2018: THE YEAR IN NUMBERS...
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We received and analysed over 17,000 completed
questionnaires in response to surveys on the introduction
and design of extended access to primary care services.

YOU SAID,

WE DID

2018

Our reach and engagement on social media has increased,
with over 5,000 followers across Facebook, Twitter and
Instagram. Following requests from our patient members
we have also created a Facebook group to help share views.
Young people from across Hertfordshire were inspired to
consider a career in Health and Social Care at our annual
Future Heroes careers expo held at the Fielder Centre in
March.
People pledged to undertake a healthy activity, such as
stopping smoking, getting active or giving blood to
support the NHS as part of our 70th Birthday celebrations
in 2018.
Following feedback from our patient members, we have
developed a weekly newsletter, Herts Health Matters,
which is currently sent to 240 subscribers. Sign up here:
www.enhertsccg.nhs.uk/hertfordshire-health-matters
We have delivered dementia friends information
sessions to over 50 health professionals and community
groups, raising awareness of dementia within our
community.
As part of the national ‘Takeover Challenge’ initiative, we
invited eight young carers to ‘take over’ our senior
executive at the end of November. We now hope to make
them a permanent feature of our youth engagement .
Patient members have been involved in seven
procurement processes over the course of the year,
including Cheshunt Minor Injuries Unit, ophthalmology
and anti-coagulation services.
Following the success of last year’s Dealing with Diabetes
workshop, we supported a further three seminar events
which were led by one of our patient members and
focused on diet and management of the condition.
To top the year off our communications team developed
the NHS 7-tree for the St Francis Christmas Tree Festival!
Staff from across the CCG got involved in creating
decorations, which ended up winning one of the Festival’s
prize categories.

A BIRTHDAY TO REMEMBER!

T

hroughout 2018 we’ve been celebrating the 70th
birthday of the NHS and it has been heartening to
hear the positive feelings and admiration that
people have for this unique national institution. Whether
it’s been through our community events or regular patient
group meetings, we have heard countless examples of
amazing care and support from our partners and
stakeholders, and of course from you!

on the difference patient and public participation is
making to the CCG’s everyday work. We hope that this
newsletter is the start of that process - and we look
forward to providing you with feedback in a variety of
different ways on the work and ideas you have contributed
and the influence you have had on NHS services.

Another key area of development for us is our digital
engagement activity, and we would love it if you could
At the beginning of the year, our focus was to refresh and take a little time over the holiday period to visit our
revive our engagement activity, with the development and website, our social media channels (if you’re on them!)
publication of our public involvement and engagement
and sign up for our weekly email newsletter.
strategy. The strategy was developed with patient
Finally we’d just like to take the opportunity to wish you
members through a series of workshops, in response to
all a Merry Christmas and hope you have a fantastic new
assessments and guidance from NHS England and the
year. We look forward to
National Association for Patient Participation (NAPP).
seeing and working with you
A key commitment within the strategy was to report back in 2019!

YOU SAID,

WE DID

2018

East and North Hertfordshire CCG is committed to working in partnership with
patients to ensure we design, develop and manage health services that meet
your needs. Here are just a few projects that we have collaborated on this year,
and what we have done (or are doing) as a result of working with you.

‘Extending Access’ to GP services
One of the biggest areas of concern from the 17,000
patients who respond to the questionnaire was that
early morning, evening and weekend appointments
should be prioritised for people of working age, or
those unable to attend appointments during the day.

To support the development and introduction of
extended access to GP services in east and north Herts,
we surveyed the views of our population on the types
of service they would like. Details of the questions we
posed are set out on the CCG’s website at:
www.enhertsccg.nhs.uk/extended-access

Appointments are based on clinical need and urgency
and while this could (and should) not be changed, we
targeted working age patients with our awarenessraising campaigns. We paid for advertising on social
media sites such as Facebook and Instagram to
promote the additional appointment times.
We are continuing to work with our primary care team
to develop the service - monitoring the uptake of
appointments and engaging with patients to assess
their awareness and satisfaction with the service so far.

Patients influencing service design
Two examples of service development that public
members have directly influenced are the procurement
of a minor injuries unit (MIU) and phlebotomy (blood
taking) services.
Two patient members were recruited to join the project
steering group for the Cheshunt MIU and advocated for
clearer communications and availability around the x-ray
service at the hospital. This was prioritised and a
temporary x-ray service was installed with information
sent out to the community. Patient members continue

to sit on the project delivery board and are supporting
the new provider to develop links with the community.
To support the design of our phlebotomy service, views
were gathered from both the extended access surveys
and a specific questionnaire undertaken by patients at
blood testing clinics. Accessibility and increasing the
locations for blood testing came across as a key priority
and we ensured that this was reflected in the service
specification. A patient member sits on the procurement
panel to feed in his expertise and advice.

Beating Cancer Together

We have worked with patient members to improve the
information on our CCG website and those of our
provider organisations and GP practices. Patient

Stroke aware
Following the redesign of stroke
services, which included the
closure of the acute stroke unit at
Princess Alexandra Hospital in
Harlow and the development of
the Hyper Acute Stroke Unit at
Lister Hospital in Stevenage, we
committed to deliver stroke
awareness information to local

Patient members have been instrumental in developing
our ‘active signposting’ programme for administrative
staff in primary care. Active signposting works through
training and supporting administrative staff in GP
practices to manage appointment requests and
signpost patients to suitable alternative services.
In response to concerns expressed by patient members,
we have amended areas of the programme, particularly
around mental health, but also to reflect the realities
and needs of busy practices. Communications
promoting the project were also tailored in response to
patient feedback.
For the year ahead, we are working with patient
members to improve the links between our recently
introduced community navigators who are responsible
for a lot of our social prescribing in east and north Herts
and our GP’s patient participation groups.

residents.
As part of this, we worked with patient groups and
survivors of stroke to develop basic materials to promote
awareness of stroke symptoms, and particularly of
Transient Ischaemic Attacks (TIAs). Following the
development of materials, we put together a stroke
information pack - which we sent to local businesses and
organisations to utilise as part of their work wellbeing
schemes. So far 11 organisations have requested
information including Ocado, Liverpool Victoria (LV), The
Wine Society, Headway and a range of local authorities.

Young carers take charge of the CCG
At the end of November, we invited members of the
Carers in Herts Youth Carers Council to ‘take over’ our
executive team as part of the national takeover

challenge initiative. The young people worked directly
with staff members across the CCG, and have come up
with a proposal to develop a Young Carers app. The app
would work as a discount card and proof of caring
responsibility. The group also proposed an awareness
campaign on what a young carer does, for health and
social care professionals and teachers.
We have committed to continue working with the
Young Carers Council to develop those projects and
support the delivery of both the app and the awareness
campaign, and working with both Carers in Herts and
our service providers across east and north
Hertfordshire.

Involving and engaging our patient population...

Two public members are contributing their ideas and
expertise to our cancer steering group, which aims to
improve the prevention, detection and treatment of
cancer in our area.
Those members have come up with ideas to improve
the awareness and understanding of cancer particularly prevention, signs and symptoms, and
encouraging attendance at screening appointments.

Supportive Signposting
& Social Prescribing

members are also helping develop an interactive
education session called ‘Beating Cancer Together’ that
can be delivered to groups or undertaken online. We
hope to launch the programme in 2019 and are working
with public members to develop the volunteer
programme that goes alongside it. Keep an eye on our
website for more information on this exciting project.

Over the course of the year, one of the areas we’ve put
a focus on is our own engagement with practices. In
response to two workshops held with patient members,
we have co-produced and published a two year public
engagement strategy which was approved in the spring
and can be found here: www.enhertsccg.nhs.uk/getinvolved
Additionally, we have sought to respond to NHS
England’s assessment of our engagement activities as
part of the recent Assessment Framework, along with

the support offered by the National Association of
Patient Participation at the end of 2017.
We are working to significantly improve our digital
engagement, along with support for specialist groups, to
ensure that our entire population is represented in our
decision making. We hope that this document gives a
flavour of the activities we have undertaken to achieve
this. In 2019 we hope to continue to make progress,
delivering the second part of our strategy and applying
the learning from this year’s activities.

