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#UnAwards18 ENTRY // NOMINATION FORM

Please complete this entry form and email it to admin@comms2point0unawards.co.uk 
by 25 October 2018 (midnight)

You are able to send one piece of supporting information to help with your entry (but 
please only send one as our judges will not be able to look at any more than this) 

Thanks.

your name
Joe Atherton

your email address
joe.atherton@nhs.net 

your organisational @twitter
@MLCSU

your personal @twitter [optional]

category entered
Best comms/digital team

name of organisation/team/individual 
being entered/nominated

Midlands and Lancashire Commissioning Support Unit 
(MLCSU) – Campaigns, Creative and Digital team 

name of entry
NHS Birmingham and Solihull Clinical Commissioning 
Group (CCG) website build 
https://www.birminghamandsolihullccg.nhs.uk/ 

date project delivered [to / from]
16 January to 1 April 2018

campaign/project budget
Approximately £20,000

brief description of objectives
The aim of the project was to develop an aesthetic 
website that utilised industry-leading functionality, 
Search Engine Optimisation (SEO) and user experience 
mapping to deliver a powerful user journey for the 
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patients and public of Birmingham and Solihull.

We wanted to create an accessible digital platform that 
incorporated several parts of the Birmingham and 
Solihull CCG digital ecosystem (website, internal and 
external stakeholder communications and social media 
channels) within one solution.

brief outline of strategy/plan
We implemented established internal processes 
alongside expert project management to help plan an 
end-to-end project inclusive of the three strands of our 
communications and engagement service: 

 Engagement, Involvement and Insight
 Media and Editorial
 Campaigns, Creative and Digital.

By assigning a named project manager to oversee the 
project from conception to completion, we were able to 
plan and deliver a holistic approach to the project that 
incorporated several elements of the full 
communications service.

Utilising this approach, our named project manager was 
able to deliver a project and deliverables that aided in 
the merging of three major West Midlands CCGs’ digital 
ecosystems. 

The project manager was able to draw upon wider 
experience from our at-scale service to help deliver a 
plan of action to align the three CCGs with the direction 
of travel identified for the future of health and social 
care. In the near future, we will begin to see the blurring 
of boundaries between NHS organisations themselves, 
as well as between NHS organisations and local 
authorities. The merging of three West Midlands CCGs 
into one, larger CCG allowed for cost savings across the 
board. By implementing this project and supporting 
Birmingham and Solihull CCG in the creation of one 
jointly administered website, we were able to align their 
outputs with future NHS plans as well as demonstrating 
cost and time-savings.

Before the commencement of the project, a production 
schedule was created highlighting each of the key 
stages of implementation, including:

 Defining the brief
 Creating design concepts
 Configuration of the website
 Content creation, editing and proofing
 Capturing bugs and issues
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 Fixing bugs and issues
 Final sign off
 Website launch.

Utilising the production schedule tool allowed us to co-
create this website, working closely with nominated 
digital leads and content leads from within the CCG to 
deliver appropriate, engaging content and functionality 
within the website.

A key part of the production schedule was weekly 
teleconferences and progress reports with the client. 
This helped to ensure the project ran smoothly and the 
client was kept up to date with weekly catch up 
meetings arranged in advance to discuss the progress 
of the website. 

Utilising an effective combination of our at-scale 
support, spanning the three service lines from within our 
communications team, industry-leading project 
management techniques and tools, cutting-edge digital 
design and website configuration, we were able to 
deliver a bespoke digital tool that will help Birmingham 
and Solihull CCG deliver against their corporate 
objectives and digital communication goals in the future.

We were able to use our knowledge of the NHS, 
alongside our creative digital design and website 
configuration skills to deliver a website that not only met 
the current requirements and objectives of the newly 
formed organisation (BSCCG) but was also scalable for 
the future and able to flex and deliver against future 
requirements in an ever-changing NHS environment.

what did you deliver and how did you 
measure it?

 The website went live on time in accordance to 
the production schedule 

 Since going live the number of users on the 
website has increased, in April the average 
number of users was 561 whereas in October it 
has risen to 874 users

 During the summer period between June and 
August there was a spike in the number of users 
with a record high of 2,129

 In October 2017 there were 113 users on the 
Birmingham CrossCity website, 127 users on the 
Solihull CCG website and 192 users on the 
Birmingham South Central CCG website. In 
October 2018 there were 874 users on the 
Birmingham and Solihull CCG website

 This shows a big increase in users to the 
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Birmingham and Solihull CCG website. This can 
be attributed to the dramatically improved user 
journey, and the website is SEO friendly and is 
compatible for all devices. This is vastly important 
today as we are aware that more and more 
people are interacting with websites through 
smartphones and tablets

 In addition, there has been a big increase due to 
the forming of the CCGs and the launch of the 
new website

 The Birmingham and Solihull CCG website has 
been live for six months, which has given Google 
time to index the website and scan it with robots. 
The result is that the SEO is driving more users 
to the website through Google searches.

what were the outcomes/benefits?
We delivered a cutting-edge digital tool that helped 
Birmingham and Solihull CCG reduce their digital estate 
from three separate websites into one aesthetic, easy-
to-navigate site that utilised a bespoke user journey to 
deliver against their web goals. 

We also delivered a scalable website that, with 
consideration for the current NHS environment of 
change, could grow or shrink as required as NHS 
England requirements for CCGs changes. We also drew 
upon our working knowledge of the NHS to deliver a tool 
that wasn’t shackled to a single direction of travel. This 
meant that this website was not only suitable for the 
current NHS environment and would deliver against 
wider NHS and CCG corporate objectives, but could 
also flex to be amended to be relevant regardless of 
future changes within the NHS direction of travel. 

We also equipped CCG staff with the ability to develop, 
enhance or create content, pages and functionality 
within their own website. Granting this level of autonomy 
meant that Birmingham and Solihull CCG could maintain 
a cutting-edge platform without external support, leading 
to cost-savings for the organisation. 

Our creative team created a new brand identity for the 
CCG. This identity was not limited to the website and 
can now be used across other digital channels as well 
as across internal communications and any marketing or 
printed collateral. This brand works within NHS branding 
guidelines while delivering a recognisable individual 
brand. 

By using a holistic, end-to-end approach to this project 
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we were able to incorporate each service line from 
within our communications and engagement service to 
deliver a product that incorporated:

 Cutting-edge digital design
 Animation
 User experience (UX) mapping
 Search Engine Optimisation (SEO)
 Proofing and editorial
 Co-production with the client
 Industry-standard project management processes 

and tools
 Industry-leading configuration processes and 

tools to deliver bespoke functionality.

Benefits at a glance:

 The user journey has been vastly improved, we 
received great feedback from the client and there 
has been an influx in users to the new and 
improved website

 The user journey has decreased the bounce rate 
on the website up to 20 per cent. Birmingham 
and Solihull CCG have an average bounce rate 
of 50 per cent. Whereas, the Birmingham 
CrossCity website has a bounce rate of 60 per 
cent, Birmingham South Central CCG has a 
bounce rate of 70 per cent and Solihull CCG has 
a bounce rate of 60 per cent

 We co-produced this website in conjunction with 
CCG staff. Coupled with our ‘train the trainer’ 
approach to enabling CCG staff to maintain and 
update their own website, this meant that they 
had a powerful digital tool with the ability to use it 
to the fullest potential

 We used wider expertise from within our at-scale 
team to help add value to the website. We 
produced an animated infographic to help 
communicate difficult or complex CCG 
messaging around outputs and expenditure in an 
accessible way. This animation also helped 
improve the user journey on the website, 
provided an eye-catching draw for all new visitors 
to the website.

Client testimonial:

Caroline Higgs, Communications and Engagement 
Manager for NHS Birmingham and Solihull CCG, said: 
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“As the largest clinical commissioning group in England 
we needed a new, modern and functional website.

“With the merger of NHS Birmingham CrossCity, NHS 
Birmingham South Central and NHS Solihull CCGs, our 
brief to Midlands and Lancashire CSU was to create an 
intuitive, cutting-edge website which complies with 
industry-leading standards.

“We have ended up with an aesthetically-pleasing 
website which takes our users on a clear and easy to 
navigate journey. The animation on our homepage 
succinctly describes who we are and what we do for our 
population, as well as how they can find out more.

“Midlands and Lancashire CSU’s Campaigns, Creative 
and Digital Team worked closely with our in-house 
Communications and Engagement Team to deliver a 
robust solution that has met our digital communications 
goals. The service provided by the team was excellent 
and delivered within our agreed timeframe to a very high 
standard.”

tell us why you should win 
[in no more than 100 words]

The outcome of the project was an aesthetically 
pleasing website that delivers cutting-edge design and a 
strong brand and identity for Birmingham and Solihull 
CCG while retaining a prominent NHS focus and 
working within the NHS brand guidelines. 

The delivery of the project supported the strategic 
redevelopment of three NHS organisations in-line with 
national plans for integration between health and social 
care entities. 

Through effective project management and the full use 
of at-scale support we delivered an innovative platform 
that bolstered the client’s digital presence. This was 
made possible by utilising the working model we 
currently have in place.  


