


Welcome 
Antony Tiernan, @NHScommsorg 



Chair 
Rachel Miller, Director, All Things IC  
@AllthingsIC 
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Happy 70th birthday 
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What is precious? 

Valuable 



Resistant 
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How can we resist corrosion? 



Scarce 
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How can we make the most of what we have? 
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London Ambulance Service - closed  
Facebook group 
 
Alex Bass,  
Head of Internal Communications & Digital Media 
 
Stuart Crichton,  
Assistant Director of Operations  
(Service Improvement) 





Our closed Facebook group 
 
•  What is our Facebook group? 

 -  Different things to different people 
 -  A barometer 
 -  But not an online utopia!   

 
•  Winning our award 



A history of Facebook groups & LiA 
 
•  In 2011 I used Facebook groups to connect with 

around 120 staff 
•  Joined Listening into Action (LiA) 

(www.listeningintoaction.co.uk/index.php) – a 
great place to share ideas 

•  LiA was set up as a platform in 2013, unleashing a 
beast! 

•  Peer moderator group set up in summer 2015 



Where we are now 
 
•  3,600+ members – and 90% of them active in the 

last month 
•  609 posts in December, and 2,800 in six months 
•  More than 150 comments and around 780 

reactions a day 
•  In six months (15 July to 18 January): 
  -  2,826 posts 

 -  28,518 comments 
 -  113, 677 reactions 



Activity round the clock… 
 



A busy Christmas Day 





Hundreds of videos and thousands of 
photos 
 



Role of the peer moderators 
 

 To be an unbiased voice of reason 
 Does it pass the FOI test – how would the public 
 react if leaked? 
 Adherence to the house rules 
 Sharing questions and getting answers offline 
 Managing new joiners and leavers  
 (a big task!) 

 



Our do’s and don’ts 
 



The good  
 
 



The not so good  
 
•  28 December 
•  Winter pressure 
•  “I just want to 

 know what 
 happened last 
 night”  

 
 
 



When posts become public – our 
computer system failure 
 
 



What would we do if we were starting 
again? 
 
•  Clear rules 
•  Peer group from the start 
•  A representative peer group from all roles 
•  Get the senior team on board  
•  Be proactive in posting and sharing information 
•  Need a team to manage membership 
•  Be brave! 

 



Want to know more? 
 
Alex Bass 
@AlexBass75 
alex.bass@lond-amb.nhs.uk 
 
 



Milton Keynes University Hospital 
NHS Trust - The Event in the Tent 
 
Kate Burke,  
Director of Corporate Affairs  
 
Jacob Prichard,  
Comms Manager 





Roll Up, Roll Up! 
 

  The Event in the Tent was a three day event held in May 
featuring a mix of workshops, presentations, discussion 
forums and exercise classes. 

 

  It was held on-site in a marquee, with each day beginning 
early and finishing late. 

 

  The event was all about our staff who helped to formulate 
the agenda. 

 

 Own clear brand and identity from the start 



Why the Event in the Tent?? 
 
 Good staff experience vital to good patient experience – 
wanted to give a visible commitment to staff wellbeing and 
engagement 

 

  It offered something different with a ‘safe space’ for more 
meaningful engagement (the tent was as important as the 
event!) 

 

  The event was an opportunity for all staff to be heard – to 
share ideas and raise concerns and to access peer 
support networks 

 

 



Aims and objectives 
 

Aim – to improve staff experience using a visible, dynamic 
and engaging event that focused on health and wellbeing, 
sharing best practice and promoting support networks.  
 

Objectives: 
 

  To create an open, honest and collaborative organisational 
space to share ideas 
  To support and invest in staff health and wellbeing, reduce 
sickness and increase morale 
  To support the recruitment and retention of staff 



The format 
 
 

 Day 1 – health and wellbeing 
 

 Day 2 – achieving excellence 
 

 Day 3 – improving staff and  
     patient experience 

 
  Each day featured key note speakers 

     and interactive sessions 
 





What worked – what we will do differently this year 
Good Challenges for this year 

- Over 1,000 attendees across the three 
days 

- It was difficult to reach all staff (e.g. 
those working night shifts) 

- Some high profile key note speakers, 
including Sir Antony Seldon  

- Staff couldn’t necessarily get off the 
wards to attend multiple sessions 

- Created a buzz around the 
organisation over the subsequent weeks 

- Sessions only ran once – if you missed 
it, that was the only opportunity 

- Empowered individuals to make 
changes in their local areas 

- Stats on the staff who attended was 
hard to capture 

- Improved visibility of the exec team 
and helped to develop a more unified 
organisational culture 

- The configuration of the tent meant that 
you walked straight into the presentation 
– a foyer would be useful 



Keeping the conversation going 
 
  The Event in the Tent will take place every May, hopefully 
becoming a highlight in the annual events calendar 

 

  2/3 pop up events will be held throughout the year 
focusing on key topics and staff areas 

 

  ‘You said, we did’ boards to be displayed, demonstrating 
changes made as a result of the feedback 

 
 Staff can bring ideas to the engagement group throughout 
the year 



Want to know more? 
 
Kate Burke 
@KateBurkeNHS 
Kate.Burke@mkuh.nhs.uk  
 
Jacob Prichard 
@Jacob_Prichard 
Jacob.Prichard@mkuh.nhs.uk  



South West Yorkshire Partnership 
NHS Foundation Trust – Improving 
internal comms 
 
Kate Henry,  
Director of Marketing, Communications and 
Engagement 
 
Jude Tipper,  
Head of Communications and Involvement 





We started with insight  

57% 

2015 

Yes 

Not sure 

No 

Do you feel that you are kept up to 
date with what is happening across 
the Trust? 

13% 

30% 

How do you feel about the way the 
Trust communicates and engages with 
you? 

45% 

2015 

Very satisfied/ satisfied 

Neutral 

Dissatisfied/very dissatisfied 

32% 

23% 



We listened and responded 

Monday news Friday blog 

Weekly chief 
exec huddles 



We listened and responded 

Monthly 
team brief 

•  Annual listening events 
•  Annual Excellence awards  

Intranet 



We kept checking in with staff 



We kept checking in with staff 



We made a difference 



We received good feedback 
CQC inspection report, April 2017:  

“Staff at all levels told us how the internal 
communication within the trust had improved 
since the last inspection” 

“…increased communication had enhanced 
the transparent and open culture that existed 
across the trust.” 

“…staff articulated a change in culture across 
the organisation and demonstrated a clear 
understanding of the organisation’s vision 
and values, and the trust’s direction of travel.” 

2016 NHS Staff Survey  

Statistically significant 
improvement in number 
of staff reporting good 
communication with 

senior managers  



And we’re not done yet… 





“You say it again, and you say it again,  
and you say it again, and you say it again  

and you say it again, and then again and again and again  
 and about the time that you're absolutely sick of saying it 

 is about the time that your target audience 
 has heard it for the first time.” 

                                                                                         Frank Luntz 

 
 



Why?  
•  Upholds our values; it’s the right thing to do 
•  Improving our health improves care outcomes 
•  Helps attract and retain great staff  
•  £407k CQUINs 
•  Response to feedback 

 

How? 
•  Collaboration and co-production 
•  Insight based 
•  Sequenced  



Wellbeing workstreams 

•  Flu   
•  MSK 
•  Stress 
•  Lived experience 



Toilet door posters 

Texting story animation 



Banner stands 

36pp magazine 
Wall graphics 



The Brief 

The intranet 

Chief exec blog 



Print and digital 



Will look at a range of metrics including : 
 

•  Staff survey/CQUINS 
•  MSK/stress referrals 
•  Health checks 
•  Applications for retreat 
•  i-resilience downloads 

 

Evaluation   
 
 
 
 



Internal comms survey  
 •  93% recalled seeing the brand in the last 3 months 
•  Where did you see it? Top answers – toilets and magazine 
•  What does it mean? 208 responses; vast majority repeating our key 

messages. Eg: 
•  “All of us matters - head to toe, inside and out” 
•  “We need to look after ourselves first in order that we can look after 

others” 
•  “Keeping well at work is everyone's responsibility “ 
•  “Being well and staying well, mind and body...so we can be well not only 

for ourselves and our families but also for our patients, the people who 
need us at our very best” 

•  “All of us matter and we have wellbeing support for all of us” 



Want to know more? 
 
Kate Henry 
@KateHnry 
Kate.Henry@swyt.nhs.uk 
 
Jude Tipper 
@JudeTipper 
Jude.Tipper@swyt.nhs.uk 
 



Derbyshire Community Health 
Services NHS Foundation Trust – 
Bringing sexy back  
 
Rebecca Oakley, 
Head of Communications and Engagement 
 



Speed dating bit 
•  Specialist community trust 
•  4500 staff (1300 community) 
•  205 sites 
•  98% Friends and Family score 
•  3.96 2016 engagement  

 score (highest community) 



The Challenges 
•  205 sites 
•  Community teams  
•  Lack of access to IT 
•  Most comms messages  
     sent electronically 



What and why? 
 
 



What and why? 
 
 



What and why? 
 
 







Where are we now? 
 
•  Quarterly 
•  Staff focused 
•  No internal adverts 
•  Chart of Lust/DCHS 
•  Photography investment 
•  Pushed the language 
•  Amazing design!! – space! 
•  Print run of 2000 versus 400  
 
 





What next? 
 
•  Online Blog V monthly 
•  Getting it right 
•  Keep it fresh 
•  DCHS celebrities – eat your heart out Justin 

Bieber!! 

 





Want to know more? 
 
Rebecca Oakley 
@RebeccaDCHS 
Rebecca.Oakley1@nhs.net 
 
 



Questions 
Rachel Miller, All Things IC 



Thank you 
Antony Tiernan, @NHScommsorg 


