TELECARE PROGRAMME BOARD – 15 FEBRUARY 2008

TELECARE COMMUNICATIONS STRATEGY (DRAFT)
Introduction 

The main purpose of the Communications Strategy must be to support the business objectives of the Telecare Development Programme (as set out in the business case) as well as the strategic workplan of the Telecare Programme Board. 

In addition there is the wider issue of promoting investment in Telecare as an inherently ‘good thing’ or ‘best practice’ in relation to the future planning and delivery of integrated care and health services to people living at home and as a preventative measure to prevent admission and prolonged stays in either care home or hospital settings. 
There is also the potential through the Telecare Communications Strategy to contribute to the wider objectives of the Scottish Government in relation to health and social care policy and objectives and to the work of the Joint Improvement Team in particular. 

The overall business aim of the Telecare Development Programme is:

‘To help many thousands
 of people to live at home for longer with safety and security by promoting the use of Telecare and thereby providing the foundation on which Telecare systems can become an integral part of community care services in Scotland.’ 

In terns of communication objectives a distinction needs to be drawn between ‘strategic’ (big picture) objectives and those that are more ‘operational’ related to the Telecare Development Programme in particular.  However these are far from mutually exclusive.
Why Communicate? 

Strategic Communication Objectives
The key strategic objectives can be identified as:

1 To extend the understanding of the role and impact and effectiveness of Telecare among key stakeholders to secure their support in the extension of its use as an integral part of care and support services
2 To achieve cultural change among service users and providers to facilitate greater Telecare provision

3 To promote Telecare provision as a positive service option among service users and carers
4 To develop knowledge and intelligence around areas of innovation in Telecare and to assist in influencing both the health and social care market as well as commercial markets (e.g. suppliers, contractors, designers etc).    

5 To support a case for further Government funding to facilitate an extension of the Telecare Development Programme

6 To support the mainstreaming of Telecare in health and care funding, planning and service delivery. 
Operational Communication Objectives

In addition there are certain operational communication objectives which are related to the specifics of the Telecare Development Programme itself.  These apply to more limited and technical audiences and focus on 2 key areas: 

1 Promoting shared learning and understanding 

2 Expanding opportunities for innovative working and collaboration

3 Reporting progress in achieving programme objectives.
What to Communicate?

Key Themes and Messages
It is proposed that 5 key themes should underpin the messages to be conveyed by the Communications Strategy and these have been developed from the key business objectives and desired outcomes of the Telecare Development programme and Telecare more generally.  
The 5 key themes are as follows:
Theme 1
Telecare promotes and supports INDEPENDENT LIVING
Theme 2
Investment in Telecare will bring EFFICIENCIES in systems for re-investment
Theme 3
The provision of Telecare services requires EXPANSION AND continued INVESTMENT
Theme 4
The use of Telecare needs to BECOME an INTEGRAL part of planning and service delivery in housing, health and social care
Theme 5
Scotland is at the LEADING EDGE of developing Telecare services and transforming people’s lives.

Each of these 5 key themes have a number of more specific and sophisticated messages which will have particular relevance and resonance with certain stakeholders (audiences) and these are set out in more detail in the table below.  It should be noted that some messages straddle more than one theme.  

Summary of Key Communication Themes and Key Messages  
	Communication Theme 
	Key Messages 

	1 INDEPENDENT LIVING
	Telecare: 

· improves people’s quality of life
· is allowing a growing number of people to remain living at home and in the community, which is where they want to be
· is appropriate for a range of needs and changing needs
· reduces accidents and falls in the home 

· reduces hospital admissions and re-admissions 

· reduces delayed hospital discharge

· promotes independence and more choice in care at home solutions 

· is contributing to a shift in the balance of care
· has particular benefits for older people and those living with dementia but also for those with other particular needs 
· reduces pressure on informal carers

	2 EFFICIENCIES 
	Telecare:

· will make investment in health, care and housing services go further 
· will lead to staff efficiencies and help people do their job better in these services  
· unlocks resources and potentially re-directs them to elsewhere in the system 

· will lead to a reduction in the demands on other more expensive services such as home care and emergency services

· needs effective and cost efficient procurement
· offers potential for savings through joint purchasing and sharing of resources/services 

	3 EXPANSION AND INVESTMENT
	Telecare:

· is growing rapidly; at April 2006, 130,000 people benefit  
· is a Government priority

· needs more investment/Government funding
· requires up front/preventative investment to achieve longer term savings 

· requires increased investment in care at home and response services to achieve longer term savings in the health sector

· needs to be ‘mainstreamed’ both as a service option and in funding terms to achieve greater impact.

	4 BECOME INTEGRAL 
	Telecare:
· should be an integral part of the planning and delivery of housing, health and social care services
· should be key consideration in personal care plans under Single Shared Assessment (SSA)
· is an excellent tool for more robust and effective needs assessment 
· needs more joint working and shared understanding

	5 LEADING EDGE 
	Telecare:

· uses the latest technology to improve the quality of people’s lives  

· technology is developing rapidly and offers growing potential and opportunities to meet a wider range of needs  

· is in its early days but development in Scotland is advancing quickly
· is further advanced in Scotland than the majority of other countries 


Who to Communicate With?

Key Audiences
The potential range of audiences to communicate with in relation to the Telecare Development Programme, and Telecare more widely, is potentially very extensive.  A key issue for the Telecare Programme Board will be to decide which audiences are the most critical for it to take the lead in communicating with over the next 12 months. 

The key audiences can be classified into the following groups:
1 Key influencers and opinion formers 

2 Key decision makers and advisors in housing, health and social care 

3 Commissioners and service providers
4 Housing, health and social care staff

5 Contractors, companies and product suppliers

6 The public.

Telecare Learning Network

A critical audience is the Telecare network itself and here the emphasis is very much related to the business objectives of the Telecare Development Programme and the work of the Joint Improvement Team more generally i.e. the operational communication objectives identified earlier – promoting shared learning and understanding and reporting progress in achieving programme objectives.  
How to Communicate? 

There are many methods/tools by which the key messages can be communicated but again a critical question for the Telecare Programme Board is what it can realistically hope to deliver and service over the next 12 months.  A number of key approaches/methods are discussed in turn below.

Primary Methods

Media Campaign

Key Audiences: All but especially the general public, carers and service users and front line housing, health and social care staff, contractors, companies and suppliers
The media is a key tool for communicating with and influencing the widest range of audiences and has a role to play with all the target audiences identified above.  A media campaign focuses largely on the use of press, TV and radio but also now extends to wider internet based dissemination.  The latter means more widely based news dissemination through the internet rather than a particular focus on for example  communicating through the Joint Improvement Team web site which is only known to a specialist/already engaged audience.  

A multi dimensional media campaign has in particular an essential role to play in communicating with those audiences that the Telecare Programme Board and the Joint Improvement Team have no/little direct contact with.  This includes for example the public, service users and carers as well as front line staff in housing, health and social care as well as contractors, companies and suppliers.  In relation to latter audiences the role of the trade/professional media (press/internet) is critical and is a very large sector.  Target publications/web sites would include for example: Inside Housing, Social Work Today, Nursing Times, Construction News, Architect Journal etc.      

The media campaign should focus on a series of high profile news items/events  focused on key achievements/ milestones in relation to the Telecare Development Programme itself, major new announcements (e.g. any additional Government funding) and innovation for example outcomes of the Telecare Innovation Fund and the current proposal for an older people’s Housing Demonstrator project.  

The primary focus of such a campaign should be national and also has considerable potential to be linked with other methods such as Ministerial openings, key announcements/platforms and major conferences.  

Ideally any national campaign should be supported by a local/regional campaign although how this could be best resourced/facilitated is a key question for the Board and the Scottish Government.  The use of local/regional press, radio and TV can be instrumental in getting across key communication themes and messages while making them as relevant/identifiable as possible to the general public including such key audiences as existing and potential carers and service users. 

Briefings, Targeted Meetings, Conferences/Seminars and Key Announcements/Platforms  

Key Audiences: Key Influencers and Opinion Formers, Key Decision Makers  
While a general media campaign will potentially access all audiences it is recognised that in relation to the development of Telecare services there is a range of highly sophisticated audiences where the purpose of communication is not just about ‘telling’ but influencing and exchanging information and experience.  A key purpose of communication among these audiences is to achieve ‘buy in’ to, and ‘championing’ of, the growth of Telecare services in Scotland. 

Over the next 12 months the Telecare Programme Board needs to consider the development of a series of high profile events, meetings, conferences which target these audiences and the sub sets within them.  Some will potentially have a particular, and challenging, political dimension.  While there will be regular ongoing communication through the Ministerial Steering Group there is also likely to be a need for a series of Ministerial briefings.   
Events such as conferences and key announcements/platforms need to be carefully co-ordinated with the overall media campaign as these will potentially provide the ‘hook’ for national media coverage. The future communication of the results of the Telecare Development Programme evaluation will also provide a potential ‘hook’ as well as any Ministerial announcements re the future of the Programme and its funding. 

National Telecare Network Events, Factsheets, Joint Improvement Team website/discussion forum, JIT newsletters, Programme Updates, Progress Reports on Partnership developments
Key Audiences: Telecare network, Key Decision Makers including local health and care partnerships, Commissioners and Service Providers 

Specific methods for communicating with the national Telecare network and local health and care partnerships have already been put in place.  These include the development of the national Telecare learning network (organised by the Dementia Services Development Centre in partnership with the Chartered Institute of Housing in Scotland) although the number of contracted events is limited to 4 and the future of these over the next 12 months will require further consideration.  
Telecare is also a key feature of the Joint Improvement Team website.  As well as providing general information on Telecare and the programme it features regular Programme Updates and Progress Reports on local partnership developments.  More widely the JIT site features the regular JIT newsletter which also features articles on Telecare as well as its open discussion forum.

Many working in housing, health and social care do not necessarily have easy access to the internet during work time including some service providers and commissioners.  It is important not to become over dependent on communicating through the web site and electronically and the Board may wish to consider how it can increase the circulation of key reports and information more widely. 

The table overleaf brings together a classification of key audiences (based on key stakeholders), main communication themes and communication methods. 

Key Audiences and Primary Communication Themes and Methods
	Grouping
	Key Audiences
	Primary Communication Themes 
	Primary Methods

	1 KEY INFLUENCERS AND OPINION FORMERS
	· Scottish Ministers

· MSPs

· Scottish Government Directorates
· Professional bodies, representative bodies and academic institutions


	INDEPENDENT LIVING 

EFFICENCIES 

EXPANSION AND INVESTMENT

BECOME INTEGRAL 

LEADING EDGE

 
	Media inc key announcements/

platforms
Briefings inc Ministerial Briefings

Conferences/seminars 



	2 KEY DECISION MAKERS
	· Regulatory bodies

· Local health and care partnerships 

· Chief Executives of NHS and Councils 

· Heads of housing, heath and social care services

· Chairs of NHS Boards, Community Planning Partnerships

· Elected members/NHS Board members
	INDEPENDENT LIVING 

EFFICENCIES 

EXPANSION AND INVESTMENT

BECOME INTEGRAL 

LEADING EDGE


	Media 

Briefings

Ministerial Briefings

Conferences/seminars 

Key announcements/

platforms
JIT web site, newsletters, progress reports etc
Factsheets  

	3 COMMISSIONERS AND SERVICE PROVIDERS
	· Local authorities

· NHS

· GP practices

· Care companies 

· Landlords

· Voluntary sector providers in housing, health and social care

· Advice and advocacy services  
	INDEPENDENT LIVING 

EFFIICIENCES
	Media

JIT web site, newsletters, progress reports etc
Factsheets  

	4 HOUSING, HEALTH AND SOCIAL CARE STAFF
	· Front line staff in housing , health and social care services e.g. OTs, nurses, care workers, housing officers 
	INDPENDENT LIVING 

EFFICIENCES 
	Media

JIT web site, newsletters, progress reports etc
Factsheets 

	5 CONTRACTORS, COMPANIES AND SUPPLIERS 
	· Developers 

· Architects and other construction related professionals 

· Builders 

· Telecare related product suppliers
	EXPANSION AND INVESTMENT

LEADING EDGE
	Media

JIT web site, newsletters, progress reports etc 
Factsheets 

	6 THE PUBLIC
	· General public

· Carers 

· Service users
	INDEPENDENT LIVING 
	Media


When to Communicate?
Any Communications Strategy requires the development of a Communications Plan which specifies the details of its implementation and this is the next stage that will need to be considered by the Telecare Programme Board.  However it is essential that this is not over ambitious and keeps and eye firmly on what can be delivered over the next 12 months.  The implementation of this strategy is likely to require professional public relations/communications support. 
The table below provides an illustrative template for an outline programme that will require to be developed.  For now this is based on communication methods/tools (generally) but will ultimately require to be developed on the basis of a planned series of  events, launches and publications issue.  
Communications Plan 2008
	Method/Tool
	Jan
	Feb
	Mar
	Apr
	May
	Jun
	Jul
	Aug
	Sep
	Oct
	Nov
	Dec

	Key announcements
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Conferences/seminars 
	
	
	
	1
	2
	
	
	
	3
	
	
	
	
	
	
	
	
	
	
	
	4
	4
	
	

	Ministerial briefings 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Other key briefings 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	National media campaign – key news events/releases  
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	National media campaign – trade/professional and specialist – key releases/briefings 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Local media campaign – launch and support?  
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	JIT newsletter – issues
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	JIT web site – Telecare updates 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Telecare Programme Update 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Telecare Progress Reports on Partnership developments 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Telecare Network Events (DSDC) 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Factsheets – new issue
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


1. TSA Conference

2. Chartered Institute of Housing

3. Stormont (with a focus on dementia)

4. Joint CIH/ADSW/AssocCHPs

� The original aim of the programme was to help an additional 19,000 people to live independently but the revised business case has reduced this to an estimated 3,600 based on submissions from care and health partnerships.  
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