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Executive Summary

This strategy has been written to provide direction for the ongoing
advancement of role, function and identity of ‘Partners in Healthcare’ - PIH
(formally Patient & Public Involvement - PPI) across the Trust.

The Trust has developed a new approach to patient involvement and
engagement by redesigning and rebranding PPI to PIH to demonstrate a
more inclusive and meaningful approach to partnership working with patients,
public and external stakeholders. This is the first step in recognising that
individuals have different perspectives on how to access and use our services
effectively.

and roles within the
and citizen centred

t the heart of this
work to ensure the value of public a is recorded and
fed into the work of the Trust.

PIH works across the entire spectrum of de
organisation and reflects a shift in focus t

d included
IH Network Members,
he previous PPI Strategy

on the Trust Board to demonstrate its commitment
and responsibility ac e interim revised NHS Consultation Guidance —
Shaping Health Servi Locally (Welsh Assembly Government 2008). The
Board needs to take ownership of PIH and champion the principles of
continued patient involvement and patient centred care by adopting a system-
wide strategy for improving the patients experience set out within the Welsh
Ambulance Services NHS Trust ‘Local Delivery Plan’ 2009.

The strategic development plan at the back of this strategy sets out the
‘direction of travel’ of PIH.



1. Introduction

This is the second strategy produced by the Welsh Ambulance Services NHS
Trust (WAST). Its aim is to demonstrate our commitment to ensuring that the
people of Wales are actively involved in decisions about their care, are
engaged with across Wales and that their involvement is at the heart of
service planning and delivery.

The previous ‘Patient & Public Involvement’ (PPI) strategy provided the
framework for WAST to take forward and develop patient involvement and
engagement within all aspects of its services. It is intended that this Partners
in Healthcare (PIH) strategy and its supporting development plan will
encourage a continuous approach to involvement and engagement and
extend opportunities for all to be involved in Trus ivities that are central to
the continued development and delivery of our

2. Context

Since the development of Partners in ithi stin April 2008
it has continued to progress to develop

takeholders, in the planning,
g of services. The Partners in

d to be embedded at strategic level and through
e a consistent and high quality approach to
involvement, engag health information and education throughout the

Trust.

2.1.Drivers for the strategy
There are a number of key drivers for this strategy which include the following:

* Welsh Assembly Governments’ ‘Healthcare Standards’ (HCS)
These standards set out a common framework to support NHS and partner
organisations in providing effective; timely and quality services across all
healthcare settings. Our work particularly relates to the First Domain within
the HCS ‘Patient Experience’, and specific standards 1, 6 and 10 which
support the provision of healthcare in partnership with patients, public and



service users with plans and decisions that respect diverse needs and
preferences and are patient centred.

In particular, Standard 1 relates to Patient, Public Involvement. The standard
requires that:

‘The views of patients, service users, their carers and relatives and the public
are sought & taken into account in the design, planning, delivery, review and
improvement of healthcare services and their integration with social care
services'.

The HCS review of progress against Standard 1 for the period 1% April 2007 —
31° March 2008 (Sept 2008) acknowledged that “The Trust had demonstrated
that over the last 12 months it had taken steps to improve its maturity in
relation to this standard”...and that “the Trust was developing at all levels
within the standard and that it was working towar suring consistency
across the organisation”.

* Welsh Assembly Governments Interi i HS Consultation

continuous public engageme : ual consultations around
specific proposals. The key ali [ [ ument is to ensure the
promotion of equality of opport nd that all organisations
are responsive to the needs and v

Service ‘Partners i care Team’ have united to become one central
team. The new Partners in Healthcare Team consists of the ‘Involvement and
Engagement’ Department and the ‘Multi-channel access’ Department.

This new development and alignment of teams aims to ensure more effective
relationships between 2 key departments within the Trust.

To ensure services are patient-centred and are driven by service user needs,
the Partners in Healthcare Team are embedding systems to feed patient
experiences and stories into the work of the Trust, and provide access to
information to support people to make decisions and healthier choices.



The Multi-channel access Department consists of Information Specialists, Co-
ordinators and Managers who facilitate access to health information and
education resources through a wide variety of channels including: web based
prescriptions; telephone and postal prescriptions; texting service; and live
information surgeries. The team is proactive in working with local and regional
partners and stakeholders in raising the profile of the Partners in Healthcare
model.

This strategy is for all Trust staff including volunteers and all users (& potential
users) of Trust services, and will work towards the continuation of effective
and meaningful involvement and interaction with services users across
departments, and throughout the Trust.

3. Vision

For us to develop and progress in creating
inclusive and engaged with its users, we
been some good foundation work and
out across the Trust.

isation that is fully
t there has already
ent already carried

» Setaframew
communities

* Ensure the promotion of equality for involvement/engagement

* Provide & utilise opportunities for involvement/engagement

* Promote a culture of positive patient engagement and inclusiveness

» Ensure the appropriate provision of health information and education to
patients/public

involvement/engagement that is inclusive of all

The objectives are to:

* Involve patients/public in the design, planning, delivery, review and
improvement of Trust services
» Create an environment that is patient-centred



* Work with other healthcare and partner organisations across Wales on
involvement/engagement activities and work developments to meet the
health needs of local communities

* Promote involvement/engagement across all levels within the Trust

» Dispense tailor made information prescriptions and messages to
patients/public and communities across Wales

4.1.Current position and achievements
Constructive steps have been taken to address the awareness and value of

engagement and involvement of patients and public at a strategic level and
down throughout the organisation.

strate how the Trust is
nda, and how we are
ent and engagement:

The following mechanisms, tools and guidance
moving forward with the Partners in Healthcar
working to embed the principles of effective.i

Partners in Healthcare Panel

At a strategic level the Trust Board h
and continuous engagement, and evi
of a dedicated champion at Non-Executi

iples of inclusion
identification

e Trust in discussing,
ctivity and methods.

provides a model for
ter of members of the

public who have ex
and develop. services. ) ludes a virtual network of external
ices that are keen to learn more

engaging with different communities across Wales.

Headline News
A newsletter called ‘Headline News' is circulated monthly to internal staff to
raise awareness of activities within the Partners in Healthcare Team.

PPI Planning and Evaluation Toolkit

The Trust has approved a PPI Planning and Evaluation Toolkit to measure
and evaluate activity across the Trust. This has been identified as a valuable
resource across PPl Teams in Wales, and in Ambulance Trusts in England.



Partners in Healthcare Directory

The Partners in Healthcare Team have created a Directory to record
involvement and engagement activity and outcomes across the Trust. The
Team are keen to promote this Directory to staff, and encourage wider use
and ownership of this resource.

Patient Stories
The launch of an Online Patient Story facility on the Trust website has
enabled service users to provide us with their experiences of using Trust
services. This work is extending to include capturing stories face to face in the
community, as well as exploring the potential of using Digital Storytelling as a
tool to share patient’s stories, as well as promoting Trust messages. This
work is also extending to capture stakeholder and partner stories, as well as
staff stories.

Consultation and Engagement

The Partners in Healthcare Team have a
across Wales, to involve and educate iti essing and using
Trust services. For example, Focus taken with the

working towards producing i and services which are
appropriate to meet the needs o e di mmunities.

f groups, facilitators
st is now represented on

through differe
order to ensure

and work is underway to develop the Model in
needs of a broad variety of communities.

4.2 Future directio

We have laid good foundations to carry out a broad range of involvement and
engagement activity, and through the Partners in Healthcare Network, we
have embedded a model for continuous engagement.

Our future work will involve:

- Strengthening relationships with Trust staff to ensure the principles of
involvement and engagement are achieved and delivered across the
service

- Ensuring a broad representation of communities on the Partners in
Healthcare Network

- Enabling service users to have a stronger voice in the direction of the
Trust, by building on the methods in which they can become involved



- Increasing awareness of the Multi-channel access department and its
role within NHS Direct Wales, and work with Trust staff to ensure
effective use and promotion of information systems and resources.

Conclusion

Whilst the Trust is committed to Partners in Healthcare, work needs to be
carried out to further embed quality systems and processes to capture
experiences, stories and feedback. The Partners in Healthcare Team is
keen to prove the value of information, involvement and engagement work
across the Trust, in particular the changes that the Trust has incorporated
in its service delivery, as an outcome of patient involvement.

The team continue to build on the work already been carried out, and will
ensure that Trust staff are engaged in future development work.

As patient and public involvement evolves
more at the forefront of service design a
fluid and adopt any guidance and princi
development.

e coming years and sits
y, this strategy will be
re appropriate to its

Next Steps

PIH Strategy to be reviewed annually
o Ensure it continues to deliver & reflect patient needs and
support the development plans and progress to ensure synergy
with Trusts’ HCS annual reporting.

Embed the benefits of the PIH Network with wider Trust development
plans in respect of patient engagement, stories and consultation
o Aligned with WAG NHS Consultation Guidance; 1000 Lives
Campaign; Designed for Life; DECs



Communicate the variety of involvement opportunities and activities that
the network can influence and contribute within the Trust

o Ensure internal promotion/communications carried out

o Showcase tangible outcomes/changes as a result of network

4\
NS
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Objective
Healthcare Standard 1

The views of patients, service users, their carers and relatives and the
planning, delivery, review and improvement of healthcare services

7. Development Plan

e sought & taken into account in the design,
ation with social care services.

No. | Recommendation

Action to be taken

1 Involvement and engagement

velop links with Trust staff to embed a
continuous engagement

pportunities for collaborative consultation
departments, divisions and organisations

ove the structures of involvement and engagement
activities, including:

- Travel reimbursement process

By whom By when
PIH Lead 2014
ent, engagement and PIH Managers | 2010
dback, stories and
With support
from:
esentations to different | PIH Team
ge of communities, for e.g. ME
Travellers, Deaf & Hard of
s on a local, regional and national
2010
2011
2011

11




Governance processes are in place for each engagement
method

Ensure systems are in place tor
and feedback to service user
More robust process to de

ord, capture, evaluate,
outcomes of activities
rate improvements

Develop an engagement r the Trust 2011
Develop the Partners i irectory to promote 2010
across the Trust
Partners in Healthcare Implement an ong me for more | PIH Managers | 2010
Network network members
Ensure a wi With support 2010
Ensure regule i with Network members from: 2010
nd Network PIH Team
d members (in the 2011
ship, buddying)
ro-site, for information, Trust 2011
activity and consultation exercises
incorporated within the 2011
are being used effectively for
2011
efits of PIH Network across the Trust 2010
Equality & Diversity to liaise with the Equality & Development Officer | PIH Lead 2009
e issues regarding equality and diversity are PIH Managers
onsidered in all PIH work
Assess work programmes, processes and strategies With support 2009
against the Equality Impact Assessment from:
Equality & 2010

Ensure regular communication and networking with a

12




broad range of different communities across Wales

Development
Officer

Communication

Leadership

Continue to liaise with Trust Corporate Communications PIH Lead 2009
Team in order to share key i tion and work PIH Managers
collaboratively on projects
nts/public around With support 2009
of Trust services from:
ss releases, Corporate 2009
abstracts, and up s and relevant | Communication
stakeholders Man.ager &
Utilise WA i eb tool Reglonal_ _ 2010
to provide i Communlcatlon
Continue to nt Trust staff and Officers 2010
depart Community First
ealthcare at all levels PIH Lead 2011
PIH Managers
ampions across the Trust, who 2010
taff and public alike, of the work | With support
from:
PIH Team 2010

AST service information (including unscheduled care
messages)
Public education messages

13




Encourage staff representation on PIH Panel meetings

2010

Governance Benchmark, share information and ensure continuous PIH Lead 2009
relationships with relevant PPI ds, forums and PIH Managers
networks, including:

PPl Regional Meetings
National Ambulance Net | Leads
NHS Centre for Equali
Welsh Assembly G perience Unit
vement Plan 2010
Collaborations and i PIH Lead 2009
Partnerships PIH Managers
With support
ealth Councils and from: 2009

Area Associations

PIH Team

14




Objective
Healthcare Standard 6

Healthcare organisations, in recognising different language, communicatio
a) Make information available and accessible to patients, service us

services

b) Provide patients and service users with timely information o
as after-care and support arrangements: and
c) Provide patients and service users with opportunities to

sical and cultural needs:
eir carers and relatives and the public on their

s relating to their care.

the care and treatment they will receive as well

1 Multi-channel access ovided with different PIH Lead 2009
b, postal, SMS, MCAT
e of format and Managers
ectives set out in the With support 2014
b Development Strategy and The from:
MCAT Team
ation and Knowledge 2011
and resources are in place to
ivery of a multi-channel access information
2 Governance | Trust staff, where appropriate, are competent PIH Lead 2014
ng health information MCAT
. ffective governance structures are in place to Managers 2011

the delivery of an evidence based information
service (including: Standards & Guidelines, Quality
Improvement Team, Audits, capturing service user

With support
from:

15




feedback) MCAT Team
3 Collaborations and » Ensure appropriate links with other information services PIH Lead 2010
Partnerships and stakeholders (NHS 24, Choices, NHS Direct) in order | MCAT
to share best practice, resour nd benchmark Managers
« Develop and maintain relati ips with other health, 2014
social well-being stakeh ring a collaborative With support
approach to local, regi al information from:
developments MCAT Team
Contribute to loca ets and 2011
The work requirements and responsibilities of contribute towards Standards 7, 24, 29 and 30
The following examples and evidence demo nd activities that support the delivery of the
Healthcare Standards:
* The development of interactive and educ esources to support patients and the public to make informed
decisions
* The delivery of an Informa [ C ormation can be dispensed through different mediums and in
different formats
» Collaborations and partner S Wi )i nd national groups and organisations to share information, messages
and best practice
» Contribute towards local health ne ents and subsequent development plans within communities
» Links with national/local networks a support the delivery of Health, Social and Well-being Strategies, and

supporting these strategies through the on of public health messages
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Standard 7
Patients, service users and their carers, including those with long term conditions, are encouraged to contribute to their care plan
and are provided with opportunities and resources to develop competence in self-care.

Standard 24
Healthcare organisations work together with social care and other par eet the health needs of their population by:

* having an appropriately constituted workforce with appro skill mix ac

* ensuring the continuous improvement of services throug

the community; and

Standard 29

Healthcare organisations promote, protect and demonst i alth of the community served and reduce health
inequalities by:

» collaborating and working in partnership-with » cies in the development, implementation and
evaluation of health, social care and

» ensuring that needs assessment and

Standard 30
Healthcare organisations:
* have systematic and ma promotion programmes, which include staff, which meet the
requirements of the Nationa ational plans and health promotion and prevention priorities; and
» take fully into account current and ) d knowledge on public health issues in the development of their

public health programmes, healt omotion and prevention services, and the commissioning and provision of services.
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