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This Communication and Engagement Strategy provides a
framework to support services within the West Lothian Health
and Social Care Partnership to deliver the West Lothian
Integration Joint Board’s vision of:

"Working in partnership to improve wellbeing and
reduce health inequalities across all communities

in West Lothian”

The IJB is committed to working with partners, service users,
their families and the wider community to find effective and
sustainable solutions and achieve the best outcomes for the
people of West Lothian. The following strategic priorities as
detailed within the IJB Strategic Plan 2023 to 2028 which can
only be achieved by building trust through good
engagement being embedded in everything that we do:

Achieve the IJB’s vision and strategic objective set out in
the IJB Strategic Plan 2023-2028
Share information in a way that people understand
Ensure that good communication and engagement
principles are embedded in the planning and delivering
of services
Communicate our achievements and be honest, open
and accountable 

This is a high-level document, which sets out the approach
for involving and communicating with stakeholders through
the Health and Social Care Partnership to:

The IJB recognises that good communication and
engagement is crucial in creating a culture of co-operation,
co-production and co-ordination across all partners.
Through working with people, their families, Health and
Social Care Partnership staff and the wider community, we
can create effective and sustainable solutions and achieve
the best outcomes for the people of West Lothian.

This strategy replaces and builds upon the Communication
and Engagement Strategy approved by the IJB on 21st
January 2020.

A detailed action plan is included in an appendix to this
strategy. This will be treated as a live document and will
form the basis of all communication and engagement
activity. 

More information about the priorities of the West Lothian IJB
can be found in its Strategic Plan for 2023-28. 



Support the delivery of the West Lothian IJB’s priorities and
objectives
Provide a framework for communication and engagement
activities
Clearly set out roles, responsibilities and protocols
Identify key audiences and their needs in relation to
communication and engagement
Identify activities which will promote the Health and Social
Care Partnership in the community and amongst staff

Increasing awareness in all stakeholder groups, public and
professional, of the IJB's priorities and the work of the
Health and Social Care Partnership
Providing consistent, accessible information through a
range of channels, taking account of different needs and
ability to access information online
Developing robust two-way communication channels that
gives everyone the opportunity to engage in decisions that
affect them.

The purpose of the strategy is to:

The aim of the strategy is to enable the Health and Social
Care Partnership to deliver the IJB's Strategic Priorities for
2023-28 by:
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Benefits

It is recognised that public services who engage well with
those who use their services or have an interest in their
services, provide better, more responsive services that meet
the needs of the communities they serve. Ultimately, this
leads to better outcomes.

Building strong relationships with the public, the third and
independent sectors, carers, staff and other stakeholders is
more important than ever in the ongoing challenging
financial climate.  Good engagement allows public bodies
such as the IJB to focus its resources on the priorities of its
communities and empowers people to do more to improve
their own health and wellbeing.
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Increased awareness and understanding of services and
how they operate 
People are more active in managing their own health and
wellbeing 
Promotion of social inclusion - people can be involved in
the planning of services
Services will be more effective, more responsive and
better received by communities
Increase local ownership and enhanced civic pride – if
people feel valued and included they are more likely to
participate • 
Increased dialogue and trust between local people and
organisations
Increased openness and accessibility

Benefits to our communities and people who
use our services
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Increased awareness of aims and strategic priorities of
the IJB
Staff understand the HSCP and represent it in a consistent
way, with awareness of all shared goals and key
messages
Open and transparent opportunities to consult with staff
Better working relationships between organisations 
Opportunities for collaborative commissioning and
delivery of services 
Staff feel engaged and valued

Benefits to the IJB and Health and Social
Care Partnership
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Engagement - the process of actively involving
stakeholders in decisions that affect them

Communication - a two-way process - listening and taking
account of people's views and feeding back the result

Co-production - a partnership between citizens and
organisations to achieve a shared aim with shared
responsibility

Communication

Engagement

Co-productionCommunication
Inclusion – We will identify and involve the people and
organisations that are affected by the focus of the
engagement
Support – We will identify and overcome any barriers to
participation
Working Together - We will work effectively with partners to
achieve the aims of the engagement 
Communication – We will communicate clearly and regularly
with the people, organisations and communities affected by
the engagement
Planning – there is a clear purpose for the engagement which
is based on a shared understanding of community needs and
ambitions
Methods – We will use methods of engagement that are fit for
purpose
Impact – We will assess the impact of the engagement and
use what we have learned to improve our future engagement

National Standards for Community
Engagement

In West Lothian we are committed to implementing the National
Standards for Community Engagement which are good-practice
principles designed to improve and guide the process of
community engagement.

The seven standards are:
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The engagement cycle illustrated in Figure 3 is underpinned by principles of the National Standards for Community
Engagement, and should be followed in order to demonstrate good practice.

Section 3:
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Co-production

Adopting a co-production approach means that we will work
in partnership with people who live and/or work in West
Lothian to help us we deliver the best possible services.  It
combines our mutual strengths and capacities so that we can
work with one another on an equal basis to achieve positive
change. 

It is is a way of working that involves people who use health
and care services, carers and communities in equal
partnership; and which engages groups of people at the
earliest stages of service design, development and
evaluation.

In West Lothian we acknowledge that people with ‘lived
experience’ of a particular condition are often best placed to
advise on what support and services will make a positive
difference to their lives.

Co-production will ensure that we involve people who use
health and care services, carers and communities in equal
partnership; and engage these groups at the earliest stages
of service design, development and evaluation.
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The Public Bodies (Joint Working) (Scotland) Act 2014 places
certain duties in relation to engagement on the IJB and,
therefore, on the West Lothian Health and Social Care
Partnership acting on its behalf. For example, there is a
prescribed list of stakeholders that must be consulted when a
local authority and health board are agreeing or reviewing
their Integration Scheme.

NHS Boards are required to involve people in designing,
developing and delivering the health care services provided
for them. This is underpinned by the NHS Reform (Scotland)
Act 2004 and the Patient Rights (Scotland) Act 2011.

The Scottish Government and COSLA have developed
guidance to support greater collaboration between those
making decisions about care services in Scotland, those
delivering services, and people in communities who are
affected - Planning with People: Community engagement and
participation guidance - COSLA/Scottish Government, which
was updated in April 2023.  

The Community Empowerment (Scotland) Act 2015 was
enacted to help empower community bodies through the
ownership or control of land and buildings, and by
strengthening their voices in decisions about public services
to ensure they are built around people and communities. The
Act means Community Planning Partnerships must develop
Local Outcomes Improvement Plans (LOIPs) and must support
community bodies to participate in all parts of the process. 

It also entitles anyone to make a Participation Request where
community bodies can request to take part in a process with a
public body to improve an outcome it believes it can
contribute to. The public body must agree to the request and
set up a process unless there are reasonable grounds for
refusal. At the end of the process the public body must publish
a report on whether the outcomes were improved and how the
community body contributed to that improvement.

https://www.gov.scot/binaries/content/documents/govscot/publications/advice-and-guidance/2023/04/planning-people-community-engagement-participation-guidance/documents/planning-people-community-engagement-participation-guidance/planning-people-community-engagement-participation-guidance/govscot%3Adocument/planning-people-community-engagement-participation-guidance.pdf
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eliminate discrimination
advance equality of opportunity
foster good relations between different people when
carrying out their activities

The Public Sector Equality Duty means that public bodies have
to consider all individuals when carrying out their day-to-day
work in shaping policy, delivering services and in relation to
their own employees. It also requires that public bodies have
due regard to the need to:

Consultation and engagement is a vital part of measuring the
impact of policies and service change against groups of
people characteristics protected by the Equality Act (Scotland)
2010. As a public body the West Lothian IJB is required to
assess the impact of its decisions, changes to policies,
practices and services against the requirements of the public
sector equality duty (Please note that the Public Sector Equality
Duty in Scotland is currently under review.)

An Integrated Impact Assessment (IIA) must be completed as
part of the development of new policies, strategies, and
significant changes in existing service provision to assess what
impact, if any, the changes are likely to have. IIAs consider
evidence of any potential impact on those who share a
protected characteristic including any feedback from
consultation or engagement with those groups. The standard
report template for the IJB and its associated committees  and

groups includes a section on whether an IIA has been
completed prior to seeking a decision from the IJB. Both NHS
Lothian and West Lothian Council have toolkits for conducting
Integrated Impact Assessments.

Resources

The Healthcare Improvement Scotland – Community
Engagement has produced a comprehensive Participation
Toolkit to support health and social care staff to more
effectively involve patients and service users, carers and
members of the public in decisions about their own care and in
the design and delivery of local services. 

Health Improvement Scotland – Community Engagement has
also published an Engaging Differently resource during the
Covid-19 pandemic on how engagement approaches can be
adapted so that community engagement remains possible
and meaningful. It includes advice, tools and methods on how
health and social care organisations can overcome the
challenges of increased physical distancing through digital and
non-digital means to ensure engagement remains inclusive. 

In addition, West Lothian Community Planning Partnership
published its own Engaging Communities Toolkit, designed to
support a whole range of individuals such as local workers,
voluntary organisations and community members in the
planning and delivery of different types of engagement.

https://www.hisengage.scot/equipping-professionals/how-to-engage/
https://www.hisengage.scot/equipping-professionals/engaging-differently/
https://www.westlothian.gov.uk/media/9397/Community-Engagement-Toolkit/pdf/Engaging_Communities_Toolkit.pdf
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Positive, accessible and thoughtful communication and engagement is key to delivering the West Lothian IJB’s strategic vision. 

To ensure our communication and engagement is effective, consideration should be given to the target audience of
stakeholders. The desired outcomes and the progress against these measures for the current year can be found in Appendix 2.

Stakeholders
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Communication and Engagement standards – All communication and engagement materials and activities will meet the
following standards. 
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Inclusivity and accessibility 

Easily accessible communication is good for everyone. By
making everything easy to access and simple to
understand, our message will be better shared. 

We aim to support as many people as possible to take part
in communicating with its services. We will do this by making
information readily available to people in the format they
find easiest to access. 

Consideration should be given to the intended audience and
a range of methods should be employed to ensure no one is
disadvantaged by disability, cultural or language barriers,
access to the internet or difficulties with literacy, for example.

Alternative formats should be offered on all
communications, for example, Easy-Read, Braille or different
languages.

Our approach to accessible communications is set within
their wider equality and human rights contexts, as set out in
the Equality (Scotland) Act 2010. The UK Government has
also published accessibility guidelines and regulations for
public sector websites and applications, which the West
Lothian IJB will ensure are implemented.

Identity

In order to further integration, support engagement and
maintain a consistent approach across the Health and Social
Care Partnership, a clear identity for the Partnership is essential. 

There are occasions where it is appropriate for
communications to be issued in the name of “West Lothian
Integration Joint Board”, for example, the publication of its
Strategic Plan, but for most operational communications, the
“West Lothian Health and Social Care Partnership” brand should
be used. 

The West Lothian Health and Social Care Partnership works in
support of the IJB’s strategic priorities and is the public face of
health and social care services in West Lothian. The name and
logo are recognised by the public and other stakeholders and
use of this brand promotes a united front, promoting the
partnership’s shared vision for health and social care outcomes
in West Lothian. 

Communication and engagement activities carried out by
partnership staff should be carried out under the identity of the
West Lothian Health and Social Care Partnership and utilise the
logo above unless it is a matter very specific to the strategic
planning of the IJB such as the example given above.



Method Key Deliverables

Service User and Carer
Representatives

Clear roles and responsibilities for service user and carer representatives 
Service user and carer representatives to be supported in their role

Community Groups and
Networks

Utilise existing groups and networks for engagement - go to them so they don't have to
come to us 
Disseminate information through groups and networks 
Have conversations about what matters to the community and support their
participation

Online Resources
Promotion of HSCP website as source of information
Promotion of self-help websites such as NHS Inform or West Space
HSCP website well maintained and maximised as a tool for engagement

Section 6: 
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Communication and engagement methods should be inclusive and accessible to a wide range of people with different needs.
Consideration should be given to the intended audience and a range of methods should be employed to ensure no one is
disadvantaged by disability, cultural or language barriers, access to the internet or difficulties with literacy.

Alternative formats should be offered on all communications, for example, Easy-Read, Braille or different languages. The
following methods should be considered for communication and engagement activities:

Continued on the next page.



Method Key Deliverables

Publications 

Production of high quality, equality impact assessed material that delivers key
messages in a clear, concise and plain-English manner 
Use of infographics and visuals for ease of reading and understanding 
Presence in council's Bulletin where appropriate 
Posters and flyers/postcards for awareness raising campaigns 

Social Media and
Technology

Development of HSCP Social Media to communicate key messages - clear governance
route to be established to control content 
Utilise existing West Lothian Council social media for reach to large audience 
Utilise screens in council and health buildings including GP practices 

Themed Event

Engagement events on specific topics - consider creative methods to encourage
participation and give consideration to location and accessibility
Outcome of events should inform planning 
Feedback should always be given to contributors on the impact of their participation 
Staff engagement events for networking, development and finding solutions 

Section 6: 
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Continued on the next page.
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Digital 

An online presence supports the provision of information in an easily accessible format. The West Lothian HSCP will use its
website and social media channels to share information and engage with stakeholders and public audiences. 

To provide a single location for efficient signposting, the West Lothian HSCP will undertake an audit of its current website to
ensure that all information is necessary, pertinent and up-to-date. A Working Group will be established to undertake this work.

Method Key Deliverables

Media/External Agencies

Work closely with council and NHS Lothian Media teams to further reach on
communications 
Consider local news agencies for good news stories and awareness raising 
Utilise reach of other organisations, particularly where there is a shared purpose

Individual Feedback
Mechanisms

Utilise council's eSurvey creator license through Civic Centre Admin Team for
questionnaires, comments and suggestions 
Make use of existing feedback from sources such as the National Health and Wellbeing
Survey, Citizen's Panel or staff surveys 



Community and staff
meetings/ events

We will continue to reach out to people to give them the opportunity to feed their views
back to us. 

Focus groups We can use these to reach a specific group of stakeholders or developed around a
particular topic.

Surveys
We will continue to utilise surveys to consult with the public and staff. We will also look
to feedback consultation results and subsequent actions by way of You Said We Did
publications. 

Web-based engagement We will continue to use and expand our reach on social media to engage with
stakeholders. 

Partners Where our partners have a strong understanding of a certain area, who will utilise them
as a way of engaging with those service users. 

Section 6: 
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It is important that in all communication we should make it clear what the level of engagement is and what this means for
stakeholders. We will use different mechanisms for stakeholder engagement and to ensure our stakeholder can feedback to us.
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How many responses/attendees/website hits were there? 
What is the level of engagement on social media 
What was the general tone of the feedback? 
Were there public enquiries or complaints and what was
the content of these? 
Benchmarking against other organisations or previous
engagement activity

Objectives
Audience/Insight
Strategy/Ideas
Implementation
Scoring/Evaluation

Evaluation of Engagement Activities 

It is good practice to evaluate engagement activities on an
ongoing basis and a number of methods can be employed to
do this, for example:

The West Lothian IJB’s communication and engagement will
use the OASIS model as a basis for planning, measurement
and evaluation. The model is the preferred campaign
framework of the Government Communication Service. It
includes the following criteria for rigorous and systematic
campaign development:

1.
2.
3.
4.
5.

Monthly metric snapshots including media coverage;
website visits; social media activity; service user
engagement and complaints.
Accessibility reviews – self-assessment tools; public
service improvement framework reviews; and Equality
Impact Assessments. 
Regular and frequent reporting to the Partnership’s senior
leadership team, integration joint board and or its
committees.

Additional evaluation sources and monitoring may take the
form of:

Any improvements identified will be incorporated into
subsequent versions of this strategy.

The West Lothian IJB Communication and Engagement
Strategy Action Plan, which is appendixed to this document,
is a live document that will flex to opportunities that may
arise during its lifespan. It will be reviewed on a regular basis
to ensure it remains relevant to our aims and objectives.

An update on implementation of this strategy will be
provided to the IJB on an annual basis. The strategy will be
reviewed in three years.
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Many of these actions will require repeated focus throughout the 3-year span of this strategy. Actions relating to measurement
and evaluation will inform the continual roll out and implementation of other actions. 
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The following events, campaigns and forums will take place over the next year and be promoted by the organisation.
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Examples of Good Practice

East Calder Health Centre Engagement Report

West Lothian HSCP embarked on its public and staff
consultations between 30 September and 6 November 2022.
The purpose of the engagement was to gather the views of
the local community. The partnership proactively sought
participation of hard-to-reach groups, such as carers, via
targeted engagement. 642 people took part in the survey and
a wide range of views was collected. This was subsequently
published in an engagement report, which will form a wider
business case for a new building.

Data Driven December 

Data Driven December was a staff campaign initiative
designed to promote the good use of data within West
Lothian HSCP. 

Throughout December West Lothian HSCP celebrated how we
made good use of data throughout 2022. Communications
were issued to all staff to highlight the seminar, along with the
production of campaign materials such as a promotion video
and a logo. The campaign was featured on our social media
throughout December and highlighted that better use of
routine data can directly support care, drive service
improvement and enable research and innovation. 

Single Point of Contact 

Community Single Point of Contact is an initiative designed to
provide rapid access to community health and social and
third sector teams in order to prevent presentation and
admission to acute hospital sites. 

SPoC was a new way of working for staff and before the
launch of the pilot, it was identified that a staff training video
would be needed to explain how the scheme would work. It
was put to a series of video clips, which edited together on
Canva, which had recently been procured as an editing
software. 

The video explained they project, how the pilot would work
and how staff would engage the programme. Once
completed it was communicated in an email to leaders and
managers and made available on the intranet. It is now being
updated for 2023 to highlight the successes of SPoC first year. 

Workforce Communication and Engagement Strategy

Following the publication of the West Lothian HSCP Workforce
Plan 2022-25, it was identified within that report West Lothian
HSCP needed a Workforce Communications and
Engagement Strategy. This is to ensure that all HSCP staff and
the wider West Lothian health and social care workforce are
aware of and engaged in the work of the partnership
undertakes.
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Through collaborative working we can create effective and
sustainable solutions and achieve the best outcomes for our
staff and the people of West Lothian. The plan was passed by
the Integration Joint Board in January 2023 and is now in
process of being implemented by HSCP Workforce Planning
Working Group and the HSCP Communication and
Engagement Lead. 

Carers Week

One of the key documents that has been launched in the last
year has been the Carers Strategy, which updated and
published in June 2023. The launch of the strategy was done
to coincide with Carers week, which was marked by a week of
events across a number of locations in West Lothian. It was
also featured on social media, showing different aspects of
caring and where support is available. New carers campaign
materials were also developed, including new leaflets,
branding and a new banner to be used at different events
going forward. 

Mental Health Awareness Week 

As part of Mental Health Awareness Week, we decided to
relaunch the West Lothian HSCP Mental Health Twitter
account. Following changes in staff, this account has not been
utilised. We used Mental Health Awareness Week to relaunch
the account and boost the number of people viewing the
account. 

The account is now regularly being used to promote mental
health issues. Work was done to promote mental health
services available to staff via both NHS Lothian and West
Lothian Council through an all staff email highlighting how
staff could seek support.

16 Days of Activism

West Lothian HSCP, along with West Lothian Council,
undertook extensive work in November to promote 16 Days of
Activism against gender-based violence. The purpose of the
campaign was to raise awareness of survivors and their
stories, signpost people to support agencies and to highlight
ongoing work against the abuse of women and girls. West
Lothian based events were planned through the 16 days, both
online and in person. There was also an exhibition of survivor
art held in Howden Park Centre. Staff were also invited to
attend Commercial Sexual Exploitation Training through the
Women’s Support Project. 
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Consultation and Promotion of the IJB Strategic Plan

The West Lothian IJB Strategic Plan was passed in March 2023.
In the run up to the passing of the document, significant
engagement work was carried out in the run up to the drafting
of the plan. This included an online survey, which ran for
approximately three weeks, gathered views from staff, service
users and partners. Paper consultations were also made
available. Staff also visited a number of local partners in order
to gain insights, including visiting Community Connections
drop-in sessions and the Senior People’s Forum. 

Community Health and Social Care Bed Based Review

Following the passing the Strategic Plan and the IJB budget for
the next three years, West Lothian HSCP set out to engage with
key relevant stakeholders as to the future and the requirement
for maintaining required level of residential support for older
people when that is assessed necessary to meet their needs.

The schedule of events took place in April and May. The
engagement process will included digital questionnaire, face
to face meetings with stakeholders and opportunities to meet
virtually. The digital questionnaire was circulated for a period
of four weeks to residents, their families and staff. Feedback
from this engagement was fed back to the board and allowed
them to make informed decisions on the bed based review. 
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