
 

 

Category: Public Sector Team of the Year 

Company: Betsi Cadwaladr University Health Board 

 
 
Number of staff employed - including executive / support staff - and annual 

public relations budget: 

10 staff. 

 

Business objectives and analysis of team performance against budget over 

the past 12 months: 

As the only Health Board in Wales in special measures, there is no public sector 

organisation under greater scrutiny than Betsi Cadwaladr University Health Board. As a 

result, our team’s work is similarly scrutinised by the media, politicians and the public across 

Wales. Over the last year, the team has demonstrated outstanding work in the face of 

arguably the most challenging circumstances of any other team in the UK. 

BCUHB faces a range of challenges when delivering health care services to an aging 

population with increasingly complex healthcare needs, including increasing demand for 

services which the organisation must manage, while facing significant financial and political 

pressure, and ongoing recruitment challenges. 

However, there is a lot of positive work taking place that we support through our 

communications channels. We help our staff, public and stakeholders understand what the 

Health Board is doing and the plans for the future. We also need people to have confidence 

in this organisation as an employer and a provider of quality, sustainable healthcare. Our 

communications support the development and delivery of our long-term organisational 

strategy, and the priorities set out in the three-year-plan that supports it. 

Our objectives were: 

 Protect and enhance our reputation 

 Enhance our digital communications channels 

 Help people to understand our organisational strategy, three-year plan priorities and 

the case for service change 

 Work with partners to improve the health and wellbeing of the communities we serve. 

 



In 2018/19, the team: 

 Responded to 327 separate press enquiries. In many cases, queries on individual 

issues were submitted by numerous different media outlets. In the majority of cases, 

this was in relation to concerns around care, service delivery or management issues 

across North Wales. In every instance, a Health Board response was included in any 

subsequent coverage. Numerous enquiries had no subsequent coverage due to the 

team’s ability to clarify information and address misinformation 

 Developed 252 separate items of content, resulting in more than 700 cuttings across 

print, online and broadcast media promoting NHS services in North Wales and 

significant reach via social media. Content was aligned with the Health Board’s 

organisational strategy, and served to support public confidence in services and 

educate on service change 

 Grew social media following by 27% (22,000 to 30,000) 

 Reached more than 9,000,000 people via social media (cumulative Twitter 

impressions and Facebook reach) 

 Generated more than 170,000 interactions with social media users via a reaction, 

comment or share 

 Published more than 3,500 pieces of content (all images and video created in-house) 

on social media in relation to themes within our social media plan 

 Engaged with a number of comments both on our own channels and as the Health 

Board elsewhere within community groups to ensure that we continue to be part of 

the conversation by proactively engaging with the public and providing up to date 

information 

 Maintained a 100% response rate to direct messages on social 

 Embraced Facebook’s focus on building communities by supporting our staff to set-

up their own support groups for service users to join once they have left the hospital. 

All activity was undertaken in-house with no external or agency assistance. 

 

A brief overview of business / team strategy: 

We manage the day-to-day communications, marketing, PR, media and digital functions for 

one of the largest and most complex NHS organisations in the UK. We aim to engage with a 

population of about 700,000 including our staff of 17,000, with an annual budget of just 

under £500,000 to support us. 

Our dedicated team of professionals support the delivery of our organisational strategy by 

coordinating and delivering innovative communications plans, working to clear objectives to 

effectively measure success and drive improvement. 

 



A summary of commitment to CPD and professionalism: 

Given the financial restraints in the NHS, opportunities for formal training and CPD can be 

hard to come by. Despite this, all members of the team attend CIPR and NHSi workshops 

across the UK, and are scheduled to present at a future event on innovation in internal 

communications. 

We’ve revamped the way communications activity is shared within the organisation, helping 

ensure the communications function is recognised as an integral part of the Health Board’s 

operations. 

We have set professional standards which all members of the team follow, ensuring we 

provide a professional, quality service to the organisation. 

 

A summary of recent outstanding achievements:  

We are the first Health Board or trust in the UK to use an innovative internal communications 

app. The app gives staff who don’t routinely use electronic devices in work access to internal 

communications via their smartphone. After developing it over the last 18 months, we 

launched the app in January 2019, and have since been contacted by a dozen other NHS 

organisations with similar interest in implementing an app. 

As part of special measures assessment, the team’s contribution to engagement with the 

North Wales population was singled out as being an outstanding example of good practice, 

and a significant factor in this area of the organisation’s performance being lifted out of 

special measures. Our use of social media to engage with the public in particular was 

commended by Welsh Government and independent assessors as being exemplary. 

In November 2018, we managed our Achievement Awards. Fundraising activity generated 

more than £17,000 toward the cost of running the event, minimising use of public funds. 

Work on our 2019 awards has already exceeded this amount. 

 

A summary of a campaign you are particularly proud of, including details of 

the brief, objectives, strategy, tactics, outputs, outcomes and budget: 

Our Safe Clean Care campaign has contributed to a tangible improvement in our hospital 

acquired infection rates. A finalist for a CIPR PRide award 2018, the campaign has 

continued this year and lead to the Health Board now performing as one of the best 

organisations in the NHS in Wales against recognised national infection prevention metrics. 

The objective was to encourage staff to ensure they followed infection prevention guidelines 

and improve compliance with infection prevention training. Tactics included celebration 

events to thank staff for their engagement, branded newsletters and content shared with the 

staff who are driving change, and sharing content via social media to raise morale and boost 

public confidence in our care. 

The campaign has no budget, and is run in-house using the team’s expertise and 

relationships with staff. 

 


