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Your Care, Your Future

What is Your Care, Your Future?
The NHS in west Hertfordshire and Hertfordshire County 
Council are working together to consider the challenges 
of how we can all lead healthier lives and meet people’s 
changing health and social care needs.  The Your Care, 
Your Future review is considering these challenges 

alongside the issues that you have told us you are facing 
as a community in west Hertfordshire.  The review has a 
broad scope: how can we improve all aspects of health 
and social care for everyone in west Hertfordshire?

Review update
High rates of diabetes, a 
growing number of people 
over 65 living alone, rising 
numbers of obese children and 
increasing numbers of alcohol-
related hospital stays – these 
are just some of the factors 
having an impact on society in 
west Hertfordshire today.

Population changes and a rise 
in so-called ‘lifestyle diseases’, 
such as heart disease, mean 
that many people have more 

complex care needs than ever before. The truth is that we 
all need to get much better at staying well and preventing 
ill health in the first place. Set against the increasing cost 
of services, ageing buildings and the available NHS funding, 
there is widespread agreement that we must improve 
health and social care services in west Hertfordshire. We 
cannot simply do nothing and leave things as they are. So 
how can we tackle this need to change together?

90% of clinicians responding to our survey  
agree that health services need to improve   
to meet patient needs

Dr Nicolas Small
Chair - Your Care, Your 
Future Programme

What is the case for change?
Over the last few months we have listened to people’s 
views on health and social care in west Hertfordshire, 
and this case for change document sets out the main 
issues we have heard.  

The document has been prepared to summarise why 
change is needed.  This final case for change is informed by 
the feedback you have given us and builds on the interim 
version published in Spring 2015.  So what has changed?  

You will see more of a focus in this version on: 

• Prevention: the need to prevent illness in the first 
place and ensure we all look after ourselves better

• Integration: the importance of ‘joined-up’ care for 
patients, service users and carers 

• Local: expanding more services closer to  
people’s homes 

Go to pages x to x for more information on these issues.

Hertsmere has the 
highest proportion 
of people living with 
diabetes

There are around 
7,000 over 65s living 
alone in Dacorum

Obesity is a growing 
problem in west 
Hertfordshire: nearly 
a fifth of children in 
Watford are obese

There are nearly 600 
alcohol-related hospital 
stays every year among 
St Albans residents 



Working together for a healthier west Hertfordshire

4

Over the last few months the review team has been 
listening to what you have to say. Thank you to the many 
local people – members of the public, patients and service 
users, carers, health professionals including doctors, nurses 
and other clinicians, community and voluntary groups – for 
sharing your views with us. Your views have helped inform 
the key issues we need to change. I am grateful to everyone 
who is working together to discuss how we can improve 

services for people in the future. Over the summer, we will 
be organising events and providing more opportunities for 
you to share your views on the review. Thank you for your 
involvement to date in this important review and please keep 
participating to ensure that the plans we develop are right 
for you and your local community within west Hertfordshire.

What have we heard?
As part of the Your Care, Your Future review we’ve  
engaged with people using a number of tools:

• Conversation cafes
• Locality events
• Website, video and online poll
• Twitter conversations
• Public and clinician survey
• Events and meetings
• Engagement displays
• GP visits
• Your Care, Your Future newsletter
• Stakeholder newsletters

We have heard from:

• 100+ stakeholder meetings 
• 900+ survey responses

We have heard lots of different views from a range of 
people.  For a detailed report of all the feedback to date, 
please go to: www.yourcareyourfuture.org.uk

Below is a snapshot of some people’s comments:

• In Dacorum, residents said they would like a local 
facility which provides a range of services, such as 
dermatology and community respiratory clinics for 
older people and more diagnostic services, for example 
scans and blood tests.  People also questioned if there 
may be scope to extend services such as the   

       
      
Watford Care Alliance (see page x) and the West Herts 
8-to-8 Medical Centre. A survey organised by the 
Dacorum Hospital Action Group showed that 88% of 
respondents would like changes to services at Hemel 
Hempstead Hospital.

• People in Hertsmere expressed concern about having 
the right services in the right place for the older 
population, with suggestions that GP surgeries need 
to work together more and share information. Some 
residents also mentioned the lack of nearby services 
and praised some community services, including the 
Carers Champion Programme. 

• Many people in St Albans and Harpenden called for 
improvements to urgent care provision – we received 
a number of comments from people that the existing 
minor injuries unit is not adequate for the population. 
Some people in Harpenden called for local services to 
be expanded.  Many people called for children’s care 
to be improved and better co-ordinated.  For instance, 
some young people with mental health needs are 
waiting too long for referral after seeing their GP. 

• Watford residents told us they are keen for more 
community support, notably for those living with long 
term conditions, as well as those who are discharged 
from hospital care. We received many comments about 
outdated hospital facilities, some of which are not fit 
for purpose.  Accessing the hospital is a significant 
problem for many people in west Hertfordshire. 

The issues we are facing in west Hertfordshire are not 
unique. NHS England’s Five Year Forward View presents 
new ideas on how the NHS and councils could organise 
services for people, and how those services should be 
funded. Just like in west Hertfordshire, the rest of the 
country’s health and social care needs are changing and 
there will not be enough money to carry on providing 
care in the way we do now.
 
 

“...to succeed over the coming five years we’re going 
to need a new partnership between the public, the 
government and the health service. So...let’s be 
clear about what this’ll take. It means concrete, 
comprehensive, and sometimes controversial action 
on three broad fronts...prevention...care redesign...and 
putting the NHS’ finances on a sustainable footing.”

-  Simon Stevens, Chief Executive NHS England,   
18 May 2015
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In the next few pages you will find a summary of the key 
themes that matter to the people we have heard from 
during the review. These are the issues we must focus on 
to improve health and social care in the future. To find out 
how you can get involved with this review, see page x.

These are the key issues we have heard from people. 

• People have told us they want to see improvements 
in health and social care. These views are shared by 
members of the public and the clinicians providing 
the care. The quality of care and patient outcomes 
are not consistently good enough.

• Too many people are living with preventable 
conditions and life expectancy (how long you live) 
varies widely within west Hertfordshire.

• Care is not always joined up for people. For instance, 
when someone is ready to be discharged from 
hospital, it’s important that appropriate care is 
available rapidly at home or in the community, such 
as residential or nursing accommodation.

• Some people are travelling unnecessarily for care in 
a hospital that could be provided closer to home or 
in their own home. There’s no bed like your own.

• Too many people are not aware or are unable to 
access the right service at the right time. This 
puts more strain on particular staff, such as those 
working in the ambulance service or accident and 
emergency (A&E) departments, as some people tend 
to use these services for non-emergency care.

• Current NHS and social care services are not 
sustainable for the future. Demand for care services 
continues to increase. Unless we make material 
changes to the way health and social care services 
are provided in west Hertfordshire, we will face a 
funding gap of £320 million by 2024/2025. 

• Some of the buildings are under-utilised. Some of 
them are not fit for modern healthcare. People need 
to be treated in appropriate settings and we need to 
avoid unnecessary waste.

31% of the acute and 
community estate 
is either empty or 
underutilised

£320 million – the 
estimated gap in required 
income by 2024/25

At least 26,000 children 
in 2012/13 were seen by 
Urgent Care Centre or 
A&E staff but were not 
admitted

76% of respondents to a 
survey told us that health 
services need to improve

About 140,000 people 
in west Hertfordshire 
have one or more long 
term conditions such as 
diabetes, heart or lung 
disease

10 years longer – the 
average life expectancy 
in Chorleywood 
West compared to 
Borehamwood

13,000 – the estimated 
number of people living 
with dementia in west 
Hertfordshire; around 
20% of the unpaid care 
workforce is over 65

48% of patients in acute 
hospital beds during a 
2013 study could have 
been cared for elsewhere
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A new approach to staying well
Too many people are living with preventable conditions. Life 
expectancy (how long you live) also varies widely. We can 
all take small steps to look after ourselves and, by doing so, 
we are better placed to encourage our friends and families 
to keep fit and healthy too. 

Small changes to our lifestyle will help more of us stay well 
– mentally and physically. Many people have told us that 
there should be a far bigger focus on helping people look 
after themselves. Health services will always need to treat 
people who are ill – but we need make significant changes 
to the way we organise care to ensure there is greater 
emphasis on helping people stay healthy rather 

than treating people when they get ill. This will require better 
education about how to stay well and advice about what’s on 
offer – from health screening and voluntary support groups, 
to advice from dentists, pharmacists and optometrists.

“ Preventing as much ill health as possible is 
common sense. Many adults have largely 
preventable illnesses, such as heart disease 
and Type 2 diabetes. There is a strong case for 
shifting more resources to ensure fewer people 
become ill in the first place.”  

  - Clinician (unapproved)

To improve health and social care outcomes, we need to 
become much better connected as communities to tackle 
some of the most common issues we face. There needs 
to be a shift from simply treating problems medically to 
exploring social solutions – meaning that community and 
voluntary organisations will play a much more important 
role in providing help, advice and guidance to people.

“ We should probably create a clearer package 
for use in schools to start forming people’s 
attitudes as early in life as possible.” 

  - Member of the public, survey respondent 

“ Mental health issues among children and 
young people, such as depression, self-harm 
and suicide, are major issues across the UK. In 
west Hertfordshire we have heard direct from 
young people at the various enlightening events 
we have held in recent months. The pressures 
facing young people are real and we must do 
far more to ensure young people know where 
to access help and support when they need it.”  

 - Clinician 

Around 80% of cases 
of Type 2 diabetes can 
be prevented or delayed 
by maintaining a healthy 
lifestyle

11% of expectant 
mothers smoke during 
pregnancy in west 
Hertfordshire

Around one in every three 
adults in England – and 
a quarter of five year 
old children - have tooth 
decay 

Serious mental illnesses 
reduce life expectancy 
by 10 to 20 years
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Improving the quality of care
“ The quality of patient care is a central  
concern for health systems, especially in   
an era of unprecedented financial challenge  
and rising demand.”      
       
- Nuffield Trust

The review has received nearly 1,000 comments from both 
members of the public and clinicians relating to quality 
of care. Death rates at hospitals in west Hertfordshire 
have fallen significantly and the NHS is working to 
further improve outcomes for patients. While there is 
some excellent care in westHertfordshire, the quality of 
care, patient experience and patient outcomes are not 
consistently good enough. We want the very best quality 
care for people in west Hertfordshire. 

People’s experience of care also needs to improve. People 
want longer opening hours and shorter waiting times, and 
they want it to be much easier to make an appointment to 
see their GP. Many people are also waiting far too long to 
receive care at accident and emergency (A&E) departments. 
Some people are calling 999 or going to A&E departments 
with minor problems that could be better dealt with by a 
GP, pharmacist or a nurse in the community. This creates a 
significant knock on effect – not only for seriously ill people 
that need emergency care, but also in terms of increased 
ambulance response times and potential cancellations to 
people’s planned operations.

Putting people at the centre of their care
“ We must challenge the status quo. Our health 
and care services must be organised around 
patients’ needs, not the doctors and nurses. 
We need to remove the boundaries between 
the doctor’s surgery, community based staff, 
hospital doctors and the social care workforce.” 
       
- Clinician

Clinicians, patients and carers want better integrated and 
connected services. Too often, people’s experience of care 
is that it is not co-ordinated around the individual. One 
example relates to patients leaving hospital: often older 
patients are delayed from leaving hospital because the 

appropriate care has not been identified to support them in 
the community or at home. Many individuals have multiple 
health and social care needs. Greater collaboration and joint 
working between different types of health and social care 
professionals, as well as volunteers and community groups, 
could help prevent people’s conditions getting worse and 
prevent unnecessary illness.
 

“ Whilst they do health checks for people with 
learning disabilities they need to also engage 
when there are other health issues such as sleep 
disturbance, weight loss or gain linked to the 
disability.”       
       
- Member of the public, survey respondent

150,000 people use the 
A&E service in west 
Hertfordshire every year

A&E attendances increased by 
20% between 2009 and 2014.

The likelihood of people going to 
A&E depends on how easy it is to 
access support from their GP and 
other community services.

A&E
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Care closer to home 
“There is no bed like your own. This is particularly 
true for the thousands of frail older people who 
die each year.  And yet far too many people die 
in hospitals.  This is unnecessary and is not what 
the majority of patients and families tell us they 
want.  We need a significant change to ensure 
more resources are shifted out of hospital so that 
people can die at home with dignity, supported by 
professional carers and family where appropriate.”  
       
- (unapproved) 

Access to care and support locally is vital: for parents 
with children, for older people, carers and others who are 
likely to need frequent access to care. Too many people are 
currently making unnecessary journeys to hospitals such 
as Watford General for care that could be provided closer 
to where they live. People have told us they would like 
some more routine services, such as blood tests, scans and 
follow up care after operations, to be available closer to 
where they live. More people should also benefit 

from receiving their care at home. Clinicians have suggested 
improved end-of-life and mental health services, for example, 
should also be more readily available closer to home. A broad 
range of community based services are available across west 
Hertfordshire - but there is significant variation and access to 
these services can depend on where you live. 
This needs to change.

“ The Community Matron service has been giving 
an excellent service to…patients with long term 
conditions and preventing hospital admissions 
on a weekly basis.”      
       
- Clinician, survey respondent    
    

“ We need to increase urgent care provision at 
St Albans and this will stop people abusing the 
A&E at Watford Hospital…Also more screening 
and proactive healthcare from GPs…” 

       
  - Member of the public, St Albans & Harpenden Patient Group

Finding the right care, in the right place,    
at the right time 
“ There is enormous confusion about where to 
go for which service. Even the clinicians seem 
to be confused. Patients are passed around 
the system like a box of chocolates.”   
 

- Member of the public, survey respondent

“ It’s really hard to get the system to work and to 
find my way round the system in order to get the 
right support for the person I care for.”

       
- Borehamwood carer, Borehamwood Carers Forum, March 2015

Too many people have told us they are struggling to find 
their way around the health and social care system. The 
result is that people are not always getting the right care 
when they need it. It also means that some people are 
seeing a doctor when a nurse or another health or social 
care professional would be more appropriate or seeing 
more clinicians than they need to.  It’s important that 
people can access a GP when they need to. The Watford 
Care Alliance is making it easier for local people to book GP 
appointments by extending opening times into the evenings 
and at weekends. This enables more patients to get the care 
they need at the right time and reduces the need for people 

to go to hospital when they don’t need to. Teams of nurses 
and pharmacists can often provide advice to patients and 
relieve the pressure on GPs.

The GP shortage in west Hertfordshire: Nearly a 
quarter of GPs are over 55 and due to retire in the 
next 10 years.The shortfall is a significant challenge.

We need to ensure people know where to go for support and 
help. The range of services on offer – from free eye checks 
at an optometrist to blood pressure checks at a pharmacy – 
need to be better understood by the public and we need to do 
more to help signpost people effectively. We need to better 
link support through schools, community and voluntary 
organisations, as well as health and social care organisations. 
These organisations will also be vital in encouraging and 
enforcing key prevention messages.

New initiatives are being piloted to address these 
issues: the Watford Care Alliance, which brings 
around a dozen GP practices together, is enabling 
people to book appointments with a GP more easily 
and quickly, including in the evening and at weekends.
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Living within our means 
“ Our focus should be patient care not building 
maintenance. We must be bold and release 
unnecessary buildings so that we can reinvest  
in services that are fit for today and the years 
to come.”       
       
- Clinician (unapproved)

The Government’s recent commitment to fund £8 billion 
of the anticipated £30 billion funding gap for NHS care 
in England means £22 billion worth of savings are still 
required. West Hertfordshire based health and social care 
services face a financial gap of £320m by 2024/25. We have 
identified where we can improve productivity and efficiency. 
We can spend less money, for instance by reducing waste, 
buying medical supplies in a more cost effective way and by 
reducing the amount of time some people are unnecessarily 
spending in hospital. However efficiency savings and our 
share of £8 billion alone will not be enough. We are not 
currently living within our means and without change, we 
won’t be able to provide some services in the future. Going 
forward, we will need to find ways to ensure health and 
social care remains sustainable in west Hertfordshire, whilst 
addressing what you’ve told us should be prioritised.

There are additional pressures which will cost money: the 
Government’s commitment to introduce seven day care, the 
growing numbers of older people and increasing numbers 
of people with one or more complex healthcare needs. 
Doing nothing is not a viable way forward.

Some of the buildings are under-utilised and some are no 
longer fit for purpose. Many of the buildings were designed 
for healthcare in a different era and are no long suitable for 
providing care today. The costs associated with maintaining 
out of date buildings is unaffordable and is not a sensible 
use of resources.

Under-utilised building space:

63% of the £320 
million shortfall is 
healthcare and 37% 
is social care

Implementing efficiency 
programmes will help 
decrease the size of the 
challenge to £177 million 

£66 million: 
the maintenance bill to repair 
buildings for West Hertfordshire 
Hospitals NHS Trust

28% 
West Hertfordshire Hospitals 
NHS Trust 

35% 
Hertfordshire Community 
NHS Trust

2% 
Hertfordshire Partnership 
NHS Foundation Trust

Time moves on – buildings 
designed for a different 
generation are no longer 
suitable for modern healthcare. 
This is true of around 64% of the 
buildings at West Hertfordshire 
Hospitals NHS Trust

Better use of GP premises could be 
made by extending opening hours. 
But buildings are too small…

Nearly £33 million:
the projected deficit for West 
Hertfordshire Hospitals NHS 
Trust in 2015/16
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What does this mean for the      
people of west Hertfordshire? 
We have listened to what you have to say about health and 
social care in west Hertfordshire and this document sets out 
the key issues that people have raised during the review to 
date. The next step for the review will be to further explore 
the following three areas: preventing ill health, ensuring 
more joined up care and delivering more care locally.  

A key element of this work will include defining more clearly 
– with your input - how future services might be organised 
to best deliver quality care for years to come.  Below 
we consider  these key areas, as well as outlining some 
examples of projects that are already supporting people to 
meet their individual needs.

Preventing ill health 
Reinforcing healthy living messages from an 
early age could help reduce preventable illnesses 
and wider social problems in west Hertfordshire, 
and ensure health and social care services 
remain sustainable for future generations. 

We must prevent more unnecessary illness so that people 
in west Hertfordshire can lead longer healthier lives.  A 
healthy lifestyle makes good sense but it’s also vital that 
we avoid the high costs associated with treating people with 
long term illnesses that are preventable. For instance many 
conditions such as obesity, diabetes or alcohol and drug 
misuse, can be prevented. 

It is important that people in west Hertfordshire are well 
informed – for instance about the dangers of smoking 
during pregnancy - and are supported to adopt healthier 
lifestyles. Better information and support are also vital for 
people with existing conditions so that we can take simple 
steps to look after ourselves and avoid lifestyle conditions 
worsening. The whole of our society including the voluntary 
sector, schools, health and social care, community facilities, 
elected members and employers have an important 
contribution to make to a healthier west Hertfordshire. 
Behaviour change with all ages and population groups will 
be necessary but focusing resources on children and young 
people will have the biggest long term impact. 

Family Nurse Partnership
The Family Nurse Partnership programme provides help 
and support to young first-time parents living in west 
Hertfordshire, often in their own homes. It provides 
young women and their partners with special access to 
health services during pregnancy and up until their baby 
is two years old. Family nurses support mothers aged 19 
or under by helping them to set goals and plan for their 
family’s future – advising on topics as diverse as child 
development and managing finances.  They work closely 
with health visitors, midwives and professionals from 
other services.

“ I have a family nurse there to ask things and 
I have constant support. I can drop a text 
anytime.” 

“ Many patients seeking medical help actually 
have problems from underlying issues that 
need to be supported, such as living on 
benefits or domestic issues, which contribute 
to the wider determinants of health and 
wellbeing. A more social model of providing 
health – not just limited to medical advice – 
could be really empowering for patients.” 
      
- Clinician  
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Ensuring more joined up care 
“ We need a much more joined up approach to care 
of older people with multiple health conditions. 
My father in law has been pushed around a 
totally unconnected system and desperately 
needs someone to help him navigate it...”   
       
- Member of the public, survey respondent

People’s experience of health and social care needs to 
feel far more joined up and less fragmented.  At different 
stages of our lives - from birth to old age - we need skilled 
care and support from a wide range of health and social 
care professionals, as well as community and voluntary 
organisations.  

By making care more joined up, we can improve the quality 
of care and patients’ experience, as well as reducing the 
numbers of people going to hospital unnecessarily. 

This requires more joint working between primary and 
secondary care, health and social care, mental health and 
physical care. 

Ensuring people receive care that is better co-ordinated 
is important for all sections of the community but it is 
particularly relevant for older people given they tend to be 
high users of health and social care services.

Community navigators help people to establish 
sustainable relationships with the services 
that can help them, enabling them to feel 
more supported in their community, and thus 
less likely to access health professionals for 
non-clinical needs. GPs, along with health and 
social care professionals and voluntary sector 
organisations can refer people to the scheme.

HomeFirst
HomeFirst aims to give patients the care and support 
they need in their own homes to prevent unnecessary 
hospital admissions. The team is made up of highly 
experienced doctors, nurses, physiotherapists, 
occupational therapists, social workers, community 
matrons, health care assistants and homecare workers. 
HomeFirst accepts referrals from all health and social 
care professionals and operates seven days a week. 

Its Rapid Response system triggers a full assessment 
within 60 minutes from the team, with the aim of 
providing the necessary help and support to keep the 

patient at home. Since launching in Hertsmere in January 
2013, nearly 2,000 people have received support from 
HomeFirst and there has been a significant impact on 
reducing emergency admissions.

“ Being able to refer to an acute (community) 
medical and social care team who 
communicate with each other has been  
very extraordinarily valuable.”    
       
- Hertsmere GP
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Delivering more care locally  
Bringing care closer to home can bring real 
advantages for many people.  For example, for 
the one in four of us that are estimated to be 
living with a mental health problem, having help 
and support nearer to where we live can bring 
many benefits. This might means less disruption 
to work or education as scheduled appointments 
are closer or improved support from people in a 
similar situation. 

Many people would prefer to access health and social care 
services closer to where they live.  By providing more non-
specialist care in communities or in people’s homes we can 

reduce unnecessary journeys and prevent some people 
from needing to go to the hospital in Watford.   

Expanding local care will require appropriate IT and, in some 
areas, there is a strong case for bringing more services 
under one roof.  Getting more health and care staff to work 
together in the same physical location (or in virtual teams 
using technology) will help break down barriers and ensure 
better care for patients. 

Host Families
Alongside professional help for people with mental 
health issues, sometimes people just need to be part of 
a family and to feel safe within a neutral, regular home 
for a few weeks in order to restore their wellbeing. This 
is exactly what the Host Families scheme offers - a home 
environment to an unwell person as an alternative to 
inpatient care in hospital.  

Focusing on recovery, the service offers choice to 
patients who are experiencing an episode of acute 
mental ill health, providing an option for person-centred, 
therapeutic and safe recovery outside of hospital. 
Families are supported by mental health professionals 
and encourage guests to participate in family routines 

and ensure that they are fully involved in the daily 
running of the household.  As well as good clinical 
outcomes for those deciding to take part in the scheme, 
it has proven to be a viable and cost effective alternative 
to a hospital stay.

“ I preferred being with a Host Family. I didn’t 
want to stay in hospital too long. Having 
my own room, my food that I wanted and 
activities that I wanted to do. I could have 
had visitors but it was my choice not to.”  
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What next?
Thank you to everyone who has contributed to the review 
so far – your feedback has been extremely valuable.  This 
document outlines what you’ve told us about health and 
social care services in west Hertfordshire and why we need 
to change how these services are delivered.  

We want you to remain involved, and over the coming 
months we will continue to hold further events to get your 
views and look at options for the future. To have your say, 
please go to: 

www.yourcareyourfuture.org.uk

We expect to publish potential options to improve health and 
social care in west Hertfordshire in Autumn/Winter 2015 and 
we will want as many people as possible to have their say.

If you organise a patient or community group and would 
like a representative of the review team to attend one of 
your meetings, please contact us by:

• Emailing: info@yourcareyourfuture.org.uk
• Tweeting us: @YCYF_westHerts
• Visiting: www.yourcareyourfuture.org.uk

Alternatively, call Healthwatch Hertfordshire on 
01707 275978 to speak to someone about your 
experiences of health and social care in west Hertfordshire.

• Translations available


