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1.1

1.2

1.3

1.4

1.5

PURPOSE AND SCOPE

Effective communication is a key component in ensuring Patient safety and
positive Patient experiences. It enhances trust, improves relationships,
supports informed consent, and increases the likelihood that Patients will
share important information with clinicians. Research shows that establishing
and maintaining a good relationship with Patients and Carers improves
Patient satisfaction, treatment adherence and health outcomes. It can also
lead to a reduction in anxiety, pain and blood pressure.

The Board has a statutory duty to ensure communication with Patients,
Carers and the general public is clear, accessible and understood. All
Patients have a legal right to effective communication in a form, language and
manner that enables them to interact and participate in their healthcare and
understand any information provided.

Communication is a key factor in delivering the requirements of the following:

Patient Rights (Scotland) Act 2011

Equality Act 2010

Healthcare Quality Strategy for Scotland 2010

BSL (Scotland) Act 2015

Health (Tobacco, Nicotine etc. and Care) (Scotland) Act 2016
Duty of Candour Procedure (Scotland) Regulations 2018
Apologies (Scotland) Act 2016

The Health and Social Care Standards

The Patient Charter

Communication between the Board and those it serves takes a variety of
forms and a significant amount of that communication is via (or supported by)
Patient and Carer Information. Patient and Carer Information is information
that we share with people in relation to conditions, investigations, treatments,
procedures, examinations and services. It may also be practical information
such as the location of our buildings, or the promotion of health advice e.g.
healthy eating. Patient and Carer information is produced and shared in
various formats, both hard copy and digital, including; letters, leaflets, posters,
web information (including social media) and on screens (bedside and waiting
rooms).

In order to ensure we are meeting our statutory requirements, the Patient and
Carer information we produce, use and share within the Board must be:

e Accessible and Clear - Information should be in a language, style and
format which makes it easily accessible to the intended audience.

e Accurate— It is crucial that the information we produce is accurate and in
line with current clinical and/or corporate guidelines.
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1.6

e Approved — All new, updated or revised Patient and Carer Information
must go through the appropriate approval process before public use (see
Appendix 2).

e Cost Effective — Information should be produced in a cost effective
manner.

e Appropriate Quality — Information should be produced to an appropriate
standard and must in line with local branding guidelines.

¢ Respectful and Sensitive — Information should be sensitive to the
religious or cultural needs of all people, avoiding stereotypes.

¢ Reviewed Regularly - All Patient and Carer information produced and/or
used by the Board should be reviewed regularly.

Associated procedures and guidance are available in the ‘Patient and Carer
Information’ section on Beacon. Support is also available from Patient
Services.

Please note: For the purposes of this document, Patient and Carer Information does
not include information held about individual Patients i.e. medical records.

2.1

2.2

DOCUMENT AIMS
This policy will:

e Assist the Board to meet its statutory requirements in terms of Patient and
Carer Information.

e Assist staff to produce Patient and Carer Information that is in line with
good practice principles.

When referring to this Policy, consideration should also be given to the NHS
Scotland Interpreting, Communications Support and Translation National
Policy, Company Representative Guidance, Communication’s Branding
guidance and the local British Sign Language (BSL) Action Plan.

Page 4 of 10

Title: Patient Information Policy

Date: February 2021

Version: 2.0

Author: Emma Murphy, Patient Feedback Manager

The only current version of this policy is on the intranet



3.1

3.1.1

3.1.2

3.2

3.2.1

3.2.2

3.3

3.3.1

3.3.2

3.3.3

3.3.4

3.3.5

RESPONSIBILITIES AND ORGANISATIONAL ARRANGEMENTS

Organisational Responsibilities

To ensure communication with Patients, Carers and the general public is
clear, accessible and understood.

To ensure Patients are afforded their legal right to effective communication in

a form, language and manner that enables them to interact and participate in
their healthcare and understand any information provided.

Staff Responsibilities
To follow this Policy and associated procedures.

To report to their Manager anything that prevents them from fulfilling the
requirements of this document.

Managers’ Responsibilities

Ensure staff are aware of the Policy and are supported to produce information
that complies with the principles outlined above.

Ensure that there is adequate budget available within the service to meet the
costs of producing any new or revised Patient and Carer Information.

Ensure staff are aware of how to access Patient and Carer Information.
Ensure staff use Patient and Carer information appropriately.
Ensure all new, updated or revised Patient and Carer Information (for their

area of responsibility) has gone through the appropriate approval process
before public use (see Appendix 2).

3.3.6 Ensure that the Patient and Carer information they are responsible for, is

3.4

3.4.1

3.4.2

reviewed within appropriate timelines.
Patient Services’ Responsibilities
Ensure this Policy and the associated supporting documents are up to date.

Coordinate quality checks to ensure compliance with this Policy and the
associated Procedure.
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3.4.3 Support services to produce and maintain Patient and Carer information that
is compliant with the above principles.

3.4.4 Approve updated and revised Patient and Carer information.

3.4.5 Manage the Patient and Carer information database.

3.5 Patient and Carer Information Working Group’s Responsibilities

3.5.1 Approve new Patient and Carer information.
3.5.2 Support quality checks.

3.5.3 Promote the importance and benefits of this Policy and the associated
supporting documents.

3.5.4 Explore and promote digital formats and solutions for Patient and Carer
information.

4, MONITORING

4.1  The Healthcare Governance Committee will be responsible for monitoring and
reviewing the effectiveness of this policy and its deployment across the Board
and will receive a progress report quarterly.

4.2  This Policy will be reviewed every three years.

5. EQUALITY AND DIVERSITY

5.1 This policy is designed to ensure that Patients, carers and the wider public,
are afforded their right to information that is clear, accessible and understood,
taking in to account the specific needs of the target audience.

Page 6 of 10
Title: Patient Information Policy
Date: February 2021
Version: 2.0
Author: Emma Murphy, Patient Feedback Manager
The only current version of this policy is on the intranet



Appendix 1

DOCUMENT CONTROL SHEET

1. Document Status

Title Patient and Carer Information Policy
Author Emma Murphy, Patient Feedback Manager
Approver Board

Document reference

Version humber 2

2. Document Amendment History

Version Section(s) Reason for update

1 Original Policy | Policy was due for review in 2015

2 All Policy reviewed, updated and approved Feb 2021
2 All Reviewed Feb 2022, no changes made.

3. Distribution

Name Responsibility Version number

Board Secretary To place on policy register 2

Communications Team | To place on public website

2
Patient Services To place on Beacon 2
General Managers To circulate within teams 2

4, Associated documents

Patient Rights (Scotland) Act 2011

Equality Act 2010

Healthcare Quality Strategy for Scotland 2010

BSL (Scotland) Act 2015

Health (Tobacco, Nicotine etc. and Care) (Scotland) Act 2016
Duty of Candour Procedure (Scotland) Regulations 2018
Apologies (Scotland) Act 2016

The Health and Social Care Standards

The Patient Charter
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e NHS Scotland Interpreting, Communications Support and Translation National

Policy Company Representative Guidance

e Dumfries and Galloway British Sign Language (BSL) Action Plan.
e The Charter for Involvement - National Inclusion Network

5. Action Plan for Implementation
Action Lead Timeframe
Circulate draft for comments | Patient Services May 2020
Equality Impact Assessment | Patient Services May 2020
Policy to Board for approval | Patient Services February 2021
Place on policy register Board Secretary March 2021
Place on Intranet Communications March 2021
Team
Place on Beacon Patient Services March 2021
Awareness Raising Patient Services March 2021 onwards
Use Policy All Staff March 2021 onwards
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Appendix 2
Patient and Carer Information Approval Process

Producing New Digital or Hard Copy Information e.q. leaflets, web pages etc

Need identified for new Patient
or Carer Information

A

Is the information already available from EIDO or NHS Inform?
If unsure check with Patient Services

No Yes{

No Yesl 4

A

Is the information
clinical?

Is that information already being
used by the Board

No Yes I No Yes |

\4

Discuss intentions with Clinical Lead and seek
approval to progress

A 4 y
Discuss information need with Patient Services who will advise on existing
information sources or agree the production of new information.

y

Existing information available

No Yes |

A 4
Service to produce draft information in line with procedure.

y
Draft information to be submitted to Patient Services with completed ‘Patient and
Carer Information’ form. Once draft reviewed by Patient Services, it will be
submitted to the Patient and Carer Information Working Group for consideration
and sign off.

v v
Approved - Approval confirmed. Not Approved - Patient Services to
Patient Services add to database and support the service regarding next
Beacon/Website/Screens (as steps
appropriate) Page 9 of 10
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Review of Existing Information

Patient Services alert service
that information is due for review

\ 4

Service review information and return reviewed document to Patient
Services with completed ‘Patient and Carer Information’ form or ‘Beacon
Alert form (as applicable).

A

A

y

A 4

No changes/minor

Information no longer
amendments required (to be removed)

Significant
amendments made

A 4 A 4

Patient Services update
database and
Beacon/Website/Screens
(as appropriate)
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