
Health Service Executive communications plan

Item Type Report

Authors Health Service Executive (HSE)

Publisher Health Service Executive (HSE)

Download date 26/05/2023 17:49:11

Link to Item http://hdl.handle.net/10147/51254

Find this and similar works at - http://www.lenus.ie/hse

http://hdl.handle.net/10147/51254


__________________________________________________________________  1 
HSE Communications Plan June 2008 

Communications Plan 

June 2008 

 

 

 

 



__________________________________________________________________  2 
HSE Communications Plan June 2008 

 

Communication aims for the HSE 
 

1. Informed, trusted, authoritative 

source of information on health 

and social care matters 

 

 

2. To have a positive, proactive, 

open and highly professional 

communications culture 
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The HSE is responsible for managing and delivering health and personal 

social services in the Republic of Ireland.  

 

It is the largest organisation in the State, employs over 130,000 people, with a 

budget of €14.7 billion and runs 24 hours a day seven days a week.  

 

Almost every one in Ireland will use a service provided by the HSE during any 

given year.  

 
On a typical day in the HSE in 2007 there were: 
 

• 11,898 inpatients in our acute hospitals 

• 1,618 day case patients receiving treatment 

• 8,289 people attending outpatient departments 

• 570 emergency calls to the ambulance service 

• 3,148 people attending emergency departments 

• 192 babies born 

• 33,839 home help hours delivered 

• 2,278 callers to the GP out of hours services 

• 140 food inspections carried out 

• 7,100 people in sheltered work 

• 5,322 children in care 

• 2,840 people in rehabilitation training  

• 193 callers to the HSE Information Line – 1850 24 1850 

  
  

 

 

 

1 Background 
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The public and political interest in public health matters results in many external 

and internal communications challenges and opportunities.  

 

These include: 

• Communicating important, sometimes sensitive, information to large 

volumes of individual clients and patients with compassion, sensitivity and 

in a manner that is easily understood 

• In a challenging environment, maintaining the community’s trust and 

confidence in public health services 

• Communicating to a large number of staff working in thousands of 

different locations across different disciplines 

• Communicating through the media, which operates in a 24/7 business 

environment, with fragmented audiences, where competition is intense 

and deadlines are shortening 

• Communicating with a wide range of key audiences including: public, 

patient advocacy groups, social partners, the political system, media, 

partnership and professional representative bodies  

• Meeting the needs of an increasingly culturally diverse population with 

different communication requirements 

• Using the latest technology to communicate in an efficient way 

 

This communications plan has been drawn up following consultation with 

members of the public; patients; staff; media; the Health Service National 

Partnership Forum; Department of Health and Children; HSE Board Members; 

HSE Senior Management Team and the National Communications Unit during 

the latter part of 2007 and the beginning of 2008.  
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A number of findings emerged from the consultation including:  

• The need for us all to go back to basics i.e. communicating the right 

information to the right people, at the right time in the right way 

• Each one of us who works for the HSE is an important  communicator 

• Good communications is vital to the effective operation of the HSE 

• We need to tell the story of the important role that we play in the delivery 

of public health and social services in every community in Ireland 

• We need to strengthen  the important working relationships that we have 

with our key partners 

• Communicating at a local level is essential 

• Ireland is a rapidly changing country both demographically and socially 

and we need to respond to these changes 

• We need to utilise the latest technology to communicate in an efficient way 

• The reputation of the HSE and trust in the HSE is important  

 

Taking into account these challenges, opportunities and themes, this 

communications plan sets out how we will communicate more effectively. It will 

support the values of the organisation and the three strands of the organisation’s 

vision:  

• Help people access services easily 

• Build and enhance public confidence in the services the HSE provides 

• Generate pride amongst staff in the services they deliver 

 

Caring for our clients and patients must be at the heart of everything we do.  

Effective two-way communication is key in providing quality care. Developing and 

implementing local plans to support and encourage effective communications 

with patients, clients and their families is therefore essential. 
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Local team leaders are encouraged to apply the Communications Principles and 

take account of our overall Communications Goals in the development of their 

local service user communications programmes. 

 

Themes from Consultation 
 

We are all communicators 
Everybody is a communicator and we must recognise the positive and negative 

impact our communication can have on those with whom we are communicating 

and on the organisation’s effectiveness. This applies when speaking to a patient 

about their condition or treatment, answering a phone, writing a letter, engaging 

with our colleagues or communicating through the media. 

 
Communications starts locally 
Effective local decision making processes contribute greatly to meeting our 

communications needs and help to avoid local issues requiring a national 

response.  If the communications needs of local audiences (clients, patients, 

staff, public representatives and media) are met locally in a timely fashion , 

issues are more likely to be capable of being managed well as they occur.  

 
Telling the story of the work of the HSE 

The story of the important role we play in the delivery of public and social 

services is unknown. 

 

Our proactive communications activities must focus on supporting the 

organisation’s objectives as outlined in the Corporate Plan, the Annual National 

Service Plan and Corporate Key Result Areas (KRA) and Goals for 2008. 

They provide the basis for planned communications activity and telling people 

about the work we do.  
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These activities should centre on: 

• The quality and range of existing services  

• Outlining where we want to get to and how we are going to get there  

• Continuous examples of progress and achievement   

• The changes needed and underway 

 

How we communicate with each other is important 
Internal communications can be powerful in building morale and enabling us to 

be more effective and to deliver better quality services. We need to strengthen 

internal communication and staff engagement processes to take full advantage of 

its potential. This is particularly relevant against the backdrop of an organisation 

undergoing significant change. 

 
Communicating with Key Audiences 
Strengthening external relationships can create greater understanding and 

acceptance of the changes that must be made to create a modern health service.  

 

In addition to the support of staff employed by the HSE and HSE funded 

agencies, the transformation of Ireland’s public health service would benefit from 

communicating more effectively with a number of external partners; patient 

advocacy groups, social partners, the political system, media, partnership and 

professional representative bodies.  

 

As the media and the Irish political system are important public information 

sources they are crucial stakeholders. Efforts are required to significantly 

enhance the information flow to them.  
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Media Management Issues 
 
We face a significant challenge in handling everyday media queries and 

proactively telling the story through the media of the work completed by the HSE. 

Our ability to do this has a huge impact on our reputation and requires urgent 

and comprehensive action at a local and national level.  

 

Significant skilled resources must be applied to enable the national press office 

and area communication offices to deal much more effectively with urgent issues, 

while at the same time raise awareness through the media of the positive 

progress and achievements that often go unrecognised. 
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How and what we communicate to the people who use our services, our 

staff, the public, media, Government, the political system and other 

audiences is very important in the delivery of a quality service. 
 
In managing our communication with these audiences, we must get back to 

basics by ensuring that all our communications activities are faithful to a number 

of core communication principles.  

 
Our core communication principles are: 
 

• Honesty - We must always communicate in an honest, timely and open 

manner and with courtesy and respect, while respecting confidentiality 

• Responsibility - Those most directly affected by any information including 

patients and colleagues must, whenever possible, be informed first 

• Inclusive - We must actively listen to everyone who relies and depends 

on us, encourage feedback and share information that will improve our 

performance and effectiveness 

• Simplicity - The language we use must be clear, easily understood and 

jargon-free 

• Relevance - Information issued must be relevant to the target audience 

• Professionalism – We must always communicate in a professional 

manner 

 

 
 
 

2 Communication  

Principles 



__________________________________________________________________  11 
HSE Communications Plan June 2008 

 

1. We will communicate to the public information that is easy to understand 
about public health and social care services  

2. We will improve the quality and frequency of staff communication and 
engagement 

3. We will achieve a more open, considered and wider representation of the 
work carried out by the organisation through the media 

4. We will strengthen working relationships with key partners 

5. We will strengthen management processes and facilities to implement this 
communications plan 

3 Communication Goals 
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A clear definition of roles and responsibilities will ensure the 

communications plan is implemented and available resources 

are maximised. 
 

Directorate Responsibilities  
• National Directors are responsible for communications within their 

directorates and the representation of their directorates to all key 
audiences including the media 

• Designated person to be responsible for  
o Assisting National Director to ensure above responsibility is met 
o Early alert for National Communications Unit about emerging 

issues 
o Sources of data, facts and figures 

• Human Resources to be responsible for planning and leading staff 
engagement programmes 

 
Senior Management Team 

• Communications to be a fixed agenda item at each meeting  
• Appropriate National Press Office or Area Communications Office 

representative should attend National Hospitals Office and Primary 
Community and Continuing Care management meetings at national and 
local level 

 
Local Team Leaders 

• Developing local communication plans  
 
National Communications Unit 
 
Head of Communications  

• Reports directly to the Chief Executive Officer 
• Member of the Senior Management Team 
• Will be prepared to act as the organisation’s spokesperson on corporate 

issues 
• Responsible for National Communications Unit 
• Responsible for implementation of communications plan 
• Reports on current media management issues at monthly Senior 

Management Team meetings  
 
 

4 Roles and  

Responsibilities 
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Internal Communications 

• Manage key communications channels e.g. staff magazine Health Matters 
and intranet 

• Provide Human Resource Directorate with expertise, advice and support 
on staff engagement  

 
Press and Media Relations  
National Press Office and Area Communication Offices 

• Resourced appropriately they will provide dedicated support to 
Directorates in the proactive management of planned media initiatives as 
well as issues management. 

• They will provide a reactive service to senior managers on all emerging 
media issues 

• Where possible media matters will be dealt with locally with links to the 
National Press Office as required 

 
Area Communications Offices 

• In addition to above provide a full range of communications services at a 
local level. 

 
Public Communications 

• Responsible for supporting the development of quality information on all 
services to the public including public information campaigns,  
www.hse.ie,  and a comprehensive standard suite of information leaflets 
and application forms. 

 
Corporate Communications 

• Responsible for brand management, corporate publications, innovation 
and implementation of best practice in communications including 
examining the use of latest technology to improve the effectiveness of our 
communications 
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Short Term - To be completed within 6 months 

Medium Term - To be completed within 6 – 12 months 

 

 

 

We will communicate to the public information that is easy to 

understand about public health and social care services. 

 

 

 

We will always put the patient /client at the centre of all our communications. We 
will ensure they understand how to access our services and the messages we 
are relaying to them should be at the centre of our work. 

 

 

 

 

 

 

 

 

 

 

5 Action Plan 

GOAL 1 
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Action Owner Support Timeline 
1.1 Prepare a plan to strengthen 
relationships in local communities 
and to provide information on 
services that are available locally. 

National 
Communications 
Unit 
 

Primary 
Community and 
Continuing Care/ 
Consumer  
Affairs/ 
Health Promotion 

 

1.2 Develop a protocol to enable 
feedback through comments and 
complaints policy “Your service Your 
Say” and the National Strategy for 
Service User Involvement 2008-2013 
to be considered and actioned. 

Consumer  
Affairs 

National 
Communications 
Unit 

 

1.3 Create protocols to communicate 
with patient representative groups 
and advocacy groups. 

Consumer  
Affairs 

National 
Communications 
Unit 

 

1.4 Develop a Communications 
Calendar for planned proactive 
initiatives to be tracked and co-
ordinated.  

National 
Communications 
Unit 

National 
Directors 

 

1.5 Further develop www.hse.ie and 
expand directory of our services. 

Public 
Communications 
 

National 
Directors/ 
ICT 

 

1.6 In line with the HSE Intercultural 
strategy prepare communications 
plan. 

Primary 
Community & 
Continuing Care 

National 
Communications 
Unit 

 

1.7 Review National Information Line 
to enhance service provided. 
 

Primary 
Community & 
Continuing 
Care/Consumer  
Affairs 

Public 
Communications 

 

1.8 Implement approved Irish 
language scheme.  

Office of the 
CEO 

National 
Communications 
Unit 

 

1.9 Agree action plan for National 
Standardised Information: leaflets & 
application forms for all HSE services 
in hospitals and communities. 

Public 
Communications 
 

National 
Directors 
 

 

1.10 Stronger links to be established 
between National Communications 
Unit and Freedom of Information 
Unit. 

National 
Communications 
Unit 

Freedom of 
Information 
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We will improve quality and frequency of staff communication 

and engagement. 

How staff communicate with each other is important. We need to strengthen our 
internal communication and staff engagement processes to ensure we can all 
work more effectively. Creating a communications culture is key. 

 
Action Owner Support Timeline  
2.1 Develop an internal 
communications/staff engagement 
programme. 

Human 
Resources 

Internal 
Communications 

 

2.2 Continue to develop the 
intranet HSEnet to improve staff 
communications. 

Internal 
Communications

Information 
Communication 
Technology 

 

2.3 Audit existing communications 
training. Develop co-ordinated 
communications training 
programme. Evaluate 
effectiveness of training. 

Human 
Resources 

Internal 
Communications 

 

2.4 Produce an online staff 
communications toolkit to include: 
advice on good practices, 
preparing presentations, writing 
reports, holding of meetings etc.  

Internal 
Communications
 

  

2.5 Establish working group 
between Health Service National 
Partnership Forum, Internal 
Communications and Human 
Resources to improve internal 
communications. 

Internal 
Communications
 

Human 
Resources/ 
Partnership 

 

2.6 Clear communication channel 
to be developed using latest 
technology eg electronic boards 
and use of video conferencing. 

Information 
Communication 
Technology/ 
National 
Communications 
Unit 

Corporate 
Communications 

 

2.7 Ensure staff have access to 
appropriate technology to facilitate 
communications. 

National 
Directors 
 

Information 
Communications 
Technology  

 

 
 

 Action Plan 

GOAL 2 
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We will strengthen working relationships with key partners 
 
 
External relationship building creates a wider understanding of what we are trying 
to achieve for the organisation. 
 
Our key partners include: public, social partners, media, partnership, public 
representatives, advocacy groups and professional representative bodies.  
 
 
Action Owner Support  Timeline 
3.1 Engagement programme to 
be devised and rolled out. 
Effectiveness of programme to 
be reviewed. 
 

Head of 
Communications
 

National 
Directors 

 

3.2 Evaluate current political 
communications protocols.        
 

Parliamentary 
Affairs 
Division 

National 
Communications 
Unit 

 

3.3 Develop a dedicated facility 
to provide regular updates to 
political audiences on a timely 
basis on topical issues, 
progress achieved and positive 
developments. 

Parliamentary 
Affairs 
Division 

National 
Communications 
Unit 

 

3.4 Implement system to 
ensure relevant Parliamentary 
Questions are communicated. 

Parliamentary 
Affairs 
Division 

National 
Communications 
Unit 

 

3.5 Undertake focus groups 
and research with members of 
public to ensure that service 
user requirements are met.  

Consumer 
Affairs 

Corporate 
Communications 

 

 
 
 
 
 
 
 
 

 Action Plan 

GOAL 3 
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We will achieve a more open, considered and wider 

representation of the organisation’s work through the media.  
 
We will provide access to comprehensive information and skilled and clinical 
spokespeople to enhance the reputation of the HSE.   
 
We will build on our capacity to react to issues and raise awareness of positive 
progress and achievements that currently go unrecognised. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Action Plan 

GOAL 4 
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Action Owner Support Timeline  
4.1 National Directors to nominate 
appropriate spokesperson on issues 
covered in the media at all times 
unless it is decided otherwise for 
operational reasons.  

National 
Directors 

National Press 
Office/ 
Area 
Communications 
Office 

 

4.2 Develop and maintain position 
papers with up to date facts and 
figures on all key issues for 
identified subject areas e.g. 
palliative care, hospital hygiene, 
mental health etc., 

National 
Directors 

National 
Communications 
Unit/ 
Parliamentary 
Affairs Division 

 

4.3 Provide appropriate training and 
support to identified spokespeople. 

National 
Communications 
Unit 

  

4.4 Develop and implement a media 
plan to promote healthier lifestyles 
and put forward appropriate 
spokespeople. 

National Press 
Office/ 
Area 
Communications 
Office 

Population 
Health 

 

4.5 Develop and implement a media 
plan to illustrate the work of the 
HSE and promote the initiatives 
identified on the communications 
calendar. 

National 
Communications 
Unit 

Senior 
Management 
Team 

 

4.6 Senior personnel to meet 
regularly with appropriate media.  

National 
Directors  

NCU and Area 
Communications 

 

4.7 Host media briefings after each 
Health Forum. 

Area 
Communications 
Office 

Regional Health 
Office Director/ 
Assistant 
National Director 

 

4.8 Set up national formalised out of 
hours media service. 

Head of 
Communications 

HR, National 
Directors 
NCU and Area 
Communications 

 

4.9 Publish media management 
protocol. 

National 
Communications 
Unit 

  

4.10 Resource a facility to enable 
inaccurate information relayed in 
the media to be immediately 
corrected. 

National 
Communications 
Unit 

National 
Directors 

 

4.11 Identify clinicians to act as 
spokespeople locally and nationally 
on key health issues. 

National 
Directors 

National 
Communications 
Unit 
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We will strengthen management processes and facilities to 

implement this communications plan. 
 
In order to achieve our stated communication goals a number of corporate 
actions need to be undertaken to ensure communications is a key focus of the 
organisation. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Action Plan 

GOAL 5 
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Action Owner Support Timeline 
5.1 Establish national and local 
Communications Plan 
Implementation teams. 

Head of 
Communications 

National 
Communications 
Unit /  
National 
Directors 

 

5.2 Put in place reporting protocols to 
senior management team on 
implementation of this plan and 
media management issues. 

Head of 
Communications 

National 
Directors  

 

5.3 Appoint permanent Head of 
Communications.  

Chief Executive 
Officer 

Human 
Resources 

 

5.4 Appoint necessary skilled 
personnel to the National 
Communications Unit. 

Head of 
Communications 

Human  
Resources 

 

5.5 Assign designated person in each 
Directorate as communications link.  

National 
Directors 

  

5.6 Include communications as a 
criteria for Senior Managers’ Pay 
Related Assessment, job descriptions 
and at interview. 

Human  
Resources 

National 
Communications  
Unit  

 

5.7 Public communications skills/ 
ability to act as spokesperson to be 
considered as selection criteria for 
Senior Manager posts. 

Human  
Resources 

National 
Communications  
Unit 

 

5.8 Establish formal working 
relationship between Internal 
Communications and Human 
Resources. 

Internal 
Communications 
 

Human 
Resources 

 

5.9 Establish working group between 
Public Communications, Consumer 
Affairs and Health Promotion to 
achieve consistent public message. 

Public 
Communications 
 

Consumer 
Affairs/ 
Health 
Promotion 

 

5.10 Management decision making 
process to be established to ensure 
media issues can be dealt with as 
close to point of service delivery as 
possible. 

Head of 
Communications 

Area 
Communications 
Office/ 
Local Managers 

 

5.11 Revise Corporate Identity 
Manual. 

Corporate 
Communications 

  

5.12 Communications to be agenda 
item at every meeting. 

National 
Directors 
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A performance evaluation will measure the effectiveness of this 

plan.  
 
It will evaluate how well we are communicating with the public, our staff, the 
media and our key audiences. 
 
The National Director of Communications is responsible for the implementation of 
the communications plan.  
 
He/she will chair a monthly communications implementation plan group meeting 
with representatives from Human Resources, National Hospitals Office, Primary 
Community and Continuing Care, National Communications Unit and other 
Directorates as required to assess progress to date.  
 
A quarterly update on the progress of the communications plan will be delivered 
to the Senior Management Team. 
 
 
 
 
 
 
 

6 Monitoring and 

Evaluation 


