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Our Vision
We are committed to working with Communities to develop and improve quality of life
and opportunity.

Our Values
Putting the needs of service users at the centre of everything we do
Protecting the most vulnerable from harm

Respecting and upholding the rights and dignity of service users at all times
Listening to what people say about how services are delivered

Building partnerships with our communities and with agencies
Respecting the work and contribution of staff and carers

Ensuring services are fair, equitable and based on clear priorities
Constantly striving to improve the way we meet people’s needs
Ensuring that everything we do represents best value for the citizens
of Argyll and Bute

INTRODUCTION

This strategy sets out our approach to involving people who use social work services
within Argyll and Bute. It is intended to describe the arrangements that will be in place
and how the views of local people will influence what we do and how we do it.

The strategy provides a framework that can be used as a guide to ensure that we
explain what is being done, discuss future options and engage the community in this.

This document sets out the overall context and then details the processes and
arrangements that will be established to facilitate effective public involvement.



2.

STATEMENT OF INTENTIONS

Public Involvement is central to the planning commissioning and delivery of
services. In Argyll & Bute we intend to engage with the public we serve in a
variety of ways using a range of formats described in this strategy. The strategy
is set in a context where services are increasingly provided in partnership with
other organisations such as NHS, Housing and Care Providers.

In committing ourselves to maximising the involvement and engagement of
people in the development and review of services, we recognise that different
aspects of our service will require different types, levels and durations of
engagement with individuals and the community. Similarly, while some people
may wish to commit a great deal of time and effort to engaging with us and
contributing to the development and improvement of services, others may prefer
to have limited involvement or to engage with specific issues. Others may choose
not to get involved at all.

At whatever level people want to be involved we will endeavour to stimulate,
nurture and sustain their capacity to assist us. To facilitate this, clear explanatory
information is required and we need to ensure that people are adequately
prepared to participate in engagement processes.

This involvement strategy complies with national standard for engagement and is
based on a commitment to:
Ensure that consideration is given to the appropriateness of people being
involved in the development, review and redesign of services.
Develop methods of consultation, feedback and involvement which are
effective for individuals and communities.
Use the views and information gained in an open and accountable
manner.
Value the public contribution.
Support the public to express their views.
Ensure people receive feedback when they engage with Social Work and
are aware of results of consultations and decisions made.
Engage with all sections of our communities in an equitable manner.
Make appropriate changes to the planning and delivery of services based
on views expressed by the public.

OBJECTIVES
To achieve best practice we will;

Communicate effectively with the public

Collaborate effective with strategic partners

Work towards a match between needs and service provision

Target scarce resources

Develop ways of reaching decisions about service development that and
the deployment of resources in ways that are informed by the public and
service users’ perspectives

Be transparent and accessible



Ensure that feedback information from the public is systematically sought,
considered and used to improve service

Evaluate the engagement process to ensure its effectiveness

Ensure through links with partner organisations that collaboration/
consultation is maximised and duplication eliminated.

PROVISION OF INFORMATION

It is essential that the public are aware of what services are available and how
these can be accessed. Good quality information is the key to people knowing
what we do, what their entitlements are, how we meet our legal obligations and
what they can expect.

Our information booklet is available on the website or in hard copy by contacting
your local Social Work office and can also be made available in Gaelic or other
languages or in large print or cd.

INFORMATION LEAFLETS

A range of leaflets is available describing services offered. These can be
accessed on the website or in hard copy. These are available at all Social Work
Offices (as detailed in the information booklet) and in Community Hospitals
(Receptions) GP Surgeries and Libraries.

PLANNING MEETINGS

In recognition of the importance of having people who may require Social Work
Services at the heart of our planning processes, we involve service users, carers,
community representatives in meetings and groups which are considering
redesign, improvement and provision of services eg Joint Mental Health Planning
Group and Project Team — Future Older Persons Services.

CONSULTATION

The involvement of local people in planning and decision making  processes is
a fundamental part of local democracy. It is important that people can be involved
in helping to decide how public money is spent, provide feedback on services
and how these can be improved, and in sharing information.

Our Consultation Strategy (Section 3) describes the ways in which we will consult
the public and stakeholders in ongoing business. We recognise the significant
contribution that can be made by the public and stakeholders.

SERVICE USER/CARERS PANELS

We are keen to develop service user/carers panels for the planning or redesign
of services. Currently one is in place for the redesign of Older People Services.
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10.

11.

12.

When service users participate in engagement with us we will consider the
reimbursement of reasonable expenses to ensure the service user is not out of
pocket as a result of their involvement.

COMMUNITY ENGAGEMENT

Our aspiration is to build a framework of public involvement and develop a model
which allows people to influence decisions about services and service
development. We will continue to develop our approach to the engagement of
people with the aim of incrementally extending their involvement in shaping
future services.

We are interested in engaging with a voluntary organisation/s to develop a remit
to facilitate and promote this approach.
CITIZENS PANEL
1,000 residents of Argyll & Bute form a Citizen Panel and are consulted on a
regular basis on specific topics of Council interest.
COLLABORATION
Recruitment
It will be our practice to involve service users/Carers in staff recruitment
where appropriate. Eg posts related to direct service provision.
Training
Service users and carers can be involved in the planning and delivery of
training for staff or service users and carers.
Commissioning/ Re-tendering of Services
Service users and carers involvement will be actively sought to inform the
quality evaluation of tenders for services, as appropriate.
COMPLAINTS
We will deal with complaints timely and responsibly using information arising
from these to improve the service.
EVALUATION/FEEDBACK
We will actively seek feedback on our services using questionnaires, surveys,
one to one interviews and group discussions, to determine how these could be

improved to better meet needs.

At any time, however, we will be pleased to receive constructive feedback on
services we provide or purchase.



Details of contacts can be found in our information booklet entitled “A Guide to
Social Work Services in Argyll and Bute”.
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1.0

2.0

INTRODUCTION

11

1.2

1.3

1.4

1.5

Effective internal and external communication is vital to ensuring staff,
local community groups and other key stakeholders are kept involved
and updated on the work of the Council.

This Strategy takes cognisance of the Council’'s Communication
Strategy which will be reviewed this year.

The Council has a key role in communicating with staff, service users,
local people, community organisations, other statutory partners and
external agencies which resource or regulate the services we provide.
Good communication supports effective practice, service user
satisfaction, service planning and development, and public recognition of
Social Work in improving the quality of life of Argyll & Bute residents.
This paper presents an outline Communication Strategy and Action Plan
to deliver this during 2008/2009.

The development of the Communication Strategy will support the
implementation of the Social Work Service Plan and be in line with staff
governance and public involvement principles.

An Action Plan has been developed which highlights key priorities and
“quick wins” that can be taken forward over the next 12 months to
improve communications. The outline Communication Strategy seeks to
build upon this work and to set a framework for the ongoing
development of communications within Social Work.

PURPOSE OF THE SOCIAL WORK COMMUNICATION STRATE GY

2.1

2.2

The purpose of the Social Work Service in Argyll and Bute is to:
Manage local social care services
Improve the health and wellbeing of its population and close the
inequalities gap, working jointly with NHS Highland
Play a major role in community planning
Achieve better specialist care for its population
Achieve strong local accountability

The purpose of the Communication Strategy is to:

Set out a framework for communication which will contribute to the
realisation of Social Work'’s key objectives

Identify our key audiences, highlighting internal and external
stakeholders

Identify key stakeholders’ needs in terms of what is communicated,
when, and how

Identify the main channels for communication including key
networks and existing vehicles
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2.3

Identify actions related to promoting key messages, actively
engaging with stakeholders, co-ordinating existing campaigns,
developing new campaigns, producing information about services
and performance, producing high quality public information, and
handling the media.

In developing its Communication Strategy and Action Plan, Social Work
will aim to adhere to the following principles

To be open and transparent in the conduct of our business

To ensure timely, accurate and relevant communications

To ensure consistent messages through the use of established
corporate communication mechanisms across partner agencies

To widen access to Council communications, by communicating in
the appropriate language and format for our target audiences

To encourage involvement, dialogue and feedback

To support staff in gaining the skills necessary to communicate well
To listen and respond to incoming communications with the aim of
continuously improving

3.0 AIM AND VISION

3.1

3.2

The aim of the Communication Strategy is to deliver effective
communication that is accurate, timely, relevant and reliable through a
range of appropriate methods and formats which support the delivery of
key objectives detailed in the Social Work Service Plan. The core aims
of the Communication Strategy:

To explain how Social Work will communicate internally and
externally with the public, staff, partners and other organisations

To ensure that communication is co-ordinated and is focused to
meet the needs of those with whom we communicate

To outline a programme of measures to facilitate effective
communication

The Communication Strategy will work to a vision of achieving an
organisation where

Our staff are valued, informed, trained and supported to
communicate

Our communities are well informed and interested in their health
and care

Our service users and communities have information which enables
them to actively participate in the development of services

Our policies, strategies and decisions are communicated in an
open, accurate and timely fashion

Our reputation as an employer and service provider is highly
regarded by staff, service users, the public, and other stakeholders
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4.0 OBJECTIVES
4.1  The objectives of the Communication Strategy for Argyll & Bute Council

To raise awareness of the role and function of the Social Work
among all stakeholders

To promote and publicise Social Work and the Council through the
proactive provision of information on services and achievements

To encourage the participation of the public, service users, carers,
and community organisations in decision making about health and
social care services

To inform and involve staff through communication of high quality,
accurate and timely information in the most appropriate format to
enable staff to influence decision making

5.0 IDENTIFYING STAKEHOLDERS
51 Internal stakeholders include

All staff

Trades unions and professional associations
Staff Partnership Forum

Independent Contractors

Departmental Management Team

Argyll & Bute Council

Argyll & Bute Health and Care Strategy Group
NHS Highland

Argyll and Bute CHP

5.2 External stakeholders include

The Public

Service users

Carers

Advocates

Community groups

Voluntary organisations with a health or care interest
Provider agencies

External regulatory bodies

The media

Elected representatives e.g. Councillors, MSPs, MPs, MEPs
Scottish Government Ministers, Deputy Ministers, Health
Development Officials, Education Department Officials, Justice
Department Officials

Statutory bodies represented across the Community Planning
Partnership
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6.0

INTERNAL COMMUNICATION

6.1

6.2

6.2.1

6.2.2.

6.2.3

6.2.4

6.2.5

6.2.6

Good internal communication is the best way to ensure our services are
provided to our customers in an efficient and “joined up” manner. In
developing our Communication Strategy it is necessary to recognise
some barriers and challenges which require to be addressed related to
dispersed workforce, shift patterns, part-time working, and access to
Information Technology. To ensure that internal communication is
effective a wide range of channels and methods will be used.

INTERNAL COMMUNICATION CHANNELS AND METHODS

Social Work Activity

All aspects of Social Work activity provide an opportunity to explain its
role in planning and developing services, and to promote an
understanding of Social Work we will produce quality, cost-effective
publications on key aspects of social work. We will ensure that all our
communications conform to our corporate style.

Staff Induction

We will provide information on access to communication channels within
the staff induction process. Ensure that in induction, new members of
staff are informed about this communications strategy as well as good
practice and corporate style in communications. Ensure that staff are
aware of and adhere to the email policy and email etiquette guidelines

Staff Briefing

Regular meetings are in place to provide an opportunity for sharing and
updating on key issues and developments. The aim is to develop
systems to share information across teams through making available
briefing material for team meetings to ensure that meetings are used to
cascade information from the Departmental Management Team/Social
Work Management Team and relevant planning and development
groups.

E-mail
Email is used as a rapid means of getting key messages to “all staff”
while recognising its limitations

Intranet

The Social Work section of the Argyll & Bute Council intranet will be
developed to enable staff with access to a PC to obtain core information
on news, policies and procedures, training and development
opportunities, reports and briefings, Scottish Government initiatives

Internet

While not universally accessible to all stakeholders, the Council website
is a valuable communication tool and we will develop the content and
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ownership of this site across services. The aim is to develop an
informative and interactive website which provides accurate and up to
date information about social work activities, plans and strategies. At
times we will use internet messaging to enable staff to ask questions

6.2.7 “Ask the Head”
Our system will be set up to enable staff members to put questions
about our services and their role to the Head of Service. This will be
available between 1.00 pm and 2.00 pm on Mondays.

6.2.8 “Comments Box”
A comments box will be made available electronically to enable staff to
feed comments into the service planning and delivery processes within
Social Work

6.2.9 Newsletters
Social Work will continue to feed stories into Workforce and the
Community Services newsletter. Social Work also produces a monthly
briefing for all staff on the action plan from the Scrutiny Review of Social
Work and from our SWIA inspection. The Chief Social Work Officer
Newsletter is circulated quarterly.

6.2.10 The Staff Partnership Forum
The Partnership Forum acts as a key channel for developing effective
communication between social work and health facilitating engagement
and dialogue with staff and trade unions. The Partnership Forum is
involved at an early stage in planning and decision-making processes
and is provided with relevant and timely information.

6.2.11 Staff Communication Events
Communication events, such as workshops and road shows provide
opportunities to develop our own networks to support and enhance
communications. We will develop tailored communication plans, which
support specific pieces of work. The programme of monthly visits by
Heads of Service to teams is in place for 2008.

6.2.12 Face to Face Contact
We will ensure staff have an individual Performance Development
Review (PDR) which enables individuals to be clear about their role and
their contribution to the departmental aims and identifies training and
development needs.

Encouraging staff to share their own good news and success stories,
ensures that staff are encouraged to contribute stories for both internal
and external communication.
7.0 EXTERNAL COMMUNICATION
7.1 Argyll & Bute Council Social Work Service needs to communicate with a

wide range of external agencies in planning, delivering and developing
services. Good external communication is crucial to how we work with
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8.0

7.2

7.3

7.4

7.5

8.1

individuals, communities and partners in developing good working
relationships with the aim of providing quality service to users. Effective
two way communication with external stakeholders is vital. To achieve
this, the Communication Strategy will use a range of channels and
methods.

Public Information

Social Work will ensure that it provides accurate and accessible
information to the local population on health and care services. We will
produce an information booklet which will provide core service
information and key contacts. We will signpost the public to sources of
information. We will ensure information is provided in plain, jargon free
language in and in alternative formats and languages as appropriate.
Social Work information will be communicated through attendance at
forums, workshops and roadshows as appropriate.

Media

The Communications Team within Argyll & Bute Council will work with
Senior Management to provide the production of media copy for
campaigns at a local level, to promote events and to provide information
on service development. We will ensure that news is made available to
the local population using the media as appropriate, e.g. press releases,
press features, photo opportunities, events, public meetings etc. Social
Work related news stories will be communicated through local
stakeholder organisations where appropriate. The Social Work will,
through Public Relations and Communications units, support the sharing
of Council news with external stakeholders as Council appropriate.

Web Based Information

Access to the internet is increasing and the Council website will
increasingly become the medium for providing information for the public
in addition to contact information for our organisation. The aim is to
develop an informative and interactive website which provides accurate
and up to date information about Council activities, plans and strategies.

Regular Publications

The Council will produce quality, cost effective publications on key
aspects of Social Work Services. We will ensure that all our
communications offer a means of feedback.

ROLES AND RESPONSIBILITIES

Every member of staff communicates daily with many people on a range
of topics. Everyone, therefore, has a responsibility for ensuring that
communication is as effective as possible. Roles and responsibilities in
communication will be further developed and shared by staff and
stakeholders.

All staff have a responsibility for communication in relation to

sensitive information with stakeholders and referring media issues
and enquiries to the Communications Team.
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Managers — Senior Managers play an important role in implementing
the communications strategy and in championing communications
within their areas of managerial responsibility.

The Communication Team — lead on the implementation of the
Communications Strategy, providing support and advice on
communication issues, disseminating corporate messages,
publications, briefings and bulletins.

9.0 STAFF TRAINING AND DEVELOPMENT

9.1 The Council should ensure that staff are competent in a range of
communication areas, as appropriate. These may include:

Public speaking

Presentation skills

Report writing

Working with the media Customer Care
Telephone skills

Use of e learning

Freedom of information

9.2 A training needs assessment will be undertaken to identify how we can
support and develop staff to be effective in communication as part of their
day to day role.

10.0 MONITORING AND EVALUATION

10.1 Evaluation of communications activity is difficult and often subjective.
Consideration will be given to how we will do this effectively and may
include:

Communications audits
Staff surveys

Press releases
Campaigns and events
Website traffic

11.0 REPORTING AND PERFORMANCE MANAGEMENT

11.1 Progress reports will be presented to the DMT and appropriate Council
meetings.
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2.0

INTRODUCTION

11

1.2

1.3

1.4

15

1.6

Argyll & Bute is committed to the involvement of the public in our
planning, design and delivery of services. This commitment extends also
to other internal and external stakeholders within Argyll & Bute.

The strategy will incorporate any service development and changes in
service design or delivery, and ongoing provision of services within the
agreed outcome framework.

Any initiatives consulted on, will form part of an overall Service Plan and
Commissioning Strategy to meet agreed objectives and outcomes.

This Strategy does not set out specifically how engagement with
stakeholders and public will take place but sets out the principles and
standards to be adhered to. It describes possible consultation methods
and means of communication that can be used.

Effective and meaningful consultation will ensure quality improvement in
current and future services.

It is important to clarify how Communication and Consultation will be
defined:

Communication is concerned with information sharing.

Consultation is the exchange of ideas and reviews in the context of
developing policy or services for consideration in the Council’s decision
making processes.

Effective consultation usually follows on from effective communication.
This strategy sets out how the Council will communicate and consult in
Argyll & Bute.

STRATEGIC OBJECTIVES

2.1

2.2

2.3

2.4

2.5

The strategy will provide the basis for Council Officials to undertake and
ensure effective communication and consultation.

We will consult as widely as possible and ensure meaningful engagement
of stakeholders by providing a range of opportunities to make their views
known.

We will provide information that is accurate, relevant and timely through a
range of methods/formats.

We will provide feedback on how views have been taken into
account.

Accountability for decisions will be open and transparent.
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3.0

4.0

PRINCIPLES/STANDARDS FOR ENGAGEMENT WITH COMMUN ITIES

3.1

3.2

3.3

3.4

3.5

3.6

3.6

3.7

Accessibility
Information will be made available in a range of formats.

Accuracy/Appropriateness
We will endeavour to provide accurate information to the right people at
the right time in a manner that is appropriate to their understanding

Clarity
We will try wherever possible to use plain English which is jargon free

Effectiveness

Simple reliable systems which avoid duplication will be used. Added value
through partnership endeavours will be achieved wherever possible

Professionalism
We will aim for the highest standards within communication and
publications.

Honesty
We will endeavour to build and maintain trust by being honest and
consistent and by having integrity.

Openness
We will encourage open, transparent participation.

Consistent
We will endeavour to be consistent in approach and seek to minimise
misunderstanding. In pursuing these objectives the Council will:

Allow sufficient time for Consultation initiatives

Put forward clear, unambiguous proposals about what we are asking
for with a defined timescale for responses

Be cost effective in our means of communication

Facilitate feedback by making this easy to provide

Take an appropriate account of views expressed

AREAS TO BE CONSULTED ON

4.1

Consultation will be undertaken on:
Any redesign of service
Any change to service
Ongoing development and provision of services within the agreed
outcome framework.

These will be addressed as and when appropriate, using this framework.
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4.2 Planned for 2008

Older People Service re-design

Learning Disability Plan, Partnership in Practice Agreement, Service
Re-design

Social Work Inspection Agency Improvement Plan

Foster Care Strategy

Kinship Care Strategy

Joint Service Strategies with NHS Highland/Argyll & Bute CHP e.g.
Mental Health — Substance Misuse

Integrated Children’s Plan
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5.0

6.0

STAKEHOLDERS

A broad range of stakeholders will require to be considered for Consultation to be
meaningful and effective.

These could include:

Service Users and Service Users Groups
Carers and Carers Groups

Elected Members

Independent Care Providers
Voluntary agencies

Staff groups

Local Communities

NHS Highland/Argyll & Bute CHP
Police

Reporter to Children’s Panel
Representative Group eg Advocacy
Community Care Fora and other
Carers Networking Board

Public Partnership Forum

Trade Unions

Scottish Health Council

MPs/MSPs

Others (as appropriate)

A press release will be used to inform the wider public about proposed
consultation exercises to ensure a range of views are captured.

METHODS OF CONSULTATION

Planned consultation exercises will be undertaken directly with stakeholders or
by using an organisation (independent) to carry this out on the Council’s behalf.

A lead officer will be nominated for the consultation to facilitate coordination of
the exercise and be the main point of contact. This officer will ensure all views
are considered appropriately.

The following can assist the consultation process:

Open days

Seminars

Workshops

Exhibitions

Surveys and Feedback

Representative Panels — Service user/carer
Face to face meetings/interviews

Use of IT Facilities

Membership of Service Planning processes.
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7.0

8.0

Stakeholders will be requested to provide written comments wherever possible.
All comments will be collated for consideration and the views will be taken into
account in any formal report or recommendations made to the Council.

MEANS OF COMMUNICATION

A range of means of Communication will be adopted to ensure information is
available as widely as possible and to promote clear understanding of proposals
and plans.

These could include:

Written information of newsletters, reports and plans

Web site information pages

Use of email

Use of media and press

Drop in sessions

Use of telephone to respond to queries and questions

Face to face sessions with groups and individuals (as appropriate to the
matter in hand).

MONITORING/REVIEW OF THIS STRATEGY
The Strategy on Communication and Consultation will be monitored through an
annual review and report to the Departmental Team and the Council Executive

as appropriate. This will be undertaken by the Quality Assurance Team.

These annual reports will set out Consultation and Communication commitments
made over the last year and provide an activity report for that period.

The reports will provide comment on whether the consultation and
communication exercises undertaken have met the Council’s objectives.

In the culture of continuous improvement any positive adjustments to this
strategy arising from experience and its application will be made.
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