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A story 



Timeline 
• Initial stories to Calderdale CCG October/November 2016 
• “OPCARE has a well established service user group” 
• December 2016 to May 2017 collecting stories, meeting 

carers & listening. 
• May 2017 initial report to CCG’s & OPCARE 
• Continued escalation of stories throughout 2017 
• October/November/December 2017 Second survey of 

peoples experience in partnership with CCG & OPCARE 



Key points from initial engagement December 
2016 to May 2017 









Caring/Polite 
2% Helpful 

2% 

Unhelpful 
1% 

Unkind 
1% Knowledgeable 

1% 
Not enough 

staff 
1% 

Did not listen 
2% No explanation of 

requirements/ alternatives 
1% 

Correctly 
assessed 

5% 

Did not have an assessment/ 
not assessed yet/ can't recall 

being assessed 
6% Service User unprepared for 

assessment/what to expect 
1% 

Incomplete/ thoughtless/ 
needs not assessed correctly 

first time 
6% 

Dissapointing assessment 
2% 

Thorough assessment 
2% Chair fit for needs/ 

purpose 
6% 

Does not consider what is 
important for the w/chair user 

6% 

Chair unfit for purpose/ 
Wrong chair 

6% 

Convenient/Nearby 
1% 

Adequate service 
1% 

Good 
service 

1% 

Excellent service 
1% 

Poor/Very poor 
service 

3% 

Rigid/ 
Inflexible 

service 
3% 

Poor CRM/information-
sharing about service user 

1% 

Limited help due to budget 
restraints/ failed to act on 

funding 
4% 

Chair/equipment provided 
relatively quickly 

1% 

Had to chase up/ 
Battle 

5% 

Long wait to get what is 
needed - equipment or 

assessment 
19% 

Service user health/condition 
changing 

4% 

Service negatively impacted 
w/chair user 

3% DN /GP/ Physio arranged it/ 
made assessment 

5% 

In Autumn 2017 we worked in 
partnership with CCG’s and 
Opcare to comprehensively 
survey peoples experiences of 
using wheelchair services. 
 
The results of the survey have 
been collated by colleagues in 
the engagement teams in the 
CCG’s. 
 
Healthwatch have 
independently verified the 
data and agree that the CCG 
report is a fair reflection of 
what people said. 
 
Healthwatch contacted over 
50 people who wanted to 
make more detailed 
comments 



Healthwatch perspective 
“It is clear from the sustained and detailed stories that we have heard in the last 15 months that wheelchair services in 
Kirklees are not good enough.  
 
We were disappointed that people’s stories have not been acted upon earlier. Opcare’s service user group was not 
representative of its customers. Many of the stories that we heard listed poor communication, poor standards of service, 
issues with repairs and unsuitable equipment that should have been identified earlier, and have still not been rectified. 
 
Fundamentally this is about shortage of funding in wheelchair services and in the NHS as a whole. The wheelchair service is 
underfunded. The Clinical Commissioning Groups (CCGs) that fund this service are being asked to make multi-million pound 
in year savings, and in this environment it is proving impossible to increase funding for a wheelchair service that people in 
Kirklees need to live independent and full lives. 
 
The result of this underfunding is that many of the most vulnerable members of our community are waiting in pain for help.  
 
We need to be honest if we are going to address this issue. Whilst there is work that Opcare and the CCGs can do to improve 
wheelchair services in Kirklees, their financial positions mean that they are unable to fund this service at the level that it 
requires. We should however, be asking whether children, older people and vulnerable adults needing wheelchair services 
should be a higher priority for financial support from our local NHS.” 
 
Rory Deighton Director Healthwatch Kirklees January 2018 
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