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1. Introduction  
Spectrum Community Health CIC has ambition to co-produce and co-design its 
services with our patients, carers and communities. It is our organisational 
commitment to achieve Excellence in Care and continuously improve not only our 
services but also our approaches to working with patients, carers and communities 
across all of Spectrum services.  
 
This Strategy marks an important milestone in the developments of patient 
engagement and experience agenda.The strategic objectives have been formulated 
with the support and engagement from our patients and staff as well as with a 
methodical self-assessment of the NHSEI Patient Experience Improvement 
Framework. We have also aligned our strategic objectives to our organisational 
values and the values proposed in the NHSE and Coalition for Personalised Care 
Co-production model.  
 
We strongly believe that apart from achieving all our Organisational objectives, 
Excellence in Care and Employer of Choice 2025 we will also become a lead 
healthcare provider that always works in partnership with People with Lived 
Experience by ensuring co-production is our quality improvement methodology of 
choice. 
 
1.1 Meaningful engagement leading to co-design 
 
We acknowledge that there are many levels of engagement. We recognise that we 
are at the beginning of a journey, we have identified barriers and challenges, have 
already been improving how we engage with patients and how we collect, analyse 
and report on patient experience data.  



 

We aim to progress through the ‘Ladder of Engagement and Participation’ by 
working with our patients and meeting our objectives and ambitions highlighted in 
this Strategy.(Picture 1. NHS England Engagement Ladder (NHS England » Ladder 
of engagement). 
 
1.2 Patient Experience 
 
Patient Experience, as described by the Patient Experience Book from NHS 
Institute for Innovation and Improvement is what the process of receiving care feels 
like for the patient, their family and carers. It is a key element of quality, alongside 
providing clinical excellence and safer care.  
 
Any approach taken to improve patient experience needs to influence the 
behaviours both of staff who have direct patient interaction and those who work 
more indirectly (such as managers and corporate staff). It also needs involvement 
from senior leaders in shaping the culture of continuous improvement based around 
placing people (staff, service users and carers) at the centre of decision making and 
service improvement. This is clearly shown in the direction of nationwide work like 
the Patient Experience Improvement Framework and the NHS Ombudsman 
Complaints Pilot. The notion of expertise deriving from lived experience is seen as 
crucial in co-design and co-production of services. It also places patient experience 
to be vital in driving quality improvement, patient safety and doing with rather than 
doing to approach.  
 
Evidence from the commercial sector and from across health services shows that 
the staff who work in the system, at all levels, need to be engaged in the 
improvement process for it to work. This could not be more of a case for Spectrum 
services which are so dispersed but more importantly growing and developing. This 
gives us a unique opportunity to be on this journey together and ensure co-
production and co-design from the word go.  
 
1.3 The Development 
 

This strategy has been closely aligned to Spectrum Vision, Mission and Values. 
Its purpose and objectives have been informed by our patients themselves through a 
series of engagement sessions and patient forums held at HMP Kirkham, HMP 
Preston and HMP Styal, as well as Spectrum wide patient feedback, compliments 
and themes and trends from complaints.  
 
We have also listened to our colleagues who told us what is important to them and 
how we can all work together to achieve the objectives set. 

https://www.england.nhs.uk/get-involved/resources/ladder-of-engagement-2/
https://www.england.nhs.uk/get-involved/resources/ladder-of-engagement-2/


 

This Strategy has also been formulated based on the in depth self-assessment of 
the NHSEI Patient Experience Improvement Framework (NHS England » Patient 
experience improvement framework 2018).  
 

2. Purpose of the Patient Engagement & Experience Strategy  
  
The aims of this strategy are to:  

 

 

 

 

 

 

 

 

 

 

3. Strategic Objectives  
  
The objectives of the implementation of this strategy are as follows:  

  
I) We do with (not to) 
 
Co-production and its principles are embedded across Spectrum Community 
Health CIC. People with Lived Experience are central to any new developments or 
initiatives, local, regional or national.  

 
           Spectrum Value: Working Together, Respect and Recognition, Innovation.  

NHS England Co-production model Value: Ownership, understanding and 
support of coproduction by all  

 
II) We communicate openly 
 
Communication between healthcare, patients and their families and carers is 
effective, open and based on transparency. 
 

Ensure Co-production and 
its principles are embedded 

across all services

Ensure consistency of 
approach across Spectrum 
to the patient engagement 

and experience

Ensure that patient 
experience leads to service 

improvements that are 
evidenced 

Ensure all lived experience 
voices are equally 

represented

Ensure that all staff 
understand their role, 

responsibilities and 
accountability when it 

comes to patient 
engagement and experience

Ensure its objectives and 
ambitions are aligned to the 
Excellence in Care and IBP 

plans

https://www.england.nhs.uk/publication/patient-experience-improvement-framework/
https://www.england.nhs.uk/publication/patient-experience-improvement-framework/


 

Lived experience voices and journeys of our patients and their families are 
meaningfully sought, shared and listened to from floor to Board.  
 
Spectrum Values: Integrity, Compassion 
NHSE Co-production model Value: A culture of openness and honesty 

 
III) We said we did 

 
We host and facilitate ‘What matters to you’ events and/or Always Events, and 
through co-production, develop service improvements together with our patients. 
Our patients know how to share their feedback, how it is used, for what purposes, 
they see direct changes to services and discuss its themes and trends with 
healthcare staff.  
 
Patient experience leads to local and regional service improvements, through 
feedback forms, patient forums, complaints outcomes. 
 
These improvements are designed, developed and evaluated together with People 
with Lived Experience.  
 
Spectrum Values: Working Together, Innovation 
NHSE Co-production model Value: A commitment to sharing power and 
decisions with citizens 

 
IV) We are transparent 
 
Patients know what to expect from Spectrum services, have confidence to raise 
concerns and understand how decisions are being made. We ensure all our care 
plans are patient centred and all decisions regarding patient’s health are discussed 
together with a patient at the heart of all decision-making processes. 
 
We transparently report and share all aspects of patient experience, the good, the 
bad and the ugly but always focus on continuous improvements. 
 
Any improvements that have resulted directly from patient experience are 
recorded, monitored, reported on and shared with patients, stakeholders and the 
wider organisation. 
 

Patient experience data is triangulated with patient safety risks and incidents, 
patient and health outcomes, FTSU concerns.  
 



 

Spectrum Values: Integrity, Innovation, Respect and Recognition 
NHSE Co-production Model Value: A culture in which people are valued and 
respected 

 
V) We are inclusive 
 
Patient information, leaflets, feedback forms follow Accessible Information 
Standards to ensure patients of all ethnicities, regardless of their mental and 
physical health conditions, from underrepresented groups have the same 
opportunities to share their experiences, voice concerns and educate themselves 
about healthcare services and aspects.  
 
Spectrum Values: Working Together, Respect and Recognition.  
NHSE Co-production Model Value: Clear communication in plain English 
 

 
VI) We know how and where 
 
Staff are empowered to progress along the Ladder of Engagement, understand the 
principles of co-production and have skills to use it as a chosen method for any 
quality improvement projects and development of new solutions/products..  
Our staff understand how QI and co-production are interlinked.  
 
A robust patient experience dashboard supports individual services and 
organisation as a whole to act on, analyse, share and report at any point in time, 
effectively supporting data triangulation and directly influencing patient outcomes. 
We constantly look for innovations and digital improvements that can support 
better engagement and experience.  

 
Spectrum Values: Working Together, Innovation, Respect and Recognition 
NHSE Co-production Model Value: Ownership, underrating and support of 
co-production by all 
 
These objectives will be accompanied by an Implementation plan, RAG rated and 
planned over the next 3 years, aligned to the Excellence in Care workstream.       
 
What we have achieved so far:  

• The restructure of Recovery Services in NW was co-produced with patients, 
peer mentors and staff. 

• A Diabetes information leaflet has been co-produced by patients at HMP 
Deerbolt  



 

• Increased the uptake and return of our Patient Experience Feedback Forms 
by 23% in the last 6 months 

• ‘You Said We did’ posters are being used within our secure and community 
sexual health services 

• Patient feedback led to local (improving the patient environment at HMP 
Preston) and Spectrum-wide improvements (sharing the most up-to-date 
waiting times with patients 

• Complaints patient information is available in 20 languages 
• Spectrum has been working with NEPACS to improve family and carers 

engagement and to coproduce an information leaflet for families.  
• Peer mentors stories have been shared at a national conference 
• Award winning Peer Mentor programme at HMP Deerbolt 
• Spectrum has been one of the first organisations to achieve the Lived 

Experience Charter status (Bronze Award for HMP Lancaster Farms) 
                                                                        

4.  Benefits  
  

The successful implementation of this Strategy will lead to the following benefits 
 
• Spectrum will benefit from a 
better understanding of what 
matters to patient, what changes 
and improvements are a priority 
from their perspective. Co-
producing with patients and their 
families will help us get it right 
the first time. 
                                                                                                                                  
Picture 2. NHSEI Experience of 
Care Team Coproduction and QI 
model    
 

• When patients feel involved in their care, listened to and informed, they are more 
likely  
to be highly satisfied with their care and experience less anxiety, have better and 
more trusting relationships with the healthcare professionals. 

• A portfolio of innovations, improvements and projects that have been co-produced 
with People with Lived Experience and recognised nationally. 

• High return rate for patient feedback, actively supported by clinical staff. 



 

• Spectrum becoming the lead and largest healthcare provider that has successfully 
placed co-production and People with Lived Experience at the heart of its 
organisation. 
 

• The duty to involve patients in the development of services and their individual care 
and treatment is central to the NHS Constitution and the NHS Long Term Plan. 

 

5. Delivery and outcome measures 
The Patient Engagement & Experience Strategy Implementation Plan will be 
developed to accompany this strategy and to ensure all strategic objectives are 
mapped over the next three years.  

 

 

 

 

 

 

 

 

 

 

 

 

 

As an overview, the success criteria will also be measured by: 
 

 Improving response rate for Patient Experience Feedback Form (NHS FFT) 
across all services 

 Increasing positive feedback 
 Social value and impact measured through enhanced experience survey 

and case studies 
 Decrease in unsatisfactory feedback 
 Improving complaints management, compliance with NHS Complaints 

Standards, PHSO Principles of Good Complaint Handling and My 
expectations report.  

 Co-production and its principles will form part of the EIC maturity matrix 
criteria.  



 

 Significant improvements in the scores of the self-assessment of the NHSEI 
Patient Experience Improvement Framework 
 

6. Links to other Strategies 
 

The Patient Engagement and Experience Strategy is intrinsically aligned to Spectrum’s 
Quality Improvement and Professional Standards, which brings co-production and 
quality improvement as two crucial components of improved quality and experience of 
care. This is supported by the NHSEI Experience of Care Team (please see below). 

 
 

It is linked to other strategies and policies identified below.  
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