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1.0
General Statement of Principle

Bolton Primary Care Trust will adopt, and adhere to, the NHS Corporate Identity Policy as applied to stationery and publications, written documentation, property, signage, advertising and website design.  The policy is based on the following values and principles :

	NHS Values

· Care 

· Health 

· Professionalism 

· Efficiency 

· Equality 
	 
	NHS identity principles
Our communications must be: 

· Clear 

· Cost-effective 

· Straightforward 

· Modern 

· Accessible 

· Honest 

· Respectful


The NHS Policy is available at http://www.nhsidentity.nhs.uk/
Further advice on the local application of the national policy is available from the Communications Manager.

2.0
Standards of Written Communication

All written communications, including standard letters to service users, should reflect the NHS identity principles.  All reports, Board papers, letters, memos, strategies, policies, etc should 

· be written in a language appropriate for the intended audience,

· be clearly laid out, legible and comprehensible,

· identify the author and how to contact him or her,

· be dated,

· use correct grammar, spelling and punctuation (bearing in mind that automatic spell-checkers will miss many common errors),

· use standard PCT templates where available.

Documents for external circulation or publication should be checked by someone other than the author.  The Communications Manager is available for advice and to provide a proof-reading service.

3.0
Use of NHS Bolton Logo

The NHS Bolton logo should be used carefully and correctly, in accordance with national guidelines, in respect of size, colour, positioning, etc.  The black and white version should be used when printing in black only.  Particular care should be taken when moving or re-sizing the logo not to distort the proportions.  The normal position of the logo should be in the top right hand corner of a document, aligned with the right hand margin, as on the letterhead.  See appendix 1.

For further guidance on the use of the logo please consult the Design Team (01204 462024 or 462025).

4.0
Use of Pictures and Images

Graphics, clip-art, drawings and photographs should only be used in accordance with NHS Identity Guidelines, and on the advice of the Design Team.   Images of people should be inclusive and should reflect the diversity of the population, in terms of ethnicity, disability, age, etc.

5.0  Typeface and Typesize

The NHS corporate typeface is Frutiger.  Where this is not available, the guidelines recommend the use of Arial.  Arial should routinely be used for all internally produced documents, especially those which will be circulated or published externally (eg Board papers).  A type size of 12 point is recommended. 

6.0
Information for Patients

These guidelines must be read in conjunction with the Information for Patients Policy and the Communications and Engagement Toolkit.  Please see also the policy on consent to treatment, and the NHS toolkit for producing patient information (www.doh.gov.uk/nhsidentity/toolkit-patientinfo.htm).

All leaflets, information sheets, posters, etc which provide information to service users, families and carers about services, treatments or conditions must comply with the corporate identity policy.  Where material not produced by the PCT is used, it must reflect the NHS values and principles, and adhere to the same standards as internally produced material.

Routine and one-off letters to patients should comply with the standards of written communication set out above.  See Appendix 3 for additional guidance.

In all cases consideration should be given to the needs of those who cannot read English.  Alternatives such as written translations, audio-taped information, easy-read versions and interpreter support may all have a role to play depending on the circumstances.  For further guidance see the Equality and Diversity, Translation and Interpreting section of the PCT website, or contact the Communications Manager. 

Information for patients about care, treatment or service should provide information about how to give feedback and comments.  The following standard paragraph is recommended :

We welcome your comments, both positive and negative, as they help us to improve services.  Please let the staff who are treating you know if you have any questions or concerns.  You can also contact the Patient Advice and Liaison Service (PALS) on 01204 462701 for information or advice.  If you wish to make a formal complaint please write to 

The Complaints Manager

Bolton PCT

St Peter’s House

Silverwell Street

Bolton

BL1 1PP

A formal complaint ensures that there is a full investigation and that you receive a written response to your complaint.

The following procedure will apply to the production of new patient information for patients, and the review of existing material.  All existing material must be reviewed at least every 18 months.

6.1
 
Procedure for the production of patient information 

· Anyone considering the production of new or revised information sheets, leaflets or posters should contact the Communications Manager (01204 462020) or the Design Team (01204 462024).  They will be asked to complete a request form and checklist.

· Responsibility for the costs of production should be determined at an early stage.

· The timetable for production will also be agreed at this stage.  

· The originating department is responsible for ensuring that the contents are factually accurate.

· Leaflets explaining clinical treatments, procedures and investigations must set out clearly the risks, benefits and alternatives, in line with Clinical Negligence Scheme for Trusts (CNST) requirements for informed consent.

· The contents should be tested with readers who are representative of the target audience.

· Consideration should be given to those who do not read English easily – eg use of a sentence in Urdu and Gujarati offering the services of the link workers to explain the contents, or use of “writing with symbols” software (Wigit).

· Grammar, spelling and punctuation will be checked by someone with the requisite skills and knowledge.

· The layout and production mechanism will be agreed in discussion between the originating department, the Communications Manager and the Design Team.  (For example : A4 information sheets held on computer and printed off as required; short run information leaflets produced in-house; large volume information leaflets printed externally.) 

· The design and layout work will be done by the Design Team, in accordance with standard templates.

· The originating department will check the proof prior to printing.  The department - and not the Design Team - is responsible for ensuring that the proof is correct.

Please note – if suitable leaflets produced by other organisations are available, which comply with the NHS values and principles, expenditure on the design and print of local information is not necessary.  Where services are provided jointly with a partner organisation, information must be produced in a co-ordinated way.

6.2 Monitoring and Maintenance

PCT information leaflets will be recorded through the corporate document control system, and issued with a reference number.  For more information see the Patient Information policy.

PCT leaflets will normally be published on the PCT public website.  If the risks of providing information in this way when not supported by face to face communication outweigh the benefits, they will be published on the intranet.

Leaflets must be reviewed at least every 18 months by the originating departments.

There will be periodic audits of leaflets on display in PCT premises.
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APPENDIX 1

Use of the PCT Logo
To add the PCT logo to a document:

Click on ‘insert’
Click on ‘picture’
Click on ‘from file’
Go to the file or folder where the logo is stored – if you do not have access to a copy, contact the Communications Manager

Click on either the colour or black and white image as required

Click on ‘insert’
Various formats are available – bitmap (BMP) and jpeg (JPG) formats usually work well in Word documents.

If the logo will appear in black and white only – e.g. on a document which is being faxed, photocopied or printed out on a black and white printer – use the black and white version.

The logo should normally be positioned at the top, aligned with the right hand margin.  You can use the same “align right” button you would use for text.

To make the logo larger or smaller, click on the logo and position your cursor over one of the corner handles, not one of the handles on the top or bottom or sides.  This ensures the logo retains the correct proportions.  The following examples show how the logo gets stretched and squeezed when you break this rule! :
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Recommended sizes for the logo are included in the NHS Identity Guidelines.  For A4 documents use the logo on the PCT letterhead as a guide.  Always leave a clear margin of white space (at least a quarter of an inch) around the logo.

APPENDIX 2

Using Other Logos and Branding
Partner Logos

Partnership working means we often produce documents jointly with other organisations.  Please consult the design team about how to incorporate more than one corporate identity into a document.   For example when several NHS bodies work together it is recommended that we use the NHS national logo once along with the name of each organisation, rather than the logos of each organisation.
The Bolton Family

As a member of the Bolton Vision Partnership, Bolton PCT is proud to be part of the Bolton Family, and we use the Bolton Family branding (the colourful stripes) on many corporate documents.  Please consult the design team if you want your document to reflect this local identity.

PCT documents may use only a limited number of variants on the wording within the Bolton Family branding. 

Bolton Family branding is not normally used on patient information leaflets.

Project Branding and Logos

NHS national identity guidelines strongly discourage the creation of new logos or branding.  There are exceptions - for example certain promotional campaigns do need their own identity.  
The design team will advise on how to create a distinctive visual impact without breaching identity guidelines, and on the use of existing local branding such as the “Hope You’re Well” strapline.

APPENDIX 3
Checklist for Letters to Patients
· Is it clear and easy to understand?  Why use long words where short ones will do?  Make sure you also avoid patronising the reader.
· Is the type aligned with the left margin? Justified text is more difficult to read for those who are visually impaired.
· Is the typeface Arial?
· Is the type size at least 12 point – or more for people with visual impairment?
· Is the letter clear of jargon and abbreviations?  It’s easy, but wrong, to assume others will know what you mean. 
· Has the letter been checked for spelling and grammar? (Don’t rely on the computer’s Spelling and Grammar check) 
· Has a named contact been given should someone need to respond to your letter or get in touch about a query or complaint? 
· Has a direct dial telephone number been given if one is available?
· Have clear directions or instructions been given to the reader?
· Is the letter well-presented and set out clearly on the page? 
· Does the tone of the letter match the NHS values of respect for all, care and professionalism? 
· Has the letter been signed by an individual rather than the ‘Appointments Clerk’ or ‘Outpatient Department’? 
Letters should, where possible, be printed on to pre-printed letterheads – which can be ordered as standard stationery with the appropriate local address.  
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