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Equality Action Plan – Services and Communities

2021-2022


	Trust Name:
	RY2 Bridgewater Community Healthcare NHS FT
	Trust DoP&OD:
	Paula Woods
	Trust EDI lead:
	Ruth Besford

	ICS Name:
	n/a
	ICS HR Lead:
	n/a
	ICS EDI lead:
	n/a







	Action Set 5 – Services and Communities


	Objective – Accessible and inclusive services for all our communities

Achievements:

· Patient and community engagement embedded in Trust
· Co-design of services business as usual
· Continued achievement of high scores in Friends and Family Test
· Patient experience feedback embedded

	Delivery Group:

· Bridgewater Engagement Group
· Patient Engagement Group

Governance:

· Quality Council
· Board
· Cheshire and Merseyside Patient Equality Focused Forum

Links:

· NHS Long Term Plan
· NHS Accessible Information Standard
· Learning Disabilities Improvement Standard
· Public Sector Equality Duty
· Human Rights Act 1998
· Armed Forces Bill
· NHS Standard Contract


	Outcomes:

· EDS2 – Goals 1 and 2
· Merseyside & Cheshire d/Deaf Action Plan delivery
· Merseyside & Cheshire Armed Forces Friendly Action Plan delivery
· Merseyside & Cheshire Transgender Action Plan delivery


	

	
	Action

	1. 
	Engagement:
· Refresh and re-start Bridgewater Engagement Group
· Develop engagement and consultation strategy for patients and communities
· Develop and deliver equality impact assessment training for service redesign and relocation
· Develop links to ICS – Cheshire and Merseyside Health and Care Partnership
· Establish patient group for d/Deaf and Deafblind patients – new group or part of Patient Partners


	2. 
	Language Interpretation Standard:
· Ratify Language Interpretation Quality Standard developed across Cheshire and Merseyside
· Procurement of language interpretation provider that meets Standard criteria in relation to equality
· Refresh policy and procedure for language interpretation, checking booking process clarity
· Review process for confirming booking to patient requiring 
· On demand and pre-booked video interpretation in new contract – check that UTC and other ‘drop-in’ services have tech to access, i.e. pad or laptop
· Updated communications campaign for new contract
· Resources refresh for new contract
· Service/patient satisfaction feedback process developed and implemented


	3. 
	House Writing Guide:
· Review and update Trust House Writing Guide against accessibility standards and recommendations. 
· Improved use of Browsealoud for service provision of accessible information
· Review website content accessibility
· Update accessibility statement on all standard documents to specify BSL


	4. 
	Transgender:
· Deliver action plan in relation to draft policy and procedure
· Ratify the Cheshire and Merseyside Gender Reassignment policy and procedure for patients and workforce
· Increase staff awareness and understanding of supporting trans individuals effectively 


	5. 
	Learning Disability Improvement Standard:
· Self-assessment - annual
· Establishment of working group
· Implementation of action plan


	6. 
	Navajo Re-assessment:
· Re-assessment of Navajo Charter for LGBT+
· Refresh Trust action plan following re-assessment


	7. 
	Armed Forces Friendly:
· Development of business case and action plan
· Signing of Armed Forces Covenant
· Commitment to Veterans Aware accreditation
· Patient records
· Communications
· Training 
· Engagement

	8. 
	Reasonable Adjustments:
· Review patient records systems for recording and flagging adjustments
· Review service process re patient contacts through journey; develop action plan to address identified gaps in meeting accessibility needs in these – particularly appointment and results letters
· Review digital strategy for equality and accessibility
· Ratify Reasonable Adjustments for Patients Policy and Procedure developed by Cheshire and Merseyside Equality Collaborative (create separate for language interpretation, see below)
See also house writing guide, language interpretation standard, and learning disabilities improvement standard


	9. 
	d/Deaf Action Plan
· Deliver action plan in relation to Deaf community engagement in Cheshire and Merseyside




· Deaf awareness training for key staff
· Review complaints process for BSL accessibility 
· See actions in orange throughout




Action Sets 1 - 4 which sets out our action plan for workforce can be viewed on our webpage at https://bridgewater.nhs.uk/aboutus/equalitydiversity/equalityact2010/ 
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		INTERPRETER SYSTEMS







		Action Number

		Recommendation

		Who involved

		Who responsible for follow up

		By when 

		Group discussion 14th September 2021

		Further recommended actions



		1

		NHS Trusts to review and provide CCG with agencies they are using and contractual period.

		All Trusts

		Jan Ledward LCCG

		31st July 2018

		Suggest complete for those part of LCCG-led framework.



LCCG are creating a timetable for when system partners go live. 



		Suggest providers not part of framework notify their co-ordinating commissioner of their current provision and contract period to inform wider ICB.  



		2

		Flowchart to be produced showing who is responsible for booking interpreter for each part of patient journey so clear for staff and patients and interpreters. Communicate this across NHS and community.

		All Trusts D/deaf people

LCCG

		NHS Trusts Equality Lead 

Helen Johnson -LCCG

		31st August 2018

		STHK policy and process in place – small card given to patient.  



LUHFT – policies different across sites following organisation merge. New communications will follow as part of framework.



Various booking systems. Staff individually or central booking.

		Individual organisations to satisfy themselves that their organisation policy is clear. 



ICB plan – further communication required for those not part of framework.





		3

		All Trusts to require providers of interpretation services to send confirmations to patients of bookings at least a week in advance where possible, or as soon as possible if it is a late booking.





Issue patient weren’t getting confirmation. Patient concerns that one not booked. 



		All Trusts

		Jan Ledward LCCG

		30th  September 2018

		Booking requests are categorised as a request until booked and a confirmation transferred. The requesting provider and patient receive confirmation. 



Also noted that patients sometimes inform agencies directly if they have an appointment.



Data arrangements need to be in place for agency to provide timely notification of appointment to patient (when have access to contact info) 

		Those not part of framework to identify and mitigate any gaps .





Ongoing monitoring as part of contract meetings.



		4

		Produce a guide to which hospital uses which interpretation agency

		All Trusts CCG

		Helen Johnson - LCCG

		30th  September 2018

		

		Once have timeline of go live for framework – obtain a list for those not part and ask CMHCP comms colleagues to produce guide.



Action Jo– email sent to CMHCP comms team 27th September 2021.Awaiting response. 



		5

		All Trusts, walk-ins and GPs to install video interpretation software/system for emergency/unexpected situations.

		GPs 

LCCG

All Trusts

		Dave Horsefield - LCCG

		30th  April 2019

		Video services implemented during COVID-19 pandemic. A number of trusts experienced portal/ IT issues in the early days. 



On demand and pre-book video part of framework agreement; includes Liverpool, Sefton and Knowsley GPs and Walk in centres. 





		Organisations not part of new framework to check current offer.







		6

		Review with Ambulance services approach to ringing ahead for	LCCG	Ian Davies – LCCG	30 Sept 2018

interpreters

		

LCCG

		Ian Davies - LCCG

		30th September 2018

		Contact made with NWAS. Advised not able to do. 



Access to virtual on arrival. 



111 interpreter access. 

		Follow up with LCCG / NWAS colleagues to see if there are any plans for NWAS to revisit.



Action Sarah 



		7

		Review use of video interpretation system with Ambulance service



On response

		

LCCG

		Ian Davies - LCCG

		30th September 2018

		

		As above



Action Sarah



		8

		Consider commissioning interpretation services as a system, utilising professionals registered with the National Registers of Communication Professionals working with Deaf and Deafblind People, and only if impossible ensuring BSL level 6 standard.

Hospitals consider having BSL interpreter present at all times

		LCCG

All Trusts

		Equalities Leads

Derek Rothwell -LCCG

		31st December

2018

		Complete 

		N/A



		9

		Bookings systems – GPs and NHS Trusts to review approaches used and introduce a range of ways to book an appointment including text and email.

		All Trusts and GPs

D/deaf people

		Jan Ledward- LCCG

		31 December 2018

		Booking systems:

e-consult 

NHS111 first. 

Phlebotomy – simplybook 



Noted that some organisations offer appointment changes via text message. 





Noted there is no option to add additional needs when booking appointments through the NHS app.



		Further work required to understand booking systems in place across GP practices. 



Individual organisations to review access to appointments.







Action Jo: emailed iMerseyside colleagues to enquire about GP practice offering and NHS app additional needs query.  Email sent 28th September 2021. 

Update 30.09.2021

Any practice who publishes appointments for online booking will have those appointments appear in any of the online booking forms (NHS app, patient access, evergreen). 



Reasonable adjustments facility in NHS app: correct there is no function – query raised with NHS digital. Update 26.10.2021 iMerseyside have raised a query with the GP connect  team (replaces IM1) to see if there is a timescale for implementation and  if the reasonable adjustments can be included. 



Which practices use e-consult (NB iMerseyside support Liverpool and Sefton practices only) 



All practices have the eConsult solution



There are a couple of practices in Liverpool who don’t actively use it and use an alternative (one uses email). Its use is variable as many practices have an out of hours switch off in place now, and all practices have access to a demand management tool which allows them to temporarily switch off eConsults until the next working day if their demand gets too high. 



In Sefton all practices use e-Consult



		10

		Review of consent forms, letters and GP registration to be carried out and accessible approaches to consent, letters and registration to be introduced across NHS Trusts and GPs.

		All Trusts & GPs

D/deaf people LCCG

		Jane Lunt/Derek

Rothwell LCCG

		31 December

2018

		MCT standardise templates/ patient comms. Patient experience group review. 



For those that are part of the new framework there will be a library or resources developed.  

		Organisations to satisfy themselves that they have a planned cycle for reviews and audits 



GP practice element further action required/ recommended actions. Ongoing.  



All organisations to ensure that people who are housebound also have access to interpreter provision and their privacy is upheld.  



		11

		NHS Trusts and GPs to ensure double appointments are booked to allow good communication time.

		All Trusts & GPs LCCG

		Jane Lunt LCCG

		30th  September

2018

		Prompt in new contract arrangements. 



		Organisations not part of framework to ensure this is included in the policy review. 



Ongoing monitoring of patient experience.



Ongoing monitoring of feedback from interpreters themselves. 



		12

		GP practices, hospitals and walk in centres to update and communicate their policies and procedures to ensure that:-

· the information and communication standard is met, including that interpreter booking arrangements are clear and confirmed with patients

· records are made of needs and these are flagged in referrals

· needs are met as required including by use of qualified interpreters

records are kept of failed appointments due to interpreter access and each case is reviewed with remedial action taken.

		All Trusts

All GP Practices GP Federation LCCG

		Jan Ledward/Derek

Rothwell LCCG

		30th  September

2018

		Monitoring via contract – action plan updates for trusts commissioned by 5 Merseyside CCGs. 



New Contract- provider will train staff to support identification of need. There will be a renewed campaign for primary care. 

		Monitoring GP practices. 



Those where indicators not included in contract.







		13

		Staff in all patient facing roles, eg receptionists, in Trusts, Walk in centres and GP practices to receive specific training on supporting D/deaf people to include D/deaf people. Training plans updated to include in future.

		All Trusts

All GPs LCCG

		Jan Ledward LCCG

		31st  March 2019

		WHHFT Signs for life 6 week programme, extend into BSL programme.

CPD funding – 32 people starting from 6th Oct virtually. Meeting DRC re video extend training. Relaunch AIS. 



MCT funding- DRC. 



Training in place new contract arrangements. Will be available to all GP practices in Sefton, Knowsley and Liverpool and trusts part of framework. 



WUTH audiology team support. 



Benefits of online / staff turnover 

		Those not part of framework and current offer/ arrangements. 



Share current resources available. 



Programme of training to be determined with new contract award / adapt interim measures. 



		14

		Consideration of approach in mental health and dementia services given increased risks for people with hearing loss.



Identification of increased risk. 

		LCCG

		Tom Fairclough LCCG

		30th  September

2018

		

		Consider individual services.



Staff awareness. Training offer. 



What resources in  community – share information on resources. 



Organisations to access Livewell liverpool online directory. 



		15

		Ensure appointments are announced via visual means as well as audio. Preference for numbering system rather than names so that patients can see approximately when likely to be called and to preserve privacy.

		All Trusts

		Jan Ledward LCCG

		30th April 2019

		Some number calling system in practices. 





		Individual organisations to review own approach. Training/ awareness. 



		16

		End of Life services – take action to ensure people are not escalated to care homes etc prematurely because of communications needs rather than health need and that communications needs are met within care settings.

		LCCG community

programme

		Jane Lunt LCCG

		31st December 2018

		Diagnostic overshadowing 



Deaf awareness training available to those part of the framework. 



		Further assurance required for those organisations not part of the framework around training/ awareness. 



		17

		Standardise new patient info form which gathers information on interpretation/communication needs and review how GPs record communication needs – ensure done and reported on

		LCCG

GPs

		Ian Davies/ Derek Rothwell – LCCG

		30th  August 2018

		

		Action: Jo, Andy and Sarah CCG explore LNA/ LMC discussions to standardise. 



		18

		Review SMS system for emergency calls



Different system to text rather than dialling 999



		LCCG



		Ian Davies– LCCG

		30th  July 2018

		111 system. 





		Check 111 links to 999. 

Action Sarah.



		19

		Each NHS Trust to have improvement plans in place setting out clear steps to address actions in this report and any other relevant actions.

		All Trusts

D/deaf people

		Jan Ledward LCCG

		30th September 2018

		 

		N/A



		20

		Communicate 5 steps rights and emergency text process widely including

GP screens and via NHS Trusts

		LCCG 

NHS Trusts GPs

		LCCG Communications

and Engagement Team

		30th July 2018

		AIS campaign will be relaunched as part of the new contract arrangements. 





		Share resources with colleagues not part of framework 



		21

		LCCG to remind all GPs and NHS Trusts of duties and rights of patients – to book interpreters and 5 steps – communication to all staff to be made by GPs and NHS Trusts ahead of full training, including reminding staff of policy and booking procedure for interpreters

		LCCG Communications

and Engagement/PC

GPs

		Cheryl Mould - LCCG



		31st  August

2018

		AIS campaign took place across number of CCGs/ providers. 





		Share resources with colleagues not part of framework



		22

		D/deaf patients to be involved in the development or redesign of services.

Plan to achieve this to be prepared to be submitted to LCCG

		All Trusts Equality Lead

D/deaf people LCCG

		Sarah Dewar - LCCG







		30th  September

2018

		Complete for interpreter services procurement. 



East - Disability engagement group 

		Individual organisations to review their local network contacts to ensure organisations that represent deaf community are involved in development or redesign proposals. 



		23

		Include BSL in all information in alternative formats notices

		All Trusts & LCCG

		Equalities Leads Helen Johnson- LCCG

		31st  August

2018

		List other formats available and how to request them. 



BSL videos / leaflets. 

		Individual organisations to review letter templates 



Organisations to review website accessibility notices 



		24

		Gather experience for DeafBlind people

		LCCG

DeafBlind Patients Deaf support orgs

		LCCG Engagement Team

		30th  September

2018

		Complete –included in spec. deaf and deafblind. 

		Ongoing monitoring of patient experience. 



		25

		Hold a meeting with interpreters to hear their experiences and suggestions

		LCCG

		LCCG Engagement Team

		30th  August

2018

		Complete 

		N/A



		26

		Hold a further session/s to understand issues for children

		LCCG and GPs Patients / families Alder Hey

		LCCG Engagement Team

		30th September

2018

		Did some engagement  - same principles. 

		N/A



		27

		Ask each Trust to form a D/deaf and hearing loss patient liaison group

		All Trusts

Equality Lead

D/deaf people Deaf support orgs

		Sarah Dewar - LCCG

		30th  September

2018

		MCT TBC



Bridgewater

Engagement group.

		Individual orgs review. 



Review diversity. 



		28

		CCG to form a D/deaf and hearing loss liaison group – initial agenda items

to include booking of interpreters processes, staff training, booking GP appointments, digital support.

		LCCG

D/deaf people Deaf support orgs

		Sarah Dewar - LCCG

		30th  September

2018

		

		Bi-annual all stakeholder sessions.









		29

		A further city wide meeting to be arranged for 6 months’ time to follow up on progress made, and experiences of this and identify further issues.

		LCCG

D/deaf people

Deaf support orgs



		Sarah Dewar - LCCG

		31st  December 2018



		Engagement – not dedicated event. 



		Future update 



		30

		LCCG Digital team involve D/deaf people in assistive technology and how

digital plans can support/exclude people (part of LCCG liaison group).

		LCCG

D/deaf people

		Dave Horsfield - LCCG

		30th November

2018

		LWH anytime anywhere. Digital poverty. Linking with

LCR. 

		Action Jo to find out who the lead is for Cheshire and Merseyside HCP. 

Email sent 08.10.2021



		31

		Promote local support organisations for D/deaf hard of hearing people, especially in audiology/related departments/at points of diagnosis.



Confirm arrangements for this to LCCG.

		All Trusts

GPs

		Helen Johnson - LCCG

		31st August

2018

		 

		All organisations to continue to share resources across the system.  



		32

		Develop local NHS approach to making the complaints system accessible

		All Trusts & GPs

Ambulance Service

		Sally Anne Hunter LCCG

		31st August

2018

		STHK via deaf resource centre. Piloting a patient portal, records, appointment, test results etc. 



MSDP funded to have liaison officer. 

		Organisations not part of the framework to review their own approach to making the complaints system accessible. 





		33

		Create BSL version of this report for circulation

		LCCG

		Sarah Dewar - LCCG

		30th July 2018

		complete

		N/A



		34

		Report and action plan to be shared with participants and Trusts.

		LCCG

		Jan Ledward - LCCG

		30th June 2018

		complete

		N/A



		35

		Where appropriate apply lessons to other language support offers to improve experience and consider wider engagement on foreign language interpretation and translation support offered.

		LCCG

		Sarah Dewar - LCCG

		30th  September

2018

		complete

		N/A



		36

		Share report with other CCGs in Merseyside and Cheshire & Merseyside Partnership

		LCCG

		Jan Ledward – LCCG

		30th  July 2018

		complete

		N/A





		


