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Executive Summary 
 
Providing a snapshot of the LINk’s ongoing activities, this report highlights the many 
areas in which the network continues to engage the community and influence health and 
social care for all.  
 
A great deal has been achieved in reaching people who previously had little say – with 
200 individuals, groups and organisations forming a diverse membership base, 
representing a significant increase in participation from: City workers, students and 
residents in the East of the City. 
 
Key relationships have been cemented, with officers from the Care Quality Commission 
attending LINk meetings in September and December and LINk representatives recently 
holding dedicated meetings with key officers at East London Foundation NHS Trust, 
Barts Health and City of London Corporation.  
 
Two research projects were presented at Health and Social Care Scrutiny Sub-Committee 
in May, with recommendations currently being taken forward by ELFNHST and Barts 
Health / City of London Corporation to improve patient experiences. A LINk leaflet 
“Leaving Hospital” has been produced and distributed through statutory partners and 
community organisations, providing vital information for City people on discharge from 
hospital. 
 
The LINk has championed community involvement and consultation on many issues, 
from re-design of the Dementia Assessment Unit at Mile End, to proposed service 
developments at Barts Health and St Leonard’s Hospital. The involvement of LINk 
representatives in these processes has led to the refinement of a number of aspects of 
these proposals, particularly with regards to physical access and cultural requirement at 
Mile End, and the special needs of mental health patients in the 111 pilot scheme. The 
LINk has also worked closely with EL NHS FT and NHS City and Hackney JSNA 
project group to improve the quality and range of City specific data to underpin 
commissioning.  
 
LINk representation on committees and boards provides an invaluable community voice 
in service monitoring and development, requiring commitment and expertise from 
representatives. Together with many long-standing seats, the LINk has recently taken up 
positions on the Children’s Executive Board, City and Hackney Clinical Commissioning 
Group and the shadow Health and Wellbeing Board. 
 
A significant achievement has been getting the City seen as a separate entity with 
particular needs and championing these needs at a strategic and influential level. The 
LINk has promoted the City being seen as an independent and important authority by 
the NHS. Furthermore the LINk has lobbied for the recognition of City workers’ needs 
when consideration is given to services for the City as a whole.  
 
A key area of work has been preparation for HealthWatch. It will be vital to protect the 
progress made in community engagement and involvement with statutory partners, to 
ensure HealthWatch can take over as a credible voice. By building a strong, well-
equipped membership base and leaving a legacy of successful work projects, the LINk 
hopes to give HealthWatch a strong and robust foundation.  
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1. Introduction 
By Jakki Mellor-Ellis, Chairman of City of London LINk 
 
I took over from our very successful and long serving Chairman Nick Kennedy in 
October 2012, on his departure to foreign climes. This is a very exciting period for the 
LINks with the formation of Healthwatch on the horizon and the creation of an 
Executive Board for the new Healthwatch in April 2013. 
 
I am grateful for the full support which, I have received from both the Steering Group 
and the Host, Voluntary Action Westminster, in the form of their two representatives Jill 
Mulelly and Jenny Purcell who have helped to increase the LINks membership and have 
given invaluable support to the members of the Steering Group in our specific work 
areas, i.e. the Mental Health in the City study and Leaving Hospital project as well as 
working on a signposting project for dementia specifically geared towards Bangladeshi 
diaspora in the City. 
 
I am hopeful that the Steering Group will look back on this period of change and 
upheaval as a positive and stimulating time.  
 
In conclusion, I must thank everybody associated with the LINks for their sustained 
support throughout my short period as the Chair of the City of London LINk. 
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2.  Key facts about the LINk 
 
2.1 City of London context 
 
As a community network open to all, the City LINk encourages participation from 
everyone – positively reaching out to all individuals and communities with a connection 
to the Square Mile. 
 
Many people will be aware of the City of London’s unique make-up: the urbanised centre 
of business and commerce, providing workspace, services and leisure to thousands of 
commuting employees; the cultural hub, hosting high profile, international arts and 
conferencing; the night time entertainment industry; ever-expanding shopping ventures; 
heritage churches, buildings and open spaces; a home to students and academic 
institutions and the long present, active but sometimes less visible, resident population.  

 
This complex and fluctuating mix, provides an interesting challenge from many angles – 
how can commissioners’ best establish the needs of people in the City? How can quality 
services be provided to: a large commuting group, a relatively small residential population 
with diverse needs and those who live in the City on a transient basis, including oversees 
employees, students and second home owners? For the City LINk, the first challenge is 
to engage with all sections of the City community and discover how to champion their 
needs, views and ideas. 

 
Tracing the population 
 
A further complication lies in the difficulties tracing the City’s population. Since the 
LINk came to being, statistics for the current residential population, commuter numbers 
and growth projections have varied widely. As a guardian of the views of those less often 
heard, the LINk naturally looks to question statistics which may overlook certain sections 
of the population or cannot accurately record these. For example, the 2011 Census 
acknowledges several reasons for low figures, such as results reliant on good response 
rates and the prevalence of small households (lowest average household size of all 
authorities in England and Wales), suggesting a high number of second home owners in 
the City, which are not counted in the resident population. It is likely several other 
groups will not be captured in these exercises, for example: overseas workers 
accommodated through their employers; students living term-time in the City; rough 
sleepers and undocumented migrants. These issues are highlighted when comparisons are 
made with other datasets, for example the Patient Register stands at 8,100 for the City, 
higher than the Census population count of 7,4001. 
 
Equally, problems exist establishing the number of workers, tourists and other 
populations travelling into the City on a daily basis. Rather than making educated 
estimates at the likely numbers, many official documents will rely on data from the 
census and other counts. From a LINk standpoint, this can become problematic, for 
example, if services are structured, funded and commissioned to provide for a population 
size which is significantly lower than actually present on the ground. 
 

                                                 
1
 ONS: Census 2011, City of London Resident Population, Introduction 
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For the purposes of consistency however, this document will detail statistics provided by 
the 2011 Census and previous ONS Statistics covered in the City and Hackney Health 
and Wellbeing Profile. This latter document provides a wealth of information on the 
make-up and needs of the City of London’s population. 
 
City people 
 
According to the Census, the City’s resident population currently stands at 7, 400, with 
1,370 people owning a second home within the Square Mile. In addition, approximately 
320,000 people travel to the City on a daily basis, for work, leisure, study or tourism. 
These commuters are all potential users of services, presenting an additional set of needs 
and challenges to organisations that are responsible for planning care. 
 
The population of the City is concentrated in the 30-44 year age bracket, recorded as 
2,000 individuals of the 7,400 presented in the Census. Only 600 are under 14years, with 
1, 500 aged over 60years. 
 
Further discussion of the City population make-up can be found in the City and Hackney 
Health Wellbeing Profile, which can be accessed online at: 
http://www.hackney.gov.uk/jsna.htm 
 

2.2 What role does the LINk play? 
As a champion of service-users and of community involvement, the LINk strives to 
ensure all sections of the City’s resident population are represented as decisions around 
care provision are made. The LINk also has a role being exploring the needs of the 
commuter population and monitoring whether services meet these needs. The LINk will 
monitor the effectiveness of services to respond to these changes and, by continuing to 
gather community views, will be well placed to raise issues of concern with service 
commissioners and providers. 
 
The City is in a unique position in that many services are either commissioned or 
provided across area boundaries. This brings with it a wealth of expertise and access to 
specialist services.  However, it remains crucial that the City’s specific needs do not get 
submerged under the influences and priorities of neighbouring areas. The LINk has a 
vital role to play in ensuring the needs of local people are sought and the voice of the 
City’s community is heard. 
 
Specific health and social care needs will be explored in LINk work and further 
information can be found in the 2009 Health and Wellbeing Profile for Hackney and the 
City http://www.Cityandhackney.nhs.uk/about-us/publications/consultations/health-
and-wellbeing-profile.aspx 

 
2.3 How Does the LINk Work? 
 
LINks bring together people, groups and organisations representing a whole range of 
interests – residents, service-users, care givers, community representatives and many 
others. The network is independent, led by the community and hosted by the local 
umbrella organisation for voluntary and community action, City.Comm. It works closely 
with statutory partners and is very grateful for the support of common councilmen, 
neighbouring networks and services and organisations working in the City. 
 

http://www.hackney.gov.uk/jsna.htm
http://www.cityandhackney.nhs.uk/about-us/publications/consultations/health-and-wellbeing-profile.aspx
http://www.cityandhackney.nhs.uk/about-us/publications/consultations/health-and-wellbeing-profile.aspx
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LINk Participants  
The LINk strives to reflect the City as a whole. People volunteer to join the network as 
individuals, as a representative of a group or as part of an organisation. There are no 
restrictions on membership and the LINk aims to break down any barriers to 
involvement that people might experience. 
 
Members choose to be involved in a number of ways, depending on their interests and 
the time they are able to commit. For example, some people are happy simply to receive 
information and updates from the LINk, whereas others opt to share their views online, 
participate in events or join regular meetings or Task Groups. 
 
The City’s communities are broadly reflected in groups choosing to join the LINk, such 
as Bangladeshi Women’s Groups and Older People’s Groups. Organisations represent 
users of certain services, such as charities supporting homeless people and people with 
cognitive impairment. Many residents have opted to join as individuals and are also 
engaged through membership of residents associations and groups across the City. 
 
On 31st October 2012, the City LINk membership stood at 200 

 
Steering Group 
The Steering Group is the governing body of the LINk and is responsible for: setting the 
LINk work priorities, authorising the use of LINk powers, allocating resources and 
ensuring the LINk complies with its statutory duties. 
 
The LINk membership elects representatives to the Steering Group on an annual basis 
and any LINk member may choose to stand. Once established, the group meets in 
public, on a monthly basis. These and other governance arrangements for the City LINk 
were established by a Development Group of local volunteers, which agreed on 
structures it felt would best serve the City community. 
 
In consultation with the LINk, and to provide consistency and stability for the transition 
to HealthWatch, there were no elections for the Steering Group this year. All members 
were invited to be co-opted if they wanted to participate.  

 
Task Groups and Work Priority Meetings 
In order to take priority issues forward and involve the greater membership in LINk 
work, the Steering Group can decide to form Task Groups or initiate Work Priority 
Meetings. All LINk members are encouraged to take part in these activities, which 
investigate a specific concern to the community and how it can be addressed, for 
example mental health.  
 
The Steering Group agrees the activities of these groups and meetings, authorising any 
reports and recommendations, referrals to Health and Social Care Scrutiny and “enter 
and view” visits made. 
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2.4 Diagram – how the LINk works  
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2.5 Membership Information  
 
2.5. 1 LINk Steering Group 2012 
 
In October 2012, the City LINk Steering Group comprised: 
 
Chair (s):  
Jakki Mellor-Ellis (October 2012)  
Nick Kennedy (April – September 2012) 
 
Elected Members (from 2011/12): Cynthia White, Geoff Dignum, Steve Stevenson, 
Tony Field, David Birchmore, Damien Vaugh 
 
Co-opted Members: Chris Hudson, Christine Clifford, Jean Richards 
 

2.5.2 Authorised Representatives 2012 
Recognising the specialist role of Authorised Representatives, the City LINk has put in 
place a comprehensive recruitment process, including selection via applications, training 
and a Criminal Record’s Bureau check. As of October 2012, the LINk has: 
 
Nick Kennedy 
Jakki Mellor-Ellis  
Maria Glodek-Sollecito  
Jean Richards  
Dave Birchmore (training pending) 
 
The guiding principles of the City LINk include the desire to be inclusive and 
representative of the City community as a whole. To monitor the LINk’s performance in 
this area, an Equal Opportunities form has been sent to all LINk members. As few 
responses have been received, the LINk is looking at new ways of collecting this 
information and will continue to reach out to different groups through outreach work 
and a broad communications strategy. 
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3. Demonstrating impact through 
action 
The City of London LINk has demonstrated impact in the following 
ways: 
 
 
3.1 Promoting and encouraging involvement of a wide range of people 
A major success for the City LINk has been the creation of a broad, diverse and active 
membership base. With population estimates ranging from 7,400 (2011 Census) to 
11,700 (ONS 2010), the 200 individuals, groups and organisations signed up to the LINk, 
represent an excellent reach into the local community. Looking towards HealthWatch, a 
priority has been to build on these strengths, in particular to widen the range of people 
involved. 
 
3.1.1  Widening the membership 
 
Workers 
The LINk has long championed the needs of the City’s vast commuter population, 
thought to number around 320,000 daily visitors (ONS Business Register and 
Employment Survey 2010). Although much has been done in recent years to improve 
access to health and care services outside of working hour (for example, increased 
opening hours at GP surgeries), workers face many barriers using services in their area of 
residence. Further consideration needs to be given to issues such as: ongoing 
care/treatment provided at a distance, requiring time-off work; the importance of 
accessing care at time of need, which may fall within the working day. It has been 
suggested that improving the health and wellbeing, and provision of services to 
commuters, can only impact positively on the City’s residential population. As 
demonstrated by the closure of the Liverpool Street Walk-in Centre, cutting services 
aimed at workers is also very unpopular with local residents. 
As the City of London Corporation prepares to take responsibility for Public Health, 
now is an important time to ensure the City workforce has an independent voice in 
service planning and delivery. 
 
Targeting the working population necessarily differs from ongoing LINk engagement 
activities. Innovative strategies have been employed to raise awareness amongst workers 
and ensure they can participate during their working day. For example: 
 

- carrying out a “street survey”: approaching workers during their lunch hour / 
breaks, including incentives to take part (for example, shopping voucher prize 
draw) 

- using online survey tools, for people to access from their desks 
- visiting local businesses and shops: sharing leaflets and offering to join staff 

meetings 
- holding stalls in busy shopping centres – this has been arranged at One New 

Change during December, to capture the biggest footfall 
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To date, the results have been incredibly promising, with 17 individuals and businesses 
joining the LINk and 40 responding to the health and wellbeing questionnaire, in person 
and online. 
 
Students 
The City hosts a vibrant further and higher education scene, which the LINk has been 
keen to tap into. By creating volunteering roles to fit particular courses of study and by 
talking to students on-site, the network has attracted 7 new members. Having established 
good links with City University, the LINk hopes these positive strides will continue into 
HealthWatch. 
 
Partnership 
Partnership working sits at the core of LINk work, from finding out what local groups 
think, to putting on joint events and projects. The LINk also draws on links with local 
organisations to engage further potential members, recently meeting with CSV (City 
Volunteering Service) to secure referral routes. 
 
 
3.1.2 Community Champions 
Recognising the need to take the LINk to the people, a Community Champions project 
has been set up to proactively engage with groups in their own environment. The aim is 
to target hard to reach people who might not normally attend LINk events, by providing 
funding for “Community Champions” to deliver their own community events, which 
LINk representatives attend to raise awareness of the LINk and health and social care 
issues relevant to the range of hard to reach communities. The LINk is working hard to 
publicise the project and target local people and groups who have strong ties in the 
community. 
 
3.1.3 Targeting communities 
Recent outreach work has again highlighted the need for greater engagement with 
residents in the East of the City, from all services across the City. A particular issue 
which has been raised on several occasions (including coffee mornings, healthy living 
events) is difficulty in recognising or acknowledging dementia and accessing support, 
particularly within the Bangladeshi community. The LINk is working in partnership with 
Age UK and local organisations to raise awareness and in planning a drop-in event to 
engage with this community. 
 
3.1.4 Outreach work  
Outreach continues to reap rewards in bringing new members. Following previous 
successes, the LINk again ran a “roadshow”, taking stalls to popular venues, to engage 
with people during their daily activities and pastimes. The LINk is very grateful to have 
been hosted at the Barbican Library and also, St Luke’s Community Centre – which 
provides many popular services, particularly for older people resident in the City and 
Islington.  
 
Attending existing meetings and groups provides an excellent platform to raise awareness 
of the LINk, listen to issues and concerns and encourage involvement. A good example 
would be a recent coffee morning attended by LINk staff at Mansell Street, as part of 
Toynbee Hall’s over 50s service. Local residents were able to share their views about 
services and provided much food for thought on possible projects for the LINk – watch 
this space! 
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Larger events also offer the opportunity to raise the profile of the LINk and engage with 
a large number of potential members and partnership organisations. Recent examples 
include: the City and Hackney Older People’s Reference Group Annual Event, Central 
Residents Meeting and City Volunteering Fair. 
 
 
3.1.5 Multimedia  
The LINk continuously looks for new ways to communicate with existing members and 
to reach larger audiences. Recently, research has taken place around new media, with 
Steering Group members and LINk staff exploring potential for promotion via blogs and 
social networking sites. The LINk’s members have close ties with the local community 
and play an important role in raising awareness of the LINk through contacts, local 
networks and word-of-mouth. Different communication methods are essential in 
reaching a diverse range of people and ensuring they feel able to engage with network. 
These include: 
 
Website  
www.cityoflondonlink.org.uk enables people to keep up to date with LINk 
developments, provides contact details and allows people to feed into the work of the 
LINk. Visitors can also view work plans, meeting notes, and reports for the LINk 
steering and work groups. Visitors can also log an issue with the LINk via the website 
(anonymously if they wish). 
 
Newsletter 
In order to keep LINk members and other interested parties up to date with how the 
LINk is developing and key health and social care issues in the City of London the host 
produces a bi-monthly newsletter. This is circulated to over 200 people and organisations 
including all LINk members and is displayed at key outlets across the borough. It also 
includes information on training, events, and local consultations. 
 
Leaflets and Comment Cards 
In an effort to increase the number of ways the LINk collects feedback about local 
services, it has agreed to print Have Your Say Cards.  These cards are handed out at 
events and left at key locations such as hospital wards and waiting rooms. Service users 
can fill in their comments about the services they receive and free post it back to the 
LINk. The LINk keeps a log of all feedback it receives and uses it to look for trends and 
to inform its work. 
 

3.2 Gathering views 
The LINk endeavours to be the voice of the whole community in health and social care. 
It is vital the network hears people’s ideas, experiences and suggestions and much effort 
is put into: targeting groups who are not always heard; making the LINk accessible for all 
to engage with and keeping a record of all views expressed to the network. Great care is 
taken to protect the identity of anyone who shares information with the LINk and 
people often choose not include names or identifiable details, particularly when reporting 
issues with personal care or treatment. Building trust with service-users is essential, to 
enable all to feed into the LINk, without concerns over compromising their care. 
Using the methods detailed above, the LINk has been successful in gathering views from 
across the City’s communities, covering a diverse range of subjects. To ensure issues are 
not missed, the LINk also regularly meets with members of the PALS teams and reviews 
reports, updates on complaints, for each local service provider. In June, the LINk met 

http://www.cityoflondonlink.org.uk/
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with Cambridge House, which provides Advocacy Services for the City of London, to 
discuss concerns frequently raised by service users and to share information and ideas for 
partnership working. LINk members are also encouraged to feedback issues they have 
become aware of during their activities in the community, or whilst representing the 
LINk at meetings such as at the City’s Adult Advisory Group or attending local Patient 
Participation Groups.  
 
Issues and concerns are recorded in a log which is regularly reviewed by the Steering 
Group. Some will be identified for “quick resolution”, for example, the Group may 
authorise an information request to a Statutory Provider, to provide assurance that 
necessary action is being taken to address the particular issue. More substantial concerns 
may require further examination, be taken up as a Work Priority or be addressed through 
a Task Group. For example, recently several concerns have been raised regarding support 
for vulnerable people who are being re-housed. The LINk has collected several case 
studies and produced a briefing for members on Housing with Support. The manager of 
Adult Social Services has been made aware of the concerns and will be attending a 
Steering Group meeting in December to discuss these in detail. 
 
 

3.3 Developing local stakeholder relationships (e.g. the Care 
Quality Commission) 

 
Despite its comparatively small size, the City LINk has succeeded in maintaining a high 
profile by creating strong relationships with local stakeholders, facilitating interaction 
with decision makers at the highest level and ensuring the LINk remains informed and 
involved. During its tenure, the LINk has also enjoyed prominence in wider for a, for 
example the national HealthWatch Advisory Board. Considering the many changes afoot 
at the CQC, the LINk recently invited representatives to speak at a Steering Group 
meeting (September) which proved incredibly useful for all parties involved. Where a 
Steering Group meeting may not be the most appropriate forum, dedicated meetings are 
set with local stakeholders, for example recent visits to PALS and Barts Health. 
 
3.3.1 Participation on statutory committees  
During the last year the LINk Steering Group has members participating on a number of 
statutory committees to aid communication between the LINk and the Trust. These 
committees are: 
 
NHS North East London and the City  
1) LINk Chairs meetings   
 
Barts Health 
1) Patient Forum and CAGs 
2) LINks meetings  
3) Board meetings 
 
City and Hackney Clinical Commissioning Group 
1) Board Meetings 
2) Patient and Public Engagement Meetings  
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East London NHS Foundation Trust  
1) North East London meeting with ELNHSFT 
2) Deputy CEO, John Wilkins, – regular meetings  
 
NHS City and Hackney 
1) JSNA Project Group 
2) Stakeholder Involvement Advisory Group  
3) Public Health Implementation Group  
 
City of London Corporation 
1) Shadow Health and Wellbeing Board 
2) Children’s Executive Board 
3) Adult Advisory Group 
4) Health and Social Care Overview and Scrutiny Sub-Committee 
5) Advice, Information and Advocacy Forum  
 
3.3.2 Developing relationships with new Stakeholders  
 
Clinical Commissioning Groups (CCGs)  
The LINk has recognised the importance of developing excellent relationships with the 
CCGs, as they take responsibility for commissioning a huge swathe of services for the 
local population. Building on well established links with City and Hackney CCG, the 
LINk is delighted to assume a seat on the Board and has also made a significant 
contribution to the Patient and Public Involvement Group. Recently, Cynthia White, 
who represents the LINk on the CCG Board, has attended a day-long site-visit from the 
National Commissioning Board, as part of the commissioning group’s authorisation 
process. 
 
It is not only the City and Hackney CCG that is of relevance to the City population 
however. Tower Hamlets CCG holds responsibility for many services frequented by City 
people, including Royal London Hospital (the nearest A&E and one of the closest Walk-
in Centre to the City); Spittalfields and City Wellbeing GP surgeries (the latter holding a 
clinic within the City) and many other community and specialist services. This CCG also 
has a close relationship with Barts Health NHS Trust, a key partner to the City LINk.  
 
Over the past few months, the LINk has explored several avenues of involvement with 
Tower Hamlets CCG and is grateful for the time given by senior officers, to meet and 
discuss concerns with the Group. Unfortunately the Board was unable to accommodate 
the LINk’s request for a seat, however, with Jean Richards acting as LINk Lead for this 
area, close relationships have been built and a meeting will take place in January with the 
Head of Engagement and Lay Representative on the Board. The LINk also benefits from 
excellent links with THINk (Tower Hamlets LINk) and frequently shares information 
and support for projects. 
 
Health and Wellbeing Board 
The Chair of the LINk has a seat on the Health and Wellbeing Board – a key strategic 
committee which leads on the planning and commissioning of local health and care 
services. Through this the LINk has the opportunity to feed in the views of service users 
at an influential level.  
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Children’s Executive Board 
Preparing for HealthWatch’s new remit in monitoring Children’s Services, the LINk has 
made excellent progress building links with relevant partners and is delighted to have 
recently taken a seat on the City of London’s Children’s Executive Board. 
 

3.4 Monitoring and scrutinising services 
 
With the many changes underway with health and social care provision, monitoring and 
scrutinising services remains a key element of the LINk’s work. This is undertaken in 
several ways: 
 

3.4.1 Information requests and invitations to present at Steering Group 
meetings: 

 
Dental service: access to NHS dentistry is a key concern for local people and the LINk 
has been involved in promoting and responding to several consultations over a new 
practice for the City. Although this service has now opened, the LINk continues to 
monitor this process as little information has been made accessible to members.  
 
Barts Cancer Services: the LINk has formally written to Trust regarding several issues, 
including: poor patient experience survey results; problems hitting 62 day referral targets; 
lack of consultation around potential cancer service reconfiguration. These have been 
addressed at a high level meeting organised by the Trust with the LINk Chair, Cancer 
Lead and Host Organisation. The LINk will continue to work with the Trust to monitor 
these areas and ensure appropriate public involvement in all areas of its work. 
 
Moorfields: following an individual concern raised regarding Moorfields Eye Hospital, 
the LINk has sought further patient experiences and discovered several issues, including: 
problems with urgent referrals not being followed up, resulting in loss of health; 
appointments cancelled, causing difficulties for those requiring the support of carers; 
delays at clinics, requiring patients to under-go pre-medication several times during one 
visit. The LINk has requested further information from the Trust and raised these issues 
with the elected governor on the Trust board. 
 
London Ambulance Service: with several concerns raised, the LINk has invited members 
of LAS to attend a Steering Group meeting and has also formally requested information 
on the following: an update on the dedicated falls service; targets for improving referral 
and liaison between LAS and social care and other support services; improving staff 
working hours, to include lunch breaks. LAS have acknowledged the LINk’s requests and 
are happy to embrace an ongoing dialogue. 
  
 

3.4.2   Enter and View Visits 
Keen to increase the LINk’s capacity to undertake Enter and View visits, two new 
Authorised Representatives have been recruited and attended dedicated induction 
sessions. The network benefits from Authorised Representatives with a variety of 
experience, backgrounds and interests. With visits hopefully taking place in early 2013, 
the City LINk is also happy to support local LINks, such as THINk and Hackney LINk 
in joint visits. 
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3.4.3 Monitoring local change/services 
 
Presentations to scrutiny:  
In order to maximise impact and share intelligence, the LINk reports significant areas of 
work to the Health and Social Care Scrutiny Committee. In May, the LINk presented to 
reports to the committee “Profiling Mental Health Service Use in the Square Mile” and 
“Leaving Hospital”. 
 
Profiling Mental Health Service Use in the Square Mile 
As the first piece of research into mental health service provision and uptake in the area, 
this important report demonstrates the LINk’s ability to undertake innovative work, 
which is not being picked up by other bodies. Commissioning expert researchers from 
Canterbury Christ Church University, this project was overseen by a LINk Mental Health 
Advisory Group, providing invaluable local knowledge, contacts and feedback. The 
LINk is very grateful for the support of many statutory partners, community 
organisations, businesses and churches, who contributed information and expert 
knowledge to this report. The Mental Health Advisory Group continues to work very 
closely with the East London NHS Foundation Trust to support the implementation of 
recommendations from the report, which have been met with a very positive and 
proactive response. The LINk is also indebted to Dr Kevin Corbett, for his tireless 
efforts updating the research and continuing to support the project.  

 
Leaving Hospital 
The Patient Handover and Co-ordinated Care Work Group was formed at the request of 
the Steering Group, tasked with looking into difficulties as people move between 
different health and social care services. Focusing on discharge from the Royal London 
Hospital, a project was launched to: gather feedback from patients, carers and families; 
discuss practical issues with staff on the ground; access live information, through on-site 
Enter and View visits and real-time feedback reports. The research brought to light 
several broad issues, such as: patient dignity in care; practical problems with transport 
and vulnerable people returning home; communication between different services; 
appropriate information on support and services available for patients and families. The 
City of London Corporation has offered to bring together a Steering Group to look into 
the report’s recommendations, which the LINk and Scrutiny Committee will be happy to 
support and monitor. 

 
The LINk uses many channels to continuously monitor services and react to proposed or 
delivered changes: the Steering Group requests information and presentations from 
services planning changes; representatives sit on relevant scrutiny committees and 
boards; regular contact is maintained with the Care Quality Commission, neighbouring 
and regional LINks and where necessary, the LINk may use its statutory powers or 
arrange dedicated meetings or projects to look into developments. 
 
Columbia Road Dementia Assessment Unit 
The LINk has been heavily involved in the re-design of a “dementia assessment unit” at 
Mile End. Promoting good consultation, the LINk requested an event to be held within 
the Square Mile, which led to further research undertaken on issues raised, such as 
transport and accessibility. Cynthia White, as Mental Health Lead for the LINk, attended 
two very useful design meetings / visits and raised several concerns which were 
subsequently addressed, such as the lack of facilities for visitors and the need for 
culturally appropriate toilet units.  
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111 Pilot 
Sarah Mcilwaine, Senior Programme Manager, Urgent Care, attended May Steering 
Group meeting to present the programme and invite LINk feedback. Members have 
since attended “break the system” and stakeholder engagement events, reporting several 
excellent features, although also raising concerns around the service’s accessibility for 
people with communication or mental health difficulties. This area of work is constantly 
monitored by members sitting on various committees and groups, such as Out of Hours 
and CCG meetings. 
 
Out of Hours Adult Social Care 
The LINk has taken a keen interest in this area, following earlier concerns regarding out 
of hours services. The Steering Group was grateful for time dedicated to engaging with 
the LINk and was happy to review the new services specification in June. This was also 
discussed by LINk representatives through the Adult Advisory Group (AAG). 

  
Carers Service Specification 
Support for carers has been on the LINk agenda from the outset and the Steering Group 
has appointed Steve Stevenson as a Lead for this area. As with above, the new service 
specification was circulated and members were keen to feed in ideas through LINk 
representatives at the AAG. 

 
Public Health 
As the City of London Corporation prepares to take on responsibility for Public Health, 
the LINk has listened to community concerns and discussed issues of data protection at 
recent meetings. Reassurance has been provided by senior officers at the City of London, 
that the Corporation will not be able to pass any personal or patient identifiable 
information to third parties, who have been contracted to provide services. Should the 
Corporation wish to do so, consent will have to be received from each individual 
concerned. 

 
Out of Hours GP service: Harmoni Contract 
The LINk has continued to monitor this area, with Jakki Mellor-Ellis assuming Lead and 
attending regular Urgent Care and Harmoni meetings. As this contract remains in flux, 
the LINk has liaised with CCGs and neighbouring LINks and is deciding an appropriate 
course of action – to ensure the safety of patients remains paramount. 

 
Relaxation of GP Boundaries: City pilot 
Following the closure of walk-in centres and with only one GP practice and a satellite 
clinic operating within the City, access to GPs is a priority issue for many local residents. 
The LINk is therefore keen to keep abreast of any developments regarding the potential 
pilot project in the City, which may mean that workers can register with local GPs. 
Concerns have been raised over whether local GPs will have the capacity to take on City 
workers and whether if they do, this will have an impact on the availability of services to 
City residents. The LINk will be taking regular updates from CCG Board and taking 
forward discussions around polyclinics or hubs. 

 
St Leonard’s re-development: change of proposals 
The LINk has been closely involved with plans regarding the St Leonard’s site, 
participating in Board level discussions and lobbying for further community provision at 
the site. As the commissioning landscape has changed dramatically, the LINk is keen that 
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this remains high on local agendas and will be pursuing regular updates to ensure 
progress is maintained. LINk representation on CCG and Health and Wellbeing Boards 
is a useful tool for monitoring this area. 

 
 
3.4.4 Championing the needs of City residents and workers 

Over the past year, the LINk has continued to lobby with increasing fervour, for the 
acknowledgment of two fundamental issues: 

- the City population’s distinct needs (separate from those of neighbouring 
boroughs), to be addressed locally 

- the needs of City workers and how these are provided for, impacting on both 
workers and residents 
 

The LINk is delighted that statutory partners have recognised these issues and are taking 
steps to respond. In future, for example, a City specific Health and Wellbeing Profile will 
be published, as distinct from Hackney. The City of London Corporation has also 
completed a significant piece of research into the health needs of City workers. The 
LINk has supported these developments in several ways – by sending representatives to 
advisory group meetings on both the JSNA and City workers research; and also by 
feeding in findings from its own research, the Profile of mental health service-use in the 
City. This LINk report has been ground-breaking, in targeting City specific needs and 
also approaching City businesses, to explore the needs of workers. The LINk’s findings 
have also been used to prioritise Mental Health issues and combatting social isolation in 
the City’s own set of priorities within the JSNA.  
 
 3.4.5. Working with neighbouring groups 
The City’s unique position demands City people will necessarily access some services 
outside of the Square Mile. The LINk has therefore fostered close relationships with 
neighbouring LINks, patient groups and wider forums to ensure concerns can be raised, 
where services are not provided by local statutory partners. For example, the LINk has 
received patient experience concerns regarding Moorfields Eye Hospital. Alongside 
signposting to the individuals involved, the LINk has responded by writing to the Trust 
and working with Islington LINk, to look into further reports of concerns raised. 
Another example relates to Cancer services provided by Barts Health. Whilst the LINk 
has been very grateful for the Trust’s response to issues raised, the LINk is keen to 
ensure these concerns are taken up at a wider level and will use its new position with 
London Cancer to lobby for transparency and user involvement.  
 
Other groups, such as GP Patient Participation Groups, Tower Hamlets and Hackney 
LINks, relate to the same statutory partners as City LINk. Working together can prove 
efficient and informative, for example the LINk recently attended a Hackney LINk 
meeting to hear from the joint CCG and regularly attends Tower Hamlet’s LINk Mental 
Health sub group meetings. The City and Tower Hamlet’s LINks have worked together 
on feeding into East London NHS Foundation Trust Quality Accounts.  
 

3.5  Making views known 
 
The LINk champions the views of the community in many different ways, making full 
use of the excellent working relationships established with statutory partners. For 
example, the City LINk holds regular meetings with East London Foundation Trust, 
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providing direct access to senior staff, such as the acting Chief Executive, where 
concerns and recommendations can be raised.  
Feeding back to the community, the LINk produces regular updates on its dedicated 
website and newsletter, which also provides an important platform to encourage people 
to get involved in other opportunities, for example: promoting NHS Foundation 
Membership.  
 

3.6  Involvement in national or local consultations 
Drawing on the wide range of experiences, skills and expertise of the LINk membership 
base, the network engages with consultations in number of ways: 

 submitting responses agreed by the Steering Group or sub-groups (e.g. Older 
People, Modern Services) 

 feeding in through representatives (e.g. via the Chair, as a LINk representative on 
the National Advisory Board for HealthWatch) 

 publicising consultation activities on behalf of partners (e.g. the City’s Carers 
Strategy or Community Dental Services consultation) 

 supporting partners to arrange consultation events in the City (e.g. Assisted 
Conception) 

 

3.7  Involvement in the development of LINks-related policies 
 
With excellent connections with neighbouring LINks, the North East London networks, 
London LINks and the National Association of LINk Members (NALM), the City of 
London LINk is well placed to influence LINk related policies. LINk members also 
influence policy by responding to national consultations and attending policy related 
conferences and workshops. 
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4. Preparing for HealthWatch  
 
In partnership with the City of London Corporation, the LINk was successful in 
applying to become a HealthWatch pathfinder. 
 
Their action plan and progress is noted below: 
 
HealthWatch Governance  
From April – September 2012, the LINk worked towards becoming incorporated with 
the intention of transition into Healthwatch through grant in aid funding. 
 
The LINk undertook the following preparation to become a charitable company limited 
by guarantee:  

- Drafted articles of associated and memorandum of association 
- Liaised with Companies House and the Charity Commission re registration 
- Explored training requirements with the organisational development team at 

Voluntary Action Westminster and devised a training outline for members to 
transition into trustees.  

 
However, in September, City of London Corporation submitted a paper to the Grand 
Committee for decision regarding commissioning options, with a recommendation from 
Corporation officers for an open tendering process.  
 
Following this, the steering group discussed the advantages and disadvantages of 
becoming an incorporated body. At their September 2012 Steering Group meeting the 
LINk decided not to become incorporated but to focus on being fully involved in the 
tendering process and to focus their efforts on the remaining elements of their 
pathfinder action plan: 
 
New Activities – extended role of Healthwatch 
The LINk has been keen to get to grips with the extended remit of HealthWatch – 
complaints advocacy and signposting. Although these elements may not sit with 
HealthWatch, they will be integral to their work and form an important part of their 
evidence base. 
  
Information and Advice – signposting 
The LINk has joined the information and advice services forum. LINk members also 
met with Dolly Galvis from Toynbee Hall to discuss their information and advice 
services and identify any joint work. It was noted that any intelligence re health and social 
care services gleaned through Toynbee could be passed on to the LINk, provided 
necessary permission has been granted from CoLC. Toynbee Hall is also mapping 
information and advice services in the City and will share results. Furthermore, in order 
to understand the signposting element of HealthWatch, the LINk has developed good 
working relationship with NELC and has attended several meetings with Ian McDowell 
to discuss the work of PALS. The LINk will continue to work closely with Barts PALS 
as a new Patient Experience Team is developed. 
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Complaints Advocacy  
The LINk has contacted Pohwer ICAS re advocacy work in the City. They provide their 
core service (face to face advocacy/self-help signposting and remote advocacy) plus they 
support a self-advocacy group for people with Learning Disabilities across City and 
Hackney.  
 
They are looking to disaggregate borough data and hope to be able to provide a borough 
and trust breakdown in the next couple of months.  
 
The LINk has also met up with Cambridge House to discuss their provision of advocacy 
in the City.  
 
Building up LINk membership  
The LINk agreed that in order for HealthWatch to have a solid foundation, the 
membership would need to be robust. To this end efforts were focused on 1) building up 
the membership of the Steering Group and 2) of the wider membership base.  
 
The LINk has been successful in extending the membership of the Steering Group. Since 
becoming a pathfinder, membership of the Steering Group has increased by 30% (3 
people). The new members complement existing membership by providing a strong 
background in children and young people’s services and public health. The wider LINk 
membership has increased by 18% (30 new members) over the last 6 months, largely 
down to an active community engagement plan with City workers. The LINk went into 
the City of London with a health survey for City workers – over 40 people completed it 
and it resulted in 17 new members.  
 
Community engagement and visibility  
The LINk is exploring different ways to raise the profile of the LINk/HealthWatch via 
blogs and internet forums. They have also promoted HealthWatch through local 
publications such as City Resident and City and Hackney Health and Social Care Forum 
e-bulletin.    
 
In terms of developing an engagement tool, the LINk has compiled best practice 
example questions from across the country. They are in the process of honing these 
questions in order to form 2 questionnaires. One aimed at members of the public and a 
second aimed at stakeholders.  
 
A draft HealthWatch leaflet has been produced and is being refined by the Steering 
Group. Once use of national branding has been agreed, the LINk intends to use 
pathfinder funding to get the leaflet professionally designed, printed and distributed.  
 
As mentioned previously, to further raise awareness of HealthWatch and the LINk, an 
event is being planned, to engage people in the East of the City and involve dementia 
awareness raising amongst Bangladeshi community. Portsoken Centre has been booked 
on 22nd January, 10am – 1pm . Links have been made with Age UK (Deborah Hayes, 
leading on Dementia Strategy in East London) and local organisations, such as City and 
Hackney carers Centre etc. 
 
Develop relationships with new bodies 
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The success of HealthWatch will also be dependent on forming, or building on, 
relationships with key bodies – including some of the new structures such as the Health 
and Wellbeing Boards and Clinical Commissioning Groups.  
 
 
Health and Wellbeing Board  
The LINk Chair attends the Health and Wellbeing Board meetings and provides a LINk 
update. The LINk has completed a pro forma of how its work contributes to the 
priorities set out in the Joint Health and Wellbeing Strategy.  
 
Clinical Commissioning Groups (CCG) 
Steering Group members attend City and Hackney CCG and Patient and Public 
Engagement meetings. Following a formal request for a seat on Tower Hamlets CCG, 
John Wardell has responded, recommending the LINk meets with Ellie Hobart, Head of 
Engagement at NHS NELC and reiterating the responsibility of the new Lay Member to 
engage with LINks. Papers from the TH CCG will be circulated to SG members as 
requested. 
 
Care Quality Commission 
The LINk has made contact with the new CQC lead for the City, Michele Golden, who 
has been invited to a future Steering Group meeting.  
 
Children’s services 
Given HealthWatch’s extended remit into Children’s services, the LINk has been 
proactive in taking forward this new work area. Following a formal request, the LINk has 
been offered a seat on the Children’s Executive Board.  
 
Safeguarding  
As the LINk, and soon to be HealthWatch, often work with vulnerable groups, they have 
worked to ensure safeguarding protocols are integrated into HealthWatch structure and 
processes. To this end they met with Alistair Bonsey (from C&H Safeguarding adults 
Board). Resulting actions include the safeguarding number to be integrated into LINk 
materials and a future potential work item on peer support for user interviews. 
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5. Case study examples 
These case studies reflect the LINk journey in action – from reaching out to hear 
people’s views, to taking action and making recommendations to improve care for all. 
The first description includes plans and potential projects to be taken forward by 
HealthWatch or other local networks and bodies. The final case study demonstrates how 
the LINk uses its own resources to improve patient experience and enable access to 
services and support. 
 

Connecting with Portsoken 
Since its inception, the LINk has encountered concerns from many services, 
organisations and local people, regarding the engagement of people in the East of the 
City, particularly on the Mansell Street Estate. The LINk has taken positive action to 
address this issue over the past four years, dedicating much time to outreach work: 
visiting groups, workers and community leaders, attending and presenting at local 
meetings, holding stalls at events and arranging several awareness sessions and drop-in 
fairs at the local community centre. Recognising the importance of longevity in building 
meaningful community engagement, the LINk continues to participate in local activities 
and present at relevant groups and meetings.  
 
Recently, the LINk has presented at an over 50s coffee morning on the Mansell Street 
estate, through Toynbee’s older people’s service. As well as raising awareness of the 
LINk, local services and encouraging involvement, this also provided an excellent 
opportunity to gather views from local people. Once again, residents expressed concern 
around: a lack of appropriate information on services and support available; difficulties 
accessing GPs and walk in centres and inconsistency in care, including what can be 
provided and where. These issues were recorded on the LINk Issue Log. 
 
On another recent occasion, LINk members attended a Health Fair at the Green Box 
(community centre), where residents highlighted problems amongst the Bangladeshi 
community, particularly regarding awareness and acknowledgment of dementia.  
As the Steering Group reviewed these issues, it was felt the LINk could usefully 
contribute in two ways: arranging an awareness raising event and looking into producing, 
or supporting, a leaflet providing information on local services. 
 
Working with Age UK and other local organisations working with older people, carers 
and the local community, the LINk has planned a drop-in event for 22nd January on the 
estate. With information and professionals on hand to discuss issues around dementia, 
supporting people affected and how to access advice and support, it is hoped this will 
provide a safe, first step for people to begin thinking about these concerns. Plenty of 
other activities will be provided to entice the whole family to attend and prevent people 
from identifying the event as a dementia only session, thus reducing barriers caused by 
stigma.  
 
Events such as these represent an invaluable opportunity for the LINk to gather further 
information on people’s concerns and ideas around health and social care. Several 
different methods will be used to capture this information, such as an anonymous post-
box for concerns, or an ideas wall, for future suggestions. This information will be 
collated, for further reflection on how to address these concerns. Future work may 
involve lobbying for: further awareness raising in the area, such as through outreach or 
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ongoing sessions; additional resources to reach and support hidden carers; increased 
presence of existing services working in the area, such as advice services, carers support, 
social groups etc; a group to take forward these issues, such as a HealthWatch task group 
or forum/steering group of interested parties. 
 

Leaving Hospital Leaflet 
Following the in-depth community research into people’s experience of discharge from 
hospital, the LINk uncovered a need for appropriate, targeted information for City 
individuals approaching this situation. Using local networks and researching information 
from specialist service providers, the LINk collated useful contacts, to be compiled in a 
short leaflet for patients, carers and families. This leaflet has been circulated to local GP 
practices, information and advice services, PALS, Social Services, community and 
voluntary organisations, libraries, community centres and churches in the City of 
London. If you would like to receive a free copy of the leaflet, please contact Jenny 
Purcell on 020 7535 0496 / jpurcell@citycomm.org.uk  
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:jpurcell@citycomm.org.uk
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6. Next Steps – looking ahead to the 
next 12 months 
 
The City of London LINk is committed to leaving a strong legacy for Healthwatch City 
of London.  They will continue to develop a robust a relevant work plan that can be 
handed across to the new organisation. Members of the Steering Group hope to 
participate in the procurement process for the new organisation and aim to ensure the 
approaching and underlying principles of having a community led network will be 
transferred to HealthWatch.   
 
In addition they will continue raising the awareness of HealthWatch and supporting the 
community to get ready for the change. To this end they have developed a leaflet and will 
run a public event in January to celebrate their work and lay the foundation for 
Healthwatch.. The LINk is working closely with the CoLC to ensure that any 
information disseminated about the new Healthwatch City of London service is accurate 
and reflects the City’s specification and implementation plans.  
 
With regard to our on-going work, the LINk will: continue to build relationships with the 
area’s emerging Clinical Commissioning Groups; participate in the Health and Wellbeing 
Boards and contribute to the Health and Wellbeing Strategy; be active on relevant 
strategic committee ensuring that their work is fed into the Adult Services and Health 
Scrutiny Committee; and continue to take forward their work plans.  
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7. Our year in figures 
 

7.1 The reach of LINks and the level of people’s participation 
 

Level of 
participation 

Total  Of which: 

People with a 
social care 
interest 

Individual 
participants  

Interest group 
participants  

Informed 
participants 2 

200 76 115 85 

Occasional 
participants 3 

113 n/a n/a n/a 

Active 
participants4  

52 n/a n/a n/a 

 
 

7.2. Summary of Activity 
 

Requests for Information in 2012   

How many requests for information were made by your LINk during April – 
October 2012 

 32 

Of these, how many of the requests for information were answered within 
20 working days? 

 29 

How many related to social care?  14 

Enter and View visits in 2012   

How many enter and view visits did your LINk make?  0 

How many enter and view visits related to health care?  0 

How many enter and view visits related to social care?  0 

How many enter and view visits were announced?  0 

How many enter and view visits were unannounced?  0 

Reports and Recommendations in 2012 *   

How many reports and/or recommendations were made by your LINk to 
commissioners/providers of health and adult social care services? 

 8 

How many of these reports and/or recommendations have been 
acknowledged in the required timescale? 

 7 
 

Of the reports and/or recommendations acknowledged, how many have led 
/ or are leading to service review? 

 8 

Of the reports and/or recommendations that led to service review, how  6 

                                                 
2 Informed Participants: are groups or individuals who register their interest in the LINk and receive 
information, whether general updates and/or thematic interest. This includes those who interact with the 
website and social networking sites. 
3 Occasional Participants: are informed participants (individuals or groups) who also respond to a 
particular LINk issue, or attend a workshop or meeting on a specific topic. 
4 Active Participants: are groups or individuals who have a high level of participation (i.e. someone who 

takes part in activity at least once a month), for example by attending introduction to LINk workshops, 
accessing training to build up skills in representation and/or visiting services, becoming involved in the 

core group/sub group activities, or representing the LINk externally. 
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many have led to service change? 

How many of these reports/recommendations related to health services?  6 

How many of these reports/recommendations related to social care 
services? 

 2 

Referrals to OSCs in 2012   

How many referrals** were made by your LINk to an Overview & 
Scrutiny Committee (OSC)? 

 0 

How many of these referrals did the OSC acknowledge?  0 

How many of these referrals led to service change?  0 

 
** Note: only include formal referrals to OSCs rather than times you have informally worked with OSCs on issues 
 

 
7.3 Our Finances 
 
Income in April 2012 – October 2012 
 

Amount allocated to the local authority by the Department of 
Health 

£36, 750 

Amount of funding received by the host from the local authority 28, 784 

Amount of funding received by the LINk from the host 1, 344 

Amount of funding carried over from previous year (s) 0 

Other income (if known) 0 

Total revised budget for April 2012- October 2012 28, 784 

  

 
Spending April 2012 – October 2012 
 

Staff costs 5 23, 536 

Office costs 6 2, 088 

Direct costs 7 1, 762 

Premises costs8 3, 388 

Total spend  30, 7749 

 
 

 
 
 

                                                 
5 Staff costs include: salary costs; recruitment; training; pensions, payroll expenses and management fee 
6 Office costs include: telephone; audit costs; postage; printing and stationery; photocopying; ICT and 
database 
7 Direct costs include: Meetings; translation and access; training for LINk members; newsletter; events.  
8 Premises costs include: cleaning; heat and light; alarm; repairs; rent; reception and building maintenance  
9
 It is anticipated that the overspend will be balanced by the end of the financial year.  
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7. Thanks 
 
The LINk would like to thank everyone who has contributed to the LINk – those who 
have attended meetings; sat on groups; fed in suggestions and read our newsletter. 
Without your input the LINk would not be able to work. 
 
The LINk would also like to thank our statutory partners who have worked cooperatively 
with the LINk to help improve health and social care services for the people of the City 
of London.  
 


