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Background

We now have a set of tried and tested 
communications tools. The impact of the 
COVID-19 pandemic has changed and improved 
what we do. We now have new ways to listen 
to peoples’ feedback. We also have new ways to 
share information. The pace at which we work 
has also got faster. This means we have been 

able to innovate, test and introduce new ways of 
doing things. 

Our work has won multiple industry awards but 
we don’t want to stop there. We still have lots to 
do. The need to share information and listen to 
feedback is a constant job for us all.  It has a vital 
role to play in our future success.

We have come a long way over the past few years. Our first strategy 
for STSFT had four key strands as shown in the picture below. It 
focussed on bringing together our two previous Trusts.   
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Contents Introduction
At STSFT we are passionate about what we do. Our vision for the 
future is very simple. We want to deliver excellence in all that we do.  
This includes how we communicate with people and how we involve 
them in what we do. This strategy sets out how we will do that. 

Our success so far

Internal 
communications 
and engagement

Clinical 
transformation 

External 
stakeholder 
understanding 
and confidence

Positive 
reputation, profile 
and increased 
brand awareness

More staff (81%) 
now feel like 
they are better 
informed.  

80% of our 
staff know 
about our Health 
and Wellbeing 
strategy.

We have helped 
to deliver some 
big changes to 
services and 
explain these to 
people. 

30% of the 
public feel 
services have 
improved during 
past two years.*

Our stakeholders 
told us that they 
feel services have 
improved during 
the past two 
years.*

They also said 
they were happy 
with the level of 
engagement they 
have with us.*

80% of the 
public thought 
we managed the 
COVID-19 well*

Over 30,000 
people now 
follow us on 
social media.

85% of patients said they were happy with the service they had from STSFT.*

*Independent patient, public and stakeholder perceptions research October 2020
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National and regional context

It will focus on how all parts of the NHS and 
social care can work better together.  The main 
aim will be to improve the health and care of 
local people.  There will also be a big focus on 
how we can reduce the unfair gaps in health that 
exist. The circumstances people are born into 
should not control what happens in their life.  
Everyone should have fair chances. 

These are ambitions that we share at STSFT.  It 
will mean doing things differently to improve 
the lives of the people we care for.  It also means 
putting just as much focus on prevention as we 
put on curing ill health. We will need to build 
on the strong relationships we have already built 
with our partners.

A new Provider Collaborative for the North East 
and North Cumbria has also been set up.  This 
involves all 11 NHS Foundation Trusts (FTs) in the 
region.  It will allow FTs to work together in a 
more joined up way.  The focus will be on how 
we work together to solve some big issues and 
challenges.  

The pressures we face are bigger than ever 
before.  There is not enough capacity to cope 
with the demands on the NHS.  After COVID-19, 
there is now even more demand on NHS services.  
We have seen a big rise in the number of people 
now waiting for treatment.  The pandemic has 
also increased the mental and physical pressure 
on staff.  The health and wellbeing of our 
workforce is now even more of a concern.  

This makes the need for change more urgent.  
Giving great care to local people will always be 
our number one aim. But, we want to go further 
than ever before in helping patient’s lead healthy 
lives. This will help reduce the impact of ill health 
on local people and on our services.  As a Trust, 
we must continue to keep moving forward 
and driving change.  Phase Two of our Path to 
Excellence programme is the vital next step in our 
journey. We will then need to take stock of what 
is next.  

Outside of STSFT, the world has also changed.  On 1 July 2022, the 
new North East and North Cumbria Integrated Care Board (ICB) was 
established. It is the new body responsible for the NHS in the region.

The challenges we face mean we must continue 
to have honest conversations.  The only way to 
keep pace with demand is to adapt and change 
how we do things. The reality is that things may 
be different in the future.  Patients may need to 
go to a different place for their care.  They may 
see a different person.  Or, their care may take 
place in a different way, for example over the 
phone. 

As a whole system, we also need to be braver 
about asking the public for help.  During the 
pandemic, we saw a huge outpouring of love 
and public support for the NHS. We need to 
harness that again.  We also need to help people 
to lead healthy lives.  This is not easy.  Many local 
people face hardships through no fault of their 
own.  This makes it even harder for them.

 

All of this means we must focus on how we 
communicate with people and how we involve 
them.  We need to make sure people understand 
how we can help them and how they can 
help themselves.  One size will not fit all.  We 
will need to adapt how we do things to meet 
different peoples’ needs.  This is big job.  It 
means doing things in a much more meaningful 
way to involve patients and the public. This is 
front and centre of our strategy at STSFT. It is also 
a clear expectation of the ICB (click here).  

What does this all mean for communications and involvement?

Our Intergrated 
Care System for 
the North East and 
North Cumbria

Central 
ICP

How we work together across County 
Durham, Sunderland and South Tyneside.
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Local context

This involved lots of talking to staff. We also 
thought about what matters to the people we 
serve and our partners. The result was our new 
Trust vision. We also made our values much 
simpler. Our values are what we believe in at 
STSFT and what we stand for. They are what bind 
us together.

This work also resulted in a new five year strategy 
for the Trust. This sets out a plan of how we can 
achieve our vision for excellence in all that we 
do. It sets the direction for all of our other Trust 
strategies.  

During 2021, we took a lot time 
to think about our Trust strategy. 

It is about how we share messages and explain 
things. It includes how we market our services 
to the right audiences. It also involves listening 
to what people tell us. This means we must 
measure what we do and check people have 
understood our messages. We must also take 

on board feedback. This allows us to adapt and 
change what we do, right across the Trust, based 
on what people have told us. We believe it is vital 
for our success and our vision for ‘excellence in 
all that we do’.

Purpose and strategic function 

The Chartered Institute of Public Relations (CIPR) describe the strategic function as:

‘The discipline which looks after reputation, with the aim of 
earning understanding and support and influencing opinion 

and behaviour. It is the planned and sustained effort to establish 
and maintain goodwill and mutual understanding between an 

organisation and its publics (stakeholders).’

Good communication is not just about a one way 
flow of information. To be effective, we must 
listen to the views of people who interact with 
us. It must be two way process and it must be a 
constant in everything we do.  

If we communicate well and involve people in 
what we do, we are more likely to succeed. 
This strategy outlines how we aim to do that 
well. It sets out who our key stakeholders are 
and how we will reach them. It will make sure 
that we think about how to communicate and 
involve people in the right way.  This should be 
part of everything we do and help us to make 
the right decisions for the Trust.

We are kind 
and caring.

Respect
We treat people fairly 

and with respect.

Compassion Teamwork
We work as 

a team.

Honesty
We are open 
and honest.

Our 
values

in all that we do

Our vision

Safety and quality
To provide safe and high quality patient care. 1

Share and learn
To share what we learn and communicate well. 3

Sustainability
To take action for a more sustainable future. 4

Leadership
To lead by example in our work. 55

4

Staff experience
To look after our people and be inclusive. 2

It is important that we all know how to communicate well. It is a core 
part of everything we do in our jobs every single day.

Adapt and 
refine approach

Communication, 
marketing and 
involvement

Measure impact 
and listen to 

feedback

STSFT strategic objectives:



8 9

Communications and involvement objectives
Over the next three years, our objectives are to:

Our new vision ‘excellence in all that we do’ is 
very simple. 

It should always go with the Trust name and 
logo. We want everyone involved with us to 
know what we are about. That is, quite simply, 
that we want to be excellent. We want people to 
feel they have had an excellent experience.

Our brand identity is so much more than a logo 
and strapline on a page.  It is about how we 
all behave on a daily basis.  It is about how we 
communicate with other people.  It is about the 
standards we set and accept.  This influences 
what people think and feel about us.  This is our 
brand image. 

All of these things impact on our reputation. 

The figure on the following page shows how 
this fits together. It shows our various tools and 
channels. These are the different ways we share 
messages and get feedback. It shows how we 
do this inside the Trust and outside of the Trust. 
We use these tools routinely. This means we have 
a constant two way flow of information. We 
measure these every month to track success.  

These tools have proven to be very effective 
so far, but that doesn’t mean that we can’t 
improve them. We must keep growing what we 
do to keep pace with the changes happening 
in the world around us. This will effect how we 
communicate with people and how we involve 
them in what we do.  

If we do this well, we will build a good 
reputation. Our reputation will be strong if what 
we say and do matches what people think about 
us. This relies on us living up to our values.  

Our brand  

In line with our new vision, we have also refreshed our brand identity.  

•	 Embed our brand of ‘excellence in all that we do’

•	 Build trust and confidence in STSFT

•	 Involve more staff, patients and the public

•	 Help the Trust to achieve its objectives.

Stakeholder map
A stakeholder is a person who is interested in the Trust and 
what we do. 
In order to work well with stakeholders, first 
we need to understand who they are. We also 
need to think about what their likely views and 
opinions might be about the Trust.  

It is important to know what different people 
think and feel about us. This means we can 
tailor our messages. We also need to think 
about how to share those messages. This helps 
to build trust and understanding. The graphic 
below shows who our stakeholders are and how 
much influence they have. A guide to help staff 
understand more about stakeholders is available 
(click here).  
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	• Staff 

	• Patients

	• Visitors 

	• Families

	• STSFT Governors

	• STSFT Members

	• STSFT Board

	• STICL Ltd

	• CHoICE

	• GPs / primary 
care

	• Provider 
Collaboration

	• Care Quality 
Commission

	• NHS England / 
Improvement

	• Department of 
Health and Social 
Care

	• ICB / ICP
	• MPs / local councillors
	• Overview and 
scrutiny

	• Healthwatch
	• Health Education 
England North East

	• Health and 
Wellbing Boards

	• Unions / staff side 
/ professional 
bodies

	• University / 
education 
partners

	• Voluntary and 
community sector 
(VCSO)

	• Campaign groups

	• General public

	• Media

	• Police

	• Fire

	• Partners / 
suppliers

Click here to see our new brand guidelines and corporate templates.

HIGH

HIGH



10 11

Our strategic approach 

Our strategy has three main pillars (see below):

    Internal

Our strategy 
2022-2025

External Involvement

Going forward, all of the tools we have will 
use the Team Talk brand. This is to help staff 
understand all of the ways we communicate and 
engage so that they know what is going on and 
how to get involved. Team Talk will be the golden 
thread that links all of our staff engagement 
activities together.  This will build on the success 
of the BIG Team Talk in 2021.

Internal communications and engagement
We will continue to focus on our staff.  This 
includes how we share information and how 
we listen to what staff are telling us. We will 
involve them in decisions. This is in line with our 
strategic objective to improve staff experience, 
look after our people and be inclusive.  

    

	▲ Team Brief 
When we did video updates during COVID-19 our 
staff told us they liked them. We will now deliver 
Team Brief with a video from the CEO. This will go 
out at the end of every month to all staff along 
with a summary document.  

Before this goes out, we would hold a virtual 
meeting with the CEO. This would be open to all 
senior leaders across the Trust. It would also take 
place on the last Friday of the month.  This would 
replace Senior Management Forum.

We will also make some other changes: 

	▲ Quarterly staff involvement 
We will have more regular activities to talk to staff. 
This will be every three months in line with when 
we do staff surveys (October, January, April, July). 
This will make sure that the leaders of the Trust 
are visible. It will also encourage staff to give us 
feedback. 

All directors will get involved. This means protecting 
time in diaries to take part. After each burst of 
activity, we will share feedback with staff.  This will 
be simple and visual. It will let staff know what they 
have told us and what actions we are taking based 
on their feedback. As part of this we will work with 
our staff networks.

•	 Internal communication and engagement

•	 External communications and engagement

•	 Patient, public and community (stakeholder) 
involvement. 

INTERNAL CHANNELS
Intranet

Staff Facebook Group
E-bulletin
Team Brief 

CEO roadshows
Staff magazine
NHS staff survey

EXTERNAL CHANNELS 
Website

Social media feeds
Press and PR

Media relations
Stakeholder relations

Reputational risk
Issues / crisis

STSTV (video)
People Podcast

'Customer'
experience 

What do our staff think 
and feel about us?

What do stakeholders 
think and feel about us?

BRAND IDENTITY – how 
we present ourselves

BRAND IMAGE – how 
stakeholders perceive us

POSITIVE 
CORPORATE 
REPUTATION

STSFT brand 

Daily
Staff 

Facebook 
Group

Team Brief

People Pulse 
survey

CEO Roadshows
and staff 
magazine

NHS staff 
survey

Weekly
Staff 

e-Bulletin

Monthly

Quarterly

Twice yearlyYearly

STSFT

Tools
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	▲ New streamlined staff  
‘champion’ role  

Across the Trust we have many staff champion 
roles. This includes:

- Team Talk champions

- Freedom To Speak Up champions

- Dignity and Respect at Work champions.

They are all there for similar reasons and there is 
lots of crossover. It is often the same staff involved. 
This means time and effort is spent on things which 
have similar aims. We will scope out and present 
a case for having one overall ‘staff champion’ 
role. The purpose will be to have nominated staff 
in place to act as ambassadors for the Trust. We 
would need to give them assigned time to help us 
share messages with staff and get feedback. Our 
aim would be to launch these new roles during 
2023/24.  

	▲ Support at divisional /  
directorate level 

We will offer more support at a local level. This 
would be to help improve how teams communicate 
with each other and how staff are involved. To do 
this, we would first need to carry out an audit for 
each directorate. This will help us see where we can 
offer further support. We will identify some test 
areas to trail this approach. We will also give each 
department a named person in the team who will 
be their point of contact. This would be for day-to-
day support and advice.

	▲ CHoICE facilities services 
CHoICE currently does not have any formal support 
in place for communications. We provide this on 
an ‘ad hoc’ basis from the Trust. We would like to 
scope out and present a proposal for CHoICE. This 
will cover all aspects of the business. It will also 
link in with work to refresh their vision and values. 
This will need extra resource and to be agreed with 
CHoICE. Our aim would be to have this support in 
place by 2023/24.  

	▲ Staff extranet and digital assets  
As a Trust we support agile working. This means 
we need to make sure we have the right digital 
tools available. This is a key enabler in how we 
communicate with staff and involve them. To 
support this, we will develop a Staff Extranet. This 
will allow staff to access Trust information in a 
secure way. It would remove the need to use a Trust 
device. We would need to improve how we use 
other digital assets. This includes screensavers and 
TV screens across the Trust. Working with IT, we 
will scope out and present a case to maximise the 
potential of all these tools.  

	▲ Excellence reporting and STSFT 
staff ‘Reward and Recognition 
Awards’ 

We will do more to promote and celebrate staff 
excellence reports. This will help embed our vision 
for excellence in all that we do.  We will share more 
stories about what staff have done that is excellent. 
We will also share the number of excellence reports 
we get every month from staff. This work will also 
align with the re-launch of our staff ‘Reward and 
Recognition Awards’.

   

This is about how we share positive stories about 
the Trust. It may be on the TV or radio. It may 
also be in the newspaper or other forms of print 
media. 

It is also about how we use our digital footprint. 
This includes how we use our website and our 
Trust social media channels. It also means we can 
listen to what people say. This is an important 
part of how we involve people and build our 
reputation online. It includes our new Trust 
Podcast and our YouTube channel.

We have worked hard to build good relationships 
with journalists. We base this on mutual trust, 
honesty and respect. This means we can manage 
risks to reputation. We do this through honest 
discussion. We also have plans in place if there is 
a major incident. 

All of these tools are vital to help us achieve our 
vision for excellence in all that we do.

External communication and engagement  
We will continue to raise the profile of the Trust. We use a number of tools to share 
messages to external audiences.  

	▲ Digital patient portal 
We need to evolve our public Trust website.  
This is the digital front door to STSFT.  There are 
30,000 visits to the website a month. It is often 
the first place people look if they want to find out 
information about us. Our website needs to help 
patients to better navigate their care. This includes 
things like managing the time and place of their 
appointment. This would include being able to 
access virtual consultations. 

There will be many benefits in line with our Trust 
strategy.  Patients who choose virtual care would 
help reduce the impact on the environment. They 
may also feel more in control of their health care.  
We will work with IT and the outpatient team to 
scope out a case to deliver a patient portal offer.  

We will also make some other changes:

	▲ Corporate website review
In line with the above, we will also carry out a 
review of the current Trust website. This is to makes 
sure it meets important standards. These are the 
Accessible Information Standard (AIS) and Web 
Content Accessibility Guidelines (WCAG). We will 
also check that our content is in line with the local 
reading age. We also need to bring up to date 
other websites about Trust services. As part of this 
work we will streamline the amount of websites 
that exist.

	▲ Social media and online 
feedback

We will develop a content plan to support the 
Trust’s vision. This will be in line with our five 
strategic objectives for STSFT. This will help get 
more people involved in our work and means we 
can get more feedback. We will also improve how 
we share any feedback that we receive.  We will 
make this more timely and visual and give this to 
teams on a more regular basis. This should help 
teams to spot any trends or themes. It also means 
they can take action to improve the quality of what 
we do.
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How we involve people in our work is important 
to us.  Since we became STSFT we have 
worked hard to build positive relationships with 
stakeholders.  We have also worked hard to 
engage and involve patients and the public. This 
means we have firm foundations to grow from.  

We now want to embed this much more across 
all parts of the Trust.  Involving people should be 

part of how we do business and engrained in the 
way we all think and act. It will help us to focus 
on things which matter most to our patients. It 
will also help us to improve. The way we involve 
people must be meaningful. It must have a clear 
purpose and reflect the range of diverse views of 
the communities we serve.

Patient, public and community (stakeholder) 
involvement

We have a legal duty to involve patients and the public. This is law in Section 242 of 
the NHS Act. It means all NHS Foundation Trusts have a responsibility to do this. 

Patient 
and public 

involvement

Working with 
communities to 
idenitfy needs 
and aspirations

Working with 
patients and 

carers to monitor 
services

Working with 
patients and the 
public to design 

and evelop 
services

Working with 
patients and 

carers to improve 
quality and 

safety

Working with the 
public to plan 
and transform 

services

M
on

ito
r a

nd le
arn Analyse and plan 

Design and improve 

•	 We will be clear and make sure people can understand our messages.

•	 We will involve staff, patients and the public.  We will listen to what they say before we make 
decisions.

•	 We will listen to people who have used our services and value their feedback.  

•	 We will work in a collective way to ‘co-produce’ future models of care.

•	 We will involve Healthwatch and other VCSO partners.

•	 We will reach out to people with health inequalities to make sure we hear their voice.

•	 We will invest time and energy to involve people in the right way and avoid tokenism.

•	 We will measure the impact of what we do and check understanding. 

•	 We will let people know what happened with their feedback.

There are lots of different ways to involve people. We describe these below:

We will work to some agreed principles (see below). These are in line with the ICB’s 
principles. They also follow the best practice outlined by NHS England (click here).

Engagement Involvement Co-production Consultation

Engagement Involvement Co-production Consultation

This is a two-way 
process. It gives 

people the chance 
to give feedback 

about services.  We 
will think about this 
feedback before we 
take decisions about 

what to do next.

This allows people to 
be more involved in 

how we improve and 
change services. It 

should be routine in all 
that we do. It is about 
how we enable people 

to voice their views, 
needs and wishes. We 

need to act on this 
when we are planning 

for the future.

This goes one step 
further. It means 

sharing our problems 
and challenges in an 

open way.  It also 
means we work with 

people to find the 
answers together. 

Every voice is equal in 
this process.

This is a formal 
process. If there are 
big changes in NHS 
services there will be 
a public consultation.
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However we choose to do it, it is important 
to involve people as early as we can. We also 
need to make sure there are a range of ways for 
people to get involved. We should give time and 
energy to let people know what we have done 
with their feedback. 

All of this requires a shift in mind-set. We should 
not see this as a ‘tick box’ exercise. It is about 
listening to what people say. It means we will 
value every input that people make to help us 
improve. 

We need to think in a much more inclusive way 
than ever before. We also need to make sure we 
reach a diverse range of people. This will need to 
be in the right way for the nature of the issue. An 
equality impact assessment (EIA) will tell us who 
we need to involve. We should think about this 
for every business case or programme of work.

We will focus on the following things over the next three years:

	▲ Rolling programme of patient 
and public involvement 

We will build this as part of our routine business.  
It means that we will have a set programme of 
activities to involve patients and the public. We will 
work with the voluntary and community sector to 
do this. This will help us to involve people and keep 
improving our services.

This will include a public tour every year to speak 
to patients and the public near to where they live. 
This will make sure we reflect people’s views in our 
actions and decisions. We will work with teams 
across the Trust to scope out this work. We want 
to make sure we have the right conversations with 
people on the right issues, at the right time. We will 
also involve our Governors in this work. As we plan 
this, we will make sure we align our activities to any 
work that the ICB does. 

	▲ Health Equity Academy and 
establishing STSFT as a leader  
in health literacy

As a communications and involvement team, we 
will take an active leadership role to embed health 
literacy in everything we do.  Our pledge is to 
make sure people can understand the information 
we give them.  This includes staff, patients and 
the public.  We will make sure our materials and 
content meet the local reading age.  This will help 
us stay true to the key principles of how we involve 
people (see page 15).  A key focus of this work will 
also include sharing the learning and best practice 
from our Health Equity Academy.

	▲ Phase Two Path to Excellence / 
clinical transformation  

We will continue to do lots of work to involve 
people in Phase Two.  This includes our staff, 
patients and the public.  We will also talk to our 
key stakeholders. . This phase looks at two areas 
of surgery.  These are General Surgery and Trauma 
and Orthopaedics (T&O).  After Phase Two, we will 
also need to think about what we do next.  This 
will include our plans for other services.  This will 
also mean lots of work and ways to involve people.  

We will do this every quarter in a report for the 
Board.  We will also measure progress against our 
annual priorities. 

We will also track and measure public perception 
at the start and end of this strategy. This will 
allow us to benchmark progress over the next 
three years. It will help the Trust understand 
what key stakeholders think about us and how 
satisfied they are. This means we can see if there 
are gaps in the internal and external viewpoints.  
The last time this took place was in October 
2020. 

Measurement and evaluation 
We will measure progress against the three core pillars of this strategy.

Annual 
progress 

against OGSM

Team appraisals 
and performance

Quarterly report to 
Executive Committee and 

Strategy Committee

Monthly tracking and measurement

	▲ Commitment to customer care 
We will focus on how we improve customer care 
at STSFT. This is an important part of how people 
experience their time with us. We know that good 
communication is core to this. It is something that 
we hear in the feedback we get from people. This 
includes in the complaints we receive. We will work 
with staff, patients and carers to scope out this 
work. We will also include our Governors. The aim 
is to create a set of core and supporting standards 
for excellent customer care.  This would mean every 
person gets a first class service, as well as excellent 
care. 
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