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A look back at the last year
from our Chairperson

We have continued to strengthen the voice of patients and the public
by engaging and consulting through several mediums to ensure "the
patient experience" is heard and acted upon appropriately. Our
members and staff's ongoing commitment and dedication to meet
these challenges have once again been commendable.

It has been my privilege to serve once again as Chair of Cwm Taf
Morgannwg Community Health Council (CTM CHC) for the last
twelve months. I thank the members of the CHC for electing me to
continue to undertake this role.
Each year, the CHC sets itself a plan of activity based on the
feedback received from our local communities about their NHS
experiences. 2020 to 2021 was again a challenging year for the
CHC. Unfortunately, we were unable to complete our plans from
2020 – 2021 fully. Reference has been made to this within the body
of the report. All reports will be added to our website in due course
and included in our annual report for 2021-2022 for completeness.
We adapted to new ways of working to ensure we met our key
responsibilities relating to supporting patients and the wider public,
scrutinising the Health Service and providing advocacy support to
individuals who wanted to complain about NHS care and treatment.

As described in our previous report, advocates have continued to
support women and families affected by maternity services failures.
These advocates have also engaged with many patients with both
COVID and Non-COVID related complaints. You can read more about
the advocacy service within this report.
The end of this reporting period continued to bring the devastating
impact of Coronavirus, which affected our ability to engage face-toface with the public in all areas of our work. However, the
vaccination programme has now started to diminish the gravity of
this pandemic across Wales, urging everyone to take this essential
step to protect themselves and others. Our University Health Board
has worked exceptionally well complying with the Welsh
Governments guidance to ensure the vaccination has been rolled out
across the Principality.
Many changes were needed in the way that NHS services were
delivered, and as a CHC we were impressed with the Health Board's
communication around these changes and their work to minimise
the impact on patients.
We need local people to help us by sharing their experiences and
views either as individuals or as part of a local group. We hope to
hear from you in the year ahead.
I trust you find this report informative. I would encourage you to
contact us for further information or if you have an interest in
becoming a part of CTM CHC.
Thank you and stay safe.
John Beecher
MStJ, MA, PG Dip Mgt, PG Dip PD, PG Cert PD, Cert H Ed, NQEMTP.Chair, Cwm Taf Morgannwg Community Health Council (CTM CHC).
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About us
Our Community Health Council (CHC) is an independent body
that aims to represent the interests of people living in Cwm
Taf Morgannwg area in your National Health Service (NHS).
We encourage and support people to have a voice in the
design, planning and delivery of NHS services.
There are 7 CHCs in Wales. Each one is made up of local volunteer
members who live in the communities they serve, supported by a
small team of paid staff. Each CHC:
• carries out visits to health
services to hear from people
using the service (and
the people
providing care)
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• We use what we hear to let the NHS know what people think
works well, and to help make sure the NHS takes action to
make things better where this is needed
• gets involved with health service managers and decision makers
when they are thinking about making changes so that people
and communities have their say from the start
• provides a complaints advocacy service that is free, independent
and confidential to help people to raise their concerns about NHS
care and treatment.

Cwm Taf
Morgannwg CHC

to see what works
well and what
doesn’t
• reaches out to people
in local communities
to give information,
and to hear their
views and
experiences of NHS
services

6
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Our vision

Our year at a glance

People in the Cwm Taf Morgannwg area know that they can
share their views 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 CHCs in
supporting them to be heard and in representing the collective
interests of patients and the public.

we changed
the way we
worked in
response to the
pandemic

Our approach to equality
As a people’s voice movement, our role is to give a strong
and powerful voice to people living in the Cwm Taf
Morgannwg area, so that they can have a say about their
NHS, particularly those people who often go unheard.
By helping to make sure “every voice is heard”, we work to
make sure that those who design, develop, plan and deliver
NHS services listen and respond to you.
We work hard every day so that everyone has an equal say in
their NHS and a fair and equal experience of healthcare
services. You can find out more about our equality actions in
2020-2021 in our Equality Report.
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we heard from 346 people
about their views and
experiences of NHS care
during the coronavirus
pandemic

we worked with community
representatives and groups to gather
feedback/share messaging.

170
215
89

our advocacy
service provided
information to 170
people. We provided
complaints
advocacy
support to 215
people, 89 of which
were new cases

9

110
we submitted 110
enquiries to the
UHB seeking
assurances around
a wide range of
NHS matters

we looked at the
way NHS services
were urgently
changed in
response to the
coronavirus
pandemic
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Our volunteer membership

Our ways of working

Our volunteer members are local people who give their time for free.

The way in which we organise ourselves to carry out our activities is
set out in regulations passed by the Senedd/Welsh Parliament.

On 31 March 2021 we had 18 volunteer members able to carry out
our activities and take part in our CHC’s decision making. We had 18
vacancies.
About half of our volunteer members are appointed by the Welsh
Government. A quarter are nominated by Interlink, Voluntary Action
Merthyr Tydfil (VAMT) and Bridgend Association of Voluntary
Organisations (BAVO) and a quarter are nominated by local
authorities in the area.
Volunteer members who join us in these ways are able to take up a
wide range of roles. This may include having a vote in the decisions
we make about the work we do.
We also have 3 co-opted volunteer members who come directly from
local communities. These can’t vote or have some areas of
responsibility but can get involved in everything else our volunteer
members do.

The activities we carry out are co-ordinated and overseen by our 3
Local Area Committees of Merthyr Tydfil, Rhondda Cynon Taf and
Bridgend.
These committees altogether make up our full council. We have an
executive committee, which decides what we do and how we do it.
The coronavirus pandemic that reached Wales early in 2020 meant
that our CHC’s plans and priorities for 2020-2021 needed to change.
When Wales went into the first lockdown in March 2020, our CHC
needed to move quickly so that our volunteer members and staff
could still hear what people wanted to tell us about their health care
in these extraordinary times.
We had to work in new ways and at the same time make sure
everyone stayed safe.

People often become co-opted volunteers to find out more about us
before they decide to join us in other ways.

We are very grateful to everyone who works for us for being flexible,
creative and willing to learn different ways of working.

If you are interested in becoming a volunteer member, please
contact us by using the details at the back of our report.

Our volunteer members and staff still miss being able to speak to
people in a face to face way, hearing and sharing views and stories
about health services.
Working in new ways, we continued to hear from people about their
views and experiences of NHS services during the pandemic. We
shared these views and experiences with NHS leaders. This was so
that they knew what was working well for people and took action
when things needed to be done differently.
We supported staff and members to work remotely, using virtual
platforms for all internal and external meetings with stakeholders
and advocacy clients.We increased our social media presence
significantly, interacting with over 70 community Facebook groups.
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We further developed our partnership working with various
organisations, which enabled us to expand our reach during such
difficult and challenging times.

Our national standards

01

Key stakeholders included:

CHCs act in the
interests of the public
and patients in Wales
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• Local authorities
• 3rd sector organisations, Voluntary Action Merthyr Tydfil (VAMT),
Interlink and Bridgend association of voluntary organisations
(BAVO)

02

• Community Pharmacies
• GP Practices

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

07

CHCs plan and carry
out their activities in
a way that maintains
their independence
and demonstrates
their accountability
to the communities
they serve
CHCs strengthen the
voice of patients and
the public by working
together and with
others

We introduced online surveys to gather feedback.
We distributed new CHC posters to organisations and community
outlets to offer details of how people could get in touch and share
their views with us.
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03

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

04

CHC activities are
open, transparent
and inclusive

05

CHC activities are
properly led,
resources and
supported

08

09

10

13

CHCs reflect the
views and experiences
of patients and the
public about NHS
services

CHCs share the
results of their
activities in a
balanced and timely
way

CHCs evaluate the
impact of their actions
and apply the learning
to future activities
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How we have made a difference:
working locally

A snapshot of findings and actions taken are offered below:-

During 2020-2021 we changed our original plans and priorities
because of the coronavirus pandemic.
We had to be able to respond quickly to the things people were
concerned about in the pandemic. We had to give patients and the
public a strong voice during this worldwide crisis.
We increased our social media presence to inform people and
communities about their NHS. We shared NHS messages around
service changes and the vaccination programme. We also used
social media to promote our online surveys and gather views on
NHS services
We shared all feedback with the NHS to inform and influence their
response to the pandemic, seeking assurances/responses when
required.
Due to the pandemic we experienced an unavoidable delay in
reporting our findings of our visits to stroke wards and clinics, and
stroke communication groups which were undertaken between
December 2019 and February 2020.

The Health Board introduced a named midwife on each shift. This
individual would act as a facilitator for communication between the
neonatal unit and the postnatal ward and enable the mothers’
involvement in decision making or awareness of care plans, to
ensure they were involved in their baby’s care.
Arrangements were also made for the nurse in charge of the
neonatal unit to attend the maternity handovers, to communicate
any significant care issue/s on the neonatal unit. The team also
developed patient bedside communication boards to support staff
and parents communication.
We also monitored the responses to the national survey and where
appropriate shared CTM issues with CTM UHB. We then shared some
of the UHB responses via social media.
A snapshot of findings and actions taken in response to the
national survey are offered below:An inpatient at the Princess of Wales Hospital told us of a lack of
empathy and compassion from staff, and also a lack of dignity and
respect. The patient also felt staff needed to provide clarity and
clear communication to help patients to stay in touch with relatives.

A snapshot of findings and actions taken are offered below:Some inpatients told us they did not receive support from staff to
get to the toilet /use a commode in a timely manner.
Bespoke dignity sessions for ward staff were arranged and they
were made mandatory for all staff to attend. CTM UHB provided
assurances that learning would be shared across other wards on
site.
We undertook an electronic survey of experience of maternity
services. Mothers with babies in the neonatal unit told us about a
lack of communication with staff in the unit.
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Unannounced fundamentals of care spot checks of all Acute
areas in the Princess of Wales Hospital were undertaken. The
resulting action plan included:-

the year linked to adverse weather affecting waiting times, and older
patients being left waiting outside in the cold. This was reported to
the UHB and immediate action was taken to support those
individuals on the day, and assurances were also offered around
future arrangements.

Introduction of a communication team consisting of members of the
PALS team and registered nurses
The production of new patient/relative documentation sheet to
explain the pathway.
A patient information leaflet was developed and is now used across
Princess of Wales hospital.
We also continued our scrutiny of the NHS, by continuing to attend
NHS meetings.
The CHC continued to monitor the restart work to progress
outstanding recommendations laid out in the UHB’s South Wales
Programme, particularly for Safe, Sustainable and Accessible
Emergency Medicine at the Royal Glamorgan Hospital.
We monitored the rollout of the 111 Out of Hours Service and the
recently rebranded Think111First programme.
It was recognised very early in the pandemic that a number of
urgent service changes would be required to enable the NHS to
respond to the pandemic. A joint agreement was reached between
CTM CHC and CTM UHB on how these changes would be reported to
the CHC. The CHC worked with the UHB to ensure that information
was shared with the public via their website. These temporary
urgent changes are under review via our Services Planning
Committee as the local NHS starts to reintroduce services.
The Chief Officer maintained a weekly ‘catch up’ meeting with the
Head of Planning and Performance throughout the pandemic. We
continue to hear about any changes to services in this way and also
at our virtual Services Planning Committee meetings, which are
open to the public.
We worked closely with the UHB communications team to ensure
public messaging around the vaccination programme remained clear
and timely. We were aware of a small number of problems earlier in
16

We continue to monitor the UHB plans. We are mindful of the
potential impact on patients, we have recently been asking patients
to tell us about their experiences of waiting times, via our social
media surveys, so we can share these with the UHB. We have also
asked the UHB how they are keeping in touch with patients on
waiting lists, and if they can offer patients an interim measure (such
as access to pain services). We have received assurances from the
UHB that regular contact with patients is being maintained.
Throughout the pandemic, we continued to provide an advocacy
service for people who wanted to make a complaint about NHS care
and treatment. We also continued to provide a bespoke advocacy
service for those people affected by the maternity clinical reviews.
Despite being unable to meet with clients face to face we have been
offering a variety of other methods of communication including by
telephone, virtual appointments, e-mail and post. We have also
supported clients at virtual meetings with the UHB.
Below are 2 examples of feedback we have received from
patients who have used our advocacy service.

“

“

Every single
appointment we have had,
my advocate, has been on
time, professional,
friendly, helpful, clear,
kind, consistent and she
has always followed up on
every action promised,
promptly.

This conversation
felt extremely supportive,
as well as validating,
and eased a lot of
anxiety I had that
I was wasting your
service’s time by
not being certain.

”

”

The CHC has developed working relationships with the newly
established, UHB Integrated Locality Groups who provide service
updates at our Local Area Committees.

17
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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.

During the year the 7 CHCs in Wales and the CHC Board worked
closely together. This is so we could quickly identify and share with
others what:
• was working well in local communities and could be done in
other parts of Wales
• wasn’t working well and needed to be done better across Wales
• people want from their local NHS services moving forward.
We met with Healthcare Inspectorate Wales (HIW) during the year.
We shared information about what we were hearing from people and
what we were planning to do next. We shared this information so
HIW could take action where needed.
We worked with community representatives and groups in
our area:
• During Learning Disability Week (15-21 June 2020), we
participated in a Question & Answer session facilitated by Cwm
Taf’s People First, between people with learning disabilities and
professionals from across the country.

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.
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• We were concerned about the potential impact of Coronavirus on
people’s mental wellbeing. We sought to hear from people who
had a recent experience of mental health services provided by
Cwm Taf Morgannwg University Health Board (CTM UHB) via
targeted social media posts linking in with our National survey.
The details of our national survey were shared with local mental
health charities, e.g. CTM Mind & Valleys Steps, counselling
services e.g. Eye to Eye Young People’s Counselling services,
local colleges & local authorities.

Our plans for 2021-2022

• A Cwm Taf Morgannwg CHC member of staff was asked to speak
at the All Wales EYST BAME Health & Social Care Forum on the
28 October. The forum was attended by many different
organisations representing a varied cross section of groups and
organisations such as the Welsh Refugee Council Support for
Asylum Seekers, Youth Engagement Lead for Autism sufferers
and the Public Services Ombudsman for Wales.

This will help the NHS plan and prioritise the right things, so we can
all recover from the coronavirus pandemic.

• In October, Welsh Government approved funding for a new
Integrated Health & Wellbeing Village in Bridgend. The CHC has
representatives on the project’s steering group and
communications and engagement group.

During 2021-2022 we will be working with people across Wales to
look into the things that we hear from people about the NHS in Cwm
Taf Morgannwg.
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.

Some of the things we will work on include:
• Patient experience of waiting times
• Patient experience of accessing maternity services
• Patient experience of Emergency Medicine
• Patient experience of Mental Health pathways for crisis
intervention.

2021-2022
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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.
If you are part of a group or organisation and would like to work
with us we would love to hear from you.
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.

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 had an underspend of £3.39 at the end of the financial year
2020-2021.
Fixed Costs

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

Staff salaries

You can also follow us on social media.

Office expenses

Twitter: @CTMCHC. Facebook: @CTMCHC
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.

Accommodation costs
Total (Fixed)

Variation
(£)

394,169.00

385,096.21

9,072.79

5,782.00

5,951.64

-169.64

27,124.00

26,940.83

183.17

427,075.00

417,988.68

9,086.32

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

Variation
(£)

Travel and associated
expenses

11,520.00

1,246.59

10,273.41

Office expenses

14,635.00

25,078.34

-10,443.34

160.00

0.00

1160.00

26,135.00

26,324.93

-9.93

Accommodation costs
Total (Variable)

22

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

Appendix 2

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

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

Variation
(£)

453,390.00

9,076.39

444,313.61

-9,073.00

444,317.00

9,073.00

444,313.61

3.39

Declarations of interest
When our staff and volunteers are involved in work with other
organisations, they need to tell us about it – this means they have
to ‘declare an interest’. You can see in the table below any other
roles or positions our staff and volunteer members have that could
have links with the NHS.
Name

Position held
in CHC

Directorship

Other
positions of
authority

John Beecher

CTM CHC Chair

None declared

None declared

Olive Francis

CTM CHC
Vice chair

None declared

None declared

None declared

HEIW –
(casual work)

Rowena Myles Chair, Rhondda
Cynon Taf area
committee
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Diane Rogers

Vice Chair,
None declared
Rhondda Cynon
Taf area
committee

Voluntary
Member,
St Johns
ambulance

Ryan James

Chair, Merthyr
Tydfil area
committee

Clerk of
Bedlinog
Community
Council (Paid
Salary).
School
Governor –
Taf Bargoed
Learning
Partnership

John Jenkins

Vice Chair,
None declared
Merthyr Tydfil
area committee

None declared

25

None declared
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Appendix 2 cont...

Appendix 3

Declarations of interest

Our volunteer members during 2020-2021

Name

Beverley
Keyse

Position held
in CHC

Chair, Bridgend None declared
area committee

Ramsey Jamil Vice Chair,
Bridgend area
committee

Cathy Moss

Directorship

Chief Officer

None declared

None declared
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Other
positions of
authority
None declared
Board member,
Mental Health
Matters Wales.
Governor at
Ffaldau primary
school.
Governor at
Coleg u
Cymenudol Y
Dderwen
school.
Lay member for
Social Care
Wales, fitness
to practice.
None declared

Name

Position held in
CHC

Locality

John Beecher

CHC Chair

Rhondda Cynon Taf

Olive Francis

CHC Vice Chair

Rhondda Cynon Taf

Rowena Myles

Public appointment

Rhondda Cynon Taf

Diane Rogers

Public appointment

Rhondda Cynon Taf

Carole Withey

Public appointment

Rhondda Cynon Taf

John Jenkins

Public appointment

Rhondda Cynon Taf

Stephen Carter

Public appointment

Rhondda Cynon Taf

Beverley Keyse

Public appointment

Bridgend

Ramsey Jamil

Public appointment

Bridgend

Leanne Lewis

Public appointment

Bridgend

Ryan James

Local authority

Merthyr Tydfil

David Hughes

Local authority

Merthyr Tydfil

Gareth Caple

Local authority

Rhondda Cynon Taf

Gareth Jones

Local authority

Rhondda Cynon Taf

Julie Williams

Local authority

Rhondda Cynon Taf

Altaf Hussain

Local authority

Bridgend

Gareth Howells

Local authority

Bridgend

Lindsay Morgan

Co-opted member

Bridgend

Karen Edwards

Co-opted member

Rhondda Cynon Taf

Colin Parker

Co-opted member

Merthyr Tydfil
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Appendix 4
External representation 2020-2021
Committee/group

CHC representative

Committee/group

CHC representative

“My Maternity, My Way”

Olive Francis

Virtual Visiting Stakeholder Group

Rowena Myles

111 Project Board

John Beecher
Rowena Myles
Steve Carter

Cwm Taf Morgannwg UHB Dewi Sant Steve Carter
Project
Cwm Taf Morgannwg UHB Access
Improvement Group

Rowena Myles

Population Health and Partnership
committee

Cwm Taf Morgannwg UHB
Housekeeping Group

Olive Francis

Cwm Taf Morgannwg UHB – Mental
Health Monitoring Group

Cwm Taf Morgannwg UHB Quality &
Safety committee

Rowena Myles

Cwm Taf Morgannwg UHB Audiology Carole Withey
Group

Cwm Taf Morgannwg UHB
Stakeholder Reference Group

Emma Lewis

Cwm Taf Morgannwg UHB Eye
Healthcare collaborative group

Cwm Taf Morgannwg UHB Research
& Development Committee

John Beecher

Cwm Taf Morgannwg UHB Security
& Violence Strategy

John Jenkins

Maesteg Community Hospital Board

Cathy Moss

Mountain Ash Project Board

Cathy Moss

Bridgend Health & Wellbeing Project Cathy Moss
Board
Bridgend Health & Wellbeing
Steering Group

Lindsay Morgan
Emma Lewis

Bridgend Health & Wellbeing
Communication Group

Lindsay Morgan
Emma Lewis
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Appendix 5

Thanks

Our staff

We thank everyone who took the time to share their views and
experiences with us about their healthcare services and to share
their ideas.

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

Team
Chief Officer

1.0 W.T.E.

Deputy Chief Officer

1.0 W.T.E.

Complaints Advocates

*1.33 W.T.E.

Business Manager

0.66 W.T.E.

Advocacy Support Officers

1 W.T.E.

Administrative team

2 W.T.E.

Patient and Public Engagement Officer

0.66 W.T.E

Total

7.65 W.T.E.

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.

*Excluding the Welsh Government funded Advocacy role
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