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1.5 Service users

We use the term ‘service user’ throughout this policy as it is the term most
commonly used in the Supporting People programme. By service user we mean
anyone who is receiving housing-related support through a Supporting People
funded service. Sometimes this will include people who have used a service in the
past or people who may need a service in the future. It is important that we also
seek the views of carers and advocates where service users may not be able to
participate fully although we realise that their views may be different.

We acknowledge that people don’t necessarily know themselves as service users
and that they are described differently by other agencies (such as patients by
health, clients by social services and tenants by housing).

1.6 Providers

We use the term ‘providers’ to refer to organisations that are funded by the
Supporting People Grant to provide housing-related support services.

1.7 The importance of being involved

We are working to improve outcomes for people using Supporting People services.
To achieve this, service users must have opportunities to be involved with the
Supporting People programme at all levels.

We will encourage and support service users to be involved in the Supporting
People programme. We recognise however that some people don’t want to be
involved and we respect their right not to be.

There is more information on the importance of service user involvement in the
publications listed at appendix 1.

1.8 Links with other policies and strategies

We are working with colleagues within the adult social care, the wider County
Council and other agencies to achieve a ‘joined up’ approach to service user
involvement in East Sussex. This will help to make sure that consultation and
involvement methods are combined and that service users are not ‘over consulted’.

There is a list of the main relevant local documents relating to this service user
involvement policy and the Supporting People programme at appendix 2.
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2 Information

We provide information on the Supporting People programme in the following
ways:

Website All our information about the Supporting People programme in
East Sussex is on our website
www.eastsussex.gov.uk/supportingpeople.

Newsletter Our Supporting People newsletter gives news and information
about the Supporting People programme in East Sussex. It is
published four times a year. We use the newsletter to give
information about changes to Supporting People services and
opportunities for people to get involved.

Our newsletter used to be called ‘SPLASH’. We have listened to
feedback from service users that the name was confusing. It is
now called the East Sussex Supporting People newsletter.

Information
leaflet

The Supporting People information leaflet (IL15) is part of the
Adult Social Care set of information leaflets. It is approved by the
Plain English Campaign and updated every year.

Directory of
services

Our directory of Supporting People funded services has
information about the Supporting People programme and the
services available. There is a listing for each service with
information such as contact details, places available and how to
make a referral. The directory is available on our website.

Supporting
People five
year strategy

The East Sussex Supporting People five year strategy sets out
our plans for the Supporting People programme until 2010. The
strategy was updated in July 2007. We have produced an easy to
read summary of the updated strategy for service users and other
members of the public.

Policies,
procedures
and protocols

Our policies, procedures and protocols set out in detail how the
Supporting People programme works in East Sussex. Each policy
has a two page summary that has been approved by the Plain
English Campaign. The policies, procedures and protocols are
reviewed every year and updated when necessary.

2.1 Plain English

We aim to produce all our information for the public in Plain English and to get the
Plain English Campaign Crystal Mark where possible. We will continue to produce
summaries of long or complex documents such as our Supporting People policies.

The East Sussex County Council website is approved by the Plain English
Campaign and the RNIB (Royal National Institute of Blind People). We review our
information to check it is up to date at least once a year.
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3.2 Supporting People service user groups

We will continue to work with existing service user or residents groups within
Supporting People funded services to consult on wider issues relating to the
programme in East Sussex.

In some places these groups have good links with the service user network. We
need to do more work with providers to make sure that all groups are linked up and
involved in any relevant consultations. The service user network wants all
consultation papers and questionnaires to be discussed at local house or service
meetings. Each service should get feedback from service users. The feedback
could then be put forward at service user network meetings by a representative.

3.3 Other groups and voluntary organisations

We have a list of service user groups in voluntary and community organisations
that do not specifically relate to Supporting People. When it is appropriate we will
work with these groups to find out the views of vulnerable people who are not
currently using Supporting People funded services. This is particularly important for
groups that are ‘seldom heard’ such as people with substance misuse problems
and Gypsies and Travellers. We will continue to develop our contacts so that we
reach as wide and diverse an audience as possible.

3.4 Questionnaires and surveys

We use questionnaires and surveys to get the views of people who cannot or don’t
want to come to meetings or events. We will either send these to people
individually or through providers. When we use questionnaires as part of a public
consultation we will also put them on our website. Where possible we will involve
service users in the design and writing of future questionnaires. This will help to
make sure that they are accessible and in a suitable format.

We are aware that many people feel that they receive too many questions. Where
possible, we will combine our consultation with other similar consultations carried
out by other relevant agencies

3.5 Events

We will encourage service users to attend our annual Supporting People
conference and take part in other relevant events such as consultation workshops.
This will give service users the opportunity to meet members of the Strategic
Forum and Core Strategy Group. We will also encourage Councillors and members
of staff in partner agencies to visit Supporting People services in their area.

3.6 Suggestions

We welcome comments and suggestions from service users at any time. We want
to know what is working well and also what is not working well. This could be about
individual services or about the Supporting People programme in general. We
explain how people can make a comment, compliment or complaint in section 8.
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4.3 Being involved in decision making

A representative of the service user network attends the Supporting People Core
Strategy Group and Strategic Forum meetings to put forward the views of others
and to feedback information from the meetings to other service users. The service
user representative (like the provider representatives) does not have voting rights
at these meetings but is included in discussions that form part of overall decision
making process.

4.4 Being involved in planning and buying new services

We consult with service users when we draw up specifications for new Supporting
People funded services. This may be through existing service user groups or
through a focus group.

Where possible, we will also involve service users in deciding which organisation is
selected to provide a new service. An example of this can be seen at appendix 3.

4.5 Other opportunities

We will continue to look for other appropriate opportunities to involve service users
in the Supporting People programme. An example of this is the group that were
interviewed for our Audit Commission inspection in 2007.

4.6 Involvement at a national level

Service users also have opportunities to get involved in the wider Supporting
People programme by contributing to national consultations. This may be through
questionnaires or attending events and meetings.

5 Feedback

Providers should have a system for responding to the feedback they receive from
services users. This system should make it clear to service users how and when
they can expect to receive feedback.

After a public consultation, we make sure that we produce a written consultation
report with the results of the consultation and our response to the feedback we
received. We send these reports to all service providers and voluntary
organisations and publish them on our website.

We use our Supporting People newsletter and service user network meetings to
give feedback on the outcomes and results of service user involvement.

We will make sure that we respond to all the feedback we receive. If it is not
related to the subject being discussed we will pass it on to be dealt with.

6 Reward and recognition

We follow the adult social care and health reward and recognition policy for all
service user involvement activities. A summary of this policy can be seen at
appendix 4.
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When we work with service users in partnership with other organisations or teams
we will follow any guidelines that they work to (for example, the Drug and Alcohol
Action Team follow the NHS National Treatment Agency guidelines when working
with people with substance misuse problems).

7 Equal opportunities

East Sussex County Council recognises the diverse needs of our community and is
committed to promoting equality of opportunity and diversity in employment and
service delivery.

The Council actively ensures that it complies with the current and forthcoming
statutory requirements and standards, and seeks to influence and encourage our
partners and contractors to meet their obligations through agreement and
contractual arrangements.

In relation to this policy, the Supporting People team will work with providers to
make sure that everyone’s views are taken into account and not just the views of
those service users who speak up. We will work with other agencies to include
people from all groups in our service user involvement activities at all levels and we
will devise strategies to enable this to happen. We will also make sure we can
evidence we are getting a wide range of views and will use advocates from
specialist groups if necessary.

7.1 Providing information in a range of formats

We will produce information that is easy to understand (see section 2.1) and will
make it available in different formats so that it can reach people with sensory
impairments and other disabilities. This includes producing minutes of service user
network meetings in large print and on CD. Our information leaflet is available in
large print, in Braille, on audio tape and on CD. It can also be downloaded in mp3
and PDF formats. We will produce other information in these formats if people ask
us. We will translate our information into other languages if people ask us.

7.2 Accessibility

We make every effort to choose venues for meetings and events that are
accessible for service users. We will always make sure that buildings have
wheelchair access. In line with our reward and recognition policy we pay
reasonable travel costs to these activities which will includes taxis for people who
cannot use public transport. When we send out invitations to consultation events or
meetings we will ask if anyone has any access requirements.

We use plain language in discussions and encourage everyone not to use jargon
or technical terms.

8 Comments, compliments and complaints

If anyone has any comments, compliments or complaints about our service user
involvement, we want to hear them. Comments and compliments can be sent to
any member of the Supporting People team.
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Complaints should be made in the first instance to the Head of Supporting People.
All complaints will be resolved in line with the East Sussex County Council Adult
Social Care Department Complaints Procedure.

9 Data protection

All personal data held by the Supporting People team and the Supporting People
Financial Assessment team will comply with the eight Data Protection Principles in
the Data Protection Act 1998.
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Appendix 3: Report on service user involvement in tender process

Each organisation bidding for the tender was asked to make a presentation to a
group of people who use services commissioned by Supporting People. The
presenters have been asked to answer:

“How will your organisation improve the lives of Service Users?”

Preparation Session 15/01/2009.

A half day preparation session was held a week in advance of the presentation
day. The group was made up of Service Users supported by various organisations
providing supported living and housing related support. All members of the
Supporting People Service User Network who receive a service for people aged
16-64 were invited to be involved in the tender process and these six people were
interested.

The session was held at the Cooden Beach Hotel, Bexhill. Cakes and
refreshments were provided. Participants were reimbursed their travel expenses
and received £20 Reward and Recognition in acknowledgement of their time and
expertise, in line with the East Sussex Reward and Recognition Policy.

The session was facilitated by the Service User Involvement Worker from the Adult
Social Care Commissioning Team in order to ensure independent involvement
support.

The session began with an introduction to the purpose of the involvement activity.

Methodology

In order to support service users to be meaningfully involved it was necessary to
find out what was important to the individuals concerned with regard to their
support. This was achieved by encouraging people to use their own personal
experiences of effective or unhelpful support, and their experiences of dealing with
various organisations.

The first activity was a group discussion about support and an exercise asking
people to describe what makes someone a ‘best supporter’ or ‘worst supporter’.

Service User Involvement in the tender
process.

Supporting People Floating Support
Service.
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The exercise offered the group the opportunity to describe what was important to
them when receiving direct support. We discussed what factors determined
whether their experience of support was effective or not.

Best supporter – Worst
Supporter Poster

This exercise led naturally on to a group discussion about experiences of dealing
with the organisations that provided support. People’s views and ideas were
captured on a flip chart. The group was then able to identify its top five priorities
that should be considered when scoring the presentations. By combining this with
the views and ideas captured in the Best Supporter Ever and Worst Supporter Ever
session, plus additional comments and reflections made about dealing with various
organisations, we were able to form a checklist for each of the top five priorities.

The group agreed the five most important factors that make an organisation
provide support which makes a difference to the lives of service users as:

1. Involvement

2. Person Centred Approach and Planning

3. Staff and training

4. Honest and Genuine (Values)

5. Information and Communication.

Five top priorities poster

Presentation day 21/01/2009.

The Service User Involvement Worker supported the involvement of the service
user panel throughout the day.

The group met early for a briefing session and recap. They checked through the
presentation notes sheets (scoring checklist) to confirm it was an accurate
representation of what had been discussed and agreed in the planning session.

A representative from the Supporting People team attended the presentation day
to meet and greet the presenters and provide technical and organisational support.
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During the presentations each member used the presentation notes form and
checklists, those who needed support were supported to use their scoring sheets
during the presentation. Where the organisation had not covered areas which the
participants had decided were important (detailed on their presentation notes form)
the checklist was used to support participants to form their questions. The
presenters were given 20 minutes to answer the group’s questions. Brief notes
were taken about the presenters answers.

The presenters were thanked by the group and scoring proceeded following their
departure from the room.

Scoring

Each participant was given stickers with the five priories written on them. After
each presentation the group discussed the presentation and their notes and views,
they referred to the presentation notes given by each organisation prior to the
presentation.

The group then individually decided how they felt the presentation scored using
three criteria. Excellent (= 2 points); Good (=1 point); Not Good (=0 points).

Participants then placed their stickers on the relevant score for each of the five
priorities. It was agreed in advance that the group should have the opportunity to
score individually rather than agree unanimously on each outcome. It was
recognised that it would be more effective to capture difference of view and how
each priority addressed in the presentations was viewed by people as individuals
rather than the group. This was a good way of ensuring that the various
experiences of the participants from a wide range of services and their personal
views about what is important was not lost in the process.

Score sheet

Feedback: Best Supporter – Worst Supporter Exercise

Best Supporter Worst Supporter

Involves you in your decisions Rude

Reliable Thinks they know best

Good Listener Leaves things unfinished

Empathy Not committed
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Best Supporter continued Worst Supporter continued

Keeping to their word Uses their position to use power wrongly

Keeping Promises Disempowering

Keeping you up to date with information Judgemental and makes assumptions

Skilful Excludes you

Knowledgeable Inflexible

Honest and realistic Not focused on the person

Responsible for themselves and their
actions

Just the job and the money

Accountable

Finishes what they start

Trained in things that are relevant to the
person

Feedback: The organisation

1. The organisation should involve people and be open to being led by the people
they support, so that the service works in the best way possible for its users.
Involvement should not be limited to questions or surveys. There should be
lots of different ways to get involved in an individual’s own support and in the
organisation. If there are lots of different ways to be involved, people can be
involved in a way that suits them.

2. The organisation should have a good reputation and be known for supporting
people to achieve good outcomes through their support. Knowing that an
organisation has a good reputation helps you to trust them.

3. Staff must get good training, relevant to the needs of the people they support.
For example, training to help people with medication.

4. The organisation must be accountable for what it does. If something has gone
wrong they must be open about it and admit that it could have been done
better. The organisation must deliver what they say they are going to do, so
that what is meant to happen actually happens.

5. The organisation must involve people in changes, not just tell people that
things are going to change. Service users should know what to expect.
Change is hard to deal with, but if you are involved it helps to understand why
things are changing.

6. Partnership working: it is important that the organisation has good
relationships with other services and agencies so that you can get good
support to do a variety of things.

7. Flexible support: Support should be centred around the needs of the individual
and not the shift patterns of the staff. For example if someone is ill or in a
crisis, they may need someone to stay with them for longer. It’s important that
this is communicated with the other service users it affects especially if it
means that their support is rescheduled, delayed or being provided by
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someone else. Most people would find this reassuring as they’d know that
although their service was disrupted, they’d get the same flexibility if it was
them. If it is not well communicated people may just feel let down by the
service.

8. The organisation should be welcoming to the input of family members, close
friends or advocates. Sometimes dealing with lots of workers is overbearing.
Having people you feel comfortable with, and who know you well, involved in
reviewing or planning your support helps you to be clearer about what you
want to say. Their views can often be helpful and it can help you to be more
confident in these situations. The organisation should recognise this but should
also make sure that the service user is the one at the centre of their support.
‘Plans must not be made without you there or with other people instead of
you.’

9. It is important that the organisation has good ways of looking after their staff
and that they treat them well. It is not nice being supported by someone who is
unhappy with their employer. You can lose confidence in the organisation this
way. One of the most important things is having a relationship with your
supporter where you get on with them and you can build trust in them. This
takes time and it is very hard to achieve if staff are always leaving and you
have to start from scratch with a new person.

10. It is important to make sure that you can build up a rapport with your
supporters, so it is unhelpful to have too many different people involved in your
support. Independence is about building confidence, not just about doing
tasks. This is why it is important to have a good relationship with your
supporter. However it is not always good to have the same person supporting
you all the time as it then becomes difficult if they are off for any reason. A
good balance is best.

11. The organisation must be able to deal with bad staff; it’s no good to have
someone who doesn’t do the job well just carrying on doing it badly. The
organisation must be able to manage or even get rid of bad staff. They should
be checking on this a lot. Asking things like why did something happen well
with one person supporting you and why did it not happen so well with
someone else. This is a good way of checking. Some supporters see things
through and others don’t. Sometimes you think it is your fault when something
isn’t working. You realise it wasn’t when you get different support and it does
work.

12. Good communication is essential if your support is late or is unable to turn up,
this should be communicated with you and the reasons why explained. When
something unavoidable happens it helps to understand that things are not
happening as expected when we are given reasons, but when we don’t know
why we are left feeling let down by the service.

13. If the organisation is sending an agency worker or a worker that doesn’t know
the person in place of an expected worker, they should let the Service User
know. Nobody likes to open the door to a stranger.

14. Information about the organisation or information you need to know should be
easy to understand and easy to use.


