i

Llywodraeth Cymru
Welsh Government

Strategic Framework for
Welsh Language Services

in Health’ SOCiaI SerViceS WWW.cymru.gov.uk
and Social Care

OO0OO0OO0



%& Printed on recycled paper

Print ISBN 978 0 7504 8058 1 Digital ISBN 978 0 7504 8059 8
© Crown copyright 2012 WG16184




Contents

Context

Why should Welsh languange services he stremnthened
The Present Situation
The Strategic Framework
Three Year Action Plans
Monitoring Pronress
Stratepic Ohjective 1
Strategic Ohjective 2
Strategic Ohjective 3
Strategic Ohjective 4
Strategic Ohjective 5

Stratenic Ohjective 6

13
ll
18



&)

Context Why

1. The Welsh Government is committed to delivering %g
high quality health, social services and social care
services that are centred on users’ needs. This strategic

aséai
S he

W

Welsh lanauane
strengthened

“l

) _ 4. Public services in Wales are committed to providing
framework is built on the values that all users should " . . . .
. Lo ) citizen centred services. Health, social services and social
be treated with dignity and respect and should receive . e .
] care focus on caring for people as individuals, placing
accurate assessments and appropriate care.
the user at the centre of care. Many people can only
2. Itis important for people working in health, social communicate a.nd participate in their_care as equal
service and social care to recognise that many people RIS effc.ectwely through the_m.e.d|um of Welsh.
can only communicate their care needs effectively Service providers have a responsibility to meet these
through the medium of Welsh. For many Welsh care needs.

speakers being able to use your own language has to be

_ 5. There are four good reasons for getting this right:
seen as a core component of care, not an optional extra.

e improving the quality of care - it is important to

3. Many service users are very vulnerable, so placing recognise the concept of language need. For many
a responsibility on them to ask for services through Welsh speakers, language is an integral element of
the medium of Welsh is unfair. It is the responsibility their care e.g. some people with dementia, or who
of service providers to meet these care needs. have suffered a stroke, and children under the age
Organisations are expected to mainstream Welsh of five

language services as an integral element of service

) . e maintaining professional standards — numerous
planning and delivery.

professional standards in health and social care list




effective communication as a key requirement and
highlight the need to maintain respect and dignity

meeting the language need of users — organisations
have a responsibility to recognise and accept
responsibility to respond to language need as an
integral element of care. In the strategic framework
we refer to this as “the active offer”

comply with legal and statutory requirements —
organisations in the public sector have a responsibility
to comply with the new Welsh Language (Wales)
Measure. This will create standards regarding Welsh,
which will result in rights being established that will
ensure Welsh speakers can receive services in Welsh.

The Present Situation

6. Currently there is some good practice, but more
often than not it is the result of the commitment of
individuals, not a planned element of service provision.
There is lack of capacity within the workforce and
differing levels of understanding among staff regarding
the Welsh language as a component of care. There is
also inadequate use of the hidden Welsh language
skills among the workforce.

7. In most organisations there is inconsistent leadership
and ownership of Welsh language services and little
evidence that it is mainstreamed into key systems such
as workforce and service planning, education and
training programmes and quality frameworks.

8. The challenge now is to spread good practice in a
systematic way and to mainstream into all aspects of
service planning and delivery.



The Stratenic Framewerk

9. The Strategic Framework provides a means to achieve e creating leaders who will foster a supportive ethos
this. The policy document provides the evidence for within organisations, so that Welsh speaking users
change, an overview of current provision and the receive language sensitive services as a natural part of
strategic direction to improve services. Our vision is for their care

Welsh speakers to receive services that meet their needs

. e providing education, learning and development
as a natural part of their care.

programmes which reflect the services’ responsibility

10. The Strategic Framework outlines the six key objectives to plan and provide Welsh language services

that all organisations need to work towards: e ensuring that all national strategies, policies and
e implementing a systematic approach to Welsh Iead.ership programmes mainstream Welsh language
services.

language services as an integral element of service
planning and delivery

e building on current best practice and planning,
commissioning and providing care based on the
“Active Offer” service

* increasing the capability of the workforce to provide
Welsh language services in priority areas and
language awareness among all staff




Three Year Action Plans

11.

12.

13.

14.

15.

The Strategic Framework is supported by three-year
Action Plans — one for the NHS and one for Social
Services. While they are complementary and some of
the actions should be taken forward in partnership,
they reflect the very different accountability systems
and processes within both sectors.

The action plans detail the practical steps needed to
achieve this, starting in April 2013.

In November 2015 a second cycle of Action Plans will be
published.

Achieving progress in the first year is crucial to ensure
the foundations are in place for the future, to initiate
immediate impact and to reflect the determination
of Welsh Government to meet the needs of Welsh
speakers.

Key expectations during this period include
strengthening leadership, mapping the workforce

and starting the process of accepting responsibility for
meeting users’ language needs by increasing awareness
of the “Active Offer” principle.

Monitoring Progress

16.

17.

18.

19.

A robust monitoring system will be implemented

in partnership with the service. The system will be
based on the principles that the service users’ voice
will be central to the process, the focus will be on
users’ experience and that it is integrated into existing
monitoring systems.

Organisations will be expected to report progress to
their local community through open meetings of their
Boards and Councils.

The system will operate at local and national level.

The focus of the monitoring system will be on
providing support, to enable organisations to deliver
high quality care.



Strategic Objective 1: NHS organisations to implement a systematic approach to Welsh language services as an
integral element of service planning and delivery

Outcomes Actions Lead Responsibility Cycle 1 How will we
April 2013 -  monitor progress
March 2016
Completed by
end of year
1. People recei_vg 1.1 Informed by the Directors of Public Health’s needs airelctiworila],céfl)—IUbC“C Through:
language sensitive | jocacsment, NLIAH working with Care Council for Wales Ciincill for Wélesa;end : Evidence in Patient
strerﬁgahuse and the Welsh Language Unit to issue guidance on how 10 . \veich' anguage Experience Surveys
e as :
mainstrearmed analyse community language needs. Unit Report s included in
. L , Doing Well Doing
Wel§h Ia.nguage 1.2 Under the leadership of NLIAH, NHS organisations to NLIAH and Director Better (healthcare
services into a”. establish their Welsh language community profile and use | of Planning in NHS 1 standards)
aspects of service | this information as a baseline for local service planning Organisations : : :
planning and Evidence in service
delivery, 1.3 Planning systems such as published service plans, to plans on Welsh
include reference to the Welsh language community profile | Director of Planning 5 Ianguage_ users
and ensure that this is reflected in planning and service in NHS Organisations community profile
delivery and commitment to
meet their needs
1.4 The Welsh Health Survey to include a question on DHSSC 5 Patient Records
Welsh language service needs.
1.5 To offer and record the user’s language of need and NHS Organisations 3

ensure that subsequent care is linguistically sensitive




Outcomes Actions Lead Responsibility  Cycle 1 How will we
April 2013 - | monitor progress
March 2016
Completed by
end of year
2. ICT systems Through:
support front line 2.1 Increase awareness of the impact of language sensitivity | . . Evidence in ICT
taff to provide . . o I Director responsible o
staftto p (quality care issues and organisations’ legal responsibilities) for ICT services 1 commissioning
services for users | among ICT staff within the service documentation
in their own
language. Patient Records
2.2 Data systems enable the service to operate bilingually
e.g. allow Welsh speaking users to be matched with Welsh | ICT Teams in NHS Stqff feedback on
, ) L 3 ability to operate
speaking staff; workforce data systems record language Organisations .
. . bilingually
skills, client data systems record language need
2:3 ICT.speC|f|cat|ons mcludg details of the Welsh language CT Teams 3
dimensions of the service being commissioned
2.4 Comply with the mandatory requirement regarding the (CT Teams 7

language skills element of the Electronic Staff Record




Outcomes Actions Lead Responsibility | Cycle 1 How will we
April 2013 - | monitor progress
March 2016
Completed by
end of year
3. People receive | 3.1 Support commissioners to contract services that are Through:
person centred | sensitive to the needs of Welsh speakers by issuing national ' DHSSC and Value L
. T 1 : 1 Organisations report
care from guidance on commissioning bilingual services, supported by | Wales
L . 2 progress annually
commissioned/  training for procurement / commissioning teams
contracted - . — to an open Board
) " 3.2 Commissioning and contracting work within the meeting.
SEIVICES, SUCN a5 NHS to follow the advice issued by the Welsh Language NHS Organisations 2

primary care.

Commissioner

3.3 Professional bodies, unions and DHSSC invited to advise
the Ministerial Task Group on ways to improve access to
Welsh language services within primary care

DHSSC

Patient Surveys

3.4 DHSSC to include Welsh language provision in the
Annual Quality Framework and Health Boards to review
Welsh language provision within their area, as part of their
QOF assessment

DHSSC and NHS
Organisations

3.5 DHSSC to include the Welsh language skills of primary

care professionals in the Annual Primary Care Report DHSSC 1
3.6 DHSCC, professional bodies and unions to propose how
Welsh language services could be included in the GMS, and  DHSSC

Pharmacy Contract. (already in the Dental Contract)




Strategic Objective 2: To build on current best practice and plan, commission and provide care
based on the 'Active Offer’

Outcomes Actions Lead Completed How will we
Responsibility by end of | monitor progress
year

1. Raisilr’wg dWareness 11 1 Develop and disseminate guidance to the service on the Through:
of the Glfltslvet (%ffer principle of meeting users’ language need by offeringan DHSSC 1 Staff Survey
among >la ‘Active Offer’ service. (To include examples of current practice)
will ensure better Workf . Workforce training
patient satisfaction | q > proyide staff training to those leading this work within NHS O[c;r(wo&)e) an reports
and outcomes. organisations and ensure that it is mainstreamed into induction Departments 3

and existing training programmes within the NHS

1.3 Take practical steps to implement the active offer service

. ) . . . . NHS

in an incremental way, starting with the first point of contact L 1

. ) . : Organisations

service and information services. Record when able to respond.
2. More accurate NHS Through:
assess.ments gnd 2.1 Map current provision and capacity to deliver an’ Active Orgamsz_atlons Patient Experience
effective service , . e ) . and Social 2 d |

: Offer’ service within dementia services . and Involvement

provided for Welsh Services systems
speaking patients by Departments
mainstreaming the | 2 2 Develop and issue Welsh language versions of core
‘Active Offer’ into | dementia assessment tools (for non-copyright tools), to the DHSSC 2
dementia services. service

2.3 Take action to ensure that staff teams have the capacity to | NHS 3

provide services through the medium of Welsh

Organisations




Outcomes Actions Lead Completed How will we
Responsibility | by end of | monitor progress
year
3. Welsh speaking | 3.1 Map current provision and capacity to deliver an’ Active NHS Through:
atients will have ' ' ithi iori i o - .
p _ foer service within other priority areas (e.g..chlldren under Organisations 3 Existing patient
a stronger voice five years, speech and language therapy services) feedback
and be able to be eedback systems
a partner in their 3.2 Service managers to consider appropriate ways of - survef,
care if the _’Ac’;ive delivering Welsh language services according to capacity, Service Managers networks
Offer’ Service is language skills, willingness and confidence of staff to use the | within NHS 3
mainstreamed language. (In designing service models, the English and Welsh | Organisation
into other priority models do not need to mirror each other)
services.
4. Patients W.'” be 4.1 Welsh Language Officers and WOD Departments to EX'St”.‘g Patient
empowered if they ) , ) . : NHS Experience
disseminate current best practice, particularly to service o 1
are able to speak to Managers Organisations feedback networks
staff in their own gers. _ _
language. 4.2 Create an e-resource centre so that practitioners have Welsh Language Doing Well Doing
access to existing Welsh language resources such as Porth Unit guag 2 Better reports
Termau, CysGair.
4.3 Welsh Language Champions and WOD Departments to
lead a staff “iaith gofal yn y gwaith” (language of care in the ~ NHS 5
workplace) initiative — to increase staff confidence to speak the | Organisations
language at work.
4 ANHS organisations to extend nurses’ “Working Welsh” .
. NHS Ongoing
uniform logo to other staff groups and healthcare students as o
Organisations from 1

opportunities arise




Strategic Objective 3: To increase the capability of the workforce to provide Welsh language services in priority areas,
and language awareness among all staff.

Outcomes Actions Lead Completed How will we
Responsibility by end of | monitor progress
year
1. Users are 1.1 DHSSC to mainstream the need to increase Welsh Through:
empowered because | language sensitivity and skills within the NHS Workforce and DHSSC 1 Evidence in NHS
}[/\k/]o;kforc.efplansd Organisational Development Framework organisations
at are informe
by an analysis 1.2 Workforce planning methodology to incorporate NLIAH and NHS workforce plans
of community assessment of the Welsh language skills needs of the Organisations 2 NLIAH analysis
language needs and workforce of the Welsh
data on the Welsh | 1 3 NHS organisations working with GPs, to use their Al Health language
language skills of ' community language profiles to inform workforce plans Boards and dimension of
their workforce will | 514 NLIAH to quality assess workforce plans to ensure that Trusts 2 care services
enable organisations | commissioned training enables the service to strengthen Welsh in workforce
to meet their needs. | |3nguage services. NLIAH plans and action
o . . taken to redress
1.4 NHS organisations to comply with mandatory requirement | WAIS leads deficiencies.
regarding the Welsh language skills section of the Electronic in NHS 2

Staff Record

organisations




Outcomes Actions Lead Responsibility Completed How will we
by end of | monitor progress
year
ibgrizgﬂrj[g ?ag:jremed 2.1 DHSSC, Care Counlcill for Walgs and NLIAH, to Th.rough..
the shortage of Welsh analyse the current position, conglder.the options to NLIAH _and Care 5 Evidence in the
speaking staff within tackle the shortages and work with higher and further  Council for Wales NHS Workforce
; education sectors to address this. and Organisational
the NHS, focusing Development
;?g;a;}yvﬁﬁ f?l??f:gygap 2.2 DHSSC and NLIAH to commission designated Welsh Framework of a
between the need language health (other than medical) pre-registration DHSSC and NLIAH 3 proactive approach
for Welsh lan places as part of the NHS national workforce plan to increase the
; guage capacity of
serw;gs and current 2.3 HEl's and NHS organisations to work in partnership Welsh speaking
provision. to ensure that that the linguistic profile of their HEls and NHS 5 staff within the
community is reflected in their recruitment and Organisations workforce.
promotional activities with prospective students
2.4 NLIAH to commission Welsh medium / bilingual
health care education in contractual agreements with NLIAH 2
HEls
2.5 Cargers Waleg to help NHS organisations to target Careers Wales 5
and actively recruit Welsh speakers
2.6 NHS organisations to operate according to the NHS Organisations )

Welsh language Commissioner’s recruitment guidelines.




Strategic Objective 4: To create leaders who will foster a supportive ethos within organisations, so that Welsh speaking
users receive language sensitive services as a natural part of their care.

Outcomes Actions Lead Responsibility Completed How will we
by end of | monitor progress
year
1. Visible leadership 1.1 NHS Boards to issue a statement setting out Through:
and comlmltmelnt e their commitment to see sensitivity to Welsh Evidence in reports to
from senior officers language needs reflected throughout their Health and Trust the NHS Boards
to strengthen .Welsh organisation to ensure Board Members and
language SerVIIC.eS an effective service Welsh Language ! Staff Surveys
and create a bilingual :
culture within e the importance of responding to users’ Welsh Champion Evidence in Internal
organisations will language needs in assessing and caring for communication tools
ensure a more citizen individuals such as briefings,
centred service that newsletters,
respects people’s 1.2 Agree the steps they will take to satisfy themselves Health and Trust magazine.
cultural identity. that the services they provide are sensitive and Board Members and 1
. Welsh Language

appropriate. Champion

1.3 Put appropriate internal scrutiny arrangements ggzlrghl\jlzgng:ritand

in place to monitor implementation of the national Welsh Language 1

Strategic Framework and Action Plan Champion

1.4 NHS organisations to publish a Welsh Language CEO NHS

Strategic Framework and Action Plan for the services 2

they deliver, commission and contract

Organisations




Outcomes

Actions

Lead Responsibility

Completed
by end of
year

How will we
monitor progress

1.5 Extend the current NHS Welsh Language Network
to include Welsh language leads from Social Services;
and ensure that they work closely with “Rhwydiaith”
and the FE and HE health and social care educators’
networks.

Welsh Language Unit
and Welsh Language
Officers

1.6 Leadership training programmes to include a
strand on the impact of language sensitivity on the
effectiveness of care; and language planning in practice

NLIAH and PSMW




Strategic Objective 5: To design and provide education, learning and development programmes that reflect the
responsibility of the service to plan and provide Welsh language services.

Outcomes Actions Lead Completed How will we
Responsibility by end of | monitor progress
year
1. Mainstreaming 1.1Coleg Cymraeg Cenedlaethol to work in partnership | Coleg Cymraeg Through:
the Welsh language , L o
. o with, HEIs and FEls to explore and maximise opportunities | Cenedlaethol Evidence in
dimension into health for access to resources, education and training for and HEI'S and 3 icati i
and social care training | .- of o ld N | ! ent ning FEp organisations training
and professional continuous professional development. S and development
development . o . programmes
programmes will 1.2Education, training and professional development .
enable the service to | Programmes for health and social care to include NHS Data from higher and
, | ining - icularl h it 2 further education
meet users’ needs anguage awareness training focusing particularly on the | Organisations
more effectively. principles of language need and the “active offer” sectors reflect an
increase in the
HEFCW, number of Welsh
1.3 The HEFCW to map the provision of Welsh language / | with health speakers being
bilingual modules within the Further Education Sector for | professional 2 trained.
students studying health and social care programmes. input from
DHSSC
1.4 DHSSC to ensure that the Welsh Language dimension
is mainstreamed into structural systems and processes for | DHSSC

education and training within health and social care.




Outcomes Actions Lead Responsibility Completed How will we
by end of | monitor progress
year
2. Building capacity 2.1 NHS organisations should ensure that the principles Through:
and resources for T : ) L
Welsh medium of Imgws’u; awareness and the active offer service forms ' NHS Organisations 3 Workforce and
services in health, part of all induction programmes Organisational
social care gducatlon 2.2 NHS organisations to ensure Welsh language skills Development Plans
ggse%gﬁ:ﬁrxil” are mainstreamed into the K.SF (knowledge and skills NHS Organisations 3 Staff surveys
framework) core competencies.
ensure greater Reports to an Open
language sensitivity 2.3 NLIAH and the Care Council for Wales to make Board Meeting
among staff. recommendations to the Ministerial Taskforce on how  NLIAH and Care 3
to enhance professional development opportunities Council for Wales
through the medium of Welsh.
2.4 Workforce planning and associated education and
training commissioning to reflect the commitment to NLIAH and DHSSC 2
strengthen Welsh language services.
2.5 Training and staff development programmes to
increase the capacity of staff to provide services through
the medium of Welsh, to initially target training at 1 and
increasing the confidence of existing Welsh speakers NHS Organisations ongoing

to use the language at work, and to raise awareness
among key staff particularly front line staff and service
managers.




Strategic Objective 6: National strategies, policies and leadership.

Outcomes Actions Lead Completed How will we monitor
Responsibility by end of  progress
year

1. Strengthening 1.1 NISCHR, who support research in health and Through:
the evidence social care, to support this area during the next three : :
base will years to strengthen the evidence base of language NISCHR 3 New evidence published
improve service appropriate care and establish effective interventions based on re;earch
effectiveness. for service delivery undertaken in Wales

1.2 NISCHR, Y Coleg Cymraeg Cenedlaethol, and

Higher Education Institutions to explore opportunities

. . . NISCHR 3

for joint working to improve the Welsh language

evidence base available to the services.
2. 5trong 2.1 All service audits of existing policies/action plans Evidence in published
leadership from | 550l be reviewed to ensure they include questions DHSSC : policies and strategies
Government regarding Welsh language provision and reflect Principles of More than Just
Departments 10 \yelsh speakers’ experience. Words. ... is mainstreamed
strengthen Welsh , , into all policies and strategies
language services | 2.2 The NHS Annual Quality Framework to include _
will ensure a section on strengthening Welsh language services, | DHSSC 1 Staff Survey to include

priority is given to
providing better
quality services for
Welsh speaking
patients.

focusing particularly on key priority groups.

2.3 All policy and strategy documents to make
explicit reference to the responsibility to provide
services through the medium of Welsh and English,
and ensure that documents are subject to a Welsh
language gateway review.

section on Welsh language
services in health and social
care.

Departmental organisational
development programme to
include language awareness
training.




Outcomes Actions Lead Responsibility Completed How will we
by end of | monitor progress
year

2.4 Contract specifications and grant funding processes
to stipulate the requirements for services through

the medium of Welsh and English and ensure that all DHSSC 1
documents are subject to a Welsh language gateway
review.

2.5 Value Wales to issue guidance on Welsh language
procurement/ commissioning in line with the Welsh Value Wales 1
Language Commissioner’s procurement guidance.

2.6 Commissioning and contracting work undertaken by
DHSSC and national agencies to operate in accordance | DHSSC and National
with the Welsh Language Commissioner’s procurement | Agencies

guidelines.
2.7Contract specifications and grant funding processes
: L i DHSSC 1
stipulate the Welsh language service dimension.
3. Leadership from 3.THIW, working with CSSIW where appropriate,
CSSIW and HIW to to undertake a thematic review of Welsh language
mainstream the Welsh provision against the strategic objectives of the HIW 2

language dimension of framework. This will provide baseline information for
care into inspection work | development.

will strengthen Welsh
language services and
ensure equality for service
users.

3.2HIW to ensure that the inspection programme
mainstreams organisations’ responsibilities to plan and | HIW 2
deliver services through both Welsh and English.




