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How Frimley and Surrey Heartlands ICS’ will
continue to act upon Recommendation 3

Recommendation 3

Explore ways in which they can highlight to patients the right services for their needs to
ensure they do not attend A&E when their condition does not require them to
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Surrey Heartlands and Frimley are jointly using communications to support
the public to choose services wisely

System commitments: what's expected of us

§* Actions at system/ICS level g

ﬁ* Actions at regional level i

Ensure signposting messaging is
accurate and consistent across ICSs
and providers in your region.

Amplify national campaigns and
cascade regionally.

Ensure take-up of campaigns at
provider level i.e. length of stay or
flu campaigns.

Ensure local campaigns are
consistent with national

messaging.

Work in partnership to co-ordinate
consistent messaging across your
ICS area.

Ensure messages/campaigns are
shared, where appropriate, to your
strategic partners such as local
councils and voluntary sector.

A ) .
E’ Actions at provider level g

Ensure promotion of length of stay
campaign within your trust.

Work with ICS and regional
colleagues to ensure
understanding of other system
pressures (i.e. NHS 111) before
sighposting patients to alternative
services at busy times.
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Shared Actions of Surrey Heartlands, Frimley ICS” and Surrey
County Council being taken to support communications
and citizen engagement

Leading system-wide communications

* As part of our system-led communications and engagement approach, we proactively reinforce national
campaign messages across the ICS. Proactively sharing messages across our full suite of channels and
platforms about where to seek help, and how to use services appropriately, forms a key part of this
strategy.

* On a day-to-day basis, we reinforce national messaging through a range of different channels and tactics
including social media (including paid advertising to target specific areas or demographics where
needed), our CCG and ICS websites, the media (including putting a trained clinical spokesperson on radio
to reiterate key messages), promotion of national campaign assets (including Help us Help you and Think
111 First messaging) and other forms of advertising, where needed.

* We also work closely with local partners including Surrey County Council, public health, district and
boroughs and our providers to co-ordinate activity and campaigns, sharing assets to further amplify
messages and maximise the use of all channels to reach and engage Surrey residents. This includes
actively contributing to bi-weekly winter/ system planning meetings, meetings of the Surrey Health and
Wellbeing Board communications Group and bi-weekly meetings with provider comms leads across
Surrey Heartlands to ensure a coordinated approach.
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Surrey Heartlands Specific Actions

Actions being taken to support communications
and citizen engagement (continued)

Activating our Opel communications plan in response to sustained system pressure

* We work closely with the urgent care team to increase communications activity at times of
sustained system pressure and we have well established protocols in place.

* This includes the activation of our Opel Communications Plan in January which triggers additional
communication activity to increase the flow of messages and support the wider system during
periods of significant pressure.

* The activation of this plan results in an increase in social media activity (linked to data insight
where available — e.g. targeted messages to parents following an increase in paediatric ED
attendances), specific and targeted information being shared through our networks, website
updates and collaborative work with broader system partners to amplify key messages and
enhance their reach to achieve greater impact.
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Actions being taken to support communications
and citizen engagement (continued)

In addition to the activity mentioned, the following campaigns are also in train to further amplify
messages and help people understand how to access services appropriately.

Help us, help you campaign — having secured match-funding from the regional team, we are developing
a multi-channel campaign that is due to launch in November 2021.

Working with a full service creative agency, the campaign will take a more creative approach to help
educate people on which service to access when (based on their clinical needs). Campaign activity will
include the development of an animation and other assets, targeted paid for social media advertising,
outdoor advertising, radio and the creation of a micro-site that will sit under the ICS website. As part of
the campaign, we will be working closely with Surrey County Council and other partners to amplify reach
and we are also exploring plans to work with schools to incorporate a focus on behavioural change,
educating young people on how to choose the right services in a fun and engaging way.

As part of the broader ‘Help us help you’ message, we are also supporting providers with the
introduction of the streamer tool in A&E and messages linked to this. We are also working with national
colleagues to further develop our communications plans as part of a national ‘Further, faster’ pilot.

Our campaign will complement the national Help us, help you message and we will also reinforce the
national NHS111 campaign across the ICS, when this campaign launches in November.
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Actions being taken to support communications
and citizen engagement (continued)

The joint ‘Face of support’ mental health campaign across Surrey Heartlands and Frimley

Following an increase in demand for mental health services, linked to the pandemic, we are also
working as a systeméwith provider, Surrey County Council, district and boroughs, public health and the
voluntary sector) to deliver a ‘Face of support’ campaign.

Campaign activity includes the refresh of the Healthy Surrey website mental health pages, the
development of a series of local assets for use on social media (including videos where staff talk about
how to look after your own health and weIIbein§ and how to access support), paid for social media,
outdoor advertising and a leaflet door drop to all households in Surrey (planned for November 2021 and
also to include some wider system/ 111 messages).

The campaign is already live on social media and further activity will launch to coincide with World
Mental Health Day on 10 October 2021.

Given the increase in the number of young people accessing support, there will also be a separate
element of the campaign that will focus on young people —how they can stay resilient and look after
their own emotional wellbeing, also with signposting to the new Surrey Mindworks service. Assets and
matelrials will be an extension of the ‘face of support’ creative but will be developed to appeal to young
people.



T T abed

Actions being taken to support communications
and citizen engagement (continued)

Boost your immunity campaign

We are also actively promoting the national ‘boost your immunity’ campaign across the ICS,
working with partners through a range of multi-agency groups.

This includes working closely with Surrey County Council colleagues to target communications at
specific cohorts (e.g. 12-15 year olds and other cohorts for Covid vaccinations/ boosters and
cohorts that form part of the flu vaccination programme), using a range of different channels and
tactics, supported by broader outreach work with communities, particularly in areas of lower
uptake (e.g. pregnant women).

Campaign activity is far reaching and includes social media (including paid for advertising), articles
in publications, websites and the inclusion of messages in a door drop to all households in Surrey.
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* Coordinated communications to help with K |
signposting to services e.g. “Know Where to Go”
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* Using every contact as an opportunity for a positive
conversation &
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