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‘Completing the Circle’ refers to the involvement of, and consultation with, service users and carers who access or may access in the future the services of the Adult Services Department.

‘Completing the Circle’, because involvement and consultation is a continuous dialogue. To support this dialogue, The Completing the Circle group has been set up to work with the Department to improve the process and practice of involvement and consultation. The group consists of service users and carers from a range of situations who work together with the support of the Department.

This is one of a series of papers which will be built, with the active involvement and support of the Completing the Circle group, as a series of working tools to ensure  the improvement in involvement and consultation is achieved.
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Code of Practice for Involvement 

with Service Users and Carers

Involvement

Involvement is defined as doing something together as part of a relationship

Summary

1. Involve service users and carers as ‘experts by experience’, not representatives

2. Be clear what is being asked of service users and carers, what they are expected to do and what the outcomes might be.

3. Positively develop the relationship and partnership

4. Work together to ensure maximum value for all concerned

1. Involve service users and carers as ‘experts by experience’, not representatives

1.1. Individual service users and carers cannot be representative of others – that is the role of Members and specific organisations with an agreed brief to perform this task.

1.2. It is the personal experience of the individual, and their understanding of that, that is the unique feature and value of service user and carer involvement.

1.3. Involving the same people many times can lead to their unique experience and knowledge being diluted by a wider knowledge outside their direct experience. However this new experience can be very valuable in empowering others to take part as well as providing a different perspective on the issues involved.

1.4. Different people may want or be able to be involved in different ways, for differing periods of time, it is therefore important to offer a variety of involvement

1.5. Rather than select individuals, set up a process whereby service users and carers can self-select.

1.6. Where representatives are involved, particularly alongside individual service users and carers, be clear with them and others the extent of their influence and involvement.

2. Be clear what is being asked of service users and carers, what they are expected to do and what the outcomes might be.

2.1. Set out clear specifications for the task including how the individual is expected to meet them.

2.2. Make sure the right information is made available in the correct format to enable them to take a full part. People may not come with a clear knowledge of all the issues involved and often training is needed before effective involvement can take place.

2.3. Where personal support is needed, ensure that it is provided and paid for.

2.4. Be clear with those involved, what the level of decision making is and who is held accountable for the outcome. 

2.5. Involvement does not change accountability, it improves the quality of the decision making

3. Positively develop the relationships and partnerships

3.1. Working together in this way may be a novel experience for both  social and health care professionals and service users and carers. Make sure time and resources are provided to enable everyone to understand and benefit from this experience.

3.2. Providing clear parameters which are agreed with the service user or carer, empowers them to take an active role in the activity

3.3. Ensure all communication with those directly involved is timely, open and honest.

3.4. Confidentiality – Be clear what can and cannot be discussed outside a meeting and ensure service users and carers are always offered a choice as to whether to continue to take part. When the matter is in the public domain, ensure they are released from any restrictions where possible.

3.5. While ensuring that those being actively involved have access to all the information they need, care should also be taken to ensure they are not given access to information that would embarrass them, cause them personal difficulty in other situations or is generally unnecessary for them to know at that time. If in doubt discuss with the service users and carers. When information is withheld explanations should be given as to why. 

3.6. When the task is finished ensure that those involved receive good and prompt feedback on the eventual outcome.

3.7. Make sure that individual service users and carers are given the opportunity to discuss personal issues in private and be open to identifying the need to do so as it arises

.

4. Work together to ensure the best value for all concerned

4.1. Involvement is an ongoing process which improves with practice as both parties become more experienced and confident

4.2. Regular joint evaluation will make sure that both the tasks are being completed and all parties are satisfied with the outcomes

4.3. Provide time and support for service users and carers who are actively involved with a project  They will need space and opportunity to determine their own approach, ensuring their independence and freedom is maintained.

4.4. Where disagreements arise, be open and honest about what can and cannot be agreed and why, in order to resolve them and move forward.
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