [Chief Officer quoted]
• May 2020 - BBC Cymru: “Mental health treatment halted for
those in north Wales. The treatment of some mental health
patients in North Wales has been halted due to coronavirus,
according to a letter received by BBC Wales.” [Chief Officer was
interviewed]
• May 2020 – BBC Radio Wales: Chief Officer was interviewed
• May 2020 – Daily Post viewpoints page: “Thanking a reader for
his letter published in the Daily Post on 19/05/20 regarding the
work of North Wales Community Health Council.” ‘His thanks are
heartening to the staff of the NWCHC particularly during
these very difficult times.’
• May 2020 – Chief Officer held a live interview on Facebook, which
was also reported on www.Wrexham.com concerning the “NHS is
open for business” amid concerns over a drop in A&E
attendances.
• June 2020 – Daily Post: “North Wales’ health board still
languishing in special measures five years on – how did it happen
and what does the future hold?” [Chief Officer quoted]
• July 2020 – North Wales News: “The report into complaints over
Gwynedd mental health unit finally set to be released after 14month battle.” [Chief Officer quoted]
• October 2020 – local AM posted on social media, thanking
NWCHC for insisting that the Health Board discuss the nursing
beds at Penrhos Polish Home.
• February 2021 – BBC Radio Wales: Chief Officer was live on the
programme regarding the cancellation of operations at Ysbyty
Gwynedd.
24

• May 2020 – “New Chair and Vice-Chair of the NWCHC”
• May 2020 – “Release of NWCHC report concerning Vascular
Services”
• August 2020 – “Concerns about the lack of progress by BCUHB
concerning mental health services in North Wales”
• November 2020 – “Health Watchdog asks people to talk about
Mental Health services in North Wales”
• December 2020 – “Health Watchdog asks people to talk about
Mental Health services in North Wales”
• January 2021 – “Health Watchdog asks people to talk about
Mental Health services in North Wales”
Formal Consultations
The NWCHC must be consulted about new health service changes, or
changes to current health services. During the year, the NWCHC has
responded to a number of national “health related” consultations. This
has enabled us to communicate on a formal basis with statutory,
voluntary and other organisations.
The NWCHC has considered and given responses to the following
formal consultations:
• Welsh Government: “Amendments to the organ donation
regulations” (30/04/2020)
• Welsh Government: Changing places toilets and baby nappy
changing facilities (26/05/2020)
• BCUHB: Patient Leaflet (15/07/2020)
• BCUHB: Visiting Times Policy (19/07/2020)
• Welsh Government: “Managing the transition from children’s to
adults’ healthcare services” (27/07/2020)
25
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Monitoring and scrutinising NHS
performance changes in local NHS
services
Changes in local NHS services
Throughout 2020 -2021 the BCUHB made, or planned to make,
some significant changes to some of its services. There were also a
number of temporary changes in response to the Covid-19
pandemic.
NWCHC was appraised of and consulted on various NHS service
changes from local to regional proposals. Some of the changes to
services were brought to our attention by our stakeholders.
Our involvement in these proposals was to ensure that the public
and patients’ views were at the heart of the changes and that the
impact on the service user would be as positive as possible.
We were involved in the proposals and plans concerning:
• Cessation of non-essential out-patient and elective procedures;
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• Park and Ride Service Ysbyty Glan Clwyd - suspension;
• Temporary closure of the Minor Injuries Unit (MIU) at Tywyn
Hospital MIU;
• Development of community based optometry hubs for
emergency eye care;
• Abergele and Prestatyn Community Dental Clinics –
reconfiguration of services;
• Temporary closure of Alyn Family Doctors’ branch surgery;
• Temporary closure of Chirk Surgery branch surgery;
• Temporary closure of Gardden Road branch surgery;
• Temporary closure Llangollen GP Practice branch surgery;
• Holyhead merger of BCUHB managed practice;
• GP boundary changes in Arfon and Nefyn;
• Temporary closure Bryn Beryl Hospital MIU;
• Hillcrest GP practice branch surgery temporary closure;
• Temporary closure Penrhos Stanley Hospital MIU; and
• Temporary reduction of beds at Dolgellau Hospital.

• Primary Care Services: consultation by telephone; changes to
pharmacy opening hours; cessation of non-emergency services;
• Maternity Services: home birth support ceased temporarily and
cessation of midwifery-led services at some community hospital
sites;
• Introduction of Local Assessment Centres;
• Mental Health Services: temporary closure of Bryn Hesketh and
Cefni to inpatient admission;
• Heddfan Unit converted to Older People’s Mental Health (OPMH)
admission unit;
• Ablett converted to adult mental health admission unit;
• Hergest Unit supporting non-Covid patients;
• Audiology Services: drop-in hearing aid sessions provided;
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Enquiries and complaints advocacy

The number of formal complaints relating to NHS services and
received by NWCHC fell at the start of lockdown but returned to
previous levels during the course of the year. There has been a
substantial rise in “calls to action” where clients do not want to
formally complain but want something to happen urgently. These
have included issues such as;

There are times when we all need help to speak up about
concerns/complaints if we feel let down by our local health services.
It can be difficult to know who or where to turn to or what to do. We
may not always feel confident about getting in touch with the local
health board or hospital; know who to contact, the right questions to
ask, or what exactly we want to say or how to say it.
Our Independent Advocacy Service can help raise those
concerns/complaints through its role in providing a free,
independent, confidential, non-legal, client-led service. We are able
to help patients or their representative in making a complaint under
the NHS Complaints Procedure.
Our Advocacy staff are well-trained and committed to the central
principles of independence, confidentiality, best interests and
empowerment. All services are conducted in a friendly and
professional manner, the end aim being to resolve issues
satisfactorily, but also encouraging the health board to learn from
the experiences shared and improving their services.

• Audiology appointments;
• Cancelled procedures;
• Concern about delays to cancer treatment;
• COVID testing;
• Dental services;
• Difficulty in obtaining medication;
• Loss of mental health support;
• Lucentis injections;
• Maternity Services;
• Ophthalmic appointments;
• Outpatients appointments;
• Pharmacy closures;
• Problems getting in touch with GP;
• Shielding letters;
• Vitamin B12 injections;
• Vaccination appointments; and
• Ysbyty Wrecsam Maelor during corona virus spike.
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How we have made a difference:
working nationally

Working with others

Working together, the Board and CHCs highlight issues that
do or will impact on people’s experiences across Wales. We
draw on our local knowledge so that the people who make
big decisions about our NHS nationally understand and
respond to the things that matter most in local communities
across Wales.
During the year, our CHC members and staff haven’t been able to
speak to people on a face to face basis as they usually would in NHS
hospitals or clinics. Neither have they been able to mingle with
people in our communities and at local events.
So, we worked together with the Board and other CHCs so that
people from across the whole of Wales were able to share their views
and experiences of NHS care with us by completing a national survey
https://boardchc.nhs.wales/site-assets/share-your-feedback/.
CHCs also worked together to share with the Board what they were
hearing from people in their local communities.
The Board and CHCs met with the Welsh Government each week to
talk about the things people were saying across Wales about their
NHS services – so that this informed the Government’s own thinking
and actions.
The Board of CHCs produced some national reports on our behalf.
These shared more widely what people across Wales were saying
about some important matters.

30

During the year we worked closely together as a CHC movement
with our colleagues in other CHCs. This meant we were able to
quickly identify and share with others what:
• was working well in local communities and could be extended to
other parts of Wales
• wasn’t working well and needed to be done better
• people wanted from their local NHS services.
We met with Healthcare Inspectorate Wales (HIW) throughout the
year. We shared information about what we were hearing from
people and what we were planning to do. We quickly passed on any
information we had about clinical and patient safety concerns so
HIW could take action where needed.
We worked with community representatives and groups in our area:
• Age Connect North East Wales;
• Association of Voluntary Organisations Wrexham (AVOW);
• Autistic UK;
• Bangor University;
• Betsi Cadwaladr University Health Board (BCUHB);
• Caniad;
• Centre of Sign Sight Sound;
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Our plans for 2021-2022

• Chester Pride;
• Conwy Mind;
• Conwy Voluntary Services Council (CVSC);
• Denbighshire Voluntary Services Council (DVSC);
• DPJ Foundation;
• Farming Community Network (FCN);
• Flintshire Voluntary Services Council (FVSC);
• General Practices across North Wales;
• Gisda;
• Gofal a Thrwsio;
• Grŵp Llandrillo Menai (GLLM);
• Local Authorities;
• Local Medical Committee (LMC);
• Mantell Gwynedd;

During 2021-2022 we will be working with people across Wales to
look at the issues affecting our North Wales population.
We will look into the things that we hear from people about local
NHS services. We will reflect the views and experiences of people in
our communities, and we will represent their interests when we
work with the NHS locally and nationally.
We will do this so that the NHS plans and prioritises to recover from
the impact of the coronavirus pandemic and respond to the things
that matter most to the people who live in our communities.
Some of the things we will focus on include:
• COVID-19 (impact on NHS services and patient experience,
vaccination programme, recovery and reinstating services)
• Referral to Treatment Times (RTT)

• Medrwn Môn;

• Targeted Intervention Framework BCUHB

• Members of the Senedd;

• Review of NWCHC ‘Our Lives on Hold’ report with focus on 52
week harm

• Members of Parliament;
• Mencap;
• North Wales Advocacy Networking Group;
• NWAMI;
• Rape & Sexual Abuse Support Centre North Wales (RASCA);

• Health and Well-being of NWCHC staff (agile working)
• Mental Health services (with particular focus on continued
engagement on areas identified during our Safe Spaces events –
for example CAHMS, Learning Disabilities)
• Seek the views and experiences of health service users through
use of our Safe Space model

• Samaritans;
• Shared Lives Plus;
• TGP Cymru;

• Vascular Services

• The Royal Agricultural Benevolent Institution (RABI);

• Primary Care (with particular focus on GP and dental services)

• Town and Community Councils;

• Care and Services delivered in Emergency Departments

• Unique;

• Ophthalmology Services

• Vesta Family Support; and

• BCUHB Digital Strategy

• Welsh Ambulance Services Trust (WAST).

• Equality, Diversity and Human Rights considerations

Appendix 6 details how the NWCHC staff and members provide
NWCHC representation to external organisations
32

• Welsh Language considerations
• Transition to the Citizens Voice Body
33
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How can you get your voice heard or
become involved

Appendix 1

We want to hear from you about your views and experiences of the
NHS. You can contact us using the details at the end of this plan.
You can also tell us if you would like us to send you surveys and
updates during the year.

Our volunteer members during 2020-2021
Name

Position held in
CHC

If you are part of a group or organisation and would like to work
with us we would love to hear from you.

Myfanwy Baines

Public Appointment Conwy

Joy Baker

Public Appointment Conwy

We are happy to hear from groups who have a story to tell us about
NHS services. We have a calendar of meetings on our website so
that you can see when and how we will be discussing key issues
affecting NHS services.

Frank Bradfield

LA Appointment

Conwy

Philip Capper

LA Appointment

Conwy

Melanie Davies

Co-opted

Conwy

Our committee meetings are held in public so you are welcome to
join us.

Carina Edwards

Co-opted

Conwy

Damian Heron

Public Appointment Conwy
(Resigned in year)

Garth Higginbotham

Co-opted

Conwy

Liz Liddall

Third Sector
Appointment

Conwy

Sian Ramessur

Third Sector
Appointment

Conwy

Hilary Randall

Third Sector

Conwy

Jo Reeve

Public Appointment Conwy

John Roberts

LA Appointment

Roger Williams

Public Appointment Conwy

Karen Bellis

LA Appointment

Denbighshire

Kelly Benton

Third Sector
Appointment

Denbighshire

Rhys Davies

Public Appointment Denbighshire

Eva Edwards

Public Appointment Denbighshire

And…we are always looking for new members!
Most of our work is done by local volunteers who want to help their
communities to have a say in their NHS.
If you could spare some time over 3-5 days a month please get in
touch.

34
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Locality

Conwy
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Appendix 1 cont...
Our volunteer members during 2020-2021
Name

Position held in
CHC

Locality

Name

Position held in
CHC

Locality

Derek Holmes

Third Sector
Appointment

Denbighshire

Margaret Buttigieg

Gwynedd

Gordon Hughes

Third Sector

Denbighshire

Third Sector
Appointment
(Resigned in year)

Morfudd Jones

Co-opted

Denbighshire

Adrian Drake-Lee

Third Sector
Appointment

Gwynedd

Angela Marshall

Public Appointment Denbighshire

Vicki Harvey

Public Appointment Gwynedd

Neil Taylor

Co-opted

Denbighshire

Gwawr Jones

Mike Theaker

Co-opted

Denbighshire

Public Appointment Gwynedd
(deceased)

Cheryl Williams

Public Appointment Denbighshire

John Jones

Co-opted

Gwynedd

Gill Williams

Public Appointment Denbighshire

Mair Jones

Co-opted

Gwynedd

Emrys Wynne

LA Appointment

Dewi Wyn Jones

LA Appointment

Gwynedd

Michael Boyle

Public Appointment Flintshire

Michael Lloyd Jones

Public Appointment Gwynedd

Dianne Gill

Public Appointment Flintshire

Linda Kinani

Public Appointment Gwynedd

Linda Harper

Public Appointment Flintshire

Paul Rowlinson

LA Appointment

Gwynedd

Flintshire

Mark Thornton

Co-opted

Gwynedd

Stella Howard

Third Sector
Appointment

Menna Williams

Gwynedd

Gladys Healey

LA Appointment

Flintshire

Third Sector
Appointment

Russell Jackson

Public Appointment Flintshire

Vera Wilson

Co-opted

Gwynedd

Jackie Allen

Third Sector
Appointment

Wrexham

Rita Jones

Third Sector
Appointment

Sandra Baughan

Third Sector
Appointment

Wrexham

Dorothy Griffith

Co-opted

Wrexham

Denbighshire

Flintshire

David Mackie

LA Appointment

Flintshire

Dave Wisinger

LA Appointment

Flintshire
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Appendix 1 cont...

Appendix 2

Our volunteer members during 2020-2021

Our staff
Our volunteer members are helped by a small team of CHC staff:

Name

Position held in
CHC

Locality
Team

Whole time posts

Niki Tabern-Price

Public Appointment Wrexham

Jayne Thomas

Public Appointment Wrexham

Chief Officer

Geoff Ryall-Harvey

Richard Bladon

Third Sector
Appointment

Deputy Chief Officer

Carol Williams

Business Manager

Sue Irlam

Andy Burgen

Public Appointment Ynys Môn

Complaints Advocates

Deborah Chafer

Co-opted

Jon Chorlton

Public Appointment Ynys Môn

Sadie Francis

Third Sector
Appointment

Ynys Môn

Emily Bowen
Ross Duffield
Eleri Ellis (part year)
Debra Jones
Elliot Mayor (part year)
Bethan Perkins
Rachel Valentine

Brace Griffiths

Co-opted

Ynys Môn

Advocacy Office Managers

Glyn Haynes

LA Appointment

Ynys Môn

Allison Hughes
Debbie Postle

Trefor Lloyd Hughes

LA Appointment

Ynys Môn

Advocacy Support Officers

Lucy Barker
Bev Davies

Val Monaghan

Public Appointment Ynys Môn

Administrative Team

Aaron Osborne-Taylor

Public Appointment Ynys Môn

Eleri Ellis (part year)
Jill Scupham

Christopher Phillips

Co-opted

Ynys Môn

Monitoring and Scrutiny Officers

Rebeca Hughes
Cerys Jones

Dylan Rees

LA Appointment

Ynys Môn

Peter Rendle

Public Appointment Ynys Môn
(Resigned in year)

Anne West

Third Sector
Appointment
(Resigned in year)
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Ynys Môn

Ynys Môn

Ynys Môn
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Appendix 3

Overview
Annual
Expenditure to
Budget (£) 31 March (£)

Financial statement
This financial statement shows how we spent our money for the
period 1 April 2020 to 31 March 2021.
We get our money from the Welsh Government, through the Board
of Community Health Councils in Wales.
We reported an underspend of £22,112.99 at the end of the financial
year 2020-2021.

Total
(fixed and variable)
Budget adjustment
agreed by the CHC
Board
Total
(fixed and variable)

752,022.00

749,319.39

3,369.99

-1,332.00

0.00

18,743.00

750,690.00

749,319.39

22,112.99

Fixed Costs
Annual
Expenditure to
Budget (£) 31 March (£)
Staff salaries
Office expenses
Accommodation costs
Total (Fixed)

Variation
(£)

613,260.00

612,594.45

1,332.02

7,174.00

7,800.65

-626.66

53,111.00

55,649.28

-2,538.22

673,545.00

676,044.38

-1,832.86

Annual
Expenditure to
Budget (£) 31 March (£)

Variation
(£)

Variable Costs

Travel and associated
expenses

49,300.00

10,687.26

38,612.74

Office expenses

24,587.00

56,745.84

-32,158.84

4,590.00

5,842.05

-1,252.05

78,477.00

73,275.018

5,202.85

Accommodation costs
Total (Variable)

40

Variation
(£)
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Appendix 4
Declarations of interest
Executive Committee members’ directorships of companies or
positions in other organisations likely, or possibly, seeking to do
business with the NHS are published in this Annual Report to Welsh
Ministers.
This is required under Regulation 25 of the Community Health
Councils (Constitution, Membership and Procedures)(Wales)
Regulations 2010 (as amended in 2015 and 2020).
Name

Jackie Allen

Position held
in CHC
Chair (Part)

Directorship

Other
positions of
authority

Director of
Severn Dee
Travel

Chair - Chirk
Hospital Circle of
Friends

Peter Rendle Chair (Part)

None

None

Andy Burgen Vice Chair

Director of the
Bwyd Da Mon
Community
Interest
Company

Trustee of Carers
Trust/Crossroads
Care North Wales
BMA: UK
Consultants
Committee
BMA: Patient
Liaison Group
BMA: Welsh Council
Member of Steering
Group for Quality
Outcomes in Oral &
Maxillofacial
Surgery
Academy Of
Medical Royal
Colleges: Member
of Academy
Stakeholder
Reference Group
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Name

Position held
in CHC

Directorship

Joy Baker

Chair, Conwy
None
local committee

None

Liz Liddall

Vice Chair,
Conwy local
committee

Chair of Board
of Trustees
RASASC

Rhys Davies

Chair,
None
Denbighshire
local committee

Gordon
Hughes

Vice Chair,
None
Denbighshire
local committee

None

Other
positions of
authority

None

None

Stella Howard Chair, Flintshire None
local committee

Governor
Walton Centre

Linda Harper

Vice Chair,
Flintshire local
committee

Trustee, North
East Wales
MIND

Michael
Lloyd-Jones

Chair, Gwynedd None
local committee

None

Paul
Rowlinson

Vice Chair,
Gwynedd local
committee

Part-Ownership
Ynni Ogwen Cyf
Board Member
Abbey Road
Centre
Member of
Cyngor
Gwynedd
Member of
Wales Book
Council
Trustee Bangor
Street Pastors
Member of the
Board of Mantell
Gwynedd

None

Director, Ynni
Ogwen Cyf
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Appendix 4 cont...

Appendix 5

Declarations of interest

Our national standards
1. CHCs act in the interests of the public and patients in Wales

Name

Position held
in CHC

Frank
Hemming

Chair, Wrexham
None
local committee

Celia Hayward Vice Chair,
Wrexham local
committee

Aaron
OsborneTaylor

Richard
Bladon

Directorship

None

Chair, Ynys Môn Coalo Ltd
local committee (formerly
Lampton
Facilities
Maintenance
360 Ltd), Nonexecutive
Director

Other
positions of
authority

2. CHCs work effectively with others to safeguard and promote the
welfare of people who use NHS services

County Borough
Councillor

3. CHC activities and services meet the needs of and are accessible
to all

Watkin Property
Ventures
Limited
South
Denbighshire
Community
Partnership
None

Vice Chair, Ynys Director in
IOSH Chair
Môn local
Richard Bladon North Wales
committee
& Associates Ltd IEMA Chair
North Wales
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4. CHC activities are open, transparent and inclusive
5. CHC activities are properly led, resources and supported
6. CHCs plan and carry out their activities in a way that maintains
their independence and demonstrates their accountability to the
communities they serve
7. CHCs strengthen the voice of patients and the public by working
together and with others
8. CHCs reflect the views and experiences of patients and the public
about NHS services
9. CHCs share the results of their activities in a balanced and timely
way
10. CHCs evaluate the impact of their actions and apply the learning
to future activities.
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Appendix 6
External representation 2020-2021
Committee/group

CHC representative

Committee/group

CHC representative

All Wales Social Prescribing
Network

Andy Burgen, YMLC

BCUHB Stakeholder Reference
Group

BCUHB Anti-Microbial
Steering Group (West)

Adrian Drake-Lee, GLC

Peter Rendle, YMLC (part
year); Jackie Allen (part
year)

BCUHB Board Meeting

Peter Rendle, YMLC (part
year) Jackie Allen, WLC
(part year)

BCUHB Strategic Improving
Nutrition Catering and Hydration
Standards Group (INCHS)

Carol Williams, Deputy
Chief Officer

BCUHB Chair to Chair Meeting

Jackie Allen, WLC

Jackie Allen, WLC

BCUHB EDHR Strategic Forum

Linda Harper, FLC

BCUHB Strategic Infection
Prevention

BCUHB EDHR Stakeholder Group

Linda Harper, FLC

BCUHB Strategy and Planning
Equality Scrutiny Group

Linda Harper, FLC

BCUHB Infection Prevention
Sub Group

Jackie Allen, WLC

BCUHB Strategy, Partnerships and Andy Burgen, YMLC
Population Health Committee

BCUHB Llandudno Hospital
Stakeholder Group

Hilary Randall, CLC

BCUHB Stroke Services
Stakeholder Group

Andy Burgen, YMLC or Sian
Ramessur, CLC

BCUHB Listening, Learning and
Experience Group

Jackie Allen, WLC

BCUHB Vascular Implementation
Task and Finish Group

Richard Bladon, YMLC and
Adrian Drake Lee, GLC

BCUHB Neurosciences Board

Andy Burgen, YMLC

Liz Liddall, CLC

BCUHB North East Wales
Cancer Patient Forum

Michael Boyle, FLC

Conwy Voluntary Services Council
Liaison Group

Joy Baker, CLC

BCUHB North West Wales Cancer
Patient Forum

Vera Wilson, GLC

Mid-Wales Joint Committee for
Health and Social Services

Stella Howard, FLC

BCUHB Quality Safety and
Experience Committee

Andy Burgen, YMLC (part
year); Jackie Allen (part
year)

The Walton Centre Infection
Prevention Committee
The Walton Centre Stakeholder
Governors

Stella Howard, FLC

BCUHB Redevelopment of YGC

Jackie Allen, WLC

WAST Pace Setter Group

Margaret Buttigieg, GLC
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BCUHB Strategic Cleanliness Group Stella Howard, FLC
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Thanks
We thank everyone who took the time to share their views and
experiences with us about their healthcare services and to share
their ideas.
We thank the healthcare staff who are working so hard to care for
people and their loved ones during the pandemic.
We hope the feedback people have taken time to share influences
healthcare services to recognise and value what they do well – and
take action where they need to as quickly as they can to make
things better.

Feedback
We’d love to hear what you think about this publication, and any
suggestions about how we could have improved it, so we can use
this to make our future work better.
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