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An information pack on what the Completing the Circle Group is for and how you can be involved.

1. The Consultation & Involvement Strategy – Completing the Circle – what we will do and how we will do it
2. The Consultation & Involvement Strategy – Easy Access Version
3. Completing the Circle – what the group is and how it will work

4. Completing the Circle – what the group is and how it will work – Easy Access Version
5. Completing the Circle Group – a summary of what is expected of you

If you want to know more and think you would like to take part please contact below.

Ed Walton
Email: edward.walton@hants.gov.uk
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A Strategy for The Adult Services Department to ensure users and carers are both consulted and involved in their service assessment, planning and delivery of social care. Consultation and Involvement takes place at individual, local, care group and strategic levels and users and carers should have the opportunity both to take part and to see what is decided and how.

February 2009 
Completing The Circle

A Strategy for Consulting with and Involving Service Users and Carers

 

Introduction - Our responsibility

The law requires that we must consult and involve users and carers. However it is also an issue of good practice, effective management, and best value, that we should work together with users and carers to achieve our common and shared aims.
 

In addition, Hampshire County Council is determined to ensure that for everyone in Hampshire we maximise life opportunities, particularly for the young and vulnerable, through the provision of and support for high quality accessible services.
 

Also Hampshire County Council will work together with local people to build strong and safe communities for everyone by improving our dialogue with local communities so that everyone’s views are heard, and ensuring that the community plays a central role in shaping services.
 

In response to the legal requirement and to reflect good practice this strategy provides a framework for consultation and involvement  that operates at both the individual and the collective level.  All staff have a responsibility to respond to this strategy as appropriate within their role.
 

The aim of the Strategy on Consultation and Involvement with Service Users

· To build on current good practice 
· To develop effective ways of consulting with and involving users and carers in the planning and development of our services 
· To ensure that the above activity takes place at an individual and a collective level 
· To work with users and carers to continually improve the methods used for consultation and involvement 
· To embed consultation with and involvement of users and carers into practice, supported by the Performance Development Review process 
 

Who are users and carers ?

· A user is anyone who has contact with the department one or more times. A user is also someone who is likely to want, or need, to use our services in the future. A user is a citizen of Hampshire with all the rights and benefits of any citizen.
· A carer is anyone who provides a substantial amount of care on a regular basis, without the benefit of a contract of employment or other formal arrangement, to a user. A carer is a citizen of Hampshire with all the rights and benefits of any citizen.
· User and carer ‘representatives’. Many groups seek to represent the views of users and carers – while we value this work immensely, we also need to make sure that we are hearing the direct voice of users and carers.
 

The Consultation and Involvement Framework 

The Consultation and Involvement Framework sets out the rationale for consultation and involvement. It provides a model of increasing consultation and involvement that will empower service users within the process.
 

Why consult with users and carers ?

In order to assess the impact of policy development and service provision on service users and carers. Consultation is a two-way process that aims to:
 

· Enable those who want and need services to contribute to the process of delivering and developing services and policies 
· Demonstrate a commitment to be open and accountable
· Lead to more realistic and strong policy and procedures that better responds to individual and community needs
· The law requires us to consult.
 
Why involve users and carers ?

· Enable service planning and policy development to be influenced by a wide range of experience and expertise
· Provide opportunities to review policies and procedures
· Help plan, prioritise and deliver better services
· Create better partnership working and mutual understanding
· It is the law that we should work with users and carers.
 

How do we consult and involve people ?

Consultation and involvement between The Adult Services Department and users and carers happens at 3 levels:
 

1. Individual or Personal – between each service user and carer and the individual representative of the department. 
2. Local group – service planning, implementation and monitoring and local resource allocation. 
3. Strategic – Policy and overall resource management and accountability. 
 

There are many examples of good practice where staff are consulting with and involving uses and carers at all three levels and this practice needs to be strengthened and reinforce across all our activity.
 

The model for consulting and involving users and carers

The level and nature of consultation and involvement by The Department is a progressive movement along a spectrum of activities. It starts with recognising the individual as a user and carer and progresses to delegating control (for example Direct Payments or Voucher Schemes) depending on the individual’s circumstance 

 

The Individual
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Local Groups 

[image: image16.png]


[image: image17.png]


[image: image18.png]


[image: image19.png]


[image: image20.png]



 

     Information      Consulting
  
Working in

Delegating


       Sharing



Partnership

Control
 

 Strategic

[image: image21.png]and,
PPPPP




[image: image22.png]To Do List



[image: image23.png]


[image: image24.png]



[image: image25.png]





 

    Information
  Consulting
  Working in 
 Delegating 

Sharing


  
  Partnership         Control

 

The more steps and progress The Department makes along the ladders, the greater degree of individual choice, opportunity, and empowerment is created for users and carers.
 

Each section informs the next

1. Individual - assessment and individual care planning for users and carers. Care management and person centred planning.  CPA, individual day and residential plans, risk assessment etc.
2. Local group – ongoing dialogue, based on information from individuals, with groups, representatives and users and carers as appropriate. 
3. Strategic – formal consultation based on a combination of local political and government direction, information from individuals and groups. 
 

To clarify for users and carers what they can expect from the Department, in respect of consultation and involvement, a set of standards that will be developed into a leaflet (available in various formats) is shown below.
 

To support staff in understanding the practice that they should be undertaking to consult and involve at the individual, local group and strategic levels a checklist is shown below.
  

How we inform and report back to users and carers

In order to demonstrate real commitment to consultation and involvement, the Department will keep people informed at each stage of the process, either by discussion, written documents or electronic publication on ‘Hantsweb’© of the progress and results of consultation and involvement.  Clear evidence of consultation and involvement will be required in reports and documents prepared by Officers.
Appendix 1

Standards for user and carer consultation and involvement

	Standard 1
	Standard 2

	We will provide a range of information about services that meet social care needs in appropriate formats and accessible locations
	We will provide information on how to make comments and complaints about our services

	Performance Indicator
	Performance Indicator

	Information is publicly available in a range of locations and formats
	Users and carers know how to comment and complain

	Measure
	Measure

	Users and carers views on the ease of obtaining a range of information
	Number of users and carers that know how to comment and complain

	
	

	Standard 3
	Standard 4

	If there are any conditions attached to receiving a service these will be explained to you before you agree to use it.
	We will listen to, and respect your views, feelings and cultural identity to ensure that services meet your needs and requirements

	Performance Indicator
	Performance Indicator

	Conditions, including charges, are explained before use
	Staff are aware of and understand equalities policy

	Measure
	Measure

	The number of users and carers who had conditions explained to them
	Ethnic recording & survey feedback on how culturally sensitive services are.

	
	

	Standard 5
	Standard 6

	We undertake to keep you informed about what will happen next, how long it will take and who will be involved
	We will promote opportunities for users and carers to engage in dialogue on the development and planning process

	Performance Indicator
	Performance Indicator

	Users and carers know what is happening in their situation
	Consultation and involvement in departmental planning and policy development will be included in reports

	Measure
	Measure

	Delivery of written information after consultation
	The number and content of reports

	
	

	Standard 7
	

	We will ensure independent assessment by users and carers of consultation activities
	

	Performance Indicator
	

	Users and carers positively rating consultation and involvement activities
	

	Measure
	

	Percentage of users and carers giving a positive rating
	


Appendix 2

A checklist of good practice for adult services staff to ensure consultation with and involvement of users and carers

	  Individual
	Groups of people interested in the same things
	Planning Groups

	1. Have we made sure people who want to speak with us are able to do so using their own language and method of communication ?
	1. Have we made certain that the arrangements for people to take part are not stopping anyone from coming?
	1. Have we made certain we have asked users and carers what they want as an early part of the planning process ?

	 
	 
	 

	2. Have we made sure that everybody knows what adult services can offer, using ways that people can understand?
	2. Have we made sure that there are different ways for people  to make their ideas known?
	2. Have we explained the need for change and the limits on this ?

	 
	 
	 

	3. When adult services cannot offer help, have we made sure to point people to other places ?
	3. Have we made sure people understand any information they have been given?
	3. Have we asked users and carers what they think before changes are made ?

	 
	 
	 

	4. Have we made sure that everyone knows how to ask for our services ?
	4. Have we made sure people understand any information before the meeting?
	4 Have we given  different ways for users and carers to tell us what they think ?

	 
	 
	 

	5. Have we 

- listened to what people say ? - - talked about what they might need ?

- written down what was talked about ? - made sure people agree with what has been written ?
	5. Have we made certain that people are able to say what they want to say, when and how they want to say it?
	5.  Have we made sure that the views of different groups have been listened to ?

	 
	 
	 

	6. Have we told people what their choices are and what to do about them ?
	6. Have we listened to what users and carers say ?
	6. Have we written down what users and carers say as part of the final report ?

	7. Have we told people what will happen next, when and how ?
	7. Have we made sure the results of the meeting are open to everyone ?
	7. Have we told users and carers what happened and why ?


Appendix 3

Definitions

 

Consultation is defined in The English Dictionary as ‘seeking advice’. 
 

Involvement is defined as ‘having a relationship’ 
 

Partnership is defined as ‘doing something together’. 
 

Users are anyone in Hampshire who uses, has used or intends to use the services of the department.
 

Carers are anyone who provides a substantial amount of care on a regular basis to someone who needs that care. 
 

Service Users. The law is now such that users and carers in relation to The Department’s activities could be known collectively as ‘service users’.

Service User and Carer interpretations:

.

Groups of people interested in the same thing. Can be a local planning group or implementation group – groups of professionals and users and carers who come together for a common purpose i.e. planning, training, service development and implementation

Planning Groups. The strategic groups or meetings where final decisions are made and accountability lies.
Completing the Circle

A plan for talking with and working together with service users and carers.
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Social services must talk to and involve users and carers in the planning of the services they use both now and in the future.

The aim of this plan is: -
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To make more of what is already good  
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To develop good ways to listen to and work with service users and carers in the planning and giving of services and support. 


Make sure that the work takes place at a personal level 


and at a group level.

To work with service users and carers to improve the ways in which social services (now called adult services) listens to and does things with them



and to make this happen and check that it does




Who are service users and carers?


A service user is anyone who has contact with the council.  A user is also someone who may want or need to use our services in the future.  A user is a citizen of Hampshire with all the rights and benefits of any citizen.


A carer is anyone who provides care on a regular basis, without being paid or employed by the user. A carer is a citizen of Hampshire with all of the rights and benefits of any citizen.

Many groups want to speak for service users and carers, This is valuable work but we need to make sure that we are hearing the voice of the service users and carers.

Why do we consult with service users and carers?


We need to understand how our services work for service users and carers and how making changes could change the services they use.  We do this because we want to make changes to make services better for services users and carers. 

Why do we involve service users and carers?


We want service planning and policy development to be influenced by people who have experience of our services and have knowledge of what it is like to be a service user or carer.

Help to plan better services, help to deliver better services and help to identify what needs changing.


Give opportunity to look at policies and procedures and to make any changes that need to be made.

To make sure that social services are working in partnership with service users and carers and that we all understand the work we are doing.

How do we involve and consult with people?

There are three levels to enable service users and carers to be consulted and to become involved.  These are: -


1. Individual or personal – A service user or carer with a member of the adult services department.


2. Local group – service planning, implementation and monitoring and local resource allocation.

3. Strategic – Policy and overall resource management and accountability. 

How we inform and report back to service users and carers.

The department will let people know what is happening at each stage of the process, they will do this by talking to people, by writing to people and on the internet.  They will keep a record of all consultation and involvement and will be include these into reports and documents. 

 

What you can expect


1. Information about services in a way you can understand 


2. Information on how to comment and or complain


3. Information about any conditions to a service, including cost


4. We will listen to, and respect your views, feelings and culture when looking at a service 
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6. We will help you speak out


7.  You can tell us if we are getting it right



A plan showing how The Adult Services Department will make sure that people can be part of the planning of the services they use, both now and in the future

This must involve The Adult Services Department working with service users and carers in order to improve the range and quality of consultation and involvement. A small group of service users and carers meeting together to make sure that consultation and involvement is working well for and happening in a way they feel comfortable.

The Completing the Circle Group

The purpose of consultation and involvement is to make sure that service users and carers are listened to, have their ideas taken notice of, are given the answer as to what will happen about their ideas and involved in making changes and improvements to their services. (The Circle – a circle of improvement). 

Consultation & involvement is a partnership between, in this case, Hampshire County Council Adult Services Department and the people who use its services and their carers.

Why is a group of service users and carers needed to make Completing the Circle work ?

1. The law says adult services must listen to people and must make it easy for them to be heard and take part in decisions affecting current and future services.

2. The best judges of whether a service is working well are the people who use the service together with the people who deliver that service. They must do this together.

3. The Adult Services Department therefore needs to work with service users and carers to make sure the Circle is completed.

The aims of the Completing the Circle Group

1. To undertake a jointly agreed programme that assists both the adult services department and the service users and carers.

2. To make sure minimum standards in consultation and involvement are achieved

3. To get the timing right – make sure there is enough time for consultation (see Cabinet Office Standards as a guide see appendix 3)

4. To make sure that opportunities to be involved or consulted are made open to a wide range of people.

5. To identify best practice, raise minimum standards and encourage the best way of doing things

Who would be on the group and what would they do ?

1. The group will be known as the Completing the Circle Group. This is because it is the name of the Adult Services plan and shows that the group is there to make the plan work.

2. The group must make sure different people, with different needs and ideas can take part.

3. The group members will be people who know about adult services and want to make things better for everyone. 

4. The purpose of the group is to make sure that services respond to the needs of those who use them.

5. The group members will be able to give advice on how to be heard and give advice to adult services on how to listen to people. 

6. The group members will encourage and help others to have their say and be heard, it is not for the group to speak for them.

How will the group work in practice ?

(appendix 1 for members ‘job description’ and appendix 2 for examples of work)

1. The group will have about 12 members and each year they will agree one person to be the chair of the group. Sometimes a group member will want and/or need someone to come with them.

2. It is important that everyone who wants to, gets a chance to take part. But a group has to work together and therefore should not be too big. 

3. To become a member of the group, people will volunteer and will meet the group first to decide if it is the right choice for them.

4. Group members should expect to take part for up to three years, but it is important that the group finds and encourages new members at all times. 

5. The group will be supported by the Adult Services Department who will provide the following:

a. Training – the group will  decide its own training needs.

b. Money – actual travel costs and alternate care costs will be provided by the Adult Services Department. This to include the cost of supporters. 

c. Administration – the Department will undertake all the administrative tasks for the group and will arrange and pay for meeting venues etc.

6. Adult Services will attend the group, but only to support and assist the group as required.

7. Every volunteer with the group will be encouraged and assisted to take part in consultation and involvement activities in some form either locally or across the county.

8. ‘Big change needs big involvement, little change needs less’

9. Target the consultation audience to make sure the right people are involved, but there also needs. to be different types of consultation i.e. discussions, questionnaires, written papers etc

Appendix 1
‘Job Description’

This list is not the final answer but shows what skills individual members will have and what they will do. The group itself will want to decide how it operates long term.

1. Each individual member will either use services that the Adult Services Department delivers itself or with other agencies or be in a position to choose to use those services either now or in the future.

2. Each individual will have some experience of working with the Department in the planning and/or development of services.

3. Every member will know that it is not the role of the group to represent service users and carers, but to make sure that service users and carers are able to speak, be heard and get answers, no matter what their personal situation.

4. Each member of the group may want to receive training in partnership with the Adult Services Department to improve their ability to promote the important practice of consultation and involvement between service users and carers and the Adult Service Department.

5. Meetings of the group will be monthly in a central location (probably Eastleigh)

6. Each member of the group represents him or herself, they do not have to represent any other people but they will use their experience and knowledge of services when looking at ideas.

7. It is hoped that each member of the group will be able to talk with others in a similar situation to themselves about the ideas that come up at the group meetings.

8. Each member of the group is responsible to the whole group for making sure that the work programme is carried out.

9. No member of the group should think that they have to do anything  outside the group meetings but should take on what they chose for themselves and what they think they are best at. Every member of the group can of course take part in consultation and involvement activities in their own right as they choose.

Appendix 2

Examples of work the group can do

In all of the below the group will be helped and supported by the adult services department

1. Each year decide on a plan of work, in consultation with the Adult Services Department, for the next 12 months and how the group will do it. 

2. Be a point of contact for the adult services department when they are looking for people to take part in special events for example:

a. Appointing social services staff

b. Taking part in county or national events or meetings to make sure service users and carers are heard.

3. If no-one else can, group members will take part in the meetings and events above.

4. Work with groups in the adult services department to find the best way for service users and carers to be involved.

5. Finding new ways in which service users and carers can be consulted and involved in the work and planning of the social services department and making sure these happen.

6. Make sure that people who do take part in consultation and involvement do not feel lonely and are properly supported in what they do.

7. Produce and keep up to date a good practice handbook for adult services staff and service users and carers on how best to take part and get involved.

8. Produce an occasional newsletter to keep people informed as to what the group is doing and how people can get involved. Also use the internet to inform people as to what is happening.

9. Find out and report on how well adult services is doing in making sure service users and carers are consulted and involved in their services. 

10. When necessary go and meet with the people who make decisions and work with them to get service users and carers involved.

Appendix 3

The Code of Practice for Consultation – The Cabinet Office

See the full document produced by The Regulatory Impact Unit at http://www.cabinetoffice.gov.uk/regulation/consultation/documents/pdf/code.pdf  (HMSO Crown Copyright January 2004)

Starts

The six consultation criteria

1. Consult widely throughout the process, allowing a minimum of 12 weeks for written

consultation at least once during the development of the policy.

2. Be clear about what your proposals are, who may be affected, what questions are being asked

and the timescale for responses.

3. Ensure that your consultation is clear, concise and widely accessible.

4. Give feedback regarding the responses received and how the consultation process influenced

the policy.

5. Monitor your department’s effectiveness at consultation, including through the use of a

designated consultation coordinator.

6. Ensure your consultation follows better regulation best practice, including carrying out a Regulatory Impact Assessment if appropriate.

These criteria must be reproduced within all consultation documents.
Ends

February 2009 

The Completing the Circle Group
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A plan involving service users and carers working to improve the range and quality of consultation and involvement 

A small group of service users and carers will meet together regularly to work with the Adult Services Department to improve the consultation and involvement for all adult and older people in Hampshire. 
The aim is to make sure that people who use social care services are listened to and given answers as well as being involved in making changes and improvements. This plan will make sure The Completing the Circle Strategy is put into practice by the Adult Services Department.

What does the County Council want to do ? 
1. Hampshire County Council wants to make sure that the council is open and available to everyone and is always trying to make services better for people. 

2. The County Council is working together with local people to  help people know what is happening, make information available, to make people safe in their community and improve their health and well being.

3. Making sure everyone has a chance to part in what they want to do by providing services that do what people say they want.


Why is a group of service users and carers needed to make the plan work ? 

1. The law says that Adult Services must listen to people, must make it easy for them to be heard and take part in decisions  

2. The group also needs to make sure that people are given answers to their questions and told what will happen next.

3. The best people to say whether something is working for them is the service users and carers themselves. They do this with the adult services – this is called partnership.

Who will be on the group and will they become part of the group? 


1. About 12 people will be on the group. Each person will have different needs and ideas,  come from different services and different places.

2. The Adult Services Department will pay money for the cost of travel, alternate care costs, a supporter and other expenses.

3. Every person on the group will want to help others to speak up and be heard. They will also want to help the Adult Services Department to listen.

4. Any person who wants to be on the group will meet with the group first to decide together if it is the right thing for them

5. The Adult Services Department will provide help, training and advice for each person on the group if they want it.

6. The group will be led by one of its own members.

What can the group do ?
1. Produce a book and perhaps a newsletter of good ideas on how people get involved with adult services.

2. Find out how well adult services is listening and telling people what is happening


3. Give advice and help to adult services so they can listen better and involve people better.

4. Help interview new people for jobs in adult services

5. Help people to join up with adult services and work together to make the support and help better.

Want to join? 

Get in touch with Mandy Bulloch as soon as you can

Tel: 01329 514165 
Email: mandy.bulloch@hants.gov.uk 
Address: Unit 150, Fareham Reach, 166, Fareham Rd., 

Gosport PO13 0FH 
February 2009 




A Summary of what is expected of you

1. You will be in a group with other service users and carers that will probably meet once a month. It is hoped that you will want to be on this group for some time as you get to know more and get more involved. The group will probably meet in Eastleigh and all travel and other expenses will be paid. 

2. If you want extra support or special assistance with communication at these meetings this will be provided.

3. The group will be chaired by one of the members but the group is supported and administered by the Adult Services Department.

4. Your role will be to use the experience and knowledge that you have of using our services, or caring for someone who does, to help us make sure that we consult and involve people in a way that helps them and helps us to provide the right services and support. 

5. You will not be expected to be an expert on everything we do, nor are you expected to represent other users and carers. You will be expected to work with us in a real partnership.

6. In return we will provide the training and support you need as well as a real chance to shape the future of the Adult Services Department in Hampshire.

Completing the Circle
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