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Putting 
safeguarding 
at the heart of 
everything we do
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We are OPG 
 
Established in 2007, the Office of the Public Guardian (OPG) is part of the Ministry of Justice (MoJ) group of agencies. 
We protect people who may not have the mental capacity to make certain decisions for themselves.  

Where people lack mental capacity, we support those who act on their behalf to make good decisions. We supervise 
court-appointed deputies and investigate concerns about the conduct of attorneys and deputies to protect the interests 
of adults at risk. 

We provide a service for people creating lasting powers of attorney (LPAs). If someone, through age-related diseases, 
injury or otherwise, loses the ability to make certain decisions for themselves, an LPA lets the people they trust quickly, 
easily and legally step in. 

Following the passing of Claudia’s Law in July 2019, we supervise guardians appointed by the High Court to manage 
the property and financial affairs of people who are absent or have gone missing. 

We work closely with our colleagues and partners in the public sector including healthcare, police, local authorities and 
the Court of Protection, as well as with charities and the finance and energy sectors in England and Wales.
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Our vision is for the Office of the Public 
Guardian to strengthen supporting 
decision making.  

We’ll encourage freedom of decisions for 
all who can make decisions, support for 
all who could, and provide protection for 
any who cannot.
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Introducing our communication and engagement strategy 

Purpose. Openness. Together. Humanity.  
 
Four values that unite us and guide us. And for the first time, values that underpin the OPG communication and 
engagement strategy. 

A communication and engagement strategy which offers a framework for how we work.  
 
It holds us to account in terms of our delivery, while creating a shared understanding between the communications 
team and our stakeholders - establishing what our priorities are for the year ahead, based on the needs of the 
business and our people.  

The team has worked exceptionally hard over the last 6 months to transform our ways of working, focussing on the 
value of our work, rather than the level of ‘noise’ we are generating and showing our value back to the organisation. 

To support this year’s strategy, we have taken a campaign-based approach – doing time-bound pieces of work that 
use the OASIS framework to make sure the work we do is based on audience insight and best practice. But we can 
also work flexibly, allowing us to react quickly to changing circumstances and changing priorities in a fast-paced world. 
 
We are also refreshing our look and feel, with an updated OPG brand that we’ll be rolling out across the business - 
keeping us current and making sure all our communications is accessible across both web and print. This also puts us 
in a strong position to comply with Accessibility Regulations (2018) due to come into force in September 2019.
 
We have created closer bonds with our communication colleagues in the Ministry of Justice and across the MoJ family, 
becoming fully embedded into functional leadership at the beginning of this year.  

This is our first ever strategy for OPG internal and external communications, and we’re excited to share it with you to 
show how we’re putting our values at the heart of everything we do.

Lucy Denton, Head of communications
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Our Values

Protecting and advancing the principles of justice

PURPOSE
Justice matters. We are proud to 
make a difference for the public 
we serve.  

OPENNESS
We innovate, share, and learn. 
We are courageous and curious, 
relentlessly pursuing ideas to 
improve the services we deliver. 

HUMANITY
We treat others as we would like 
to be treated. We value everyone, 
supporting and encouraging them 
to be the best they can be. 

TOGETHER
We listen, collaborate and 
contribute, acting together for 
our common purpose.

Protecting and advancing the principles of justice

PURPOSE
Justice matters. We are proud to 
make a difference for the public 
we serve.  

OPENNESS
We innovate, share, and learn. 
We are courageous and curious, 
relentlessly pursuing ideas to 
improve the services we deliver. 

HUMANITY
We treat others as we would like 
to be treated. We value everyone, 
supporting and encouraging them 
to be the best they can be. 

TOGETHER
We listen, collaborate and 
contribute, acting together for 
our common purpose.Protecting and advancing the principles of justice

PURPOSE
Justice matters. We are proud to 
make a difference for the public 
we serve.  

OPENNESS
We innovate, share, and learn. 
We are courageous and curious, 
relentlessly pursuing ideas to 
improve the services we deliver. 

HUMANITY
We treat others as we would like 
to be treated. We value everyone, 
supporting and encouraging them 
to be the best they can be. 

TOGETHER
We listen, collaborate and 
contribute, acting together for 
our common purpose.

5



Our 2019 to 2020 communication and engagement strategy 

The OPG communications and engagement strategy will involve people in the work and purpose of OPG, through 
high quality communications that are easily understood, accessible to the public and our people, and which 
encourage genuine two-way discussion.  
 
We want to build trust and awareness of OPG in a way that is based on insight and focussed on the needs of our 
audiences, while supporting the needs of the business. 

We’ll be blurring the lines between our internal and external communications, telling a single story, with real voices, 
and doing it well, with our values at their heart. 
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In 2019/20 our strategy will… 

Purpose - Build trust and awareness amongst our partners and the public of OPG - its products and services -  
    and our new Public Guardian 

Openness - Engage our people and partners in our transformation programme  

Humanity - Embed our values into the OPG culture and reflect these values externally 

Together - Connect with an engaged and inclusive workforce that understands how their role contributes to   
         business goals
 
We’ll do this by encouraging genuine connection through our channels by: 
 
 Creating sharable content 
 
 Being timely 
 
 Make use of story telling 

 Showcasing our people 
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How we work 
 
All our work will align to MoJ and OPG’s overarching vision, and the objectives outlined in OPG’s 2019 to 2020 
business plan. 

Protecting and advancing the principles of justice*

Supporting decision making
Our vision is for OPG to strengthen supporting decision making. We’ll encourage freedom of decision for all who can 
make decisions, support for all who could and provide protection for any who cannot

Our business as usual
Preparing for the future while providing an 
excellent service today

Our transformation
Changing how we provide our services - 
improving lives together

* This has the potential to change, and we will update our strategy accordingly
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Working with Ministry of Justice  
and Government Communications Service
 
All our communication and engagement will align to 4 overarching pillars. These 4 pillars align to themes established 
by MoJ communications function. We work closely with colleagues in MoJ, aligning to the campaign priority around 
modernising justice: 

  
 
 
Sharing opportunities for learning and development with colleagues from across the MoJ family, we play an active 
role as part of the working group for the Accelerate programme and by attending Group Comms meetings. 

We want to work closer with our GCS colleagues across government, embedding GCS best practice as standard 
across the team, and sharing our experiences and learning with others through Comms Exchanges and networking. 
All our communication fits closely with the ‘delivering for our communities’ priority outlined in the GCS communication 
strategy 2019 to 2020. 

Vision and 
Purpose

Culture Organisational 
change

Our working life

Leaders confidently engage 
staff and stakeholders and 
offer a clear and consistent 
vision that our audiences can 
relate to

Staff feel proud to work for 
OPG and feel supported to 
develop in an inclusive and 
diverse working environment

Staff and stakeholders 
understand changes taking 
place in OPG and MoJ: feel 
change is managed well; and 
have confidence in leaders’ 
decision-making

Staff, the public and our 
stakeholders feel informed 
about corporate issues that 
affect them and can access 
the information they need

“improving the lives of ordinary citizens through modernising the way we do things. Through a range 
of initiatives we will support people, often those in difficult circumstances.”
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Our approach
Our campaigns for 2019 to 2020 Primary Audience Supporting 

decision 
making

Our 
transformation

Our 
business as 
usual

Alignment to 
the 4 pillars 

The OPG story 
Who we are, what we do, why we are a great place to 
work and how we fit into the MoJ family

Our people, partners 
and the public

x x x Vision and 
purpose

Safeguarding for all 
Embedding safeguarding at the heart of what we do

Partners x x x Vision and 
purpose

Micro-campaign - Introducing our new Public 
Guardian  
Providing support and guidance to the new PG in their 
first 100 days

Our people x Vision and 
purpose

Inclusivity (Incl. values) 
Embedding positive behaviours, and aligning them to 
the values through inclusive experiences - linking to 
the people survey

The public x Culture

Your Voice, Your Decision 
Raising awareness and uptake of lasting powers of 
attorney (LPAs) in underrepresented groups

Our people and 
partners

x x Organisational 
change

OPG 2025 
Changing how we provide our services - improving 
lives together. Helping people understand what’s 
happening and why

The public x x Organisational 
change

Guardianship (Missing Persons) 
Supporting people to find out about the new 
Guardianship (Missing Persons) Service

The public x x Our working 
life

Refund schemes 
Making sure the public and our partners know how 
those eligible can recover any fee refunds they are 
entitled to

The public and 
partners

x Our working 
life



We want our lasting powers of attorney 
services to be as well-known as driving 
licences – affordable, portable, flexible 
and accepted wherever they are used
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Our audiences 
 

Our people 

It’s our stories that make OPG unique. So we’ll be finding ways to put our peoples’ stories front and centre in our 
communications. We also want to help our staff tell their own stories.  
 
That is why we’ll be launching a series of lunch and learn sessions in the autumn focussing on a range of 
communication skills.  
 
We also know that we can encourage our staff to engage with OPG's priorities and that we can positively influence 
staff engagement.  
 
We’ll be focussing on the areas we can make a significant contribution that were highlighted within our annual staff 
survey – with behaviour change campaigns on inclusion, the OPG Story, and building up a team of communications 
champions. As well as communicating our transformation programme – OPG 2025. 
 

Our partners 

We offer a no wrong door approach when it comes to keeping adults at risk safe from abuse. That’s why closer 
working with our partners in the public sector is vital – helping them better understand our safeguarding role*. 

We’ll continue to build relationships with stakeholders in partner organisations, the legal sector, charities and financial 
and energy sectors to ensure they have the necessary information to work better with us to help those in need. 
Including hosting our first ever legal safeguarding conference in the autumn and working with healthcare communities 
to offer tailored training. 
 
We’ll also continue to engage key partners in the work we are doing to transform our services for the future. 

*Our 2017 organisational survey showed that 65% of respondents were aware of OPG, although many were uncertain of OPG’s role



The public 
 
We know that applying for an LPA remains a topic of interest 
for the public* but that overall awareness and understanding 
of what we do and of LPAs is low.  
 
We want to continue to publicise our services to members of 
the public to achieve our goal of making LPAs a greater part 
of everyday life.  

We will work hard to counter common misconceptions, 
manage reputational risk and effectively support with 
customer queries to help create greater awareness and 
understanding of what OPG does, and our jurisdiction. 
Hepling build trust in us and our work.  
 
We’ll work hard to further reach lower socio-economic groups 
through our ‘your voice, your decision’ campaign. 

We’ll also maintain our commitment to Welsh representation 
with a targeted campaign in Wales to inform welsh citizens 
about who we are and what we do under our ‘your voice, your 
decision’ campaign. 
 
 
 
 
* Our blog post ‘Top ten common mistakes when making an LPA’ 
(published in 2017) gained the highest views for Q4 2018/19, with 2,850 
unique views (1,500 higher than the second most-read blog post). 
80% of queries on our social media channels relate to the application 
process. 

If you lose the power to make certain decisions, 
a lasting power of attorney keeps those 
decisions with the people you trust.

Find out more at gov.uk/power-of-attorney
or call 0300 456 0300

L AST I NG  POW E R OF  AT TOR N E Y

My son has always 
been my joy 
Now he can be 
my voice
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Ensuring success
 
We want to demonstrate true value back to the business, so we won’t just be sharing likes, views and impressions 
with our senior leaders.  

We will be running quarterly channel reviews to understand how and why our people are reading and engaging with 
the content we are publishing.  

We will be sharing monthly reports for each campaign that is running, bringing together information from a range of 
channels to show the full story of how our messaging is landing, and how it could be more impactful. 

We will do this by ensuring we work with the business from the very beginning to develop SMART objectives for our 
communications, and craft evaluation plans that are achievable and relevant and show impact back to the business. 

We’ll also make sure we have the tools and skills we need to effectively gather and interpret data.  

We will ensure all evaluation is aligned to GCS best practice and measured using the Government Communication 
Service Evaluation Framework.
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#ClaudiasLaw

Guardianship (Missing 
Persons) Act 

Supervising court 
appointed guardians

Ensuring guardians are 
acting in the best interest 
of those who are absent

Establishing and 
maintaining a register of 
court appointed guardians

Next of kin can automatically make 
medical treatment decisions on 
behalf of a family member if they 
can’t make it themselves

Fact finder

You can take control of a joint bank 
account if your partner loses the 
ability to make decisions

15% of the population have not 
heard of lasting power of attorney

You need a solicitor to make an 
lasting power of attorney

Most common reason for not 
taking out a lasting power of 
attorney is ‘not thinking about it’

There are two types of lasting 
power of attorney

Doubled facebook and 
twitter profile visits 
between  
January  
and June 2019

Launched 
Guardianship 
(Missing  
Persons) 
service on 31 July. 
 
Created a new, more 
accessible brand

11.7% increase 
of views  
on  
intranet 
news items

Most read blog 
post on the 
intranet was 
people awards 
shortlist

Created an all 
encompassing 
transformation 
programme for OPG 2025  

Top ten common 
mistakes most  
viewed  
gov.uk blog 
post with 
2850 unique views  

915
Views

Attended Civil 
Service Live  
for the first time
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Contact details

Address: 
Office of the Public Guardian PO Box 16185 
Birmingham 
B2 2WH 

Telephone: 
0300 456 0300 (from outside the UK +44 300 456 0300) Monday to Friday 9am to 5pm (Wednesday 10am to 5pm) 

Textphone: 
0115 934 2778 Fax: 0870 739 5780 

Email: 
communications@publicguardian.gov.uk 
DX: 744240 Birmingham 79  
 
Our Channels: 
Twitter: @OPGGovUK  Facebook: Office of the Public Guardian   
Blog: OPG Blog   Youtube: OPG communications
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