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1 Introduction 
 
1.1 There is a strong history of patient and public engagement and involvement in the 

development of health services in Knowsley through well-established communication 
and engagement networks and forums and successful partnership working which has 
been developed around a shared strategic vision and objectives to deliver services that 
will benefit our local population. 
 

1.2 The CCG is committed to carrying out meaningful engagement and communicating with 
the local population - giving people, our patients, public and stakeholders the 
opportunity to be involved in, and to influence, healthcare in their local area, ensuring 
their voices are heard and their thoughts and experiences are taken into consideration. 

 
1.3 This Communication and Engagement Plan sets out the CCG’s intentions and high level 

plan for ensuring effective communication with its stakeholders and securing public 
involvement in shaping and developing local health services. It includes actions to 
address areas requiring improvement identified through review and feedback on current 
approach.     

 

2 Our Vision and Values 

 

2.1 Our strategic vision is:  
 

In 5 years’ time, the population of Knowsley will be happier and enjoy better 
health. When they need to access health and wellbeing services, they will be 
high quality services with improved access and which use the latest evidence 

based treatments and therapies. 
 

We shall see people living longer. They will be healthier and enjoying a better 
quality of life. They will be safer and there will be a reduction in health 

inequalities. They will have greater independence, more self-care, more 
responsibility and greater involvement in decisions about their care. 

 
2.2 Knowsley CCG has the following core values which will be reflected in all 

communication activity: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Professionalism 
 

Accountability Honesty 

Transparency Commitment to 
partnership working 

 

Outcome Driven 
 

Quality 

Inclusivity 
 

Value for Money 
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3 Statutory Requirements 
 
3.1 The National Health Service Act 2006 (as amended by the Health and Social Care Act 

2012), places a statutory duty on CCGs to involve the public in commissioning (section 
14Z2). In addition to meeting statutory responsibilities, effective patient and public 
participation helps CCGs to ensure that commissioned services address the needs of 
local communities and tackle health inequalities. 

 
3.2 The Equality Act 2010 requires the CCG to pay due regard to the public sector equality 

duty.  It must give advance consideration to issues of equality and discrimination before 
making any commissioning decision or policy that may affect or impact on people who 
share protected characteristics. 

 
3.3 NHS England has issued statutory guidance: ‘Patient and public participation in 

commissioning health and care: statutory guidance for clinical commissioning groups 
and NHS England’. This provides advice on the legal duty to involve and aims to support 
staff to involve patients and the public in their work in a meaningful way to improve 
services.   

 
3.4 The National Health Service Act 2006 also places a legal duty (section 14Z16) on NHS 

England to assess how well each CCG has discharged its public involvement duty. It 
achieves this through the NHS Oversight Framework, previously the Improvement and 
Assessment Framework (IAF). 

 

4 Principles 
 
4.1 The CCG has adopted the following statement of principles in relation to securing public 

involvement: 
 

4.1.1 Working in partnership with clinicians, patients and local communities to secure 
the best care for its population; 

4.1.2 Sharing knowledge with the aim of improving the public understanding of our 
activities and objectives, while also encouraging dialogue;  

4.1.3 Publishing information about health services through a variety of formats and 
channels, including concise, understandable and comparative information about 
the cost, quality and performance of local services; 

4.1.4 Acting openly and honestly when making difficult commissioning decisions 
regarding limited resources and increasing demand for care; 

4.1.5 Adapting communication and engagement activities to meet the specific needs of 
different patient groups and communities; 

4.1.6 Encouraging and acting on feedback; 
4.1.7 Monitoring and reporting on compliance with the communication and 

engagement strategy and the CCG’s statutory obligations in respect of 
communication and engagement. 

 
5 Objectives and Priorities 
 
4.1 The CCG’s objectives for communication and engagement are to: 
 

4.1.1 Ensure its governance, commissioning and decision-making processes meet 
statutory obligations and good practice guidance and have stakeholders at the 
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heart of them; 
4.1.2 Use patient experience, other forms of data, clinical knowledge and close 

working relationships with various partners to improve services and ensure they 
benefit our population as much as possible; 

4.1.3 Adapt communication and engagement activities to meet the specific needs of 
different patient groups and communities and provide consistent and timely 
messages to various audiences, working collaboratively with partners and other 
NHS organisations; 

4.1.4 Develop, promote and protect the reputation of the CCG to increase confidence 
in it as a commissioning organisation, ensuring proactive media relations and the 
effective management of reactive media attention. 

4.1.5 Seek to develop new and innovative ways of communicating, making best use of 
new technologies and digital communication. 

 
4.2 The CCG has reviewed its communication and engagement approaches, reflecting on 

feedback received through the Equality and Delivery System (EDS2), the engagement 
IAF, and learning from specific projects and initiatives. As a result the CCG has set the 
following priorities for improvement in communication and engagement during 2020 to 
2021: 

 
4.2.1 Review and strengthen the CCG website to ensure that all the relevant 

information relating to consultation and engagement is included and easily 
accessible; 

4.2.2 Ensure that we close the loop and feedback to patients and the public about the 
difference their involvement and contribution has made, including ensuring that 
this is given more prominence on the CCG website; 

4.2.3 Maximise the opportunities presented by national campaigns in relation to local 
health priorities to promote self-care and local services;  

4.2.4 Proactively promote the achievements and innovations of the CCG; 
4.2.5 Increase the use of social media and other digital media to expand the reach of 

engagement initiatives and communication campaigns; 
4.2.6 Support the implementation of translation and interpretation quality standards 

across Knowsley; 
4.2.7 Review and refresh the CCG’s communication and engagement tools, supported 

by training and development for key staff.  
 

5 Communication and Engagement Approach   
 
5.1 The CCG will communicate and engage with patients, the public and other stakeholders 

at all stages of the commissioning cycle, illustrated by the national good practice model 
replicated overleaf: 
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5.2 Since its establishment, the CCG has regularly reviewed its stakeholder analysis and 

updated its list of key stakeholder groups, and individual stakeholders. All 
communication and engagement initiatives are underpinned by a stakeholder analysis 
to consider group and individual levels of interest and influence, which inform more 
detailed planning. 

 
5.3 The CCG employs a range of communication and engagement methods and channels, 

based on convenience, cost effectiveness, and recognising the different expectations 
and needs of key stakeholders. These include: 

 
5.3.1 Existing patient and public forums, such as patient participation groups and 

Healthwatch Meet the Commissioner events and coffee mornings; 
5.3.2 Stakeholder events; 
5.3.3 Partnership engagement events, workshops and other channels; 
5.3.4 Public meetings, such as the AGM; 
5.3.5 Meetings held in public including the Governing Body and Primary Care 

Committee; 
5.3.6 Formal boards and business meetings; 
5.3.7 Local and regional networks and forums; 
5.3.8 Internal forums for CCG membership and staff; 
5.3.9 Local MP and councillors; 
5.3.10 Focus Groups; 
5.3.11 Voluntary, community and social enterprise sector; 
5.3.12 Strategies, plans, reports and other formal publications;  
5.3.13 Meeting papers and minutes;  
5.3.14 Written communications (including letters, emails, questionnaires);  
5.3.15 Face-to-face, interpersonal communications;  
5.3.16 Telephone communications; 
5.3.17 Newsletters;  
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5.3.18 Briefings;  
5.3.19 Surveys; 
5.3.20 Participation at national and local events and in various campaigns;  
5.3.21 E-bulletins; 
5.3.22 Intranet site;  
5.3.23 Website  
5.3.24 Online Social Media; 
5.3.25 Waiting room communication screens; 
5.3.26 Text messaging;  
5.3.27 Pro-active press releases;  
5.3.28 Media/advertising campaigns; 
5.3.29 Reactive opportunities to promote Knowsley CCG and its commissioning role. 

 

6 High Level Plan 

 
6.1 The communication and engagement activity planned during 2020 and 2021 includes: 
 

6.1.1 Projects, Consultations and Campaigns – these will be driven by the CCG’s 
own strategic and operational plans and priorities, as well as Cheshire and 
Merseyside Health and Care Partnership and other collaborative commissioning 
plans. This will include formal consultation where required, engagement and 
feedback on service improvement and quality, health promotion campaigns 
driven by local and national priorities, and routine seasonal messaging such as 
winter communications. Significant activity currently underway and planned is 
described at 6.2 to 6.7 below, but it is anticipated that this will be added to as 
plans evolve and develop.  

 
6.1.2 Routine cycle of events, circulations and communication channels – the 

CCG has an established annual, quarterly and monthly cycle of events, such as 
the AGM, stakeholder events, governance, business and informal meetings and 
forums. These, together with regular bulletins, newsletters and digital platforms, 
provide channels to support the delivery of projects, consultations and 
campaigns. These are supplemented by bespoke events and activities as 
required to support the specific requirements of each initiative. 

 
6.1.3 Improvement actions – the CCG has identified a number of priority areas for 

improving its communication and engagement approach and these are described 
at 4.2 above. 

 
6.2 Long Term Plan – continued engagement building on the events held during October 

2019 will continue to inform the development of the Knowsley PLACE Plan ‘Our Health, 
Care and Wellbeing Plan’. The feedback from this initial engagement is being analysed 
to shape the thinking and direction of travel in the final submission of the Knowsley plan. 
Further engagement activity will support the development and implementation of more 
detailed delivery plans.  

 
6.3 Future Commissioning Landscape – in line with the national and regional direction of 

travel, the CCG is considering its future composition and opportunities to collaborate 
with local commissioning organisations to operate across larger footprints, with an 
increasing focus on strategic commissioning. A decision between the available options 
for Knowsley will be informed by engagement with the membership, local authority, 
Healthwatch Knowsley, staff and other stakeholders. 
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6.4 Operational Plan 2020/21 – the annual operational plan will set out in detail planned 

activity for the year, supporting the direction of travel and building towards delivery of the 
aims set out in the Knowsley PLACE Plan. This is built upon engagement with providers 
and other partners, within the framework and parameters set for the Cheshire and 
Merseyside Integrated Care System as a whole. 

 
6.5 Regional and sub regional service review and development – the CCG is an active 

participant in a number of collaborative large scale service transformation initiatives 
including those on Cheshire and Merseyside Health and Care Partnership, North 
Mersey and Mid Mersey footprints, and in conjunction with one or more neighbouring 
CCG. These include redesign of cancer, stroke, urgent and emergency care, end of life, 
and hospital services. These will be informed by consultation, engagement and 
involvement activities developed at scale in collaboration with partners but delivered 
locally to ensure that the needs and views of the Knowsley population are gathered and 
reflected in service planning. 

 
6.6 Local service review and development – the CCG has a local commissioning 

programme, including developments in relation to frailty services, long term conditions, 
primary care, children’s services and medicines. The objectives and form of 
engagement and communication activity required to support these will be planned by 
commissioners based on the nature and scale of the changes proposed and stakeholder 
analysis.  

 
6.7 Seasonal and promotional campaigns – these will include routine annual winter and flu 

campaigns, as well as promoting national, regional and local health campaigns. The 
scale and form of communication activity will be determined based on local priorities 
with the aim of using national promotion and messages, such as in relation to mental 
health issues, alongside promotion of local services and initiatives to address local 
priorities and maximise impact.    

 

7 Roles and Responsibilities 
 
7.1 Member Practice Representatives 
 

7.1.1 Communicate the strategies, plans and proposals under consideration by the 
CCG Clinical Membership Group within their GP practice and seek a view from 
their practice; 

 
7.1.2 Participate in the CCG Clinical Membership Group ensuring that the views of 

their GP practice are effectively presented and reflected in decision making; 
  
7.1.3 Ensure that their practice has an effective and active patient participation group 

so that the strategies, plans, proposals and decisions of the Clinical Membership 
Group are communicated to the PPG and their views sought and fed back; 

 
7.1.4 Support the CCG through the dissemination of information and awareness 

raising within their practice and PPG of service development proposals and 
changes, health campaigns and initiatives; 

 
7.1.5 Review and evaluate the effectiveness of their communication channels on an 

annual basis and provide evidence of their consultation and communication 
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within the  Member Practice and with patients, on request by the Chief Executive 
of the CCG. 

 
7.2 Governing Body 
 

7.2.1 Promote a culture that ensures the voice of the member practices is heard and 

the interests of patients and the community remain at the heart of discussions 

and decisions; 

 

7.2.2 Promote a culture that ensures the CCG truly engages and involves patients and 

communities and ensure that the CCG is responsive to the views of local people 

and promotes self-care and shared decision making in all aspects of its business; 

 

7.2.3 Approve the CCG Communications and Engagement Plan and arrangements for 

handling freedom of information requests; 

 

7.2.4 Support the CCG by attending and taking a leading role in public events, 

engaging effectively with participants both to promote the work of the CCG and 

actively listen to patient and public views; 

   

7.2.5 Represent the CCG as required by the Chief Executive in media activity, both in 

relation to proactive and reactive issues; 

 

7.2.6 Lead on the delivery of high level communication to staff, constituent practices, 

partner and providers; 

 

7.2.7 Alert the Chief Executive and  / or the Assistant Director of Corporate Services to 

any emerging issues. 
 

In addition to their governing body role above: 

 

7.2.8  Chief Executive will: 

 

 Take a lead role in setting and developing the culture of the organisation; 

 Lead wider organisational development in the context of engagement with key 

stakeholders; 

 Develop and communicate a clear and compelling organisational narrative that 

describes the future strategy of the CCG 

 Approve public and staff consultation and engagement material, website 

content, and responses to MPs, media enquiries, complaints and freedom of 

information requests. 

 

7.2.9 Lay Members – Public and Patient Involvement will ensure that: 

 

 Public and patient engagement and involvement is championed throughout 

the organisation and embedded into policy development and decision making;   
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 The CCG builds and maintains an effective relationship with  Healthwatch 

Knowsley and draws on existing patient and public engagement and 

involvement expertise; 

 The CCG has appropriate arrangements in place to secure public and patient 

involvement and responds in an effective and timely way to feedback and 

recommendations from patients, carers and the public. 

 
7.3 Executive Leads 
 

7.3.1 Ensure the effective engagement and involvement of patients and communities 
in their service areas and ensure that the CCG is responsive to the views of local 
people and promotes self-care and shared decision making in all aspects of its 
business; 

 
7.3.2 Ensure that appropriate communication and engagement plans are developed 

and implemented in relation to any programmes of work and service initiatives for 
which they are responsible; 

 
7.3.3 Review and sign off any communication and engagement plans and proposed 

communication material in relation to their area of responsibility prior to seeking 
formal approval through the CCG’s scheme of delegation; 

 

7.3.4 Represent the CCG as required by the Chief Executive in media activity, both in 

relation to proactive and reactive issues. 
 
7.4 Commissioning and Service Leads 
 

7.4.1 Involve clinicians, patients and the public, partners and other stakeholders in the 
analysis of need, planning, designing and buying services, and in the monitoring 
and assurance of services;   

 
7.4.2 Prepare communication and engagement plans for approval by executive leads 

in relation to any programmes of work and service initiatives for which they are 
responsible; 

 
7.4.3 Lead delivery of communications and engagement, including the preparation of 

key messages and communications, supported by the CCG’s Communications 
Manager and commissioning support providers as required;  

 
7.4.4 Provide updates in relation to any programmes of work and service initiatives for 

which they are responsible, approved by the relevant executive lead, to the 
Communications Manager for inclusion in media, external and internal briefings; 

 
7.4.5 Identify opportunities to promote the priorities and work of the CCG, and 

examples of success and good news stories that could be covered in newsletters 
and the local media. 

 
7.5 Assistant Director – Corporate Services 
 

7.5.1 Prepare the CCG’s Communication and Engagement Plan for review and 
approval by the Governing Body; 
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7.5.2 Oversee the delivery of the CCG’s Communication and Engagement Plan and 
provide regular updates to the Governing Body; 

 
7.5.2 Lead the CCG’s corporate communications and engagement functions, including 

development, implementation and monitoring of corporate protocols, templates, 
tools and other collateral; 

 
7.5.3 Ensure that the CCG’s requirements in respect of communications and 

engagement from commissioning support providers are clearly specified, 
communicated, agreed and managed; 

 
7.5.4 Identify organisational development and training needs in relation to 

communications and engagement and develop and implement plans to meet 
these; 

 
7.5.5 Collaborate with communications and engagement leads in other CCGs and 

partner organisations to ensure effective communication and engagement in 
relation to regional and sub regional service developments and initiatives;  

 
7.5.6 Provide or secure advice to the Chief Executive, executive, commissioning and 

service leads in relation to strategic communications and engagement matters; 
 
7.5.7 Approve routine internal and external communication and engagement materials, 

and website and intranet content as delegated and directed by the Chief 
Executive; 

 
7.5.8 Other responsibilities of staff as set out below. 

 
 
7.6 Communications Manager 
 

7.6.1 Support the development, delivery and annual refresh of the CCG’s 
Communications and Engagement Plan, including the creation of an annual 
communications schedule; 

  
7.6.2 Support media management including proactive and reactive media 

management, media planning, and monitoring; 
 
7.6.3 Support the Chief Executive and executive leads with crisis issues management 

support, including anticipating local issues, crisis handling advice, intelligence 
gathering and briefings in response to crises, working in conjunction with 
commissioning support providers as required; 

 
7.6.4 Support the development and maintenance of internal communications and 

engagement infrastructure; 
  
7.6.5 Support corporate communications and engagement including managing the 

website, intranet and social media, internal and external stakeholder bulletins, 
and the production of corporate documents and events; 

 
7.6.6 Provide advice and support to commissioning and service leads in planning and 

preparing communications and engagement messages and supporting material;  
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7.6.7 Develop and promote the use of social media and other digital media to expand 
the reach of engagement initiatives and communication campaigns. 

 
7.7 All CCG Members and Staff 

 

7.7.1 Demonstrate a commitment to engaging and involving patients and communities; 

 

7.7.2 Promote the work of the CCG and the services it commissions, and raise 

awareness of health campaigns and initiatives; 

 

7.7.3 Listen to patients and the public and reflect their views in the work of the CCG; 

 

7.7.4 Involve clinicians, patients and the public in the development of commissioning 

proposals; 

 

7.7.5 Support the CCG by attendance and involvement in public events; 

 

7.7.6 Alert the communications lead to any emerging issues; 

 
7.7.7 Provide updates to the Communications Manager for inclusion in media, external 

and internal briefings; 
 
7.7.8 Identify examples of success and good news stories that could be covered in 

newsletters and the local media. 

 
8. Training and Development 

 
8.1 The Assistant Director – Corporate Services will be responsible for identifying 

organisational development and training needs in relation to communications and 
engagement. This will include requirements to support the delivery of this 
Communications and Engagement Plan, together with the requirements collated from 
individual personal development reviews. 

 
8.2 A review of the CCG’s corporate communications and engagement protocols, 

templates, tools and collateral, including more extensive use of digital media, will be 
undertaken during the first quarter of 2020. This will form the basis of development 
activity, commissioned from an external provider, with commissioning and service leads 
to ensure a consistent and comprehensive approach to planning and executing 
communications and engagement. 

 
8.3 The aim is to establish a set of core standards and skills within the CCG. These will need 

to be supplemented by externally sourced expertise and capacity for complex or large 
scale projects. This may include joint working with other CCGs or partner organisations 
or procuring from commissioning support providers. Wherever possible this will be 
designed to achieve knowledge and skills transfer to the CCG team.    

 

9. Monitoring, Evaluation and Review 
 
9.1 It is important to monitor and evaluate communication and engagement activity to 

determine whether it is appropriately tailored and targeted to the relevant audiences, 
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messages and method, and is effective in meeting the intended objective. The following 
methods will be used to track performance:  

 

9.1.1 formal and informal feedback from stakeholders, to include: 

 patient experience feedback and patient surveys; 

 levels of awareness of the work of Knowsley CCG; 

 public perceptions of ability to get involved and influence the future shape of 

these services;  

 high level 360 degree feedback – practice members, partner and provider 

organisations. 

 

9.1.2 formal and informal feedback from employees, to include:  

 views sought through team meetings, staff briefings and other engagement 

events;  

 staff survey; 

 intranet feedback. 

 

9.1.3 number of attendees at public meetings, engagement and consultation events  

 internal audiences; 

 external audiences.  

 
9.2 The CCG is committed to continuing to improve its communication and engagement. A 

measure of this will be the progress made in improving the CCG’s Improvement and 
Assessment (IAF) rating for engagement.  

 
9.3 This plan will be reviewed and updated during the final quarter of 2021. 
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Appendix 1 
 
EQUALITY IMPACT ASSESSMENT  

  Yes/No Comments 

1. Does the policy/strategy/guidance affect one group 
less or more favourably than another on the basis of: 

  

 Race No  

 Ethnic origins (including gypsies and travellers) No  

 Nationality No  

 Gender No  

       Culture No  

 Religion or belief No  

 Sexual orientation including lesbian, gay and bisexual 

people 

No  

 Age No  

 Disability - learning disabilities, physical disability, sensory 

impairment and mental health problems 

No  

2. Is there any evidence that some groups are affected 
differently? 

No  

3. If you have identified potential discrimination, are there 
any exceptions valid, legal and/or justifiable? 

N/A  

4. Is the impact of the strategy/guidance likely to be 
negative? 

No  

5. If so can the impact be avoided? N/A  

6. What alternatives are there to achieving the 
policy/guidance without the impact? 

N/A  

7. Can we reduce the impact by taking different action? N/A  

 
HUMAN RIGHTS IMPACT ASSESSMENT   
 
No aspect of this policy/strategy breaches a person’s Human Rights 
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