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As a colleague at Northamptonshire 
Health and Care Partnership (NHCP), 
you will be focused on engaging 
people in decisions about our local 
health and care services.

Engaging and involving patients, service users, staff, 
volunteers, members of the general public and other 
stakeholders is a fundamental part of how we work. 

This guide is designed to help you understand and lead 
engagement activities effectively and productively, with 
the support of the NHCP communications and 
engagement team. It has been created by a wide variety 
of community members, in collaboration with the team.

Together, through our experiences of being part of it, we 
have defined the most productive ways of engaging our 
community. These have been collated to form a practical 
tool kit and, in the spirit of engagement, was developed 
by listening, involving and co-producing – to make sure it 
is useful for everyone. 

We hope you find this guide helpful and easy-to-use,  
and look forward to hearing from you to register your 
engagement activities.

“Together, we have a good understanding of how working 
together is vital in developing and shaping future services.” 

Cordelia Adams 
Involvement participant, NHFT 

“I have had nearly 30 years’ experience in the NHS, and from my 
first days in my career, I have been clear that the voice of those 
we are caring for is the one to listen closely to and to focus on.”  

Angela Hillery 
NHCP Partnership Member, Northamptonshire Healthcare NHS Foundation Trust (NHFT)  
and Leicester Partnership Trust Chief Executive 
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This guide has been designed to make it easy for you to discover practical ways of engaging and 
involving people in your work at NHCP. It has been created with our communications and engagement 
aims in mind, and with the intention that the NHCP communications and engagement team will 
guide you on your activities.

Introduction

To support achieving the outcomes above, we decided to use the 
National Voices’ Six Key Principles for engaging people and 
communities to help us understand how we can be most effective:

How to use this guide

Plan, Do, Review 
You might find it useful to read the ‘how to’ guide first. It explains how in three steps 
you can manage a successful engagement activity using the ‘Plan, Do, Review’ approach. 

Handy engagement tools 
Each engagement activity is explained step-by-step on a page. On the reverse,  
you can read stories and messages about how these tools have been used before.

Our engagement aims

  Ensure voices are heard
  Encourage a proactive community
  Enhance our culture 
  Help staff feel informed

  Bring ownership and empowerment
  Improve local confidence
  Build our reputation
  Be unified to create changes

1
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Care and support  
is person-centred: 
Personalised, 
coordinated,  
and empowering

Services are 
created in 
partnership with 
citizens and 
communities

Focus is on equality 
and narrowing 
inequality

Carers are identified, 
supported and 

involved

Voluntary 
community  

and social 
enterprise, and 

housing sectors 
are involved as  

key partners  
and enablers

Volunteering 
and social 
action are  

key enablers

Six principles  
for engaging 
people and 

communities

To make engaging and involving our community enjoyable, straightforward and 
successful, we have selected the most effective tools and methods, and included 
examples and stories about how they work. This guide has been designed so that 
you can use it two ways: 

1. You can read it from beginning to end,  
and learn about the tools you might want  
to adopt for your activity

2. You can go straight to the type of 
engagement practice you want to use  
and lift out the step-by-step instructions

Please register any engagement activity that 
relates specifically to NHCP workstream projects 
with the NHCP communications and engagement 
team before you start planning. If you are unsure, 
contact us and we will be happy to help. It is also 
important to check in and finalise your plans with 
linked NHCP colleagues before going ahead.
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Part One

This section is designed to help you get 
to know more about Northamptonshire 
Health and Care Partnership (NHCP), 
what engagement is and why it’s 
important at NHCP.
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Getting started

When we refer to ‘our community’ in this guide, 
we are referring to patients, service users, carers, 
relatives, their representatives, citizens and the 
public as potential users of services, and those 
immediately affected by our services.

We want to engage fully with our community 
as we all work together for a positive lifetime of 
health, care and wellbeing in our community.

Who we are
Northamptonshire Health and Care Partnership (NHCP) exists to improve the health  
and wellbeing of people in Northamptonshire and the quality of care we provide to them. 

What we do
Our partnership is not just about changing and improving how organisations work together, 
it is about bringing groups together in new and different ways. It is also about working 
closely and engaging in partnership with people to make a real difference to their health 
and wellbeing, and the quality of care provided to them. For more on our priorities,  
and our partnership, please visit the NHCP website and search for our booklet.

Our patients 
and our local 
population 
come first

We work 
together in 
an open and 
accountable 
way

We trust, 
challenge 
and support 
each other

We do what 
we say we 
will do

You can read all about this on our NHCP website. 
www.northamptonshirehcp.co.uk

Choose well, stay well and live well

With this vision and mission for Northamptonshire, we want everyone to be able 
to live the healthiest life they can – whoever they are and wherever they live in the 
county. This is why we have values that help guide our activity and focus on the future:

Our mission – why we do this every day -  
is to work together to help our community to: 

Why we do it
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Our vision
A positive lifetime of health, 
wellbeing and care in our community



What engagement is
Community engagement is a way of developing a working relationship between 
public bodies (such as our partnership or local councils) with individuals and 
groups from our county. Engagement involves understanding and describing  
– both qualitatively and quantitatively – the nature of the relationship between 
our community and us.

“True involvement provides assurance that we 
are doing the right things for those we care for.”  

Janice Anderson,  
NHFT Involvement Lead

Engagement can include 
 Decision-making 
 Partnering with communities and patients  

for solutions 
 Understanding and considering concerns  

and aspirations 

 Getting feedback on analysis, alternatives  
and decisions

 Providing balanced and objective information 

How your communications  
and engagement team supports 
To properly engage we must work in partnership, so NHCP has a dedicated communications and 
engagement team who have a responsibility for making sure we engage properly, track what we 
do, feedback and keep the conversation going.

The team keep a record of engagement for each of our priorities, and support to make sure that 
we engage as needed for all our activity. Very importantly, they are there to support colleagues to 
make sure our activity meets the standards we have all agreed on.  

In order to promote awareness and understanding of NHCP and its work to members of the 
public, patients and service users, staff and volunteers, and stakeholders, it is important that we all 
work to the same principles.

This applies to all communications and engagement materials relating to NHCP. Before issuing any 
communications or engagement materials bearing NHCP branding, please adhere to the procedure 
outlined in our NHCP communications and engagement guidance framework. You can request this 
framework from the team. 

Remember, if you are considering starting engagement activity… 
or have already started, please contact the team at nhcp.communications@nhs.net

Why we engage our community
By ensuring that our health and care providers 
work closely together, our services are joined up 
and always focused on the needs of the people 
who use them.

We engage to…
 Improve communication 
 Make more informed decisions
 Have a greater understanding of the wants, needs, 

challenges and priorities of patients and users
 Design services that reflect these needs 
 Meet our government required duty on public bodies  

to consult and involve to consult the public and patients
 Provide services that are more efficient, effective, 

economical and accessible
 Ensure public accountability and transparency, and build 

credibility and trust in our health and care services
 Offer equality of opportunity for all 
 Provide ways for hard-to-reach and vulnerable people 

or groups to engage with us

Engagement… 
 Can provide individuals with new skills
 Increases opportunities for our community to socialise 
 Means better informed access to care for our 

community
 Can assist in building participant confidence  

and self-esteem 
 Encourages active contributors, rather than  

passive recipients
 Allows young people, minority and hard-to-reach  

group voices to be heard
 Means our community feel that their knowledge  

and experiences can be used to benefit others

 Offers a way to have a say on decisions and policies  
for health and care services 

 Provides a sense of ownership and control  
of improvements 

 Gives opportunities to improve healthcare in providing 
high-quality, patient-focused services and care

 Helps people understand rights and responsibilities,  
and care pathways

 Develops stronger, more positive relationships  
between patients and healthcare professionals 

 Allows people to use their expertise and experience  
to bring about positive change and services that  
better meet their needs

This section has been supported by guidance from NHS England who has produced a range  
of resources to help support staff engagement and involvement. 
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I began to believe that my life wasn’t over when I met the 
NHFT involvement team. This followed a traumatic time in 
hospital when I was given a diagnosis that meant I would be 
on medication for many years. As well as gaining confidence 
in myself and meeting new people, I am now able to voice my 
opinions and experiences so that I can facilitate change and 
hopefully help deliver a better service for all mental health service 
users and their carers and families. 

I have been involved in so many projects, from devising 
information leaflets to speaking out at the patient experience 
groups, working on a policy and form that will put the service 
users at the very centre of their care plan of truly individualised 
care… I am actually now co-chair of the recovery community 
group and have delivered a co-produced presentation on 
recovery, working alongside all the staff and service users and 
carers involved in the group. I am also part of the inpatient 
recovery group meetings. 

It has been a challenging and exciting time and whilst not always 
easy it has given my life purpose. I have met some great people, 
made new friends, and gained skills and hope. I have been totally 
supported throughout my involvement at every step and I know 
that all of this is making a huge positive difference for many 
service users and their carers within Northamptonshire.

A service user

What is involvement?
Involvement is about everyone using their life skills, knowledge, own lived 
experience and time to influence how services are planned, delivered, developed 
and evaluated. Involvement and co-production is achieved through working 
together and is at the heart of everything we do. This ensures we have a diverse, 
inclusive and innovative partnership, which strengthens links and enables us to 
shape our services to meet the needs of our local community.

Involvement: 
the gold standard of engagement

A case study: 
How involvement changed a service user’s life
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Part Two

Welcome to your guide on how to 
successfully engage our community in 
your activities. In this section, you’ll find 
three steps to help you lead engagement 
– we use the Plan, Do, Review approach.
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A how to guide

This guide is intended for staff, who  
are seeking to engage our community.  
It is not to be used as a guide for formal  
public consultation. For guidance on public 
consultation, or for where to find legal and 
statutory duties to involve our community, 
please contact your communications and 
engagement leads or email  
nhcp.communications@nhs.net.

Be clear about why you are engaging people

 To inform a decision

 As a statutory requirement

 To identify gaps in services

 Prioritising future spending

 For the development of policy

 For feedback for service 
improvements

 Setting targets for service 
improvements 

 Deepening understanding  
of key issues

 Measuring satisfaction with,  
or usage of services

 To identify priorities, issues or  
improvements for services

 For feedback on different options  
for service development 

 Developing skills and capacity  
amongst local residents/communities 
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Here to help!
The NHCP communications and engagement team are  
here to help with all aspects of your engagement activity. 
They also need to keep a record of activity, so we can  
make sure everything we do meets the quality standards  
we have set for our partnership working. Email the team  
at nhcp.communications@nhs.net

How to PLAN

PLAN DO REVIEW

If you have ticked one or more, an engagement plan is needed. Please register any 
engagement activity that relates specifically to NHCP workstream projects with the 
NHCP communications and engagement team before you start planning. If you are 
unsure, contact us and we will be happy to help. It is also important to check in and 
finalise your plans with linked NHCP colleagues before going ahead.



Now, considering the reasons you need to 
engage, think about the people you need to 
involve in meeting the reason(s) for engagement.

Be clear about who you need to engage 

 Ask for support from the NHCP 
communication and engagement  
team to identify your stakeholders

 If your engagement activity was 
commissioned, consider how you will plan 
to communicate with them regularly

 Consider if a partner organisation  
or service group could also be involved

 Identify a participation champion  
or create a patient involvement team 

 Agree who will be involved and  
who needs to be informed 

 Consider how our community will be 
supported to get involved and what 
background information they need

 Find out how people prefer to be involved

 Decide how you will communicate your 
plans, prepare those involved, evaluate  
and provide feedback to all involved

 Be prepared for potential conflict of patient 
and public views with professional, clinical 
and NHS views

 Consider how you can involve those who 
are hard to reach – it is your responsibility  
to identify and overcome barriers to 
reaching them

 Think about who will deliver the activity  
and what skills will be needed

 

See Appendix 1 for a guide on 
identifying and mapping stakeholders 
and our community.

Write up what needs to happen, 
with our community in mind

 Set objectives based on what  
the reasons are for engagement

 Ensure that information is  
available early enough in  
decision-making processes

 Secure the resource and capacity  
to undertake the work involved

 If yours is a statutory consultation, 
plan to follow the statutory 
guidance (which will take 
precedence over this guide)

 Define what information you 
require and how the information  
is going to be used

 Establish what resources are 
available or what is required

 Check that your activity doesn’t 
conflict with another

 Decide what method and tool  
will be used using part three  
of this guide

 Check that your method suits  
your objectives and audience(s)

 Write a brief that explains what you 
are doing and why, and be specific 
about your limitations (what you 
can and cannot change)

 Diarise a pilot of the method  
or tool you plan to use, so you  
can test how it works – try using  
it with colleagues or a group  
of stakeholders

 Write up the benefits of any 
changes from your work so you  
can explain this, and be careful  
and realistic about change

 Consider how all of the above 
relates to equalities issues and  
how you can involve a broad  
cross-section of people 

Equality and diversity is part of every engagement activity. 
Consider how to be inclusive and find guidance on how to 
include a diverse group of our community by reading Appendix 2.

If you would like to know more about equality, and how 
to engage using equality analysis, as well as the legal 
requirements associated with the Equality Act 2010, contact 
the NHCP communication and engagement team to register 
your engagement activity at nhcp.communications@nhs.net
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How to DO

The success of an activity is based on organisation, timeliness 
and monitoring. Follow these guidelines for managing time, 
budget, data and people for the best results.

DATA
 Be clear about what you 

want to know and do 
– defining your desired 
outcomes has the biggest 
impact on success 

 Consider any data 
protection and 
regulation issues or 
implications

 Decide what kind of 
data you need – it 
may be quantitative or 
qualitative, or both

 Develop questions 
to go with your 
engagement method 
based on this

What is quantitative data?
Factual, specific information that defines how many, what, where, which and when. Surveys 
with closed questions that require a yes, no or specific answer provide quantitative data.

What is qualitative data?
More subjective, opinion-based information that explores the motivations of people, and 
defines why and how they do or think. Focus groups, interviews and surveys with open 
questions provide qualitative data.

TIME
 Develop a timetable for your activities (see Part 

Three for a template)

 Allow enough time for our community to be 
involved and respond, as well as for you to analyse 
responses and report results

 If you are consulting with the voluntary and 
community sector, you should allow 12 weeks

 Schedule when and how the findings and any 
changes to policy or service delivery will be fed back 
to our community

 Make our community aware of this at the time of 
the engagement information and activity

 Build outcomes into the service or project 
planning and review process

BUDGET
 List all costings for your activity 

and create a budget (see Part 
Three for a template)

 Identify and assign resources  
you require

 Consider what could go wrong 
and create contingencies that 
can be put in place

PEOPLE
 Make leadership a priority by 

ensuring that senior managers 
and decision makers are the 
public face of any proposals for 
change

 Identify and communicate who 
will make decisions and when 

 Specify who our community 
contact is if they are unhappy 
about any aspect of the process

 Be ready to deal with requests for 
information in another format 
or another language (some 
people will have a legal right to 
this, so it is good to know what 
your responsibilities are)

 Expect some conflict and 
disagreement – and capture it so 
that you can reflect this in the 
analysis and decision-makers can 
decide how to respond

 Involve decision makers such 
as board directors, councillors, 
portfolio holders, work stream 
leads, scrutiny chairs and senior 
managers, and agree and follow 
up along the way
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The 4 elements of doing

The 3 golden rules of doing 
Use Part Three of this guide to select the 
method(s) you will engage our community  
with. Then follow three rules as you go:
1. Stick to your timetable (see Part Three for a template). 

2. Document everything properly and carefully.

3. Regularly monitor that things are on track. Check that:

 You are reaching all the groups you had planned to 

 You are achieving the response rate that you need

 The questions you are asking are being understood 
as you intended and are generating information 
that is useful and meaningful

 If things aren’t working to plan, take the 
contingency actions you identified at the planning 
stage or decide what else you need to do



How to REVIEW

All great activities are led by learning from experiences, evaluating 
and reviewing priorities, results and findings, and outcomes. 
There are two aspects to reviewing your activity:

1. Giving time to data entry, results and reports 
Check this list to consider how much you’ll need to do after the activity

 Input responses from the activity

 Update equality information

 Draw out key messages from feedback and 
qualitative data

 Compare these with quantitative data and 
look for insights

 Analyse results using equalities information 
collected

 Consider key themes and differences 
emerging from equalities information

 Review the main findings by keeping in 
mind areas of consensus and disagreement

 Consider stakeholder priorities

 Check if results can be benchmarked 
against other partners such as council 
services or local authorities

 Compare any local trends with national 
trends

 Check you have been compliant with the 
Data Protection Act and Regulations

 Report writing should include a 
background, details of the activity, 
findings, our community, and 
recommendations

 Consider how your report can be succinct, 
yet meet legal requirements by detailing 
what our community said, and an 
executive summary that covers the areas in 
the point above 

2. Reviewing the activity and its outcomes 
Read this 3-part list to consider how you will approach 
the next steps for our community and your work

Outcomes
Communicating outcomes to our community and for your work

 It’s important to communicate results and outcomes 
to our community, as this will help determine how 
engaged and involved they feel

 Create a list of who you need to share outcomes with
 Determine what your key messages are and how 

their participation has shaped the work

 Be sure to explain why some engagement will not be 
implemented if you are not adopting all 

 Use this audience list to choose between different 
channels of communication when sharing outcomes

Please note that any media releases, advertisements and events must  
be discussed with the NHCP communication and engagement team.

Channels
Communication channels for sharing outcomes

 Use the local media, for example newspapers,  
local radio, television and social media

 Use existing community resources, for example 
existing community newsletters, posters and 
literature in community centres or other venues  
that are visited often

 Organise a fun day where people can get involved  
in activities and gain feedback 

 Or join other events in the community  
 Place an advertisement in the local media 
 Make a presentation to groups 
 Place an article in the NHCP Newsletter 

Questions
Review and evaluate your activity by asking these questions 

 Did the methods you choose 
provide the information  
you needed?

 Was the engagement successful 
in achieving the range of views 
anticipated? 

 Did the engagement receive 
sufficient responses?

 Were all the stakeholders it  
was hoped to include involved? 

 In particular, were any groups 
who needed to be present from 
an equality perspective missing  
or under-represented?

 Was sufficient time allowed 
before, during and after  
the engagement?

 Was the timetable achieved?
 Was the engagement  

publicised effectively enough?

 Did the cost of the engagement 
represent value for money? 

 How did the results influence 
decisions?

 Were there any complaints and 
how were these handled? 

 Did the our community feel listened 
to and treated with respect?

 What else have you learnt  
that worked?
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3 steps to attract the right people 

2 ADVERTISE using 
local media, social media 
and websites, posters and 
leaflets and write to 
existing users.

3 ATTEND or host open 
evenings, recruitment 
events, GP surgeries, NHS 
or community groups.
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Part Three

Welcome to a selection of engagement 
tools, in handy lift-out pages that are 
designed as guides, for you to tailor  
to your needs. 

In each, you will find a step-by-step summary of 
how to use the tool to engage people, and stories 
from our community on how it worked for them.

Engagement tools

The NHCP communications and engagement team are 
here to help. Please register any engagement activity 
that relates specifically to NHCP workstream projects 
with the NHCP communications and engagement 
team before you start planning. If you are unsure, 
contact us at nhcp.communications@nhs.net and 
we will be happy to help. It is also important to check 
in and finalise your plans with linked NHCP colleagues 
before going ahead.

HANDY GUIDES: EVENTS

A PULL OUT GUIDE

Meeting with our community
How to set up panels, juries, interviews and focus groups

Great for qualitative data, opinions and feedback,  
meeting with groups of participants can be worthwhile.  
There are advantages and disadvantages to each 
method, so contact your communications and 
engagement team for advice.

List who you want to attract as participants

 Patients and service users

 Carers

 Members of the general public

 Staff

 Children and young people

 Older people

 Specialist and minority groups

 People in prisons

Choose the type of meeting 
Ideally, keep a maximum of 10 people for focus groups and interviews, 20 
for juries and save high numbers of up to 2,000 for panels. Panels tend to be 
best for longer-term, larger budget projects that have topics that change and 
evolve, while complex, sensitive or significant topics on a small to medium 
budget are best for juries, interviews and focus groups.

1 ASK at parent and 
volunteer groups, schools, 
and youth clubs. Try 
developing a recommend a 
friend programme, or ask 
people to spread the word.

The NHCP communications and engagement team help with all aspects of  
your engagement activity. Email the team at nhcp.communications@nhs.net



How it works for us
Juries, panels, interviews and focus groups

“Service users and their families are invited to attend our 
quarterly FNP Advisory Board meeting and also invited 
to attend our Annual Review. Board members meet with 
the service users and children, who are able to share their 
experience of working with the FNP and ask questions.”
NHFT Family Nurse Partnership  

“Questions are asked at interviews that have been set  
by service users and therefore seek opinions and answers 
that are not worded in a managerial way. Responses  
from candidates often have a more compassionate, 
empathetic response.” 
NHFT Hospice

Encourage  |  Empower  |  Inspire  |  Involve  |  Lead  |  Listen 23

HANDY GUIDES: EVENTS

A PULL OUT GUIDE

Meeting with our community
How to choose a venue and set up your event

Arranging a venue for your event is one of, if not the most,  
important steps in organising your participation activity. 

Consider roadshows, conferences and exhibitions
When you have a clearly identifiable group of people who are known to have 
an interest in the issue, events can encourage and motivate our community to 
share views. When you meet face to face, you can also showcase marketing 
materials and use displays to engage them. 

Follow these 15 checks to guide you on the best venue:

1 Access that it is suitable, 
particularly for those with  
a disability or impaired 
mobility programme.

4 Sound induction loops 
should be available for the 
hearing impaired.

7 Health and safety 
policies for the venue and  
your own organisation.

10 Security Make sure that 
access and any requirements 
are known upon arrival.

13 Catering and that there are 
suitable facilities onsite for our 
community if required.

2 Toilets Ensure that you are 
aware of the location of the 
room to be used and proximity 
to disabled toilets and lifts, 
particularly if they are not at 
ground level.

5 Lighting should be suitable. 
Flickering lights, strobe lighting 
and flash photography can 
cause problems for people 
with epilepsy.

8 Accident reporting  
and procedures.

11 Securing personal items 
and keeping them safe.

14 Dietary requirements  
and that any needs are met.

3 Lifts should have controls  
at a height suitable for 
wheelchair users and may need 
braille or tactile buttons.  
Please check lift width is suitable 
for any wheel chair users.

6 Smoking Be aware of site 
smoking policy.

9 Fire safety, evacuation 
procedures and precautionary 
measures particularly for those 
with a disability or mobility 
impaired. Are alarms fully audible 
and visible to all attending?

12 Breathing and that air 
quality and temperatures 
suitable for anyone with 
breathing difficulties. 

15 Guide Dogs or other 
assistance dogs and whether 
they are allowed on site.

The NHCP communications and 
engagement team help with all 
aspects of your engagement 
activity. Email the team at  
nhcp.communications@nhs.net

Ask your communications and engagement team (nhcp.communications@nhs.net) 
for advice on smart ways of meeting and planning using registered techniques such 
as Pin Point® and Planning for Real®. These are sophisticated models that help involve 
people in influencing planning, development and environmental issues, as well as 
using external facilitation. 

HANDY GUIDES: EVENTS
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How it works for us

“At last a conversation involving the public and what communities need.” 
Attendee at a NHCP Event in May 2019

“Useful to keep influencing the services we all run so they are moving 
in the right direction.” 
Attendee at NHCP Social Prescribing Event June 2019

“Great to be included in future planning. Having service users present 
and give value to their thoughts.” 
Attendee at NHCP Social Prescribing Event June 2019

“We conducted a fundraising event for people with a learning disability: 
which engaged service users to attend and participate in an event to 
raise money for equipment to support the team to deliver care to 
people with a learning disability.” 
NHFT Community Team for People with Learning Disabilities (CTPLD)
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10 steps to set up your meeting
1 Find the right venue to host (see previous page, over)
2 Write up a set of clear objectives
3 Identify a participation champion to lead your group
4 Create a brief that explains what you are doing and why
5 Make sure you have enough time to cover what you 

need on the day
6 Check if you can reimburse for transport,  

parking, child care and other expenses

7 Contact your communications and engagement  
team to check you have covered everything  
before proceeding

8 Communicate information on the meeting 
 with our community ahead of the event

9 Create actions that follow the meeting
10 Share next steps with our community 

HANDY GUIDES: SURVEYS

A PULL OUT GUIDE

Hearing from our community
What to know about surveys, hotlines and questionnaires

Why surveys could work for you
 Surveys can be very flexible, and used by phone, online, post or in person

 You can create your own 

 Or you can engage professional researchers

 Results can be easily reported and you can compare them with  
previous findings

 You can reach large numbers of people

 You can target people who do not usually participate

The NHCP communications and 
engagement team help with all 
aspects of your engagement  
activity. Email the team at  
nhcp.communications@nhs.net

10 things to consider for surveying opinion
1 Service users or members of the public can be recruited and trained to 

conduct surveys
2 Software such as Citizens Space, SPSS and SurveyMonkey can be used to 

collate and analyse survey data
3 Survey sampling can be complex and the types of questions can either constrain 

or discourage responses, so sometimes professional researchers are best
4 To explore future issues, facilitating ‘visioning’ (shaping a vision)  

at conferences can be useful for planning and strategic work
5 For informal events, try café consultations – visit www.theworldcafe.com 

for more
6 Consider public meetings to inform and involve the local community
7 Techniques like ‘Samoan circles’ – where 5 chairs are placed in an inner 

circle, and people can only talk when they move to the centre – are great 
ways to manage discussions with larger groups 

8 Desk research can be effective in refining questions, finding information 
from other surveys and data

9 Where technology and access permits, internet and online consultation 
through surveys can be inexpensive and convenient

10 Be creative: ask our community to share views with diaries, videos, photos, 
case studies and more, as this is a fun and engaging way to understand views

Polls and referendums
Sometimes, elections and voting systems provide decisions for action. It is good for giving everyone 
a say on an issue that has not been considered on its own and is not dependent on other issues.  
Be mindful of the cost and administration associated, however.

Try video boxes
If you have budget, video messages or conferencing using Skype or video 
boxes brings immobile or hard to reach people virtually into the room.

HANDY GUIDES: EVENTS
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How it works for us

“We run events throughout the year and we usually try to plan  
and deliver these in collaboration with the service users.” 
HMP Swinfell

“We are currently running a major feedback exercise around how to 
access the new service which will replace the UCC through completion 
of a questionnaire online and in printed form (accompanied by a 
full booklet explaining the issues). We’ve used a Freepost address to 
encourage responses.” 
Corby CCG

“We conduct surveys online using 
SurveyMonkey and face to face  
in surgeries with patient and  
public support.”  
CCG Corby

“...really important for me to speak 
to someone about my services and 
for them to listen to what I think.”   
Attendee at NCC Budget Consultation 
2018/19

Interactive voting
Take advantage of technology and try either an App 
or handsets that enable live surveying. Our community 
can remain anonymous, so it encourages everyone 
to have a voice. You get an immediate response and 
there is no need for data input – plus you can 
display it real time in the room. Be mindful of the 
cost and consider the visually impaired or those who 
have low literacy. 

Mystery shopping
Have a ‘mystery shopper’ use or find out about a 
service in person, over the phone or online. When 
they experience it first-hand, you will understand 
what it is like for real service users. A similar 
understanding can come through observation of 
services too – cameras and direct observation will 
reveal what you want to know about behaviour, 
instead of just what people say they do.

Other methods to try

HANDY GUIDES: CONFLICT

A PULL OUT GUIDE

Understanding participant views
What to know about conflict, consensus and resolution 

Often conflict resolution requires specialist facilitation. 
If there is a dependency on the future of an area, 
specialist mediation can enable more positive outcomes 
and find ways of meeting the needs of all.

Ways to engage for more understanding
Sometimes participant views require more in-depth exploration. Consider this list of options for your activity:

Publish a consultation  
document
This can be useful for professionals, 
shows that everyone has a say and 
allows for both quantitative and 
qualitative data exploration. 

Engage with public sector  
bodies and organisations
Because these groups will have 
in-depth knowledge of their 
community, or specialist insight, they 
can be good to engage to act on 
your behalf. 

Create ‘open space’
When you present an open 
environment where our community 
can informally lead workshops, or 
events to discuss issues, complaints 
and more in-depth views can be 
explored.

The NHCP communications and 
engagement team help with all 
aspects of your engagement 
activity. Email the team at  
nhcp.communications@nhs.net

Interested in complaints or suggestions?
Capturing comments on cards at service delivery or reception areas can be useful. However, dealing with complaints that 
may arise can be more complicated. Using frontline staff to collect information is one way of generating more detailed 
understanding, particularly if issues are sensitive.

HANDY GUIDES: SURVEYS
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How it works for us

“A parent workshop session was set up to allow parents to meet 
other parents, share their stories and gain knowledge from the OT to 
enable them to help their own children with activities of daily living. 
The content of these sessions has been shaped through parental 
involvement in the process regarding what they would find helpful to 
be taught and have explained. 

Each cohort of parents complete a feedback form after each session 
regarding the usefulness of the content and what else they would 
like to have had included in the workshop. For example, parents have 
requested practical demonstration of shoe lace tying, so this is now 
routinely offered in the parent workshop.”
NHFT Children’s OT

HANDY GUIDES: MEDIA

A PULL OUT GUIDE

Planning and promoting 
Ways to share news and test your activity 

Promoting your activity

Getting your message out is important, and can be great for attracting our 
community. By telling your story through print, media and digital channels,  
you can reach many and share as little or as much as you want. 

Find out what will work best for your activity:

Media
Getting help from the communications and engagement team for press 
releases or publicity about upcoming activities can be a good way of raising 
your profile and reaching a lot of people. 
It can also mean you may be subject to opinion or a difference in angle when 
it comes to the media presenting your activity – it is something to be mindful 
and careful about.

Social media
Social media is a good way of controlling the message you send and achieving 
a good reach.
Just like press though, you can’t control what other people say about it in 
response.

Advertising
Letters, leaflets and the NHCP newspaper can be distributed to households 
based on the coverage you want. It can be relatively inexpensive and a good 
way to reach a wide audience with a clear, consistent message.

Testing and planning before you launch
Speak with the NHCP communications and engagement team about how to pilot your activity  
with a small number of people before you invest in the full activity. Email the team at  
nhcp.communications@nhs.net

STOP! Before you go futher…

HANDY GUIDES: CONFLICT
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How it works for us

“We have created a social media 
video involving people with learning 
disability acting and filming, 
to promote internet safety for 
vulnerable people.” 
NHFT CTPLD

“The organisation is in the process 
of developing a patient newsletter 
based on the themes and subjects 
received from patient feedback.” 
Nene CCG

“We engage through our website, 
social media and PR - we’ve reached 
22,000+ online.” 
CCG Corby
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HANDY GUIDES: TEMPLATES

Costing an engagement activity
Costs can vary greatly depending on your engagement 
activity, based on scale and complexity. Contact the NHCP 
communications and engagement team for guidance, 
and use this template to help prompt you on some key 
areas to consider. 

Facilitating engagement events

Activity Cost (£)

Single sheet promotion materials and printing i.e. flyers

Additional postage cost if not included  
with a survey and no email

Printing return pre-paid envelopes if invites not  
sent via email

Postage of return pre-paid envelopes
(For example, the cost of 10-25% response rate)

Venue hire, including basic refreshments

Keynote speakers, facilitators and scribes costs

Audio visual equipment and staff

Stationery

Reimbursement of expenses i.e. travel, care costs 

Total

Customer forum/working group involvement

Activity Cost (£)

Community based venue hire, including  
basic refreshments
(Based on number of meetings multiplied by room hire)

Reimbursement of expenses i.e. travel, care costs 

Total

Printed survey

Activity Cost (£)

Externally printing 
(This is dependent on page size and quality)

Alternatively in-house printing 

Printing return pre-paid envelopes

Postage of surveys

Postage of return pre-paid envelopes
(Based on an approximate 25% response rate)

Total

Online survey 

Activity Cost (£)

Product licence fee

Data analysis 

Information management /Data compliance

Total

Communication

Activity Cost (£)

Mobile app or printing/fabrication  
i.e. flyers, posters, event materials

Press releases and adverts

Specialist communication support staff

Total

Potential additional costs

Activity Cost (£)

Easy read translation of complex document

Translation or interpretation into another language

Graphic presentation

Transcribing to audio

Videography or photography 

Promotional giveaways

Insurance

Total

Potential legal fees for a challenged consultation

Activity Cost (£)

If settled at the start (permission hearing)
Approx. 
9,000 to 
15,000

If goes to a full hearing
Approx. 
30,000 to 
150,000

If goes to court of appeal
Could be 
in excess of 
220,000

The cost of not being able to implement service change 
during defending legal proceedings and potential  
further delay and cost if need to re-consult/engage

HANDY GUIDES: MEDIA
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Timetable template
Use this template to create your participation or consultation activity timeline 
(With thanks to Dover colleagues, who are the source of this template:   
https://www.dover.gov.uk/Consultation/Consultation-Toolkit.pdf)

Task Approximate time guide 

When will the decision be taken? When will the information be required.

Who will be sponsoring, or signing or approving the engagement/  
consultation activity?

Insert time/date

Does the engagement/consultation report need to be approved by anyone 
before any final decision takes place? If so allow time for this process. 

Insert name/date/contact

Draw up the report of the engagement/ consultation outcomes  
– prepare different formats to enable feedback to stakeholders. 

2 days 

Collate, analyse and consider the engagement/ consultation outcomes. 1-4 weeks 

Run the engagement/consultation: allow sufficient time for all your key 
stakeholders to respond. Be aware of times of year when the response may be 
affected, for example religious festivals, school holidays. 

Ideally 6 to 12 weeks for written 
formal consultation documents. If this 
is not possible you may need to explain 
your reasons

If you are using postal surveys build in sufficient time for reminders,  
if necessary, to be sent out 1-2 weeks before closing. 

Build in time to engage/consult with those groups whose voices  
have not traditionally been heard or recognised. 

Allow 2-4 weeks (from receipt) to 
respond to postal surveys – allow a 
further week for late returns. 

Consider if you need to “pilot” the engagement/consultation:  
if so, allow time for this and any modifications that you may need to make. 

2 weeks 

Advertise and publicise the engagement/consultation: allow sufficient time  
for distribution. Consider time needed for printing, enveloping, post etc. 

2-4 weeks 

Produce consultation material: 

Do you need input from either the NHCP Communications and Engagement  
teams? Or other teams from partner organisations?

Do you need materials produced in community languages, converted to Braille, 
produced in different formats?  If so, build this in. 

2-4 weeks 

Are you involving other partners and agencies in this exercise? Build in time for 
them to contribute. 

Allow time for partners to participate 
in your exercise as appropriate. 

Are you using an external agency to run your consultation? Build in time to: 
 prepare a brief      tender      interview and select your consultants 

Time will vary – do not  
underestimate these activities 

Depending on your method of consultation (eg focus groups, public meetings, 
roadshows, etc) you may need to let people know the date and broad outline  
of your event or recruit people immediately. 

Let people know the date in advance 

Identify the cost and staff time involved. Build this in to work programmes.  
Do staff or volunteers need training to be involved in running this exercise?  
If so schedule this in. 

Plan for training if required 

Preparing the action plan: 
 Decide on what you are engaging  about.
 Decide on with whom you will engage
 Decide on methods of engagement. 
 Build in time at the end to feedback results after the decision has been taken 
– do you need to let the NHCP Communications and Engagement Team 
know so that media statements can be prepared if appropriate 

 Build in time to evaluate your exercise. 

Take sufficient time to plan your 
consultation thoroughly. 

Do you need a new exercise? Inform - NHCP eommunications  
and engagement team

Clarify why you are engaging Insert: reason and date

END

START

Thanks and 
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We are grateful for the support and contribution from patient and participation 
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What is a stakeholder analysis?
Stakeholder analysis is a way of incorporating the 
needs of all the people with a stake (or interest) in the 
development of services.

Why do stakeholder analysis?
Stakeholders can greatly influence the outcome of 
engagement. Promising to engage stakeholders 
throughout the development of services is only effective 
with planning. This will ensure that the right people take 
part in the most appropriate and effective ways.

Analysis helps to:
 Identify stakeholders likely to be affected by or have an 

interest in a proposal

 Assess how stakeholders might be affected (positively 
or negatively) by a proposal

 Anticipate the consequences of a proposal

 Ensure a successful outcome by developing a 
cooperative relationship with stakeholders

 Pre-empt and manage potential areas of disagreement

 Develop better policies and services with greater 
acceptance by stakeholders

 Ensure that the focus of the development or change 
remains on the people it is supposed to serve.

Who are stakeholders?
Stakeholders are people, groups or organisations with a 
declared or conceivable interest in a topic. Stakeholders 
can be both internal and external to the partnership or 
running an activity. Stakeholders usually fall into one or 
more of the following categories:

 Public sector agencies, for example the Police, Hospital 
Trusts, local councils

 Interest groups, for example trade unions, 
environmental groups or equalities organisations

 Commercial businesses

 Not for profit organisations, for example voluntary and 
community groups

 Individuals such as service users, customers, the public, 
staff, managers and councillors

When to conduct a  
stakeholder analysis
The timing of the stakeholder analysis is important. If it 
is conducted in the early stages of developing proposals, 
it can help to gauge the acceptance and sustainability 
of any proposals. Potential obstacles to agreeing and 
implementing any proposals can be identified, avoided or 
mitigated as resources allow.

Appendix 1
Stakeholder analysis and mapping

What to consider
There are two main attributes to be plotted on a quadrant:

1.  The level of influence each stakeholder has. This relates 
to the power and resources that the stakeholder can 
marshal to promote their position.

2.  The level of interest that the stakeholder has in the issue, 
usually the importance that they attach to the issue.

Together, these signal the capacity of a stakeholder to 
block or promote a proposal, join with others to support or 
oppose a proposal, and to lead the direction of a proposal. 
Critically, it also shows the person leading the proposal 
where to focus their attention in supporting stakeholders 
with a high interest in proposals but low levels of power or 
capacity, to ensure that they can have their say.

This is particularly important in relation to our statutory 
duties under the Equalities Act 2010.

The stakeholder quadrant

How to do a  
stakeholder analysis
You can do the analysis as an individual, with the project 
team or with a group of stakeholders.

Always link in with the NHCP communications and 
engagement team as they will have many sources or 
information, contacts and may have completed similar 
analysis before.

Follow these four steps:

1.  Identify all the stakeholders by brainstorming.

2.  Ask the following questions. What is each stakeholder’s 
interest in the consultation? How could the proposal 
be of potential benefit or detriment to them? Are there 
any areas of potential conflict?

3.  Identify if their interest and capacity is high or low and 
plot their position on the grid.

4.  Work with the NHCP communications and 
engagement team to determine how you will 
communicate with and support the various 
stakeholders to contribute, recognising that those with 
low power and capacity but high interest will need the 
most support.

Appendices
More advice for participation 

High

High

Low

Low

Power/capacity

Interest
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For a variety of reasons, some communities or individuals within Northamptonshire 
rarely take part in engagement activities. It is your responsibility to identify the barriers 
that prevent people from becoming involved and put in place measures to overcome 
them. There are some legal requirements in this regard related to the Equality Act 2010.

Things to do:
 Decide who you are going to involve.  

See the section on stakeholder analysis below.

 Plan how you will engage those that rarely get 
involved. Ensure that you have enough time to do 
this effectively. People won’t just ‘turn up’ for an 
engagement. You will need to work hard to involve 
them. Work with the NHCP comms and engagement 
team to develop a communications plan that details 
how you will contact people and encourage them to 
get involved. Please see the section on consultation 
and equalities below.

 Be careful to think about people’s access 
requirements to ensure that you get the most 
inclusive response you can.

 Consider if voluntary and community sector 
involvement will strengthen your approach – often 
this sector has contact with people that many public 
agencies does not.

 Check if the methods you have chosen are suited to 
the needs of those you are involving. Check that you 
know peoples’ preferred method of communication.

 Ensure you have enough resources to involve 
everyone that you have identified. Distribute any 
accompanying information in plain language and in 
alternative formats.

Use existing data  
and information to:

 Learn about particular communities in the county. 
You can get this information from a range of places 
such as the public health reports, and Office of 
National Statistics (ONS) local equality duty reports.

 Check if previous involvement activities have looked 
at similar issues with particular communities. This 
may reduce the amount of times that an individual 
is consulted on similar themes, helping to avoid 
‘consultation fatigue.’

 Look at what equalities data you might already have 
available. Are any groups under-represented? Are 
there any gaps in service that your activity could 
address or better understand?

Consultation and equalities
Equality and diversity considerations should underpin 
any engagement activity. Equality and diversity issues are 
important as they involve treating people fairly and with 
dignity and respect. NHCP is committed to considering 
equalities issues in all aspects of work. As such, it is vital 
that engagement activities are fully inclusive.

Appendix 2
Equality and diversity – guidance on inclusion

The need for an  
inclusive approach
There is a need to ensure that all relevant groups can take 
part in NHCP engagement activities and that NHCP can 
demonstrate who and how they have been involved. This 
is particularly important when decisions are taken towards 
the end of the activity in the form of formal consultation 
and the feedback is used to inform change. 

NHCP lead partners need to be able to show those taking 
the decisions that they have worked to include people 
protected by the Equality Act 2010. Some exercises will be 
wide-ranging, for example a large representative sample 
of the population, while others will be aimed at a specific 
group, for example those directly affected by a proposal. 
Whatever the case, every consultation and engagement 
activity will have an equality dimension that needs to be 
identified and put into practice.

Barriers to inclusion
Rarely will a consultation or engagement activity 
deliberately exclude a group from being involved or 
providing a viewpoint. However, this can happen for a 
range of reasons, most commonly when the requirements 
of various groups are not taken into account. This 
can create barriers to participation. When planning a 
consultation, it is important to think through who might be 
excluded by such barriers and to take steps to address this.

Barriers might include:

 The methods used, for example over-reliance on one 
method such as social media that require high levels of 
literacy, or the time of day an event is organised.

 Physical barriers, for example inaccessible venues or lack 
of facilities.

 Attitudinal barriers, for example the way professionals 
and employees approach or respond to groups and 
individuals or the assumptions they make.

 Financial barriers, for example some groups might lack 
the resources to respond to a consultation.

 Cultural barriers, for example using inappropriate 
language and facilities.

Identifying groups
Some groups have been widely described as ‘hard to 
reach’ or ‘seldom heard’, however with a bit of effort 
there is no reason for this to be the case. There are a 
number of approaches that can be used to include people 
in the engagement and consultation process. In the same 
way that we would choose our engagement, a range of 
approaches are recommended:

 Contact umbrella organisations.

 Voluntary Impact Northamptonshire (VIN) has a database 
of voluntary and community sector organisations in the 
city, which can be filtered by area of interest.

 Work with grass roots community members and 
organisations. You could organise a special event or 
conduct some outreach work.

 Ask a third party (perhaps a voluntary sector 
organisation) to conduct this engagement on your 
behalf. You may have to resource this.

 Technology. While over-reliance on IT can exclude 
some people, used alongside other methods it can 
include others who might not otherwise get involved. 
Approaches include video conferencing, Skyping, setting 
up an online survey, Facebook and other social media.
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High-risk consultation  
and engagement
Some consultations can be challenged in court through 
judicial review and will need extra care when being 
planned and delivered.

Examples include:

 Closures or reductions in services

 Cuts to save money

 Planning issues

 Policies, services and functions covered by the  
Equality Act 2010

In order to make sure that the consultation will stand 
up to legal challenge, it is best to make sure that all 
formal consultations are carried out adhering to the host 
organisation’s guidance and that the equality act guidance 
is followed. For all activity that might meet these criteria, 
colleagues must contact the NHCP communication and 
engagement team, as well as their local communications 
or engagement colleagues. This is important as it helps 
NHCP to keep a record of activity in the county, and 
so collectively respect and look after the experiences 
of the communities we serve. 

Legal aspects of consultation
The law and consultation is a fairly complex area, which 
has developed over time through case law.

A number of local public bodies have been subject to 
Judicial Review proceedings in the recent past and were 
found to have acted unlawfully in their Public Sector 
Equality Duty. Sometimes this was because of a failure to 
undertake a sufficiently thorough information gathering 
exercise and analysis in their decision making process, or 
because there was insufficient information to enable those 
consulted to give intelligent consideration and a response 
to the council’s proposals.

The information below is a summary of the key points 
of consultation and the law. However, if you think that 
a consultation has the potential to put organisations at 
risk of litigation you should seek advice from the host 
organisations legal services team.

A case in point:  
The Gunning Principles
Before 1985 there was little consideration given to 
consultations until a landmark case in that year (R 
v London Borough of Brent ex parte Gunning). This 
case sparked the need for change in the process of 
consultations when Stephen Sedley QC proposed a set of 
principles that were then adopted by the presiding judge. 
These principles, known as Gunning or Sedley, were later 
confirmed by the Court of Appeal in 2001 (Coughlan 
case) and are now applicable to all public consultations 
that take place in the UK.

Essentially, what these state is whether or not a 
consultation is a legal requirement. If a consultation 
is embarked upon then it must be carried out 
properly. In order for the consultation to be properly 
carried out, it must be undertaken at a time when 
proposals are still at a formative stage. It must include 
sufficient reasons for the proposals to allow those 
consulted the opportunity to give intelligent consideration 
and responses and adequate time must be given for this 
purpose. Finally, the product of consultation must be 
conscientiously taken into account when the ultimate 
decision is taken.

To protect the various partner organisations within NHCP 
from the prospect of legal challenge, officers must ensure 
that the Gunning Principles are followed in any public 
consultation exercise.

The Gunning Principles in more detail are:

1.  When proposals are still at a formative stage, 
consultations should be undertaken before a 
decision has been made

Public bodies need to have an open mind during a 
consultation and not to have already made the decision, 
but have some ideas about the proposals. This principle 
does not mean that the decision-maker has to consult 
on all possible options of achieving a particular objective. 
A decision-maker can consult on a “preferred option”, 
and even a “decision in principle”, as long as its mind is 
genuinely open.

Where a decision-maker has formed a provisional view 
as to the course to be adopted, or is ‘minded’ to take a 
particular course subject to the outcome of consultations,  
it is expected that those being consulted should be 
informed of this ‘so as to better focus their responses’.

Appendix 3
Legal considerations

2.  Provide sufficient reasons for proposals to  
permit ‘intelligent consideration’

People (consultees) involved in the consultation need to 
have enough information to make an intelligent choice 
and input in the process. They should be made aware 
of the basis on which a proposal for consultation has 
been considered and will thereafter be considered. Those 
consulted should be aware of the criteria that will be 
applied when considering proposals and what factors will 
be considered ‘decisive’ or ‘of substantial importance’ at 
the end of the process.

Inaccurate or incomplete information may have the effect 
of precluding an ‘informed and intelligent response’ 
to the disadvantage of a party that may be affected 
by the decision. This is especially important where that 
information ‘is outside the knowledge of those consulted, 
and upon which they are therefore obliged to rely in 
formulating their response.’

There is considerable room for argument as to how much 
information needs to be provided. Where the group to be 
consulted are particularly expert, then greater detail may be 
required. Even if not expert, information must be published 
in a form that consultees can understand.

Ordinarily, it is not necessary for the decision-maker to 
circulate the submissions of those who respond to the 
consultation to all others who have responded to it. 
Although, in general there is no obligation on the decision-
maker to communicate advice received from officials or 
internal material or information to consultees, there may 
be exceptions. For instance, when issues have emerged 
that lead the organisation to do something fundamentally 
different from the proposals consulted upon, or if fairness 
requires that further consultation on an issue that has 
emerged, particularly if this issue undermines the value 
of the responses made to the consultation. Equality 
Assessments should take place at the beginning of the 
consultation and be published alongside the document.

3.  Adequate time must be given for consideration 
and response (the product of consultation must 
be conscientiously taken into account when the 
ultimate decision is taken)

Timing is crucial, so ask:

 Is it an appropriate time and environment? 

 Was enough time given for people to make an informed 
decision and then provide that feedback? 

 Is there enough time to analyse those results and make 
the final decision?

Unless statutory time requirements are prescribed, there 
is no necessary timeframe within which the consultation 
must take place. The decision-maker may have adopted a 
policy as to the necessary time-frame (for example, Cabinet 
Office guidance, or contact with the voluntary sector), 
and if it wishes to depart from that policy it should have a 
good reason for doing so. Otherwise, it may be guilty of a 
breach of a legitimate expectation that the policy will be 
adhered to. Where the need to make a decision is urgent, 
the Courts will tolerate shorter periods for consultation, 
although a delay by the council in finalising proposals could 
not be used as a reason for not consulting. (R v NE Devon 
Health Authority ex parte Pow 1997).

The results of the consultation must be conscientiously 
considered. This ties in with the first Gunning Principle, 
which is a proxy for whether the decision-maker has made 
up their mind. If the decision-maker does not properly 
consider the material produced by the consultation, then it 
can be accused of having made up their mind or of failing 
to take into account a relevant consideration.

The decision-maker does not have to read personally every 
response provided in the consultation process. However, 
where a summary is provided, this will need to be accurate 
and comprehensive. Best practice is that all the underlying 
materials are made available to the decision-maker, so they 
can access them if they wish.

4.  Consultation must be conscientiously  
taken into account

Think about how to prove decision-makers have taken 
consultation responses into account. The risk of not 
following these principles could result in a Judicial Review. 
A number of public bodies across the UK have been taken 
to Judicial Review and deemed to have acted unlawfully in 
their Public Sector Equality Duty – usually linked to the four 
Gunning Principles.

Appendix 4
Accessible information
NHS England has an Information Standard for accessible information. It is a quality standard framework that supports the 
production of high quality information. It means organisations have a robust information production process based on 
best practice to ensure that information meets the needs of its user. 

Further information is available from the NHS England website. https://www.england.nhs.uk/tis/
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