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Trafford Children & Young People’s Service

Communications Strategy (Review – 2009)

Purpose

The purpose of this document is to inform and support the development and on-going aims of the Children & Young People’s Service (CYPS) and its stakeholders in Trafford (a pathfinder Children’s Trust).

Vision and Aim

The vision for the children & young people’s service in Trafford is based on the commitment to integrated multi-agency working (Children’s Trust).

The context in which this development of multi-agency services is placed is the recommendations of the Green Paper “Every Child Matters” October 2003

And the requirements of the “Children Bill”   made Statute (November 2004), which highlights the need for more effective, frequent and sophisticated communication between agencies, stakeholders, the public etc.

To enable all children & young people to enjoy a good quality of life and develop as confident and responsible adults.

The aim is to deliver a service based on partnerships, to optimize children and young people’s life chances, minimize their risks, address inequalities and help them, with their families/communities to live life to the fullest. Partnerships should be based on mutual respect, understanding, equity and knowledge to enable the best chances in life for all.

Communication Strategy

Will provide a framework for an on-going dynamic dialogue between children’s services and other stake holders the framework will remain fairly constant with the action points changing and developing along with the service. Stakeholders will be invited to develop and evaluate the action points as we move forwards with the development of the service. Communications need to be planned, agreed and joint protocols developed to ensure consistency and clarity for all agencies and stakeholders involved. A communications Plan will be produced (attached)

Objectives

· To inform all stakeholders about the developments of the Children & Young Peoples service, its structures, its strategic direction and what it will mean to staff, children, young people, their families and communities day to day.
· Receive feedback from stakeholders through formal and informal ways to ensure that they are included in shaping decision making and therefore service development.

· To ensure that all stakeholders receive feedback formally and informally about their involvement and the effect it has had.

· To inform the wider community through the CYPS Website, newsletters, press and media of developments, successes, good practice and promote the service (taking into account those already established such as “The Link” etc.)

· To set up a series of stakeholder involvement forums to increase the potential for involvement (multi-faith, staff, managers, children, young people and parents etc.) some of these for are already in place and others under development.

· To form Cluster Area Forums based upon the geographical locations of the Multi-agency family support teams North, South and West Trafford

· To measure customer satisfaction, including compliments, comments and complaints procedures.

· To take part in informing decisions on commissioning of services

· To include robust measures for assuring excellent quality communications between stakeholders with shared protocols and procedures for responding, recording and tracking messages including verbal message taking e.g. Telephone response and non-verbal communication in face to face meetings

· To enable staff to communicate across agencies, directorates and teams, so that they can share good practice, and draw upon each others skills and knowledge.

· To maintain and guide the use of the approved CYPS brand and marketing procedures

Communication Principles

· Messages should be consistent with the Children and Young People’s Strategy

· T

· The communication Strategy will link to the corporate (TMBC)  and NHS communication Strategies

· Communications should always be two-way, feedback guaranteed and fully accessible to all in terms of language, use of “jargon”, minority ethnic considerations, and appropriateness of messages for CYP etc. Full DDA accessibility where reasonable.

Current issues

Due to a period of consolidation and restructuring of CYP services there is some concern from Staff that they need to be informed as to recent developments of the service. The actions that will need to be taken in the short term are as follows:

· Inform staff in the first instance of new directions and future development of CYPS

· Ensure the Voluntary & Community sector are informed and involved

· Communicate with National/Regional bodies as appropriate

How are we going to do this?

· Through stakeholder forums

· Through the CYPS website

· Link to other service websites

· Send a newsletter to key stakeholders or Team brief

· Discuss with National/Regional Bodies

· Advise and work on the input from Stakeholders in the CYP Plan( Bright Futures)

Resources for communication

This is a key issue and will determine how successful communications will be in the future. Resources in terms of financial support and human resources will need to be established. All agencies in their own right have a responsibility to communicate both with staff and other stakeholders and this needs to be done in a professional but appropriate way as previously mentioned (Stakeholders may need training in communications skills and some media training) Some finance has been made available for the development of the website and some stationary. There is a small multi-agency group that has been working on the strategy, this will need to expand. Senior managers will need to decide if a dedicated group of people should co-ordinate communications across the service, measure quality, develop common standards and run the website content management resources in terms of time and money will need to be decided. The group will need a formal remit to quality assure all communications that originate from CYPS services. Alternatively, communications “champions” could be identified from within all services and externally to act on the group’s behalf. This would mirror the participation strategy. (Under review) 

Vehicles for Communication 

· CYPS management committee (Multi-agency including Health and Voluntary Sector, CYP)

· Executive Management Team

· Stakeholder Forums/Cluster Area Forums
· Staff Forums/Focus Groups
· Website 

· Newsletters

· Branded stationary (CYPS logo & colours) standard information to accompany all other CYPS services such as CYPS banner to be displayed at all CYPS events

· Use of Brand/Toolkit

· Channels for compliments, complaints and comments

· Common standards and protocols between agencies including common dictionaries, agreed response times (circulated), common standards (communication charter?)

· CYPS attendance a community events

· CYPS attendance at National/Regional events

· Directories (being developed)

· Public relations and media involvement – press releases (good news stories and examples of good practice – external accreditation such as Kite mark or Investors in People)

· Publication of various inspectors reports – OFSTED, SSI – joint inspections, evaluations and others CAA

· Minutes of meetings 

· Questionnaires, user satisfaction surveys (EFQM model customer satisfaction)

· Publication Scheme, Freedom of information act – specifics and Data Protection

NB – Freedom of Information Act to come into force in 2005 

Links to other Strategies

· CYP Plan (required by government from 2006)

· Health Improvement strategies – linking to modernization boards

· Participation Strategy etc.

· Community Engagement Strategy Trafford Council

Participation Strategy

To enable CYP their families and communities to fully participate in service development and shaping the quality of services available, there need to be effective mechanisms in place for sending messages “out” and receiving messages “in” from stakeholders. Becoming involved in the various vehicles for communication (see above) are some suggestions, working with these groups of stakeholders to determine the most appropriate ways to 
communicate will be a key part of “getting it right”. This can be done through the activities of the participation scheme; much of this will involve joint working across agencies and especially between members of the participation strategy group and then communications group. Communicating with CYP and their families can be innovative and relevant for example: (Under review)

Performance Management, Evaluation and Monitoring

The communication strategy and subsequent action plans will be subject to quality assurance, through effective monitoring and evaluation and performance management and review.  Trafford Children & Young People’s Service has adopted the EFQM excellence model which primarily addresses the organizations success through its people, processes and results. It has the following fundamental concepts:

· Results Orientation

· Customer Focus

· Leadership and constancy of purpose

· Management by processes and facts

· People development  and involvement

· Continuous learning, innovation and improvement

· Partnership development

· Public Responsibility (Services Ltd)

This model is relevant for all strategies and especially communications and is a good framework from which to develop excellent communications in the future and a way of measuring those actions.

What has been achieved so far in communications with Stake - holders?

· Consultation with stakeholders presenting the “Vision” 2000
· Development of CYPS strategic partnership 2001 now Children’s Trust Board
· Joint Commissioning Board
· Multi-agency Senior Management team  – several away days involving planning CYPS, Extended Management Team meetings, meetings with external stakeholders, conferences with voluntary sector  2002
· Requirement for integrated referral and tracking system (IRT)
· Multi-agency awareness raising participation sessions (lead by Children’s Fund and CYPS) follow ups held 2003
· New CYPS Structure 2004(see annex)

· CYP consultation conference March 2004         

· On-going discussions with Health and Schools

· Young Persons events and consultations through Youth Services, Children’s Fund SRB5 etc.

· Various user satisfaction surveys

· Development of Brand Identity for CYPS

· Formation of the Local involvement Network (hosted by VCAT)

· Joint meetings with Health Care Trust, PCT and Trafford Council Communications Leads and Website developers

· Contact Point

· Planned Road show July-August

· CYPS launch – Jan 2009

Action Plan

See Communications plan attached

In conclusion

We need to make decisions in a structured way about which messages we give, to whom, how those messages should be given and what we are going to do with the feedback.  We then need to measure the success of that process, reassess as necessary , equip stakeholders to enable participation and maintain an open – honest dialogue to ensure excellent communication with CYP, their families, communities and all other partners.
Mandy Hughes Communications & Engagement Manager CYPS June 2009
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