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Oxfordshire 

Clinical Commissioning Group 

 
Communications & Engagement Update 
 
1. Introduction 

 
The following paper gives a brief update on some of the Communications and Engagement 
activity undertaken by Oxfordshire Clinical Commissioning Group (OCCG) over the past six 
months November 2014 to April 2015. 
 

2. Patient & Public Engagement Strategy Refresh 

 
OCCG has been developing a refreshed Patient & Public Engagement Strategy. We are 
engaging on the content of this and many respondents have agreed with the proposed 
methods to ensure the success of all three of the key objectives in the Strategy namely: 
 

o Objective 1: Continue to build meaningful engagement and enable those 

living in Oxfordshire to contribute to commissioning decisions on health 

services made by OCCG. 

o Objective 2: To be responsive to public and patient expectations of the 

transparency of OCCG. 

o Objective 3: To continue to develop a culture within OCCG that promotes 

open communication and engagement with patients and the public. 

 
As part of NHS England’s annual assurance process, OCCG underwent a 360 degree 
Stakeholder Survey from 10th March 2015 to 7th April 2015.  The full results are under 
consideration, some early extracts from the survey published this month are given below. 
Many areas are demonstrating improvement from the previous years results.  
 
Relevant areas identified include: 

 4 out of 5 public stakeholders asked said they agreed or strongly agreed with the 

statement that ‘OCCG has listened to your views where you have provided them?’ 

 3 out of 5 public stakeholders asked said they had been engaged with a great deal / 

fair amount when asked if they felt they had been engaged by OCCG in the past 12 

months.  

 4 out of 5 public stakeholders asked said they agreed or strongly agreed with the 

statement that ‘what extent do you agree or disagree that the CCG has listened to 

your views where you have provided them?’ 

 There was little agreement from the respondents that the CCG had engaged with 

seldom heard groups 

 When asked if OCCG’s commissioning decisions are open and transparent so 

patients and the public are able to understand how decisions have been made if they 

want to; 3 out of 5 said they did not agree with the statement. 

 
The outcome of the survey will be taken into consideration together with feedback from the 
engagement and a refreshed strategy will brought to the Governing Body for approval in 
July. 
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Strategy work to date has included sourcing feedback from the Locality Forum Chairs in the 
initial stages of development and wider engagement OCCG Stakeholder and members from 
March to May. In order to seek feedback from the public a questionnaire was developed and 
made available online from 20 March to 10 May 2015. The survey was highlighted to 
patients and the public through a wide range of methods including: 
 

 Invites to all members of Talking Health (OCCG’s online engagement site with 2613 

members) 

 Talking Health monthly newsletter 

 Regular Tweets to OCCG’s Twitter followers (6,278 followers) 

 Facebook posts to OCCG’s Facebook members (160 members) 

 Promotion to OCCG’s six Localities via their Lay Chairs and patient and public 

forums 

 Shared with Healthwatch Oxfordshire and their members 

 OCCG Governing Body Meeting in public (March 2015) 

 Promotion to OCCG’s partners and local voluntary/charity organisations with offers to 

attend planned meetings. This subsequently resulted in an invitation to attend a 

meeting of Carers Oxfordshire to present the draft strategy and source feedback and 

onward postings on the following websites: 

o Oak Tree Health Centre, Didcot 

o Parent Carers Voice Oxfordshire 

o Autism Support in Oxfordshire for parents/carers 

o Oxfordshire County Council 

 
One hundred and thirteen people joined the online consultation to read and follow regular 
updates on the engagement activity for OCCG’s Patient & Public Engagement Strategy. 
Of these, 64 responded to the questionnaire associated with the online copy of the Strategy 
document. OCCG’s Communications and Engagement Team also presented the draft 
strategy at a Carers Oxfordshire meeting and received feedback. 
 
The key findings included: 

 83% of respondents agreed with the statement that “…the activity listed in the 

Strategy will help OCCG build meaningful engagement and enable those living in 

Oxfordshire to contribute to commissioning decisions on health services made by 

OCCG” 

 Responses were evenly split between male and female 

 Thirty six suggestions were made regarding additional stakeholders to include in the 

Strategy.  

 A few concerns were raised throughout the responses to the survey. These included 

concerns about ensuring engagement is representative of the local population; 

concerns about the cost of engagement activity; concerns that OCCG need to make 

better use of existing community groups and PPGs; and the need for more feedback 

on what is actually done as a result of engagement. 

 

3. Public Involvement 
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A considerable amount of public involvement work has been undertaken over the past six 
months including involving patients and the public around the redesign of musculoskeletal 
services, ENT / Audiology, Bladder & Bowel, Ophthalmology and Diabetes co-
commissioning as well as review and development work around services for Learning 
Disabilities, Children and Adolescents Mental Health Services and Primary Care 
Development. 
 
OCCG has also supported the Public Locality Forums in their activity during this time with 
Forum meetings and Public events. 
 
As agreed at the last Governing Body a full report on engagement activities and outcomes 
will be received in September 2015. This report will also include patient experience themes 
and actions taken. However below gives a flavour of the work undertaken: 
 
OCCG has been redesigning Musculoskeletal (MSK) services with patients who have 
experienced services in Oxfordshire within the last two years and clinicians. A review of the 
current service has been undertaken and a project to re-design the service is underway with 
the involvement of patients and the public. The project has been managed in three phases: 
 
Phase one engagement: OCCG established a Patient Advisory Group consisting of around 
16 patients – although this fluctuated throughout the life of the project with 25 patients 
engaged in total. The patients were recruited following an advert on Talking Health (OCCGs 
online consultation tool) and a call out via the Public Locality Forums. A Clinical Advisory 
Group (CAG) was also established. Both groups conducted a current state analysis and 
identified ‘what makes a good service’. Feedback gathered from both groups during eight 
CAG and four PAG meetings was used to inform a Strategic Outline Business Case that was 
presented to the OCCGs Clinical Executives in September 2014. This Phase one 
engagement approach enjoyed support from Oxfordshire HOSC for following best practice 
and engaging patients and clinicians prior to drawing up an outline business case. 
 
Phase two engagements: This involved gathering feedback to inform the full business case 
in April 2015. This phase of engagement focused on the design of the proposed new MSK 
services model and included; joint patient and clinician events, a public survey and 
Experience Based Co-Design (EBCD) (another new approach for OCCG). 
 
Three workshops were held on 25 November 2014, 13 January and 3 February 2015. An 
average of 64 people attended each event, consisting of patients, clinicians and 
stakeholders. 
 
OCCG also tested out a new way of engaging patients via experience based co-design. 
OCCG filmed six local patients describing their MSK stories. A focus group formed of 
patients and clinicians mapped the experience of the patients in the film on a graph that 
captured the patient journey on one axis and positive and negative on the other. Negative 
issues clustered around triage and assessment. Positive experiences were clustered around 
the first GP appointment and treatment. This reflected feedback received from patients in the 
PAG. 
 
A public survey was devised to support engagement phase two. The survey was tested with 
members of the PAG and CAG and then posted on Talking Health (OCCG’s online 
consultation platform). OCCG’s Equality and Access Co-ordinators took the survey out in 
discussion group format to get a broad range of views from hard to reach community groups 
and networks. The survey aimed to test some of the key findings identified during phase one 
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engagement including access issues, communication and information issues. The results of 
the survey provided additional data to support the MSK Project Steering Group. 
A wrap-up seminar was held with patients, patient locality forum representatives and 
voluntary sector organisations to describe the finalised proposed model and describe the 
next steps for the project. A questions and answer session was held and the patients. 
 
Overall:  

 25 patients engaged with the PAG through the lifetime of the project 

 The public survey attracted 128 Talking Health members to register with the survey. 

 89 people completed the public survey online 

 58 people participated in discussion groups based on the survey run by OCCG’s 

Equality and Access Co-ordinators with hard to reach community groups 

 The public survey attracted media coverage in four newspapers and was mentioned 

by two radio stations. 

 The engagement work supporting OCCG’s MSK review project attracted positive 

comments/feedback from HOSC and patient locality fora. 

 

4. Urgent Care Sign-posting Campaigns 

 
Emergency and urgent care services in Oxfordshire, in common with many parts of the NHS, 
have been under significant pressure in the winter of 2014/15. Despite an injection of extra 
resources, which were invested in a range of initiatives to provide more capacity and staff 
during the winter period, the target for 4 hour waits in A&E has still not been consistently met 
and the numbers of patients attending A&E has been increasing. 
 
In a bid to help raise awareness of the issue and sign post people to appropriate services an 
urgent care campaign was run in March to raise awareness of the alternative options to A&E 
at a time of high demand and prior to the long weekend over Easter. 
 
The media were approached during the month, including a launch press release highlighted 
OCCG’s Choose Well ‘app’ that signposts people to different health services locally with 
GPS technology, a reminder for people to order their repeat prescriptions before the bank 
holidays and finally a series of press releases were issued simultaneously all focused on 
explaining to residents within each of the six CCG localities, the range of health services 
available in their patch, with localised detail. The press releases generated four radio 
interviews over the month and the campaign was featured in four separate local 
newspapers.  
 
The campaign was supported by adverts on 17 buses and on two bus shelters. It also 
featured on OCCG’s website and social media sites and those of Oxford Health NHS 
Foundation Trust (OHFT), Oxford University Hospitals NHS Trust (OUHT) and Oxfordshire 
County Council (OCC). This campaign will be evaluated to look at its reach and whether it 
impacted on attendances at A&E. Below shows the artwork for the campaign.  
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5. Improving Communication with GP Practice 

 
Following feedback from GPs and Practice Managers in Oxfordshire, OCCG has developed 
and implemented a new procedure for OCCG and Commissioning Support Unit (CSU) staff 
to collate and streamline information that is emailed out to general practice into one weekly 
email bulletin. The purpose of the email bulletin is to reduce the number and size of emails 
from OCCG and CSU going to practices and to share information with practices on a weekly 
basis. The bulletin was launched 4 March and is produced and distributed every 
Wednesday. Practice managers have given constructive and positive feedback which has 
been incorporated into bulletin.  
 

6. Media Relations 

 
OCCG works with the local media to help enhance the public’s understanding of issues 
facing health services locally; what the CCG is doing to tackle the problems and what the 
public can do to help. Working closely with the media both responding to queries and 
proactive press work ensures we are making the public aware of service successes and 
developments as well as issues facing the NHS in Oxfordshire. It helps us to protect and 
promote the NHS locally. We also work to rebut any inaccuracies to help to prevent 
misunderstanding and confusion. 
 
Whilst negative coverage is not always avoidable, OCCG strives to provide statements to 
ensure balance. Delayed transfers of care and sign posting appropriate services were the 
top media related enquiries between November 2014 and April 2015.  
 
Between November 2014 to April 2015, OCCGs press office received 106 enquiries. The 
Oxford Mail accounted for 25 of those queries; the remainder were a mixture of BBC Radio 
Oxford, local papers, local commercial radio stations, trade press and parliamentary 
enquiries.  
 
The below table shows the split by month and identifies the top themes for each month. All 
enquiries were responded to either in the form of a written statement, briefings, answers to 
questions or a spokesperson put up for interview. 
 
Overview of number of enquiries and themes per month: 

Month  No of 
enquiries  

Top Themes 

November 2014 14 1.DToC 



7 

 

 

2.Patient transport 
3.Primary care 

December 2014 20 1.OCCG budget allocation 
2.Urgent Care signposting  Xmas/New 
Year 

January 2015 23 1.Winter pressures 
2.DToC 
3.Better Care Fund 

February 2015 16 1.DToC  
2.Rosehill Health Centre plans 
3.Cancer waits 

March 2015 17 1.Townlands Hospital 
2.Prime Minister’s Challenge Fund Bid 
3.Urgent Care signposting campaign 
launch 

April 2015 16 1. Breaking the Cycle 
2. Urgent Care sign-posting  
3. Townlands 

Total 106  

 
Appendix A shows the number of press releases issued by OCCG between November 2014 
and April 2015. The conversion rate (those press releases that received coverage) is 88% 
(25 released and 22 covered by one or multiple media outlets). 
 

7. Internal OCCG Communications 

 
As part of OCCG’s organisational development plan, work is underway to develop the way 
OCCG communicates and engages staff.  OCCG are looking more widely at different 
methods to enhance how the organisation communicate and engage across teams following 
feedback gathered during an organisational development workshop with senior staff. To 
further this work OCCG developed a staff survey into internal communications to glean 
views of staff. The questionnaire was available online; responses were anonymous. The 
survey was available for two and a half weeks from 11 February until 1 March 2015. It was 
highlighted to staff through an email launch, staff briefing and through the staff newsletter. 
Email reminders were also sent to encourage people to complete the questionnaire. Thirty 
six members of staff completed the survey.  
The key findings were as follows:  

 31 staff (86%) are somewhat happy or very happy with their job  

 29 staff (83%) of respondents would recommend working for the CCG to a friend.  

 Over two thirds of respondents felt they could ask questions of their line manager 

and would receive a satisfactory answer.  

 12 (33%) members of staff said that variety was the thing they liked best about their 

job and 9 said it is the people/colleagues they worked with.  

 20 suggestions were made regarding other forms of communication that could be 

used and included being more creative and interactive with communication as well as 

more transparent.  

 20 (56%) members of staff access the intranet at least once a day. However 3 said 

that they never used the intranet. The most popular areas to access on the intranet 

are policies and procedures, statutory and mandatory training, and project 

management office information.  
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OCCG is working with staff to agree what changes should be made to the internal newsletter 
and staff briefing to address some of the issues raised. 

 
8. Development of OCCGs Online Platforms 

 
OCCG has several different online platforms which target specific audiences including a 
public website; a staff intranet with a clinical library; a clinical database (DXS) for GPs, an 
online consultation tool (Talking Health) and social media platforms such as Twitter and 
Facebook (as above). Rather than looking at all of OCCGs online platforms individually they 
are being reviewed together in order to develop a strategic approach to OCCGs online 
platforms. The aim is to ensure OCCG will have systems in place that support the business 
needs of the organisation and the needs of its members, partners and public. 
 
So far, the review has included the staff survey which had questions relating to the intranet 
and how staff use it. Next steps include a website survey – one for the public and another for 
GPs which should be launched this month (May).  
 
Following the review, OCCG will develop a proposal for development of its online platforms. 
 

9. Developing Social media 

 
OCCG’s Twitter account ‘@OxonCCG ‘ has 6,278 followers, follows 1,101 Twitter accounts 
and is listed on 205 lists of other Twitter accounts. 
 
OCCG’s Facebook page has now been liked by 160 people. The maximum reach for a 
single Facebook post so far is 284 people. Information about choosing the right NHS 
service, keeping well, public consultations or public events/meetings and engagement 
activity are posted on the site. In addition specific ‘reminder messages’ are also shared 
related to bank holidays and closure of services/repeat prescriptions. 
 
OCCG has actively been using twitter to increase engagement with its audience online. An 
example of this was when OCCG live tweeted from a public meeting, streaming photos and 
providing up-to-date information of what was happening encouraging people to engage with 
the CCG online. 18 tweets were issued from the event; 16 people retweeted OCCGs live 
tweets and three comments were posted during the event. 
 
Messages on Facebook and Twitter are scheduled using Hootsuite to go out at various times 
of the day (morning, afternoon, evening) and also over weekends and bank holidays to 
ensure continuous engagement with OCCG’s followers. 
 
 



Appendix A: Press releases by subject, coverage and month  
 

Title of press release Date Issued  Coverage 

November 2014 

Feeling under the weather this winter? The early advice is the best 
advice.  

3 November  Oxford Mail (newspaper and online)  
Oxford Times  
Bicester Advertiser 

Have your say on public health care in north Oxfordshire  4 November  Oxford Mail (newspaper online)  
Banbury Cake  
Witney Gazette 

Have your say on NHS services in west Oxfordshire – event in 
Charlbury 

7 November Oxford Mail  
Witney Gazette 

SCAS unveils SOS bus to help treat patients in Oxford 12 November  Oxford Mail  
Oxford Times 
Oxford Student   

Come and talk health  17 November  Jack FM 

December 2014 

Public encouraged to attend governing body meeting - Witney 20 November  Oxford Mail (newspaper and online) 
Witney Gazette  

Bicester Community hospital opens doors to first patients  12 December  Oxford Mail  
BBC Radio Oxford  
 
Bicester Advertiser 
 
Oxfordshire Guardian  

Pharmacy Opening times during Xmas and the New Year 15 December  Oxford Mail  
Bicester Advertiser 

Used MSK services recently? If so, we are looking for your views.  16 December  Oxford Mail  
Oxford Times  

Take time to help your NHS this winter  16 December Oxford Mail  
 

To get the best health advice this winter ‘Talk before you walk’ 22 December  Abingdon Herald  

Interview with Joe McManners  
 

December  Oxford Mail  

January 2015 
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Examining diabetes services in Oxfordshire   
 

14 January  Banbury Guardian  

Your views on adult mental  health services in North Oxfordshire 16 January  Oxford Mail  
 
Banbury Guardian  

Public invited to Governing Body meeting in Wantage 22 January  Bicester Advertiser 
 
Oxford Mail  

Diabetic workshop in Headington  22 January  Littlehampton Gazette 
 
Oxford Mail  

February 2015 

Patients give Nettlebed the thumps up  10 February  No press coverage  

Delayed transfers of care  3 February  Banbury Guardian  

March 2015 

Promoting Equality and Diversity to improve patient care   2 March  Witney Gazette  
 
Oxford Mail  
 
Oxford Times  

Do you know where to go for urgent health advice in Oxfordshire? 10 March  BBC Radio Oxford  
Jack FM 
Heart FM 
Witney Gazette  
Bicester Advertiser 
Oxford Mail 
Abingdon Herald  
 

Public encouraged to attend Governing Body meeting in Bicester  17 March  No press coverage 
 

Don’t forget to order your repeat prescription  20 March  No press coverage 
 

GPs in Oxfordshire awarded funding to enhance primary care for 
patients  

27 March  Oxford Mail  
BBC Radio Oxford  
Banbury Guardian 
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Oxford Times 
Oxford Mail  
Bicester Advertiser 
Banbury Sound  
 

Choose well over Easter  27 March  Oxford Mail  
Oxford Times 
Witney Gazette  
Banbury Guardian  
Bicester Advertiser  
BBC Radio Oxford  
 

April 2015 

Breaking the Cycle 30 April BBC South (TV) 
BBC Radio Oxford 
Jack FM  
BBC Radio Oxford  
Abingdon Herald 
Oxford Times (x2) 
Oxford Mail (x2) 
Banbury Sound 

To note: Due to purdah rules no unnecessary pro-active press releases were released during April 


