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1. SUMMARY
Argyll and Bute Health and Social Care Partnership (HSCP) is committed to working
with the people of Argyll and Bute to ensure services are responsive and appropriate to
the needs of our communities.
The period April 2018 to March 2019 saw a concerted effort to review and improve the
ways in which we engage with people. The outputs of this work include a range of new
structures, approaches, protocols, and tools:


A HSCP Engagement Framework providing a comprehensive overview
and strategic direction for engagement work.



An Annual Engagement Plan to proactively plan and record engagement
activity.



An Engagement Quality Standards Framework to evidence how the
HSCP is delivering best practice.



A Strategic Engagement Advisory Group with key partner involvement
to advise the Integrated Joint Board on engagement policy, strategy and
best practice.



Revised model of Locality Planning Groups to strengthening planning at
scale and to better align with Community Planning arrangements.



New Guide to Engaging to widely publicise the range of ways that people
can engage with the HSCP.



New mechanisms to engage with people with an interest in health and
social care services called ‘Community Conversation Cafes’.



An engagement pathway and tools to support managers responsible for
local services to engage with people in a systematic and consistent way.

This HSCP-wide approach will provide a consistent approach, clearly setting out what
and why engagement activities will take place, who should be involved and what
processes will be adopted.
This Engagement Framework sets out the intentions of the HSCP to continue to work
with people in Argyll & Bute who have an interest in health and social care and provides
a comprehensive overview of how engagement will be approached. It describes a
number of complimentary documents and processes that support the delivery and
monitoring of engagement activity that can be used by HSCP staff, partners,
communities and wider stakeholders alike.
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2. INTRODUCTION
Argyll and Bute Health and Social Care Partnership (HSCP) recognises that effective
engagement is essential to the delivery of health and social care services and
fundamental in supporting the HSCP to achieve its vision, ambitions and deliver on its
key strategic objectives. This commitment was articulated in the Strategic Plan 2016/19
“We will underpin our arrangements by putting in place clear, communication and
engagement arrangements involving our staff, users, the public and stakeholders”.
The Integrated Joint Board approved the HSCP Communications and Engagement
Strategy in June 2016 which adopts Statutory Guidance CEL 4 (2010)1 as the baseline
standard for all communications and engagement work, including formal consultation
where service change is deemed major service change by the Scottish Government.
Effective engagement ensures decisions are informed by community needs and
aspirations whilst balanced against available resources. It provides a platform for
stakeholders to have their voices heard, their views considered and acknowledged, as
well as strengthening relationships and building community capacity. The HSCP has
adopted the “You Said, We Did” philosophy which supports building relationships with
our communities, partners and staff.
Stakeholders include:





people who use health and social care services;
health and social care staff;
partners, for example third sector and independent sector; and
the wider public of Argyll and Bute

The HSCP has identified key areas where there is a requirement to and benefit from
engagement with stakeholders:




Development of a revised Strategic Plan for the period 2019 to 2022.
Service change arising from the first Strategic Plan and detailed in the Quality
and Finance Plan (2018-19).
Ongoing consultation regarding the local development and implementation of
national, regional and local policy, protocol and plans.

This framework has been developed to assist the HSCP in undertaking engagement
with stakeholders and provides a foundation for all future engagement activity.
It supports a consistent approach, describing what and why engagement activities will
take place, who should be involved and what processes will be adopted.
Fig 1. Engagement Formula
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3. CONTEXT
The Scottish Government published the Health & Social Care Delivery Plan which set
out a programme for further enhancing health and social care services. This builds on
the Government’s goal to shift the balance of care from hospitals to community care
sector by 2021. Critical to this programme is the ambition to support people at home
where and whenever it is appropriate.
Argyll and Bute HSCP’s second Strategic Plan for 2019 - 2022 will outline further
opportunities to support the population to remain healthier and independent for longer.
There have been significant improvements over the last three years but there is
recognition that there is still a lot to do to realise the ambitions set out in the first Plan.
However, it is anticipated that the public sector in Scotland will continue to face a
challenging financial outlook. Furthermore, growing demographic demands; increasing
costs; and staffing pressures place additional challenges on delivering sustainable
services within available resources.
4. PURPOSE
This Engagement Framework describes engagement intentions and specifically aims
to:




ensure stakeholder views are understood and considered when developing health
and social care policy and strategy in Argyll and Bute;
strengthen the relationship between stakeholders and the HSCP by ensuring they
are informed about, get involved with, and have their say on matters which are
important to them;
ensure the ‘feedback loop’ is closed by strengthening communication from the
HSCP so that stakeholders know when and how their contribution has been
considered and has informed decisions.

5. PEOPLE
Effective engagement relies on input from a wide range of people including staff, the
public, people who use services and partner organisations. The geography and
population of Argyll and Bute are very diverse. The estimated population of
approximately 87,000 people is dispersed over a wide geographical area with urban
population centres such as Helensburgh and Oban; remote communities like
Campbeltown and Lochgilphead; remote and rural areas like Tighnabruich and
Carradale; 23 inhabited islands; and isolated rural single dwellings.
The dispersed nature of the population and workforce brings challenges in achieving
effective engagement. Long journey times make it unlikely that people travel far from
their own community to attend events. Previous experience of engagement in Argyll
and Bute in recent years has found it is better to go to where people are rather than
expect them to come to events. Our comprehensive approach to engagement
recognises ‘one size does not fit all’.
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6. OVERVIEW
6.1

Engagement Model

The HSCP will engage with stakeholders using clear and transparent processes. This
will involve moving beyond a data-driven approach to a model which actively listens to;
engages with; and learns about different perspectives – people’s preferences, felt
needs and expectations.
Fig 2. HSCP Model of Engagement

6.2

Engagement Principles

A set of key principles have been adopted to guide the HSCP’s approach to effective
stakeholder engagement.
Meaningful

The purpose of the engagement is clear and stakeholders are
informed about how their involvement will influence the decisionmaking process. Genuine opportunities are created for stakeholders
to participate in issues of significance to the community

Structured

Engagement with stakeholders is built in during the planning stages,
preferably during the scoping and identification of issues to
maximise the level of influence they can have.

Fair and
equitable

Different methods of engagement are utilised to ensure
engagement activities are responsive to the needs of diverse
stakeholders, especially “hard to reach groups”.

User
friendly

Information about the issue will be easily available to enable
stakeholders to be fully informed when participating. Plain English
will be used and jargon avoided.

Responsive

Feedback will be provided to stakeholders at all key stages.
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6.3

Engagement Approach

The HSCP’s approach to engagement has been informed by the International
Association for Public Participation’s IAP2 Spectrum for Public Participation2 and the
Scottish Health Council’s Participation Toolkit3. Both approaches outline incremental
levels of engagement, with the lowest level being ‘Inform’, while ‘Empower’ involves the
greatest level of public participation in decision making processes.
Fig 3. Participation Spectrum
Engagement Goal

Empower

Collaborate

6.4

To involve stakeholders in shared decision
making about strategic priorities and service
delivery.
To work in partnership with stakeholders,
seeking their perspectives and encouraging
their ideas and solutions to inform priorities
and planning.

Involve

To involve stakeholders throughout the
process, ensuring their specific concerns
and aspirations are understood and
considered. Provide feedback on how their
input influenced the decision.

Consult

To obtain stakeholder feedback, listening to
and acknowledging concerns and aspirations.

Inform

To provide stakeholders with information to
assist them in understanding the problem,
alternatives, opportunities and/or solutions.

Engagement Methods

A range of methods are required to ensure effective engagement with different
audiences. These methods include but are not limited to:







World Cafe/Open Space workshops providing stakeholders the opportunity to
discuss issues using methods such as ‘Appreciative Enquiry’ and rich Pictures’.
Focus groups with target groups such as service users, carers, health and social
care staff.
Reference group enabling stakeholders with particular areas of interest and
expertise to be involved throughout an engagement process
‘Pop ups’ at existing events using ‘rapid surveys’ to capture views
On line consultation using survey methods to gather qualitative and quantitative
data
Information for the wider public via Press releases, newsletters, Facebook posts
and key messages.
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7. GOVERNANCE
7.1

Strategic Engagement Advisory Group

The HSCP has established a Strategic Engagement Advisory Group consisting of
individuals from the HSCP, partners with engagement expertise and community
representatives. The role of the group is to advise the Integration Joint Board on the
development of:
 governance arrangements for effective engagement
 support arrangements for representatives on the IJB, Strategic Planning Group
and locality planning groups
 quality assurance assessment and processes
 evidence based approaches/tools for effective engagement.
This Group has been integral to the revision of structures, functions, approaches and
processes outlined in this document.
7.2

Engagement Matrix

The Engagement Matrix below illustrates the levels of engagement with service users,
carers, partners and HSCP staff. Its intention is to describe the different approaches
adopted across the participation spectrum for both formal and informal arrangements.
Fig 4 Engagement Matrix.

7.3

Quality Assurance

This document is supported by an Engagement Quality Assurance Framework
[Appendix1] that provides a means of benchmarking and evidencing on an annual
basis, engagement activity and achievement against well documented good practice.
It reflects a strong commitment to demonstrable approaches to engagement with
service users, carers, partners and staff (stakeholders) and aims to achieve excellence
in all aspects of engagement, embedding a culture of continuous improvement and
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meeting a range of regulatory and legislative requirements.
Quality assurance focuses on four key standards and a number of associated quality
dimensions.
Standard 1: Stakeholder engagement is planned, proportionate, meaningful and
effective
Standard 2: Service user, carer and third sector representatives on strategic planning
groups are supported to effectively undertake their role
Standard 3: There is supported and effective engagement of service users and carers
in service planning and improvement.
Standard 4: The organisation creates a positive workplace culture that enables staff to
feel valued and engaged.
Progress against the standards is reported to the IJB on an annual basis.
7.4

Annual Engagement Plan

The HSCP will produce an Annual Engagement Plan [Appendix 2] that will proactively
identify planned engagement activity for the forthcoming year. The Plan describes the
purpose, audience, method, timescale and owner for each engagement activity.
Progress against planned activity is reported to the IJB through the HSCP Annual
Performance Report.
Fig 5. Snapshot of Annual Engagement Plan

7.5

Engagement Specification

An Engagement Specification tool [Appendix 3] has been developed for HSCP
managers and teams and provides guidance on the steps to be considered when
planning effective engagement with citizens, partners and staff. These steps reflect the
approach outlined in the HSCP Engagement Framework and provides a recommended
approach to engagement which is based on recognised best practice.
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8. ROLES & RESPONSIBILITIES
Everyone in the Partnership is responsible for supporting service user, carer and public
engagement and the activities relating to the implementation of this Framework.


Integration Joint Board (IJB)

The IJB promotes a culture that places service user and carer experience at the heart
of health and social care services. The Board actively seek demonstrable evidence that
HSCP meets its statutory and regulatory obligations - listening to, learning from and
acting upon the views of service users, carers and stakeholders regarding the design,
quality, safety and efficiency of health and social care services. This evidence is
articulated through the Annual Engagement Plan, the Engagement Quality Standards
Framework and the Annual Performance Report.


Strategic Engagement Advisory Group

Members of this group have particular knowledge, skills and expertise relating to
engagement. Their strategic role is to advice the IJB on all aspects of engagement
including national policy, quality standards, evidence of good practice approaches and
methodologies. This group has contributed to the development of the A&B-wide
engagement infrastructure, creating pathways and tools and agreeing indicators to
measure performance.


Senior Leadership Team (SLT)

The SLT provide assurance to the IJB that mechanisms are in place to embed
stakeholder engagement throughout the organization using the approaches set out the
Engagement Framework. This includes developing the knowledge and skills of staff to
make engagement integral to service improvement and transformation plans. The SLT
ensures the Board is informed about process and standards being delivered and met.


Senior Managers

Senior managers are operationally responsibility for the implementation of the
Engagement Framework, following the Engagement Pathway outline in section 9. They
support their staff to complete the Engagement Specification articulating the need for
and purpose of engagement activity, the audience, the approach and the methodology.
Senior managers ensure this information informs service improvement and that
stakeholders understand their contribution.


Staff

HSCP staff within individual services have a central role in ensuring that service user
experience is taken into account in service planning and service delivery. This involves
identifying and engaging people, agreeing the purpose, scope and timescale,
determining the methods of engagement that are fit for purpose and overcoming
potential barriers. The Engagement Specification supports staff with the planning of
these processes.
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9. ENGAGEMENT PATHWAY
The flowchart below provides describes the strategic direction, planning and operational
activity that links the engagement approach for A&B HSCP.
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10. STRUCTURES
The HSCP used participatory approaches to evaluate and revise the structures and
functions of a range of planning and engagement groups. Significant changes are
being implemented in order to build more effective and sustainable engagement
mechanisms. Fig 6 (below) represents the revised HSCP engagement structures that
will be implemented from April 2019.
Fig 6. HSCP Planning and Engagement Structures

Further development work is
underway to strengthen engagement
mechanisms that enable services to
more consistently receive, listen to
and act on service user and carer
experience of health and social care
services.
Furthermore, engagement specification templates need to be routinely embedded into
practice to ensure effective engagement informs services development/redesign.
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11. TIMELINE FOR IMPLEMENTING THE ENGAGEMENT FRAMEWORK

11 | P a g e

12 | P a g e

13 | P a g e

12. CONCUSION
This Engagement Framework demonstrates the HSCP’s commitment to effective
engagement and will ensure a breadth and depth of contributions from stakeholders is
used to inform health and social care service delivery.
This process builds greater co-production between the HSCP and the people it serves
and will result in greater confidence that the organisation listens and learns from
people.
Evaluating the impact of this engagement will be an important aspect that will inform a
programme of future engagement activity. This will include health and social care
transformational service developments that will build in engagement when reviewing
current model of service; considering costs and developing new sustainable service
models.
The timeline for implementing the Engagement Framework is set out in section 10. It is
anticipated that the planned approach will provide greater clarity and consistency of
approach, involving staff and partners in the process, embedding feedback
mechanisms and providing evidence that what matters to stakeholders influenced
decisions.
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13. APPENDICES
1.

Engagement Quality Standards Framework
Engagement Quality
Standards Framework.docx

2.

Annual Engagement Plan Template
Annual Engagement
Plan Template.docx

3.

Engagement Specification
Engagement
Specification.docx

Copies of these documents are available on request.

1. CEL 4 (2010) Informing, Engaging and Consulting People in Developing Health and Community Care
Services, Scottish Government, February 2010
2. International Association for Public Participation’s IAP2 Spectrum for Public Participation
https://www.iap2.org/
3. Scottish Health Council Participation Toolkit. www.scottishhealthcouncil.org/ppg.aspx
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