Want to get involved?

If you have any questions about how we
involve patients and the public in NHS 24,
or would like to get involved, you can
contact:

PFPI Co-ordinator

NHS 24

Phone: 0141 337 4556
Textphone: 18001 0141 337 4556
Email: pfpi@nhs24.scot.nhs.uk

You can also visit our website on: www.nhs24.com/getinvolved.
We would like to hear from you.

Need this in another format?

We can provide this publication in different formats. If you would like
a copy in another language, in large print, on audio tape, on CD,
in Braille, British Sign Language or Easy Read please get in touch with us.

Phone: 0800 22 44 88
Email: enquiries@nhs24.scot.nhs.uk

You can also download this document as text from our
website at www.nhs24.com

We hope that this document helps to explain how

we will work with patients, the public and our NHS
colleagues to develop NHS 24 as a service. Our thanks
go to the many people who contributed to it.

In 1990 the Plain English Campaign introduced a seal of approval -
Mark Z 5 / the Crystal Mark - to encourage organisations to communicate clearly
14522 N ‘{ with the public. The Crystal Mark has now become firmly established
\ in the UK as a standard that organisations aim for when they produce

Clarity approved by public information. For more information visit www.plainenglish.co.uk
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Working Together

You and NHS 24

We want to do well at what

we do and, by doing so, make
a difference to people’s health
across Scotland.




What we do

NHS 24 is a health service for Scotland.

When your GP surgery is closed and you are too ill to wait until it re-opens,
you can call us on 08454 24 24 24 (textphone 18001 08454 24 24 24).

We also have a health information service where you can get
information about illnesses, conditions, treatments, NHS services and
other support services. You can visit our website at www.nhs24.com
or call on 0800 22 44 88 (textphone 18001 0800 22 44 88).

Working together

Working with the public and involving them in what we do is very

important to us. It is only through working with patients, the public
and our NHS colleagues that we can continually develop and deliver
high-quality services.

What you told us

We asked for your views on our strategy
document, which set out our plans to
involve patients and the public in our
service. You told us that, while you
supported the plans, the document
could be improved by creating a version
that was shorter and in plain English.

As a result of your feedback we have written this document, which aims
to set out how we will work together.

You also wanted to know how we would achieve our aims. We have
developed an action plan that describes in detail exactly what we will
do each year. A copy of our action plan is available from our Patient
Focus and Public Involvement Coordinator (you can find their contact
details on page 4 of this leaflet).
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What we will do
Communicate

We will:

help you to make the best use of our
services by providing clear information
on new and existing services;

make it as easy as possible for you to
access our services and communicate
with us;

encourage individuals, groups and
communities to let us know how we can
help improve their health and our services;

give our staff the training and resources they need to communicate
effectively with all patients and members of the public.

Involve

We will:

create new ways for you to get involved in what we do;
involve the public and patients in planning and designing our service;

ask for and include your views and ideas at the planning stage of any
new work;

ask for views and opinions from organisations who represent the
public and patients;

work with people in harder-to-reach communities in all areas of
Scotland - this work will also involve the more vulnerable people of
Scotland, including older people and people with learning difficulties;

follow Scottish Government guidelines on working with and involving the
public — this will include improving the ways we collect information
from you and also improving the ways we give information to you.
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Listen

We will:

recognise the importance of patients, carers and their families in our
services and listen to the people who are best placed to tell us about
their needs;

learn from your experiences so that your views influence how we
change and improve our service.

Work Together
We will:

Measure how we are doing
We will:

work closely with all of the health boards in Scotland and local and
voluntary organisations;

improve our links with Community Health Partnerships (CHPs),
Community Health and Social Care Partnerships (CHSCPs) and Public
Partnership Forums (PPFs) across Scotland;

continue to develop our relationships with the Scottish Health Council
and the Scottish Government Health Directorates by giving them
feedback and by following national
guidelines and procedures;

work together with national initiatives
such as the Scottish Government’s
Better Together programme so that
we contribute to patient and public
involvement nationally.

measure how we are doing so we can
judge how successful we are in meeting the needs of the Scottish public
and patients and to find out how we can improve our service;

follow national standards for involving the community in our work and make
sure that our involvement with patients and the public is managed well;

involve you in judging our success in developing our services.
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