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A summary of our year

2,617
people we have
talked and listened
to in our
communities

565
PALs enquires
dealt with

5

158

Patient
Participation
Group Chairs
network meetings

engagement
events and
stakeholder
meetings

Reviewed our
approach to
public
involvement

Launched our
three year
communications
and engagement
strategy

1
public
consultation

3
Somerset
Engagement and
Advisory Group
meetings
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Involving the public in our work
We want the people of Somerset to be able to live healthy and
independent lives, within thriving communities. We can only do this if
we work together with our partners in the health and care system and
with our patients and public.
We are committed to making sure that the patient and public voice is at the heart
of everything we do as move forward together. This year we launched our
communications and engagement strategy that sets out how we will achieve this.
Our objectives are:
to build trusted relationships with groups and individuals in Somerset
to encourage the public to have their say by making it as easy as possible for
them to talk to us
to make sure everyone can access information about what we are doing and
why we are doing it
to support our staff to hear the public voice in the commissioning of services.
Our objectives were produced following engagement with, and feedback from
patients, staff and partners.
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Our duty to involve
We have a legal obligation to involve the public both in how we plan
services and in any changes to current services. But this is not why we
do it. We do it because we passionately believe it is the right thing to do.
We are your NHS.
We have worked hard this year to broaden the way we involve people and their
communities in our work. This includes:
sessions for the public to come along and talk to us about our work at
community venues across the county
hosting Facebook Live events
attending Freshers’ Fairs at local colleges to hear from young people
building trusted relationships with our voluntary and community sector
organisations and attending their events
working with partner organisations to ensure we better share public views
including Healthwatch Somerset, Somerset Parent Carer Forum and Somerset
County Council.
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Our approach to engagement
We know that our patient and public involvement needs to be as
diverse as our population is.
We have committed to communicating and working with people in lots
of different ways and have visually displayed how we plan to do this
below. We hope this will help us hear more views going forward.
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Our people in Somerset
We also know that we need to be fair in our patient and public
involvement making sure that we are hearing from everyone. To ensure
we understand our population, we have clearly set out our
demographics as if Somerset were a village of 100 people.
48 people
would live in
a rural area

5 would be aged 0-4
15 would be aged 517
7 would be aged
18-24

95 people identify
themselves as
white British

16 would be aged
25-39

Average life expectancy
at birth

80
33 would be aged
40-64

84

11 adults identify
themselves as a
carer

19 people would
have a long term
health problem
or disability

13 would be aged 6574
11 would be aged
75+
9 people would
live in a deprived
neighbourhood

Inequality in life expectancy
is 6 years for men and 5
years for women

3 people would
identify as Lesbian,
Gay or Bisexual

64 people would be
Christian and 27 would not
have a religion or belief

3 people do not
speak English as
their first language

3 would
be veterans of
working age
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How we have listened
Somerset Engagement and Advisory Group
Somerset Engagement and Advisory Group (SEAG) is a representative group of
community stakeholders that check and challenge our work.
Three SEAG meetings took place this year and the group were asked for their views
on the following:
our communications and engagement strategy
health forums
Fit for My Future consultation and engagement
social prescribing
In April 2019, SEAG members told us that
local health forums were a good idea and
that they should return. Members gave us
some clear ideas about how these should
look going forward. These have been
included in our communications and
engagement strategy and we have started
partnership working to develop two
health forums (Yeovil and South Somerset
West)

SEAG members told us in July 2019 that
they would like to see closer working
between health and the voluntary and
community sector (VCS). They also told us
that they would like to see community
mental health services improve. The
Somerset mental health alliance has been
developed and is bringing us together with
Somerset NHS Foundation Trust and VCS
partners together to improve community
mental health services in Somerset.
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How we have listened
People Champions
Our People Champions are
people with lived experiences of accessing
services in Somerset or who represent service
users. They act as a critical friend on boards
and committees across our organisation. This
year we had 28 People Champions represent
the public voice on 12 boards and
committees. This includes representation on
our Governing Body.

Healthwatch Somerset
Readers Panel
We have used this panel four times this year
to check that our information is clear and
easy to understand. We have listened to their
views and made changes following their
recommendations.

Patient participation
groups
In Somerset, there are approximately 60 Patient
Participation Groups (PPGs) based in GP surgeries
throughout the county. They are patients who act
as “critical friends” to their respective surgery,
looking at how the surgery currently works,
setting objectives for the coming year and
agreeing how they can help to achieve those
objectives.
We understand the important role that PPGs play
in capturing the patient voice and because of this,
we facilitate the Patient Participation Group Chairs
Network. We held five meetings this year and
listened to their views on:
merger of Somerset Partnership and Taunton
and Somerset NHS Foundation Trusts
living with and beyond cancer care navigation
system
development of PPGs
our communications and engagement strategy
Fit for My Future mental health consultation
Fit for My Future community settings of care
engagement
our primary care strategy
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How we have listened
Fit For My Future
Fit for My Future is the health and care strategy for
Somerset. It aims to support the health and
wellbeing of the people of Somerset by changing
the way we deliver health and care services, to
become much more joined-up and located in the
community wherever possible, closer to where
people live.
This year we involved the public in decisions about adult mental health services and community
settings of care. This includes:
A one day workshop with a group of staff, service users, carers, voluntary sector
organisations and other stakeholders to work through and appraise three options for the
potential future location of our adults of working age acute mental health inpatient beds
Public consultation on our preferred option, to relocate mental health impatient beds, and
an engagement programme on our early thinking about how we could improve community
health and care services. 86 events took place, we spoke to 971 people and 1,375 surveys
were completed
For our consultation and engagement programmes we used a mixed method approach
including public meetings, listening events, social media, pop-ups at colleges, libraries and
other community venues
We also piloted a community asset based approach working with our voluntary, community
and social enterprise partners to hear directly from vulnerable and seldom heard groups
and individuals in Somerset. Six focus groups and 34 interviews took place as part of this
work.
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How we have listened
Patient Advice and Liaison Service
Our Patient Advice and Liaison Service (PALS) offers advice and support to
patients, their families and carers. We listen and respond to concerns, suggestions
or queries.
This year we received 564 PALS enquiries. Learning from PALS is used to inform
our wider engagement, commissioning decisions and improve the patient
experience. The main themes arising from PALS are:
access to services
waiting times for appointments
patient transport
communication
medications
data protection issues.

Making a difference
A Somerset patient contacted us regarding her
IVF treatment. The patient's treatment had
begun at Southampton and the patient was
requesting that her treatment be moved to
Bristol, closer to where she lived. We contacted
our relevant team who confirmed that it was
possible for the patient to move her treatment.
The PALS team provided the patient with the
necessary information for her to share with her
doctor, to continue her treatment in Bristol.

The PALS team were contacted by a GP
practice, regarding an ophthalmic
referral for baseline screening at a
Somerset hospital. The hospital were
unable to provide the service as they
were not commissioned. Working with
our relevant team the patient was
accepted for screening at an alternative
local hospital.
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How views are shaping services
"No wrong door? How about no door at all?"
We are redesigning community adult mental health community
services in partnership with people who use the services and local
charities. People have told us what is working well and not so
well. We are now working with them to build services that have
no barriers to entry and working together to design the
pathways.

Healthwatch Somerset told us people want
better data sharing between health
organisations
We have worked with partners to offer GP Record viewer across
Somerset. GP Record viewer lets health professionals see your
GP record when you need care. It works in a wide range of
health settings including hospitals, hospices and out of hours
doctors.

People told us they were traveling too
far for dermatology appointments
We noticed a number of concerns coming
through our PALS service about dermatology
appointments being too far away. We worked
with partners to triage patients to the most
appropriate service. This saved unnecessary trips
to hospitals in Bristol and Exeter by using
technological solutions (tele-dermatology) at
local GP surgeries.
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How you can get involved
We want the people of Somerset to help us develop their local health care
services and have real involvement in decision making.
There are lots of ways that you can get involved, have your say and help us
shape our services:
• join our citizen’s panel
• become a people champion
• sign up for our weekly engagement newsletter
• join your GP practice's patient participation group
• share your patient story with us
• get involved with Fit for My Future
• follow us on Twitter @somersetccg or Facebook @SomersetCCG
• attend a Governing Body meeting
• join our Somerset Engagement and Advisory Group
• attend our annual general meeting
• join Healthwatch Somerset
To sign up or find out more about other
ways to get involved, visit our website:

www.somersetccg.nhs.uk/
get-involved/

