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Your Views Matter
Participation and Engagement Strategy: 2016-2019
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Foreword
Comhairle nan Eilean Siar and NHS Western Isles have created a new Health and Social Care Partnership, formally known
as the Integration Joint Board (IJB). With the integration of all adult health and social care services we are seeing one of
the biggest transformations in health and social care in a generation.
To ensure the voice of our communities is heard, the proactive involvement of hundreds of users of services, their
families, carers, staff and partners has already begun. Conversations to develop our strategic plan generated a wealth of
ideas and suggestions. Not only did these shape and inform our priorities on how we will change services, they were
actively used to form this Participation and Engagement Strategy. It has been developed using the themes and comments
which emerged from our planning days, presentations and community consultations and also holds onto existing
knowledge skills and experience.
We recognise the range of participation and engagement already happening in our local communities and we will continue
to build on and harness the existing good practice. Co-developed with public representatives, this document sets out the
work of the IJB in supporting participation and engagement across the Western Isles. We will work with all of our
Community Planning Partners, the third sector, communities and individuals to develop a clear, consistent and
coordinated approach to community engagement. By using appropriate tools to support our work and evaluate how we
are doing, we will achieve meaningful participation.
By ensuring community engagement and participation is integral to our strategic planning arrangements, we will develop
services that meet the needs of the population and improve outcomes for our communities. We now would like you to
have your say, please take the opportunity to get involved.
Thank you

Chair of the Integrated Joint Board
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Executive Summary
This Participation and Engagement Strategy outlines how the IJB aims to further the engagement of patients, carers and
the public in the planning and delivery of services. The IJB provides services to the resident population of 27,250 people
and has a range of responsibilities including primary care, community healthcare, mental health, some inpatient care,
social work and social care.
Our approach is underpinned by a number of person-centred principles, which are focused on the people, families and
carers who use our services. These are that people:
 are listened to, are heard and responded to;
 feel able to be involved at whatever level they choose, no matter what their age, gender, race or ethnicity,
disability, sexual orientation, religion, belief or life stance;
 feel their contribution is valued;
 are encouraged to take part in creative, innovative and flexible ways;
 know what we have done as a result of their involvement and when we do not act on information or a suggestion
they understand why;
 are clear about their rights and responsibilities;
 receive the help and support they need to play a full part in their health and healthcare;
 feel confident that the impact of any changes we make, through their suggestions will be fed back to them;
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Legislation and Policy Drivers
Over the last few years, the Scottish Government has introduced a number of key policy drivers relevant to the way public
service providers engage with communities, which emphasise the importance of designing and delivering public services in
partnership with communities. We know public services are facing difficult financial challenges and will have to make the
most efficient use of the available budgets, while at the same time delivering services that are more personalised, meet
people’s outcomes and are efficient and effective. We cannot simply continue to do as before and therefore involving and
working with people who use services can ensure that we are meeting personal, local and national outcomes.
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The focus on involving people is a long standing aspiration in national health and social care policy. There are numerous
recurring themes such as ‘patients as partners’, ‘mutuality’, ‘a patient-focused service built on partnership’, ‘dignity and
respect’, ‘feedback’, ‘the needs of individuals’, ‘continuity’, ‘compassion’, ‘shared decision making’, ‘cultural
appropriateness’ and ‘learning from complaints’. Some of these terms are described in more detail in a glossary to this
strategy. More widely, the following legislative developments are important contributors to the wider community
engagement agenda:
Community Planning
Community planning is a process which helps public agencies to work with the community to plan and deliver better
services which make a real difference to people's lives. Community Planning is not a new concept but was given a
statutory basis in the Local Government in Scotland Act 2003.
Self-Directed Support
The Self Directed Support Act 2013 seeks to empower and support individuals, families and carers to have greater choice
and control over how they receive social care services.
Health and Social Care Integration
The Public Bodies (Joint Working) (Scotland) Act 2014 stipulates a legislative requirement to involve and engage in
developing the Health and Social Care Partnership Strategic Plan through the creation of a Strategic Planning Group
comprising a wide range of stakeholders and partners with an emphasis on ensuring locality planning arrangements.
Community Empowerment
The Community Empowerment (Scotland) Act 2015 aims to empower community bodies through the ownership of land
and buildings, and by strengthening their voices in the decisions that matter to them. It aims to improve outcomes for
communities by improving the process of community planning, ensuring that local service providers work together even
more closely with communities to meet the needs of the people who use them. The Act does a number of things
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including: extending the community right to buy, making it simpler for communities to take over public sector land and
buildings, strengthening the statutory base for community planning and enabling communities to identify needs and
request action be taken on these. The new participation requests allow local communities with an identified need to
request that action is taken or to request involvement in improving a service. Public bodies must be able to state
reasonable grounds for refusing the request. Additional participatory approaches are also introduced including
Participatory Budgeting, which seeks to work with local community groups and organisations in decision making over
distributing public budgets. Crucially it brings together the mechanisms for the participation, engagement and
empowerment of local communities in shaping the future of local services.
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Community Engagement
The National Standards for Community Engagement were launched in May 2005 by the Scottish Community Development
Centre. The 10 standards set out best practice principles for the way that public bodies engage with communities. They
are not compulsory, but they are good practice guidelines and can help deliver the outcomes we wish to achieve. The idea
for the standards came from people on the front line of community engagement. The principles also underpin the
following analysis:
Why engage?
Engaging with individuals, groups and/or communities ensures that our services reflect the needs and aspirations of our
communities. The benefits of community engagement activity include:
 communities feeling more empowered as they are involved in decision making which impacts them and/or their
communities
 the delivery of better, more responsive services and outcomes for communities
 local democratic participation can be boosted
 the capacity of communities and individuals is developed through increased confidence and skills
 an increase in community participation and volunteering
 improved services and ownership of service provision
 enhanced communication with and awareness of the needs and priorities of communities
 opportunities for collaborative commissioning and delivery of services
Who to engage?
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Engaging with people who use services and local people and actively involving them in decisions and service development
is central to enabling health and care services to deliver more responsive services that meet the needs of our communities
and improve the quality of life of our citizens. To ensure effective engagement we will robustly identify all stakeholders
that have a vested interest in a decision or change and provide opportunities for them to get involved and have a say in
their own care and in the planning, design, and review of services that affect them. Stakeholders will be identified through
existing engagement mechanisms and the new Locality Planning Groups (see appendix 1).
We recognise that there are some communities or groups of people who are more difficult to reach, such as survivors of
abuse or offenders. To that end, we will work through a process of identifying groups who are not represented within our
network of stakeholders, and put in place strategies to remedy that under-representation.
How to engage with people (methods and approaches)
Participation and engagement activities will be carried out in a planned and consistent way, based on the knowledge,
understanding and insight of people who use services; and this will be supported through a clear communication plan.
We will utilise all available methods of engagement from listening and understanding to collaboration and responsiveness.
We will use these approaches to develop a rich understanding of what is needed to co-design and deliver services that
meet the needs of the people who use our services. Stakeholder engagement is part of an integrated process of
communication and discussion; where communities, people who use services, their families and carers have opportunities
to influence decision making. This inclusive process will demonstrate that we engage with communities, listen, are
supportive and take account of views and suggestions. In line with the National Standards for Community Engagement,
we will agree with local people how they want to be involved and the approaches to be used.
A range of example methods and approaches for engagement can be found in the attached appendices.
What will it achieve?
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The success of this Participation and Engagement Strategy is dependent on improvements which are driven by staff,
people who use services, carers and other stakeholders. In addition it is by empowering all stakeholders to ask difficult
questions about practice that we will make positive changes to the way we work.
The process of listening to feedback promotes a continuous improvement culture, leading to real savings in materials,
reducing waste and vastly improving service satisfaction and staff and stakeholder morale. Other benefits include:
 Effective engagement enhances services and care, improves health and social care outcomes and strengthens public
accountability
 People who use services and carers have the opportunity to actively participate and be involved in decisions about
their care and services
 People who use services and carers can build on existing skills and develop new ones by becoming involved,
increasing confidence and self esteem
 People who use services and carers may develop a better understanding about how services operate
 People who use services receive new and better services that have changed and improved in response to their
needs
 Improved reputation through recognition that service users will have a positive experience
 Services and policies can be designed, delivered and evaluated based on actual rather than presumed needs and
reflect the diversity of local communities
 Services will be more effective, better targeted and received
 Information can be gained from people who use services carers and the public about their changing attitudes and
needs, their views as to what constitutes quality in service provision and barriers to accessing services.
There is always a cost implication for meaningful engagement; however, these can be kept relatively low with use of social
media, email and websites as well as use of partner networks and local halls and facilities. The cost of engagement will
always be off-set against the improved outcomes, greater understanding and efficiencies that can be potentially
9

Integration Joint Board 20.06.16
Agenda Item: 7.1
Purpose: For Approval

introduced as a result of effective engagement approaches. The level of engagement will be set at an appropriate level
and proportionate to the area of service change under review.
Definitions of Engagement
We know that partner agencies offer a myriad ways of involving and engaging with local communities, individuals and
families. To achieve this, a range of methods and techniques can be used to involve individuals, families and communities.
In order to be clear about the level of engagement available clear definitions to illustrate the different levels of
engagement are outlined in the table below:
Empower
(Co Production)
There will be representation at a strategic
level to ensure that people are represented
in activities, from developing strategies to
planning, designing, developing and
improving services.
Consult
(Deciding Together)
People will be involved at all levels of the
organisation in activities, from developing
strategies to planning, designing,
developing and improving services.
Involve
(Participating)

To put decision- making in the hands of
the public.








citizen juries (Our Voice)
community councils
expert patients
asset based approaches
ballots
co-production approaches

To partner with the public in making
decisions, including the development of
alternatives and the identification of the
preferred solution.






advisory groups
participatory decision making
user panels / reference groups
Managed Clinical Networks

To work directly with the public
throughout the process to ensure that
public concerns and wishes are

 opinion polls
 health panels
 clinical audit partnerships
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We will ensure that people are aware of
the opportunities to be involved and the
participation mechanisms available
Engage
(Asking Opinions)

consistently understood and considered.

 workshops

To obtain public feedback on proposals,
options and/or decisions

















We will ensure that people, including those
who are seldom heard, know of the
mechanisms to provide feedback

Inform
(Giving Information)
We will ensure that people, including those
who are seldom heard, are kept informed
of the opportunities for involvement and
know how to get involved.
We will aim to provide people with the
support they require to enable them to
participate fully

To provide the public with information to
assist them in understanding the
problems, options and/or solutions.

option appraisal
self-completed questionnaire
public meetings
focus groups
interviews
story telling
patient diaries
patient and care opinion
organisational feedback mechanisms
leaflets and written information
newsletters
posters
exhibitions
open house/drop-in
website presence

Each level is also illustrated by a case study on how that technique has been implemented. A list of resources and toolkits
can be found in the appendices.
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An example of how we inform - Slainte Newsletter or Events
A good example of communicating to the public about a new initiative/slash change in service would be the widespread
communication via social media and traditional press including the daily mail about the Florence Home Health Monitoring
System
An example of how we engage - Patient and Care Opinion
Interactive websites allowing people who use services, their carers and families share their experiences of health and
social care services. It also allows service providers to receive and give feedback on how well they are delivering services
and how they can improve. Below is an example of a recent comment received on Patient Opinion regarding
physiotherapy and orthopaedic services in Western Isles Hospital
‘I damaged my arm and shoulder about a year before I decided that I could no longer live with the situation. A quick
referral was made and I went through a programme of physio. This did not work due to the damage I had caused. I was
given cortisone injections to alleviate the pain and referred for x-rays. The OT's were first class as was the X-ray which took
place immediately........ I was also told that everything possible would be done at that time to minimise the likelihood of
further surgery. I found the entire process very reassuring.......... A full course of physio was arranged to fit around my
home responsibilities and to build up strength in my shoulder and arm. Again, the entire team were fantastic. Every single
member of staff is a credit to the organisation and I would like to thank them for their care, thought and professional
approach. 10 out of 10 from me. Many thanks to you all.’
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An example of how we involve - Public Partnership Forum
There are three Patient Participation Groups which make up the Uist Public Partnership Forum. Members can have
different levels of involvement; by attending PPF meetings, or by supporting specific services as part of an advisory group.
PPFs can comment on the how they can improve services and support wider public involvement in planning and decision
making around healthcare services.
An example of how we consult – Participatory Budgeting of transport solutions in Uist and Barra
The project used participatory budgeting to place the community at the heart of a procurement process, aiming to deliver
improved services and budget savings. Delivered by a project team drawn from members of the Outer Hebrides
Community Planning Partnership.
An example of how we empower – Mental Health Review
As part of the redesign of our mental health services, we have hosted stakeholder events, consisting of 5 World Cafe
events and 2 Recovery Events. The stakeholder events were with service users, carers, voluntary sector and community
organisations, statutory organisations including key providers, commissioners and mental health professionals.
Hosted by the Public Health Division, NHS Western Isles and supported by partners from the third sector, these events
obtained views and facilitated discussion about the current provision of mental health services, with a view to gaining an
understanding of the “bigger picture” in relation to how people viewed, used and would like to see Mental Health services
developed – work which will be taken forward through the Mental Health Needs Assessment (MHNA) process.
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The integration process is seen as key to allow Mental Health services to move forward. People want to be reassured that
we will make the most of this opportunity.
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Mechanisms for Public Engagement
Our understanding of the term ‘community’ can vary. This
strategy uses it to describe geographical communities,
communities of interest and communities of identity:

It is important to recognise that our communities are
diverse and that people can belong to one or more of
these communities. To be inclusive and to engage with all
members of our communities, sufficient time needs to be
set aside for engagement and different and more flexible
approaches may need to be taken to reach those who
may not traditionally engage but who nonetheless have a
valuable contribution to make.
There are a number of mechanisms already in place to
support the participation and engagement in public
services.
Patient Networks
Each Health Board has dedicated support around a
network of Patient Participation Groups and Network
arrangements, and the Scottish Health Council was
established by the Scottish Executive in April 2005 to
promote and support Patient Focus and Public
Involvement in the NHS in Scotland. There are a number
of existing mechanisms for engaging with patients
including Patient focus Public Involvement Committee,
Patient Experience Group, Patient Participation Groups
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within GP practices, Managed Clinical Networks Diversity
and Equalities Groups and Patient Peer Support Groups.
Community Councils
These are well established and recognised as the most
localised tier of local government providing the
connection between local communities and local
Councils. Local authorities have expended this role and
involvement of communities by inviting representatives
to a wide range of neighbourhood forums, including
tenants and residents associations, equality forums, older
people and youth forums.
Third Sector Interface
This brings together community and voluntary
organisations creating a single point of support and
advice. The TSIs provide a strong representation
mechanism for the third sector and creating strong links
to Community Planning Partnerships.

Locality Planning Groups
With the integration of health and social care and the
creation of the Strategic Planning Groups, locality
planning arrangements have been developed to
represent five geographic communities, Barra, the Uists,
Harris Stornoway and Broadbay and Rural Lewis.
Our Voice
A new framework for engagement developed by the
Scottish Health Council, in partnership with healthcare
improvement Scotland, the ALLIANCE and COSLA. More
information can be found at the following link Our Voice.
The Integrated Joint Board will ensure that the principles
and objectives of the new approach are built into the
engagement action plan.

Strategic Planning Group
The SPG has responsibility for the Strategic Plan delivery
of health and social care services. Wide representation is
drawn from people who use services, to clinicians, health
and social care professionals, Third Sector, Carers and
patient representatives.
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Our Voice
At individual level, people should be fully involved in decisions about their treatment and care, and they should be
empowered and supported to feed back about the care and services they receive. Their feedback should be used to
drive and inform continuous improvement to services. Integration stakeholders will work together to develop systems
for hearing and responding to feedback that are accessible, manageable for staff, and capable of being transferred
across settings.

At local level, a peer network will support people to engage purposefully in local planning processes. Guidance, tools and techniques wi
to get involved in, and to lead, local conversations. Particular support will be given to those whose voices are not always heard, and to d
people who are willing to get involved.
At national level, a citizen voice ‘hub’ will tap into existing Structures and networks, gathering intelligence on issues of
concern and involving as wide a range of people as possible in improving services. Strategic gathering and analysis of
individual stories on topics of national interest will provide policy-makers and health and care providers with powerful
evidence for improvement. Citizens’ panels will create opportunities for people to engage in national policy debate.

For NHS boards, if there is approval for service change they must consult with the public on early stage development of
any proposals so that all relevant stakeholders have the opportunity to have an input into the decision making process.
This is a statutory obligation, and guidance is contained within CEL4 (2010) – Informing Engaging and Consulting People in
Developing Health and Community Care Services.
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Strategic Commissioning
The IJB strategic plan is the output of what is more
commonly referred to as the ‘strategic commissioning’
process. Commissioning can be described as the means to
secure the best value for local citizens. It is the process of
translating aspirations and need, by specifying and
procuring services for the local population, into services
which deliver the best possible health and wellbeing
outcomes and provide the best possible health and social
care provision within the best use of available resources.
Most definitions of commissioning paint a picture of a
cycle of activities at a strategic level. There are variations
of the picture of the cycle but they include the same
logical process and are concerned with whole groups of
people (as opposed to commissioning services for an
individual) - including:
 assessing the needs of a population;
 setting priorities and developing commissioning
strategies to meet those needs in line with local
and national targets;
 securing services from providers to meet those
needs and targets;
 monitoring and evaluating outcomes; and
 engaging and involving a range of stakeholders,
citizens and communities in the process.
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The Engagement Process
The diagram below highlights the importance of the two-way process between the respective individuals, groups and the
existing engagement and involvement structures. Core to this process is communication and support.
Patients, families and carers all want a clinically effective and safe service which is connected across health and social care
and which is delivered with compassion.
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To engage effectively, the IJB will:
Improve
We will be able to demonstrate that our work is designed and delivered around patients’ and carers’ experiences and
takes account of timely feedback from both the public and our staff.
Learn
Our staff at all levels will have the awareness, understanding and confidence required to make sure that involving patients
and public is the normal way they do things.
Evidence
We will produce a working action plan which will ensure the delivery of our strategy and provide evidence of our progress.
Evaluation of the effectiveness of our Strategy
Engagement is undertaken to enhance service design delivery and review processes. It is therefore important to undertake
on-going evaluation in order to develop and enhance future engagement and communication approaches.
This will include the regular review and evaluation of engagement methods and approaches and undertaking a range of
new and innovative approaches with a range of stakeholders. This will help us to ensure that our services are efficient and
effective and meet the needs and outcomes of local people.
It will also assist to identify and measure any change arising from the engagement and input by wider stakeholders. It is
also important for public services to demonstrate that the engagement of individuals, families and communities
contribute to the achievement of our local and national outcomes.
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Action Plan
The IJB engagement arrangements will reflect and build upon the specific participation structures and community
engagement arrangements already in place. An action plan will be developed detailing the Engagement and Participation
process attached to the Strategic Plan. The Action Plan will form an Appendix to the Strategy and will be updated as part
of the Strategic Plan annual review process.
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Appendix 1 - Locality Planning
The IJB is required to develop locality arrangements, to support
more localised planning and delivery of services. In the Western
Isles, we have identified five localities, as depicted in the map
opposite: Barra & Vatersay; the Uists and Benbecula; Harris; Rural
Lewis and Stornoway & Broadbay
Localities exist to help ensure that the benefits of integration
improve health and wellbeing outcomes by providing a forum for
professionals, communities and individuals to inform service
redesign and improvement at local level. The localities agenda
promotes an ethos of developing services with communities, from
the bottom-up. Community empowerment is therefore at the heart
of the integration agenda. We need to encourage our communities
to become more involved in the services they access, and build on
the natural strengths and resilience that our communities have.
We will therefore establish five Locality Planning Groups to:




Oversee the development of integrated service planning at
a locality level;
Develop a locality plan, which will set out how services will
evolve to meet the needs of the changing population;
Deliver the IJB Strategic Plan and ensure that there is a
strong connection between the planning done at locality
and IJB level;
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Appendix 2 - National Standards for Community Engagement
The 10 national standards are:
The Involvement Standard
We will identify and involve the people and organisations with an interest in the focus of the engagement.
The Support Standard
We will identify and overcome any barriers to involvement.
The Planning Standard
We will gather evidence of the needs and available resources and use this to agree the purpose, scope and timescale of
the engagement and the actions to be taken.
The Methods Standard
We will agree the use methods of engagement that are fit for purpose.
The Working Together Standard
We will agree and use clear procedures to enable the participants to work with one another efficiently and effectively.
The Sharing Information Standard
We will ensure necessary information is communicated between the participants.
The Working with Others Standard
We will work effectively with others with an interest in the engagement.
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The Improvement Standard
We will develop actively the skills, knowledge and confidence of all the participants.
The Feedback Standard
We will feedback the results of the engagement to the wider community and agencies affected.
The Monitoring and Evaluation Standard
We will monitor and evaluate whether the engagement meets its purposes and the national standards for community
engagement.
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Appendix 3 - Stakeholder Groups
Service Providers
NHS staff
Local Authority staff
GPs (as clinicians)
GPs (as localities)
Community Health Teams
Primary Care staff
Social care staff
Clinical networks
Private and 3rd sector providers
Other NHS Boards

Key Groups or Bodies
NHS Western Isles
Comhairle nan Eilean Siar
Local councillors & MPs
Scottish Health Council
Trades Unions
Regulators
Media
Statutory Scrutiny Groups i.e. HIS
Department of Health

Service users/representatives
Patients: short stay and day patients
A&E
Outpatients
Inpatients
Carers
Managed Clinical Networks
PPF
PPG
Patient Support Groups
Age Concern
Alzheimers Scotland
Disability Forums
DESG Groups
Homeless People
Migrants
Keep Informed Groups
Employment / training providers
Local supply chain
Local community
local businesses
Chamber of Commerce
Schools and colleges
Charities
Churches
Civic societies and groups
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Universities
Planners

Funding Agencies
Media Groups and Organisations

Equalities Stakeholder Groups
Protected Characteristic
Age

Gender
Disability

Sexual Orientation
Transgender
Religion/Faith

Source
Lewis & Harris Youth Club Association (LHYCA)
Youth Council
Western Isles Carers & Users Network (WICUN)
Probus Club
Older People’s Partnership
Community Care Forum
Young Mum’s Group
Youth Aid
Alzheimer Scotland Dementia Resource Centre
Women’s Aid
Domestic Abuse Forum
Access Panels
MS Society
NHS Mental Health Operational Management Team
Catch 23
Penumbra
Crossreach
Western Isles Sensory Centre
Disability Equality Working Group
Augmentative & Alternative Communication Group
Advocacy Western Isles
‘Out Out West’
LGBT Equality Group
Scottish Transgender Association
NHS Spiritual Care Committee
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Race

Learning Shop
Race Equality Working Group

Local NHS Stakeholder Groups
Formal Structures
PFPI Committee
Patient Experience Group
Neurological MCN
Diabetes MCN

Associated Patient
Groups
Uig Patient
Participation Group
North Uist Patient
Participation Group
South Uist Patient
Participation Group
Benbecula Patient
Participation Group

Respiratory Services MCN
Stroke and Coronary Heart
Disease MCN
Children and Young People
MCN
Rheumatology MCN*
Maternity Services Liaison
Committee
Infection Control Committee
Nutritional Care Group
Store Services and Protocol
Group*

Uist Public
Partnership Forum
North Harris Patient
Participation Group
Langabhat Patient
Participation Group

Parkinsons Advisory
Group
MS Advisory Group

Patient Peer Support Groups
Neurological Voices
Lewis and Harris Breast
Cancer Support Group
Barra Cancer Support Group
Uist Cancer Forum
Hebridean Men’s Cancer
Group
Western Isles Kidney Patients
Association
Hope and Recovery Group
Parkinsons Hebridean
Support Group
Deaf and Friends of the Deaf
Cancer Care Forum
Catch 23
Chest Heart and Stroke
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Formal Structures

Associated Patient
Groups

Patient Peer Support Groups

Maternal and Infant Nutrition
Environmental Audits
Infection Control Audits *
Harris Locality Planning Group
Isle of Lewis Access Forum
Harris Disability Access Panel
Uist and Barra Access Forum
LGBT Group
Race Equality Working Group
Disability Working Group
Dementia MCN
Western Isles Carers Users
Support Network
Western Isles Community Care
Forum
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Appendix 4 – Resources
The Scottish Health Council Participation Toolkit
The Participation Toolkit, now in its third edition, has been compiled to support NHS staff to involve patients, carers and
members of the public in their own care and in the design and delivery of local services. It offers a number of tried and
tested tools along with some more recently developed approaches.
http://www.scottishhealthcouncil.org/patient__public_participation/participation_toolkit/the_participation_toolkit.as
px#.V0W91WpwXcs
National Standards for Community Engagement Advice Note
Remote Rural Practice
http://www.scdc.org.uk/media/resources/what-we-do/nationalstandards/using_the_standards_in_rural_communities.pdf
Using the National Standards for Community Engagement with communities of interest & equalities groups
http://www.scdc.org.uk/media/resources/what-we-do/nationalstandards/further_notes_on_engaging_with_equalities_groups.pdf
‘DON’T TREAT US AS ALL THE SAME’ Equalities and the National Standards for Community Engagement Advice Note
http://www.scdc.org.uk/media/resources/what-we-do/national-standards/dont_treat_us_all_the_same.pdf
VOiCE - created by the Scottish Community Development Centre, is a database planning and recording tool designed to
assist individuals and organisations to design and deliver effective community engagement. It supports organisations to
plan, monitor and record the process and evaluate the outcomes, all in the context of the National Standards for
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Community Engagement, and asks key questions related to good community engagement that need to be addressed at
each step. http://www.scdc.org.uk/what/voice/
Glossary
Mutuality - A mutual NHS is a vision based on a shift from seeing people as patients or service users, to an ethos that sees people and NHS
staff as partners and co-owners in the NHS, who have real involvement, representation and a voice that is heard.
Continuous improvement culture - A drive to constantly enhance processes and eliminate waste
Patients as partners - Patients as Partners a concept where the patient is considered a full-fledged partner of the health care delivery team
and the patient’s experiential knowledge is recognised.
Patient-focused - A “patient-focused” NHS is a service that exists for the patient and which is designed to meet the needs and wishes of the
individual receiving care and treatment
Dignity - Dignity is a fundamental human right. It is about feeling and/or being treated and regarded as important and valuable in relation to
others. Dignity is a subjective, multi-dimensional concept, but also has shared meaning among humanity.
Feedback - It is often those closest to the process who are best placed to give useful feedback on the way services work and how they can be
improved
Continuity of care - consistency of clinical management, including providing and sharing information and care planning, and any necessary coordination of care required by the patient.
Shared decision making - a collaborative process in which patients are supported by their healthcare professional to select which of the
available options they wish to choose. It brings together in the consultation, or conversations the best scientific evidence and the patient’s
values and preferences - which themselves are informed by their beliefs, personal constructs and their personal circumstance, including their
age, family and social relationships etc.
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Cultural appropriateness - effective, sensitive, non-discriminatory communication, of the understanding of health from the patients’
experience, values or perspective
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Alternative Formats
We are happy to consider requests for translations in alternative languages and formats.
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