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Virtual appointments: 
 
During the COVID-19 pandemic, there has been a significant rise in the use of digital 
services in place of face-to-face services, such as telephone appointments, video 
consultations, text messaging and others. 
 
This project was conducted to help provide an understanding of where virtual 
appointments may not have met the needs of patients and the reasons as to why people 
may not have engaged with appointments virtually. The report also includes where 
appointments did meet the needs of patients. 
 
This engagement took place between August and September 2020 and we conducted a 
total of 118 telephone interviews with both Derbyshire and Derby City residents. 
 
We asked people about: 
 

 Their access to and confidence with technology 

 Their experiences of booking a virtual appointment 

 Did the method of appointment suit their needs? 
 

The report has been shared with Joined up Care Derbyshire (JUCD), the multi-agency 
group consisting of representatives from health, social care and the voluntary sector. Our 
report is one of a number of pieces of work undertaken as part of a system-wide response 
collating feedback around remote access.  
 
JUCD will produce a summary report, incorporating insight from both local and national 
data sources that will be used to help inform the decision-making process on how best to 
operate services in the future. The report will be shared amongst provider and 
commissioner organisations and made public at the earliest opportunity. 
 
Summary of findings: 
 

 At times, virtual appointments were inaccessible to digitally excluded groups. 
Action needs to be taken to ensure that these people can access services 

 Ensuring the appointment booking process is simple and easy to access is vital to 
meeting people's healthcare needs 

 Communication is key to a successful appointment, providers should give clear 
explanations of the process and manage patient expectations 

 The method of a virtual appointment was deemed to be the most convenient way 
to access health services for many people and was felt to be the safest way to 
access appointments during the pandemic 

 Choice regarding the type and method of appointment was an important factor to 
people. Services should look to assess patients ahead of finding an appropriate 
method of consultation 

 Services should acknowledge receipt of data submitted by patients, particularly for 
photographic images along with information of where the images will be stored 

 Services should allow for patient feedback to suggest improvements to technology 
to allow for ease of access, for example, improvements to the booking systems. 

Our most recent work: Our most recent work: 
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Breastfeeding engagement: 
 
HWD was approached by the City and County Breastfeeding Strategic Group and the 
Maternity Transformation Recovery Cell to gather feedback from mums, to find out about 
their experiences of breastfeeding (BF) during COVID-19. 
 
We engaged with mums through our social media platforms and collated the comments 
received into a report which was shared with the strategic group. 
 

Summary of findings: 
 

 Mums commented that ‘very little’ or ‘no help’ was provided whilst in hospital 
following the birth of their baby and were not signposted to BF support on 
discharge 

 There have been difficulties with diagnosing tongue-tie (Tongue-tie is where the 
strip of skin connecting the baby's tongue to the bottom of their mouth) 

 and families have experienced long waits to get tongue-tie resolved 
 Some mums found virtual support helpful i.e. through zoom meetings and online 

support. Whilst, others felt there were limitations to virtual support as help was 
required with positions and latch which were not possible virtually 

 Mums who had concerns around BF felt there was a lack of quality support and it 
was felt that in some cases people were now being encouraged to formula feed 

 A number of mums shared concerns around the inability to accurately weigh their 
baby 

 Some mums commented on how the difficult experiences with BF has negatively 
impacted upon their mental health  

 Some mums found the infant BF feeding helpline and advice over the phone from 
their health visitor (HV) to be helpful 

 Mums spoke positively of midwives and HVs when reaching out for support. 
 

Summary of response provided by the City and County Breastfeeding Strategic 
Group and the Maternity Transformation Recovery Cell: 
 

 Derbyshire Community Health Service (DCHS) has tried to continue to deliver an 
accessible service via their single point of access (SPA). HVs are able to offer the 
same support virtually to parents when they call for support around infant feeding 
and can request further intervention if a family is assessed as needing more 
support. DCHS HVs have the facility to contact parents via video conferencing 
which has proved very popular with parents 

 HVs continued to provide virtual antenatal contacts and face-to-face/home visits 
for the new birth visit 

 The six to eight-week contact has been restored as face-to-face contact, this was 
in response to the recognition of the needs of parents with a new baby and 
provides support for infant feeding and any other concerns  

 HVs will continue to provide weighing and measuring of infants at the birth visit, 
the six to eight-week contact at one year and at the two-year check and will 

The full report can be found on our website: https://healthwatchderbyshire.co.uk/2020/10/virtual-

appointments-are-they-right-for-me/ 

 

https://healthwatchderbyshire.co.uk/2020/10/virtual-appointments-are-they-right-for-me/
https://healthwatchderbyshire.co.uk/2020/10/virtual-appointments-are-they-right-for-me/
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continue to assess the need for additional growth measurements where a parent is 
concerned about their child’s growth  

 HVs are trained to assess physical and emotional health and allow discussing 
feelings at each contact and agree on a package of support tailored to meet 
individual needs. This has now been reinstated at the six to eight-week contact and 
DCHS has contacted every parent who missed this contact during the lockdown to 
ensure that they receive appropriate support  

 DCHS is making improvements to the HV website to provide parents with 
comprehensive guidance and support on infant feeding 

 Breastfeeding Network Derbyshire (BFN) have provided BF families in Derbyshire 
virtual BF support and will work to ensure more parents know how to access this 
service 

 Chesterfield Royal Hospital (CRH) has appointed 11 new maternity support workers, 
eight of these will be in hospital to support mothers with feeding their babies and 
will provide 24-hour support 

 CRH has increased the number of midwives taking up posts both in hospital and 
community services 

 The tongue-tie service was originally suspended in the maxillofacial department at 
CRH but has now been restored 

 ‘Attend anywhere’ enables the Infant Feeding Team to provide video consultations 
for BF mothers to provide support. In Derby City, they continue to run a weekly 
virtual BF club 

 Virtual Antenatal ‘Feeding Your Baby’ sessions continue to be facilitated fortnightly 
by the Infant Feeding Team to provide help and information for any expectant 
parents, living in Derby 

 Ripplez CIC (Community Interest Company) has provided a mixture of face-to-face 
home visiting and virtual support through one-to-one and group contacts. The 
volunteer peer support service set-up an online community for ante-natal mothers 
and new mothers in partnership with University Hospitals Derby and Burton NHS 
Foundation Trust (UHDB) midwives to provide support and information 

 UHDB will work to improve the support provided in hospital by completing the 
mandatory breastfeeding assessment before the mother/baby dad is discharged 
from all inpatient services 

 UHDB will also make sure any parent who requires support with breastfeeding 
during lockdown know what is available via remote methods such as phone, social 
media, online video messaging &/or face to face when necessary. 

 

 
 

 

 
 
 

Care home engagement: 
 
During November 2020, we surveyed to understand the impact that Covid-19 has had upon 
the mental and physical wellbeing of care home residents and their families in Derby and 
Derbyshire. 
 

Our current projects: 

The full report and response can be found on our website: 

https://healthwatchderbyshire.co.uk/2020/11/experiences-of-breastfeeding-support-during-covid-19/ 

 

https://healthwatchderbyshire.co.uk/2020/11/experiences-of-breastfeeding-support-during-covid-19/
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We were keen to hear what steps different care homes may have taken, to improve the 
wellbeing of their residents.  
 
The main aim of this engagement work was to be able to highlight and share best practice 
and innovative ideas amongst services to help improve the mental and physical health of 
care home residents in unprecedented times. 
 
We have received a total of 90 responses. 
 
We are currently in the process of analysing the findings from the engagement which will 
be collated into a report which will be shared at a strategic level for discussion.  

 

 

Cancer engagement: 
 
In early 2021, HWD would like to hear from patients, family, friends and carers who have 
experienced a cancer diagnosis and/or treatment during Covid-19. We would also like to 
hear from staff members working in services, as to how this has felt in a professional 
sense. 
 
The information collected will be shared at a strategic level and will be used to inform 
how services should be commissioned moving forward. 

 

 
 
 
 
 

Living Well Derbyshire: 
 

In August 2020 Derby and Derbyshire Clinical Commissioning Group engaged the services of 

the Innovation Unit to help develop 'Living Well' which is a new model aimed at delivering 

more accessible and responsive support for people’s mental health and wellbeing in the 

community. The Innovation Unit is a social enterprise that has facilitated the design and 

implementation of the Living Well systems in other parts of the country. Click here to see 

examples.  

Mental Health Together (MHT) has been supporting people to share their stories, which 

will be used in the development of the new model of care. They are also supporting 

people with lived experience to be a central part of the project steering group 

(‘Collaborative’). 

During September MHT started to gather stories of lived experiences in the High Peak and 

North Dales. These stories are being shared with the Collaborative to inform the modelling 

and values of the new service.   

 

Mental Health Together (MHT): 

Next steps: The report will be available on our website once complete 

 

Next steps: The engagement phase for this piece of work will start in January 2021 

https://www.innovationunit.org/projects/living-well-collaborative/
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Safe Haven project: 
 

The mental health Safe Haven will offer a much-needed alternative to A&E for adults 

living in the City or South Derbyshire who are in crisis or at risk of reaching crisis. There 

will be a prompt referral pathway to access the service because numbers are limited to 

approximately eight people at any time.  Those who access the service will receive one to 

one recovery focussed support to help them develop valuable skills and tools. Peer 

supporters will also be a vital part of the service.  

The mental health Safe Haven in Derby City is run by Richmond Fellowship and opened at 

the beginning of November 2020. There are plans to open a Safe Haven in the north of the 

county in 2021. In the meantime, the City Safe Haven will temporarily take referrals from 

anywhere in the county. 

MHT has been supporting the development of a service advisory group for the Safe Haven. 

This is to ensure the voice of lived experience helps shape the development and outcomes 

of this service and any future ones. 

Serious Mental Illness and Physical Health project: 
 

In June 2019, MHT received funding from Health Education England (HEE) to find out how 

services can best support people with a severe mental illness (SMI) to stay physically 

healthy as well as mentally healthy. MHT has been listening to the views and voices of 

people living with schizophrenia, bipolar disorder and psychosis about their experience of 

annual health checks provided by their GP practice as well as accessing any service that 

supports them to be physically healthy.  

This is a group of people who statistically experience more challenges in staying physically 

well and have a considerably lower life expectancy. One of the ambitions of the 

Government’s NHS Long Term Plan is to help people with these conditions to achieve 

better physical health as well as mental health experience.   

During the last few months, MHT has been talking to people who attend the physical 

health monitoring clinics offered by Derbyshire Healthcare NHS Foundation Trust. They 

have also been building relationships with voluntary sector groups that support BAME 

communities in Derby and Derbyshire so that we are better able to gather the views and 

experiences of people within these communities both for this project and beyond.   

MHT is now putting together a final report with recommendations which will be shared 

once complete. 

Mental Health, Learning Disability and Autism Recovery Cell: 
 

Early in the Covid-19 pandemic a Mental Health, Learning Disability and Autism Recovery 

Cell was put in place.  This involved a multi-agency team from health and social care, 

meeting regularly to ensure the safe recovery of all-age mental health, learning disability 

and autism services following the Covid-19 incident.     

One of the aims of the recovery cell, was to look at the changes to mental health support 

in Derby and Derbyshire during the pandemic, and decide which changes would be worth 

keeping in place. 
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MHT represented the voice of lived experience at these meetings, feeding in information 

we received directly from our members, as well as from a wider survey which was put 

together to gather service receiver and carer experiences of mental health support during 

the pandemic.  

 

 
 
 
 
At the start of the pandemic, NHS organisations and local authorities across the city and county 
launched an online hub with the latest updates on changes to services, advice, information and 
direct signposting to other useful websites at www.joinedupcarederbyshire.co.uk/public-info-
covid-19   
 
However, it is widely recognised that not everyone has easy access to the internet so HWD 
launched a telephone helpline as part of the wider efforts to ensure Derbyshire residents get 
the latest Covid-19 information. 
 
Details of our helpline can be found on the poster below: 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Useful tools and resources: 

http://joinedupcarederbyshire.co.uk/public-info-covid-19
http://joinedupcarederbyshire.co.uk/public-info-covid-19
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Social media 

 
Due to the pandemic and restrictions on face-to-face engagement, we have increased 
activity on our social media channels, sharing important updates and gathering comments 
from the public as part of our digital engagement strategy. You can find us here: 

 
 
 

@HealthwatchDerbyshire 

@HWDerbyshire 

@HWDerbyshire 


