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1. PURPOSE OF REPORT 

 

 
This paper is coming to the IJB for: 

 

For approval  For endorsement X To note  

 
 

2. ROUTE TO THE BOARD 

This paper has been: 
 

Prepared By: 
Manager, Quality Assurance 

Reviewed By: 
Head of Planning, Performance 
& Quality Assurance 

Endorsed By: 

 
 

3. RECOMMENDATIONS 

3.1 The Committee is asked to endorse the contents of the report 
 

 
4. VARIATIONS TO DIRECTIONS? 

 

Yes  No  N/A  



5. BACKGROUND/SUMMARY OF KEY ISSUES 

5.1 Overall approach to Engagement and Participation 

5.1.1 There is a long and established track record of engagement and participation within health 

and social care in North Lanarkshire. Our approach facilitates the involvement and 

engagement of people, carers and families, community and voluntary sector organisations 

and the independent sector in the development of services and support for people across 

our communities. 

5.1.2 Principles 
 

Our approach to involvement is built on a shared set of principles that guide all participation 

and engagement activities: 

• Services are developed in partnership and planned in a way that  engages with the 

community and local professionals 

• All stakeholders are treated fairly, equally and with respect 

• Engagement opportunities should be accessible and engagement materials offered 

in accessible formats 

• All health and social staff have a role to play in supporting user involvement. 

5.1.3 We believe that without the full engagement, participation and support of the third and 

independent sector, communities, carers/families and people who use services, plans to 

transform our services will not succeed. Our ambition is to ensure that all stakeholder 

representatives are full partners in arrangements and contribute to the strategic direction 

and oversight of integrated services. 

5.1.4 It is important to recognise that engagement with stakeholders should not be limited to 

services and service developments. To improve health and wellbeing and enable people to 

live longer in good health requires us to work collaboratively with local people and partners. 

Proactive engagement and participation are important to support us achieve this. 

5.1.5 We recognise the value of engaging with equality groups and with people who experience 

prejudice and discrimination, therefore our Engagement and Participation Strategy has been 

coproduced with representatives of the third and independent sector, carers and people 

across our communities who access services. 

5.1.6 The VOiCE tool, based on the National Standards for Community Engagement, provides a 

consistent framework for taking forward community engagement. It is available at  

http://www.voicescotland.org.uk 
 

5.2 Objectives 

5.2.1 Working closely with our communities is fundamental to successfully integrating services. In 

North Lanarkshire we have strong and well-defined communities, third and independent 

sector organisations, carers, staff and others who respect and value their local areas. Our 

intention is to build on local knowledge and experience to ensure services are tailored to 

community needs and make the most of the considerable community assets that exist in 

towns and villages across the area. We want to anticipate need before it arises so that 

http://www.voicescotland.org.uk/


people can live safer, healthier, independent lives through information, local support 

networks and services. 

5.2.2 Addressing need, reducing inequality and supporting communities to reach their potential is 

not something we can do alone. Therefore, we are committed to working collaboratively 

with all agencies to ensure a cohesive plan that optimises collective effort to the benefit of 

those who need support. 

5.2.3 We understand that stakeholders must be included in discussions about how services are 

planned and delivered as outlined in the integration planning and delivery principles. 

5.2.4 Health and Social Care North Lanarkshire will ensure that engagement and participation 

takes place with all stakeholders including: 

• members of the public 

• people who use health and social care services 

• carers & families 

• health and social care professionals 

• housing colleagues 

• staff members from both the Health Board and Local Authority who are not 

health or social care professionals 

• third sector providers 

• equality groups 

• independent sector 

• elected members 

• community groups 

• national body representatives 

5.2.5 To promote and ensure effective engagement, we will: 

• Involve stakeholders in the development work required to achieve the national 

outcomes 

• Provide stakeholders with information on how to get involved 

• Ensure a diverse range of engagement and participation and opportunities are in 

place to suit different needs and preferences 

• Develop ways of measuring how we involve community stakeholders in the 

planning, design and delivery of our services 

• Provide regular feedback on how stakeholder engagement and participation and 

is shaping and influencing service development and delivery 

• Provide support for stakeholder representatives to ensure they can participate 

meaningfully and confidently at meetings 

• Share participation guidelines to ensure a common understanding and set of 

expectations for both stakeholders and health and social care staff 

• Support engagement planning and participation in localities 

5.2.6 We will develop regular action plans, setting out how our objectives will be delivered and 

how we will measure and report on engagement and participation activity. 

5.3 Key engagement forums 

5.3.1 Stakeholder representatives are involved in a wide range of health and social care meetings 

and forums taking place across North Lanarkshire. A selection of key forums is set out below: 



• North Lanarkshire Health and Social Care Integrated Joint Board 

• Health and Social Care Integration Joint Board Performance, Finance and Audit 

Sub-Committee 

• North Lanarkshire Strategic Planning Group 

• User and Carer Engagement and Representation Forum 

• Addiction, Learning Disability and Mental Health Partnership Board 

• Frailty and Long-Term Conditions Partnership Board 

• Addiction, Learning Disability and Mental Health Locality Planning Groups 

• Frailty and Long-Term Conditions Locality Enablement Groups 

• Locality engagement events 

• North Lanarkshire Public Partnership Forum 

• North Lanarkshire Partnership (NLP) 

• Community Boards 

• North Lanarkshire Youth Forum 

• Locality Youth Forums 

• NHS Lanarkshire MSP/MP briefing meetings 
 
 

5.4 Other ways we seek feedback 

5.4.1 We recognise that engagement and participation can transform relationships between those 

who use services and those who provide services. We know that by encouraging public 

participation and actively seeking feedback, then responding to concerns or issues raised that 

this facilitates positive interaction and supports fair, equitable, and sustainable solutions to 

identified problems. 

5.4.2 Stakeholder Engagement and Participation Working Group 
 

This group brings stakeholder representatives together to support delivery of the 

Engagement and Participation Strategy and Framework. Until Spring 2021 this group focused 

on developing the tools and resources within the framework that include: 

• NLH&SC Engagement and Participation Strategy 

• Locality Engagement Fund –Funding to facilitate engagement activities at a local 

level. 

• Engagement Tracker- to bring together a summary of engagement activity across 

NL H&SC 

• Engagement and Participation Toolkit- to raise awareness of resources and tools 

• Volunteer induction and expenses information- processes to support volunteers 

• A developing Stakeholder Meeting Schedule- to share information about the 

wide range of meetings where stakeholders actively participate. 

The impact of the pandemic has altered how we have engaged, with many planned events 

being postponed or held virtually. As we progress, the group will develop an annual action 

plan that considers this impact. The actions for 2022-23 and beyond will have a focus on 

promoting the strategy and framework across the partnership, applying the components and 

actively supporting engagement and participation. 

5.4.3 Care Opinion 



To help ensure that also we take a transactional approach to seeking information and 

feedback from those who use our services, we have renewed our subscription to Care 

Opinion for a further three years. Care Opinion is an independent, not-for-profit 

organisation that exists to help improve care and support services by providing a platform to 

enable open and transparent dialogue between people and service providers. We are 

actively promoting the use of Care Opinion to support wider engagement with people, 

particularly those who may not want to use more formal means of providing feedback. 

5.4.4 Complaints 
 

The new, North Lanarkshire wide complaint platform provides the opportunity not only to 

complain, but to provide a comment or a compliment and is a good tool to engage regarding 

our services. The system is still very new, but already, members of the public have used the 

on-line portal to comment positively on the services that we provide.  In addition, both our 

carer support and advocacy organisations support people to tell us how we are doing, and 

what we can do better through both anecdotal information and via our complaint process. 

Learning from complaints is key to improving services and outcomes for people across our 

communities, therefore lessons learned will feature as part of our wider continuous 

improvement approach. 

5.4.5 Partnership for Change (PforC) 
 

PforC continue to represent the voice of supported people within the Health and Social Care 

governance structure. Representatives continue to participate in a range of meetings 

including the Integrated Joint Board and the Finance and Audit Committee. PforC are funded 

by the partnership to support the representative role and coordinate briefing sessions prior 

to meetings, bringing wider stakeholder representation together to explore the agenda and 

contribute to this. The role of PforC will be included in the review of the engagement and 

participation structure within the Delivering for Communities workstream. 

5.4.6 Community based organisations 
 

There are several organisations funded by the partnership to support participation and 

represent the voice of different care groups. These include: 

 North Lanarkshire Carers Together who work with unpaid carers, campaigning and 

developing information and representation. 

 North Lanarkshire Disability Forum who provides information and advice on 

disabilities and services available within North Lanarkshire and to represent the voice 

of disabled people and their carers. 

 Lanarkshire Links who have a focus on mental health to inform and involve the 

public, promote recovery and provide peer support. 

 Voice of Experience Forum who are a member-based organisation working with 

older people on information, representation and engagement. 

The community response to support vulnerable individuals and families throughout the 

pandemic has been reported and documented through Voluntary Action North Lanarkshire 

and partners, with many local organisations adopting a responsive, flexible approach across 

communities. In a bid to strengthen the role of organisations that represent the voice of 

different care groups, the role of these groups will also be included in the review of the 

engagement and participation structure within the Delivering for Communities workstream. 



 

5.5 Covid-19 Lasting Impact 

5.5.1 The unequal impact of the pandemic in our communities is underpinned by inequalities, 

which we know needs to be addressed as we move forward. It is also recognised that 

adversity and trauma across the population is greater than may previously have been 

understood, further exacerbated by COVID-19. 

5.5.2 Operating online/virtually has been the fall-back preferred option for many organisations  

and groups. Those connecting with care groups remain mindful of the digital inequalities and 

the possibility people may be further excluded from services and supports because they 

cannot access digitally. 

5.5.3 There has been some focus for organisations to work across care group networks to explore 

experiences of digital exclusion and to find solutions to help ensure people are connected. 

Support was provided to access equipment and use the technology and we hope that by 

building on this, greater opportunities to support engagement and participation will be 

achieved. 

5.5.4 As a partnership we want to ensure communities, those who use our services and their 

carers/families are supported in their involvement and engagement in a complex health and 

care system and beyond and ensure our involvement and engagement fora are fit for this 

purpose. 

5.5.5 Work continues across North Lanarkshire in the recovery and redesign of services 

considering the legacy of the COVID-19 pandemic. A clear focus for all partners is that these 

recovery and redesign efforts embrace the full engagement, participation and support of 

people, families, carers and the community, voluntary and independent sectors. 

5.6 Beyond 21-22 

5.6.1 The Stakeholder Engagement and Participation Strategy 2021-2024 was approved in 

December 2020. The strategy and associated Framework set out the HSCNL requirement to 

ongoing meaningful involvement with those who use our services, their carers/families and 

the wider communities of North Lanarkshire. The work of the activity outlined within this 

report and its subsequent findings and recommendations will be reflected in a refresh of the 

Stakeholder Engagement and Participation Strategy. 

5.6.2 A programme of work is already in development to devise a proposal that adopts a true co- 

produced approach, building on the successful partnerships already established across our 

networks and with third sector providers already delivering services across our communities. 

The proposal will be community led and seek to embed our Engagement & Participation 

Strategy into practice; align with the revised operational structure of the H&SCP; establish 

robust links with Community Boards and consider the lasting impact of COVID-19 and 

recovery of services. 

5.6.3 As we embed our engagement and participation strategy and as our engagement with 

Community Boards evolve, it is essential we ensure our own structures and arrangements for 

engagement and participation fit and align with this overall approach. We recognise this will 

require a clear articulation of the purpose and objectives of our partnership boards, not just 



as a vehicle for engagement within the health and social care system but how they enhance 

and link with Community Board led engagement activity. 

5.6.4 We recognise that organisations important to our structures require financial commitment to 

ensure stability and security to support meaningful engagement and participation. To further 

embed our approach, a review of organisations supporting engagement and participation is 

being undertaken in the period between January and March 2022. It is anticipated that the 

outcome and recommendations from this review will inform the investment needed to 

support our strategic direction and offer some certainty to organisations to allow work to 

develop and positive practice to be fully incorporated across all our engagement and 

participation networks. 

6. CONCLUSIONS 

6.1 Work is already underway to develop a proposal that establishes robust links with 

Community Boards and supports improved engagement and participation across all care 

groups by: 

 strengthening the voices of supported people and their families including unpaid carers 

 embedding participation that goes beyond listening/sharing information 

 further developing sector and area wide engagement and participation forums 

 incorporating learning from Covid regarding engagement and participation 

 identifying strengths and opportunities in terms of local resources/ communities 

This review work will commence immediately, with a view to recommendations/options 

being presented for IJB approval at a future meeting. 

 

 
7. IMPLICATIONS 

7.1 NATIONAL OUTCOMES 

We live in communities that are inclusive, empowered, resilient and safe 

The Plan for North Lanarkshire 

Priority: Enhance participation, capacity, and empowerment across our communities 

Ambition Statement(s): (19): Improve engagement with communities and develop their capacity to 

help themselves. (20) Improve the involvement of communities in the decisions, and development of 

services and supports, that affect them 

7.2 ASSOCIATED MEASURE(S) 

None 

7.3 FINANCIAL 

Reducing budgets: whilst being aware of the need to provide support to the residents of North 

Lanarkshire we need to be aware that constraints on public funding means change and development 

is required to maintain financial sustainability. 



In addition, the pandemic has caused further adverse factors that will have significant financial 

consequences in the future for partners and the economy, therefore it is crucial we actively engage 

re the future shape of services. 

This paper has been reviewed by Finance: 
 

Yes  No  N/A x 

 
 

7.4 RISK ASSESSMENT/RISK MANAGEMENT 

Risks will be identified as the planned programme of work progress and reported on via the relevant 

risk register. 

7.5 PEOPLE 

Residents across North Lanarkshire, third and independent providers operating in North 

Lanarkshire, wider stakeholders with a link to North Lanarkshire 

7.6 INEQUALITIES & FAIRER SCOTLAND DUTY 

The approach outlined in the report will seek to address inequalities by creating opportunities 

to engage and participate in the development HSCNL key priorities and strategic direction. 

 

 
EQIA Completed & Fairer Scotland Impact Assessment Form Completed: 

 
 
 

Yes  No  N/A x 

 
 

 
8. BACKGROUND PAPERS 

https://www.northlanarkshire.gov.uk/social-care-and-health/engagement-and-

participation-  strategy-framework-and-principles-2021-2024 
 

Item 15 IJB Delivering for Communities Report Dec 21.pdf (northlanarkshire.gov.uk) 
 

Public Bodies (Joint Working) (Scotland) Act 2014 
 

 
9. APPENDICES 

 
None. 
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HEAD OF PLANNING, PERFORMANCE AND QUALITY ASSURANCE  

 

Members seeking further information about any aspect of this report, please contact Maria 
Williamson at WilliamsonM@northlan.gov.uk  
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