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Swansea Bay University Health Board
Unconfirmed
Minutes of the Meeting of the Welsh Language Standards Delivery Group
Held on Friday, 28th July 2023 at 10:30
Microsoft Teams
Present:

Hazel Lloyd
Director of Corporate Governance (in the Chair)

Jordan Morgan-Hughes
Welsh Language Officer

Seren Jenkins
Welsh Language Assistant

Angharad Higgins
Head of Quality & Safety

Carwyn Evans
Feedback & Improvement Team (MH&LD)

Rachel Levi
Head of Digital Operations (Modernisation & Transformation)

Hannah Thomas
Graduate Trainee Manager (Learning & Development)

Ruth George
Human Resources Business Partner

Elaine Lewis
Singleton & Neath Port Talbot Service Group

	Minute No.
	
	Action

	14/23
	WELCOME / INTRODUCTORY REMARKS
	

	
	The chair welcomed everyone to the Welsh Language Standards Delivery Group (WLSDG).

As there were some new attendees, each member of the Group introduced themselves.

Hazel Lloyd informed the Group about a course being run by Academi Wales, designed to provide skills and ideas to implement the Welsh language more into the everyday working of public bodies. She confirmed that Angharad Higgins had been nominated to attend, and had accepted. It was proposed that the second available place be taken by a member of staff working in the field of Engagement, and a suitable nominee was currently being sought.
	

	15/23
	APOLOGIES
	

	
	Apologies were noted from:

· Suzanne Holloway – Head of Quality & Safety (MSG)

· Liz Challacombe – OD & Staff Experience Project Officer

· Len Cozens – Head of Compliance

· Sioned Quirke – Head of Nutrition & Dietetics
· Marie Williams – Mental Health & Learning Disabilities
· Sarah Jenkins – Assistant Director of Workforce
· Catrin Evans – Engagement Manager, DICE
· Tom Crick – Independent Member
Ruth George confirmed that she was attending the meeting in place of Sarah Jenkins.
	

	16/23
	QUORUM
	

	
	It was confirmed that, in line with the Group’s Terms of Reference, the meeting was quorate.
	

	17/23
	MINUTES OF THE PREVIOUS MEETING
	

	
	The minutes from the previous meeting held on 6th March 2023 were received and approved.
	

	18/23
	STATUS REPORT ON IMPLEMENTATION OF THE SBUHB COMPLIANCE NOTICE
	

	
	A report detailing the Health Board’s position in respect of the implementation of its Welsh Language Standards Compliance Notice was received.

In presenting the report, Jordan Morgan-Hughes highlighted issues regarding three Standards in particular:

Standard 5 requires the Health Board to respond to all correspondence received bilingually, regardless of whether it is received in English or Welsh. Given the resource available, it would be very difficult for the Health Board to be able to fully comply with the letter of this Standard. In order to manage this, the Health Board has implemented bilingual automatic responses on its main public-facing email accounts. These automatic responses remind the enquirer that we are able to offer a service in both English and Welsh, and if a Welsh language response to an English enquiry is preferred, to please let us know. Whilst this does not comply fully with the Standard as written, it does allow the Health Board to provide a better level of service to Welsh speaking patients than previously. 

Hazel Lloyd enquired how we compare to other organisations with regard to implementing this Standard. Jordan Morgan-Hughes stated he did not think we stood out in comparison to other South Wales Health Boards in the way in which we are operating. We are all working to improve the level of service we are offering to Welsh speakers, but this does not always meet the full requirements of the Standards as they are written.
Angharad Higgins asked how we communicate with the Commissioner, and whether there was a regular forum between Health Boards and her office. Jordan Morgan-Hughes responded that he has regular meetings with a Monitoring Officer at the Commissioner’s office with whom he has a very good relationship. The Commissioner herself is relatively new to the role, and it will take some time for her to embed her style and approach to the role, but we must also appreciate that she is governed statute.
Standard 96 requires the Health Board to assess and record the Welsh language ability of its workforce. Jordan Morgan-Hughes confirmed that this is an area where we are behind all other health bodies in Wales, with compliance at 34%. Compliance at Cardiff & Vale UHB currently stands at 36%, and they are currently subject to an enforcement notice from the Commissioner which requires them to increase that to 85% by March 2024. All other Welsh health bodies are recording compliance above 80%.

Hazel Lloyd asked whether we know what other health bodies have done differently to achieve these higher figures. Jordan Morgan-Hughes stated that the main difference was that all other health bodies in Wales have made this requirement a mandatory competence on ESR, whereas at this Health Board it remains voluntary. Other than that, the approach to capturing this information is not drastically different to other Health Boards. However progress has been hindered by the late adoption of Employee Self Service within ESR. Despite issuing guidance to staff to help them update their record, engagement remains low due to the complicated input process. In an attempt to address this, a very simple survey has been issued using MS Forms, with the data captured then being entered directly into ESR by the Welsh Language Assistant.

Hazel Lloyd highlighted the need to get the message out via the Team Brief and our newsletter. 

Rachel Levi stated that she felt there may be confusion as there were two input methods, and felt it may be better to concentrate on input via ESR. She also highlighted issues around the security of the original survey.  Jordan Morgan-Hughes stated that promotion work had taken place since December 2022 to attempt to get staff to record or update their language abilities within ESR but engagement remained low, hence the introduction of the survey. He also gave assurance that the move to MS Forms had addressed the security issue.

Ruth George offered to work with Jordan and the ESR team in order to resolve any ESR system issues. She also highlighted the need to ensure that we are effectively capturing the linguistic abilities of new staff as they come into the organisation via the recruitment process. Jordan Morgan-Hughes agreed, noting that applicants are required to record this information as part of the application process.

Hazel Lloyd stated that she would like to look at the ESR input route for current staff one more time, given the limited resource available within the Welsh language team to support the input of the survey results.

Angharad Higgins observed that it would be really good to tie this into PADR processes, in order to demonstrate improvements in ability over time. Hazel Lloyd agreed. 

Standard 110 requires the Health Board to produce an action plan, setting out the actions we intend to take to increase our ability to offer clinical consultations in Welsh. Jordan Morgan-Hughes confirmed that work was ongoing, focussing on the key priority areas set out in More Than Just Words. He has produced a template document to assist Departments in setting out their current baseline position, and the actions they will take to increase their ability to undertake consultations in Welsh over the next five years. Some draft returns have been received, and the quality is good. Once the final versions have been signed-off it will be important that progress against the content of each of these action plans is monitored via each area’s governance arrangements.

Hannah Thomas set out the work that had been done within Mental Health & Learning Disabilities. A survey had been created and circulated throughout the Service Group in an attempt to establish the demand for Welsh language services. This had shown that whilst demand appeared low, not all teams were providing the Active Offer. As such, awareness of the importance of the Active Offer needed to be increased, and Service Group ‘Lunch & Learn’ sessions would be used for this.
	

	Resolved:
	That the Report be noted

JM-H to work with Ruth George and NWSSP Recruitment colleagues to ensure that linguistic skills recorded as part of the application process form part of the ESR record for the successful applicant on appointment.

JM-H to work with Ruth George to further explore the use of ESR as the primary mechanism for the input of staff Welsh language skills.

Once the above is completed, JM-H to draft an article regarding the updating of Welsh Language skills by staff, and liaise with Richard Thomas regarding its inclusion in the Team Brief and Newsletter.
	JM-H

RG

JM-H

RG

JM-H



	19/23
	ROLL OUT OF MANDATORY WELSH LANGUAGE AWARENESS TRAINING
	

	
	A report updating Group members on completion rates for the mandatory Welsh language awareness training module was received.
In presenting the report, Jordan Morgan-Hughes highlighted the following:

· The Module was rolled-out to staff in the Health Board on 1st February 2023.

· Welsh Government set a target for full compliance by 30th June 2023. We have interpreted ‘full compliance’ as being 85% of the workforce, in line with all other elements of Statutory & Mandatory training.

· The actual compliance figure as at 30th June 2023 stood at 67%.

· As at 28th July 2023, the figure stands at 70.5% 

· Managers receive monthly bulletins detailing departmental compliance

In discussing the report, Hazel Lloyd recognized the positive position, and asked that something be included in the Team Brief to encourage further completion in order to reach the 85% target.

Angharad Higgins echoed the positive response, and applauded the content of the training. She highlighted the fact that hotel services staff may have difficulty in engaging with the training due to issues around access to computers. Jordan Morgan-Hughes confirmed that he had already discussed this issue with the Head of Support Services, and work was in hand to address this.
	

	Resolved
	That the Report be noted
	

	20/23
	UPDATE ON INVESTIGATIONS AND COMPLAINTS RECEIVED
	

	
	A verbal update on the status of Welsh language complaints and notifications of investigations received by the Health Board was provided to the Group.

In presenting the update, Jordan Morgan-Hughes highlighted the following:

Regarding investigation CS041, which relates to clinic locations and speciality names appearing on WPAS letters in English only. All of the actions which we agreed to take as part of the enforcement notice were completed on time. However during the course of that work, it was identified that the PIMS+ system was sending out English-only letters to patients. In our final report to the Commissioner confirming completion of the work on WPAS, we have given assurance that we will produce a further action plan to bring PIMS+ into compliance. The Commissioner’s office have requested a copy of this further action plan, and assurance that PIMS+ will be fully compliant by 31/03/2024.

In discussing this investigation, Hazel Lloyd asked that the PIMS+ issue be added to the work programme to ensure that the group did not lose sight of it.

Rachel Levi stated she and her team had undertaken to work with Jordan on the PIMS+ issue. The matter has been added to the Digital Services Risk Register due to the need for a developer to be involved in making the necessary changes to the system, and also resource issues within the Department. Jordan Morgan-Hughes highlighted the importance of keeping the Commissioner’s office informed of any potential slippage against the action plan at an early stage.

Jordan Morgan-Hughes reminded the Group that whilst the enforcement notice regarding the WPAS issue was only served on Swansea Bay UHB, the issue effected the whole of Wales, and all health boards saw the benefit of the corrective work we undertook.

Regarding investigation CS1034, which relates to a Welsh language email received by the Podiatry Team, which received an English-only response. The resulting enforcement notice required the Health Board to provide Welsh language awareness training to all staff by 21/01/2024. It is felt that the rollout of the mandatory awareness training module fulfils this requirement.

Regarding CS1082, which relates to the Welsh language service we offer callers to our main switchboard numbers, and our advertising of job vacancies which are deemed to be Welsh language essential, desirable or must be learnt. A proposed decision notice in respect of this matter has been received, which finds that the Health Board is currently in breach of the following standards:

· Standard 8, which states that when a call is received on our main telephone number(s), the caller must be greeted in Welsh.

· Standard 9, which states that when a call is received on our main telephone number(s), we must inform the caller that a Welsh language service is available.

· Standard 10, which states that when a call is received on our main telephone number(s), we must deal with that call in Welsh if that is the caller’s wish, until such time as it is necessary to transfer the call to a member of staff who does not speak Welsh who can provide a service on a specific subject matter.

· Standard 106A, which states that when a post is categorised as one where Welsh language skills are essential, desirable or must be learnt, this must be specified when advertising the post, and the post must be advertised in Welsh.

· Standard 107A, which states that if you publish application forms for posts, material that explains the procedure for applying for posts, information about interview or assessment processes, or job descriptions, they must be published in Welsh, and the Welsh language versions must not be treated less favourably than the English.

The Commissioner has also highlighted that some of the guidance we give to staff regarding handling telephone calls does not reflect the requirements of the Standards.
The actions within the proposed decision notice are significant, and will impact all areas of the Health Board. It proposes that we provide a draft action plan within 3 months of receipt of the final decision notice, and that all actions within that plan be completed within 12 months of it being approved. Regarding the recruitment-related Standards 106A and 107A, the Health Board is required to be fully compliant within 6 weeks of receiving the final decision notice.

Our comments on the draft decision notice must be provided to the Commissioner’s office by 18/09/2023.

Ruth George emphasised the size of the issue regarding the recruitment Standards, as they will affect every manager across the organisation.

Jordan Morgan-Hughes provided further detail on the four options available to managers when categorising the Welsh language skills required for a post, and some practical examples of the issues which would need to be considered in arriving at a decision.

Ruth George highlighted the fact that some of our services have automated messages which prompt callers to ‘press 1’ if they would prefer to speak in Welsh, but there would still be a need to ensure that there was a Welsh speaker on shift. Jordan Morgan-Hughes stated that we do not currently have such automated messages on our switchboards, but even if we did, we would still be treating the Welsh language less favourably if we took longer to answer Welsh speaking callers.

Hannah Thomas asked what resources would be available for a new member of staff to learn Welsh if we advertised a post as ‘Welsh must be learnt’. Jordan Morgan-Hughes stated that the current process would be to signpost the staff member to learning opportunities in the community. The Health Board would also need to ensure that this learning came at no cost to the employee, and was delivered during work hours.

Angharad Higgins asked whether there was functionality within the TRAC system which would reject any posts which were submitted without the required bilingual documentation. She also highlighted the fact that job descriptions in the job-description library which had already been through the job-matching process would be a good place to start translation work in this area. Jordan Morgan-Hughes gave assurance that the translation team had already started this work.

Hazel Lloyd highlighted the fact that due to resource constraints, we may reach a point where we have to say that the Health Board is not able to fully comply with the requirements of these Standards. She asked Ruth George to discuss the issue with the Director of Workforce & Organisational Development, with a view to taking a paper to the Executive Team. She also asked Jordan Morgan-Hughes to provide a briefing on the consequences of producing an action plan which would not achieve compliance within the deadlines set.

Rachel Levi requested further clarity around Welsh language considerations when recruiting in Departments which were not patient-facing, highlighting the recruitment difficulties which already exist within Digital Services.

Hazel Lloyd enquired whether there was software available capable of translating spoken Welsh into English and English into Welsh which could be used to address the switchboard issue. Rachel Levi responded that in her experience, such packages were not suitable or reliable.

Hazel asked Jordan if he was aware of the position in other organisations. He stated that in terms of the recruitment issues, we were in the same position as the other health boards in south east Wales. Hywel Dda were advertising all of their jobs in Welsh, but not all of their job descriptions had been translated.

Carwyn Evans suggested that Jordan make contact with Dyfed Powys Police regarding the measures they have put in place to monitor and deal with Welsh language telephone calls.

Rachel Levi enquired whether there was an option to work collaboratively or regionally with other Health Boards to address the issues in respect of switchboard services. Jordan Morgan-Hughes stated that he was meeting with his counterpart in Cwm Taf Morgannwg UHB next month to explore this issue further.
	

	Resolved:
	That the report be noted

Ruth George to discuss the issues around the recruitment investigation with the Director of Workforce & Organisational Development, with a view to taking a paper to the Executive Team on this matter.
Jordan Morgan-Hughes to:
Provide a briefing on the consequences of producing an action plan which would not achieve compliance within the deadlines.
Provide Rachel Levi with further clarity around Welsh language considerations when recruiting in Departments which were not patient-facing
Make contact with Dyfed Powys Police regarding the measures they have put in place to monitor and deal with Welsh language telephone calls.

Meet with his counterpart at Cwm Taf Morgannwg UHB to explore options to work collaboratively in respect of switchboard services.
	RG

JM-H
JM-H

JM-H

JM-H

	21/23
	REVIEW OF INTERNAL USE OF WELSH POLICY
	

	
	A report updating the Group on the review of the Internal Use of Welsh Policy was received.

In presenting the report, Jordan Morgan-Hughes highlighted the following:

· He thanked the Group for the contributions received to date, and an updated version of the document had been circulated to members.

· It was now intended to further review the document in light of the information received from the Commissioner’s office in recent weeks, notably comments regarding the guidance being issued to staff.

· He invited members to forward any thoughts or comments they had regarding the changes already made.

· A final version of the document would now be presented to a future meeting of the Group for approval.

Rachel Levi stated that there were a number of issues relating to IT and communication matters which she would like to feedback on outside the meeting.
	

	Resolved:
	That the report be Noted
	

	22/23
	2025 MARGAM EISTEDDFOD PRESENCE
	

	
	Jordan Morgan-Hughes provided a verbal update informing the Group that the 2025 Eisteddfod will be held in Margam Park. There is usually some form of NHS Wales presence at these events, and HDUHB had a significant presence at the Carmarthen event in May this year.

Jordan Morgan-Hughes asked the Group to consider ideas about the sort of presence which Swansea Bay UHB could have at the Margam event, recognising that there would be a cost implication.

Hazel Lloyd enquired how wide-ranging our presence could be, and whether this could involve some form of recruitment element. Jordan Morgan-Hughes confirmed that the scope was very wide, and that the inclusion of recruitment elements would be possible.

Angharad Higgins echoed this, highlighting that this was an opportunity to include fun aspects around key elements of Welsh language service provision including recruitment and public health messages. She felt that Swansea Bay UHB would stand out enormously if we were not represented there.

Hazel Lloyd asked the Group members to work with colleagues in their respective areas in order to plan how best to exploit the opportunity of a presence at the 2025 Eisteddfod

Hazel Lloyd undertook to ensure that this was also put on the agenda for the next Informal Executive Team meeting.
	

	Resolved:
	That the feedback received be noted

Group members to work with colleagues in their respective areas to plan how best to exploit the opportunity of a presence at the 2025 Eisteddfod

Hazel Lloyd ensure that this was also put on the agenda for the next Informal Executive Team meeting.
	ALL

HL

	23/23
	WELSH LANGUAGE COURSES FOR STAFF 
	

	
	A report raising awareness of learning opportunities available to staff across the Health Board between now and the end of the year, was received by the Group.

In presenting the report, Jordan Morgan-Hughes highlighted the following:

· Welsh Government have provided the National Centre for Learning Welsh with funding to offer courses to public sector employees, designed to improve their Welsh language skills.

· These courses are aimed at staff who already have a good understanding of Welsh, but may not have used the language for some time, and are intended to boost the learners’ confidence. 

· These are week-long immersion courses which offer staff the opportunity to stay at the Nant Gwrtheyrn Centre in North Wales, or to participate virtually. 

· The courses would normally cost £550 - £600 per learner, so this represents a significant opportunity for our staff.

· The details have been circulated via a bulletin. Ten expressions of interest have been received locally, with further staff contacting the Nant Gwrtheyrn Centre directly.

· Two entry-level classes are still running at HQ, with positive feedback being received from the tutors regarding the learner’s progress and commitment.

· A request for expressions of interest in further entry-level classes has been circulated amongst staff at Neath Port Talbot Hospital, and 35 positive responses have been received. 

· Discussions are currently taking place with the National Centre for Learning Welsh to see if it will be possible to offer classes at Singleton and Morriston Hospitals also.
· Welsh Government have also provided a further £1.5m of funding to the National Centre for Learning Welsh to allow them to place full-time tutors within Health Boards. The format that will take has yet to be decided, and meetings are ongoing.
	

	Resolved: 
	That the report be noted
	

	24/23
	HEALTH AND LANGUAGE CONFERENCE
	

	
	Angharad Higgins provide a verbal update to the Group on the work of the Patient Safety Congress.

She informed the Group that the Congress intend holding a thematic event in 2024, looking at the impact of the Welsh language on health. Emails will be sent out shortly inviting presentations on patients’ stories or examples of good practice which have improved the experience of Welsh speakers. A speaker would also be invited from Coleg Meddygol Cymru to speak about their research projects in this area.
	

	Resolved: 
	That the report be noted
	

	25/23
	EXAMPLE OF BEST PRACTICE, OR POSITIVE STORIES
	

	
	In opening the Item, Jordan Morgan-Hughes invited members of the Group to share examples of best practice or positive stories, interventions or interactions.
Carwyn Evans spoke about the importance of wearing the ‘Iaith Gwaith’ lanyard or badge if you are a Welsh speaker, highlighting an example where a service user had approached him and initiated a conversation in Welsh after seeing his lanyard.

Ruth George spoke about the importance of the use of language in dementia care, where bilingual patients often struggle to communicate in English. She highlighted the case of her mother-in-law, who was far more comfortable and able to communicate more freely in Welsh, as that was her first language. Carwyn Evans echoed this, speaking about the happiness he felt after holding a conversation with a dementia patient in Welsh, who had previously appeared relatively uncommunicative. 

Hazel Lloyd talked about the impact of staff/patient/carer stories in conveying the importance of the Welsh language in healthcare, and asked Ruth George if she would consider participating. Jordan Morgan-Hughes supported this.
	

	Resolved: 
	That the best practice and positive stories highlighted be noted
That Ruth George and Jordan-Morgan Hughes consider the possibility of producing a staff/patient/carer story to convey the importance of Welsh language in healthcare for future presentation 
	JM-H

RG

	26/23
	ANY OTHER BUSINESS
	

	
	Elaine Lewis highlighted that MS Forms are often sent out to service group-level email addresses, and this could be a useful mechanism to gather staff Welsh Language competencies. It was agreed that Jordan Morgan-Hughes would speak to Elaine outside the meeting on this.
	

	Resolved: 
	Jordan Morgan-Hughes and Elaine Lewis to explore the circulation of the newly designed MS Form via Service Group-level email addresses as a mechanism to capture staff Welsh language skills.
	JMH
EL

	27/23
	DATE OF NEXT WLSDG MEETING
	

	
	TBA
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