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1. CONTEXT

This strategy begins by outlining what Office of the Deputy Prime Minister (ODPM) expects in terms of service user involvement in the Supporting People programme. It examines some of the key findings of the Audit Commission Report 2005 which reviews the Supporting People Programme and moves on to identify what involvement and consultation methods are currently being used by service providers and the Supporting People team within Blackburn with Darwen.  

The strategy identifies some examples of good practice currently being carried out by service providers then outlines a programme of development of service user consultation and involvement which link into contract review framework.

This strategy also builds on the Blackburn with Darwen Social Services Department Communication Strategy and Consultation Strategy which has been partially adopted and is under revision.  It considers the Blackburn with Darwen Housing Strategy priorities relating to meeting the needs of vulnerable people as well as the Audit Commissions Key Lines of Enquiry (KLOE June 2005) which look at three overarching themes on access, diversity and value for money in the context of Supporting People.

The term involvement is used interchangeably with consultation in this document as involvement is often the beginning stage of consultation.  

2. BACKGROUND

2.1 Key points of ODPM guidance and the Audit Commission report 2005:
“The Supporting People Programme aims to promote services that can develop or sustain basic life skills essential to maintaining one’s home or to expand tenure choice.” ODPM guidance November 2004.

It also emphasises the need to “deliver services, to enable very diverse groups of vulnerable people to develop their capacity to live independently, integrated into, and contributing to, local communities as well as having greater independence and control in making choices within their lives”.

A key element of the Programme is a commitment to ensuring that people who use housing with support are effectively involved in shaping provision and evaluating its scope and quality.

For local authorities, this means that:

· strategies should be developed and agreed through consultative processes, which involve those who use or are likely to use these services alongside other key stakeholders.

· the views and experiences of service users should be taken into account in evaluating and commissioning individual services.

Support service providers, on the other hand, should:

· involve users effectively in all aspects of service planning and delivery to ensure effective, appropriate and responsive provision.

· deliver services, which enable people to develop skills and capacities to live independently and to take increasing control over their own lives.

The ODPM recognises that services that are provided are diverse and vary in size it emphasises that in order to be effective service user involvement needs to be integral to any service and not an add on.

The Audit Commission report 2005 reviewing the Supporting People Programme states that there is a greater focus on users and carers.  Users are more involved in the services they receive and in planning wider service provision. It also states that the regulation, quality and accountability of existing services have demonstrably improved. Where gaps have been identified, new services have been commissioned to fill them leading to a greater range in services.  This is reiterated in the Audit Commission Key Lines of Enquiry (June 2005) which looks at three overarching themes on access, diversity and value for money in the context of Supporting People.

This strategy builds on the Audit Commission findings by identifying methods of service user involvement currently being used in the Blackburn with Darwen and then listing methods to trial in the future.  This strategy recognises that service user involvement is dynamic and progressive and development will need to reflect the diverse and changing needs of the community as well as our growing knowledge of what is effective.  To this effect this strategy does not set out to be definitive but more a living growing document that will evolve along with our understanding of effective service user involvement.

3. SUPPORTING PEOPLE PROGRAMME SERVICE USER CONSULTATION IN       BLACKBURN WITH DARWEN

3.1 This section outlines methods of consultation currently being carried out by Blackburn with Darwen service providers and by the Supporting People Service.  It also identifies the level of influence the consultation has the capacity to have and the methods of information giving currently being utilised.

Consultation if used effectively can influence many levels, it is important to recognise the potential for using information and ensuring there are systems in place to feed the information to the appropriate level.

For example: a support plan might influence decision making at an individual, organisational level and strategic level e.g. A thirty five year old man, who is a double amputee and mild learning difficulties, has been placed in a scheme for older people as there is no other accessible accommodation available for his age group. He has a girlfriend whom he is planning to marry.

His support plan identifies that he would like to live in his own flat but needs to build his confidence to socialise more with people of his own age and to mobilise by use of prosthetics.  He has been referred to a physiotherapist who is working on mobility problems but there remains no suitable accessible accommodation.  He does not mix with the other residents due to the age gap and is socially isolated because of this.  The scheme buys a pool table and offers an evening a week for use by other local vulnerable younger residents to socialise together.  The support plans identifies a gap in service, this is picked up in a supporting people review.  Supporting People find that there are others in this situation and use the information to influence the development of alternative provision for younger disabled adults.  

Tables 1 and 2 below identify methods of consultation and the level of influence the consultation has the potential to achieve.  The level of influence can change depending on how the organisation uses the information it gains.  Information giving is a vital part of service user involvement; also listed below are methods of information giving that have been used.

Table 1: Methods of Service User Consultation used by Service Providers 

	Opportunity
	Outcome
	Level of influence

Individual (I), Scheme/Organisational (O), Strategic (S)

	· Support Plan & Support work
	Establish the type and level of support required. Provide information
	I
	O
	S

	· 1:1 informal and formal discussion


	Explore individual concerns establish solutions. Provide information
	I
	O
	

	· Observation


	Observe behaviour changes, reactions that can provide evidence of an outcome e.g. improved confidence, or dissatisfaction with a service
	I
	O
	S

	· Suggestion boxes


	Allow indirect or anonymous comments to be expressed in order to offer improvements and solutions.
	I
	O
	

	· Grumbles books
	As above


	I
	O
	

	· Surveys


	Collate measurable information, opinion
	I
	O
	S

	· House/scheme meetings


	Exploring concerns and complaints finding solutions. Provide information
	I
	O
	

	· Tenant and Resident Association meetings


	Providing information and developing service in line with service users needs.
	I
	O
	S

	· Drama/art group sessions


	Alternative communication methods to gain the confidence of service users and allow them to express their views and opinions in ways that are not necessarily verbal. Provide information.
	I
	O
	S

	· Social Groups/activities


	Alternative communication methods to gain the confidence of service users and allow them to express their views and opinions in an informal setting.  Provide information
	I
	O
	

	· Training workshops
	Provide information. Develop skills. Alternative setting for service users to offer their view.
	I
	O
	S

	· Recruitment
	Provide information. Develop skills. Alternative setting for service users to offer their view.
	I
	O
	S


Methods of information giving used by service providers

· Newsletters i.e. written, large print

· Notice boards

· Information files

· Verbal information

· Written information

· Visual/pictorial information

· Large print/BSL Leaflets

· Training workshops

· Art/drama sessions

· Training workshops

· Social groups/activities

Table 2: Methods of Service User Consultation used by the Supporting People Team 

	Opportunity
	Outcome
	Level of influence

Individual (I), Scheme/Organisational (O), Strategic (S)

	Support Plans
	Provide evidence on need, gaps in service and towards Quality Standards


	I
	O
	S

	Individually tailored surveys i.e. aimed at young people; at older people; B.S.L. communicators; learning disability
	Collate measurable information, opinion

Provide evidence on need, gaps in service and towards Quality Standards


	I
	O
	S

	Qualitative research - 1:1 interviews (using interpreters/communicators where appropriate)


	Collate information, opinion, views, aspirations.  Provide evidence on need, gaps in service and towards Quality Standards
	I
	O
	S

	Qualitative research - Friendship groups/small group Interviews


	Collate information, opinion, views, aspirations. Provide evidence on need, gaps in service and towards Quality Standards
	I
	O
	S

	Qualitative research - Telephone interviews


	Collate information, opinion, views, aspirations.  Provide evidence on need, gaps in service and towards Quality Standards
	I
	O
	S

	Desk research


	Collate information using minutes of service user minutes, complaints and compliments etc.  Provide evidence on need, gaps in service and Provide evidence on need, gaps in service and towards Quality Standards


	I
	O
	S

	Observation


	Observe behaviour changes, reactions that can provide evidence of an outcome e.g. improved confidence, or dissatisfaction with a service.  Evidence towards Quality Standards
	I
	O
	


3.1 Methods of information giving to service users by the Supporting People Service

· Individually tailored leaflets/booklets giving information about the Supporting People programme

· Verbal information

· Visual/pictorial information

· Large print

· Interpreter/communicators

· Feedback letters

· Face to face feedback

· Telephone discussion

· Video – a partnership production with 7 other local authorities. Discarded due to poor standard

· Email

3.2 Methods of service user involvement for future exploration and development

The Supporting People team gave much consideration to different methods of consultation and decided that a qualitative approach would be the most effective method of collecting information that was meaningful and reaching hard to reach groups.  Consideration was also given to the diverse communication needs of the service user groups and how they could be accommodated.  Telephone interviews, peer group interviewing and events were ruled out for a number of reasons, the telephone presents communication problems for people with hearing or speech difficulties, peer groups interviews can be useful but don’t allow for the depth and breath of knowledge that the interviewer brings both to leading a discussion and analysing the information, events tend to rule out those people with communication/language needs, mobility needs or low confidence.
Two main methods of consultation were chosen:
Postal Survey

Although surveys produce limited results (it is normal to expect less than 10% response rate) and are not accessible to many groups because of language or literacy, it was decided that they were a way of providing a large range of tenants with an opportunity to air their views or find out more.  A short two side survey was devised using both qualitative and quantitative questions; this was produced in different formats e.g. Arial font size 14, British Sign Language B.S.L., pictorial form and sent to every tenant from each agency undergoing a Supporting People review, along with a letter of explanation.    The surveys produced averages of over 50% of completed surveys returned from each agency.

Face to Face Qualitative Research

1:1 Face to face, unstructured qualitative interviews lasting approximately one hour each were carried in people’s homes. In this way diverse communication needs could be more easily accommodated e.g. using interpreters for people whose first language is not English including B.S.L. signers, people with speech problems or hearing loss as well as travelling to people who have mobility or confidence problems rather than expecting them to travel. Therefore reaching hard to reach clients and communicating effectively.  The discussion guide used for the interviews was based on themes from the Supporting People Quality Assessment Framework plus questions which explored what methods of support people valued in helping maintain independence.

 1:1 interviews also gave an opportunity to explain what the Supporting People review was about and allow for questions.  Using an unstructured approach allowed exploration of issues in depth rather than being tied to set questions.

Some small group and friendship groups lasting an hour and a half were carried out, but it was found that the information was easier to hear on a 1:1 basis and people were more willing to talk openly.  The sample interviewed was convenience, as it relied on those people who were willing to be interviewed and was provided by the service provider.  A minimum of 20% of service users were interviewed in each agency.  
Pilot Research Project with Older People

A pilot research project was carried out with an agency that provided supported accommodation for older people; to look at the aspirations of older people for support. This was carried out in small groups of three and four, using unstructured interviews with a discussion guide and stimulus material of pictures of older people involved in a variety of social and sporting activities. 
The consultation research outlined above proved effective in helping the Supporting team understand the support needs of the service user groups as well as providing information collected directly from service users that will influence service provision and commissioning at an individual, scheme and strategic level.

In addition to the methods outlined above Table 3 lists some alternative methods of service user consultation and briefly explores considerations for each method.  

Table 3:  Alternative Methods of Service User Involvement

	Method


	Considerations

	Supporting People Inclusive Forum
	Useful for information sharing for service providers.  Is a service provider forum not a service user forum.  Maybe intimidating for service users, jargon used. Difficult to facilitate multi-communication methods for diverse groups e.g. a situation could arise where an interpreter for Urdu, B.S.L. is required plus communication methods for Learning disability and people with substance abuse problems.



	Housing 21 qualitative research in friendship groups
	Easier to manage communication methods for individual client groups.  Useful in terms of identifying important areas for service users.  Needs follow up to explore issues.  Time intensive.



	Peer group interviewing
	May be able to communicate with people with similar experiences. Time intensive in terms of training, managing and supporting.  May not have an overview of services, may not be able to separate own experiences from those of others.  May not have the skills to interpret information.



	Service user consultation workshops


	Able to focus workshops on individual service user groups e.g. Learning disability, mental health, older people.  Able to focus on appropriate communication method to suit group, able to focus on issues pertinent to group.  Shift balance of power towards service users i.e. instead of setting up a provider forum and inviting service users, set up a service user group and invite providers.  Need to start where service user group is, therefore time intensive.



	Sharing Good practice workshops for providers


	Use examples of good practice being used by providers and provide forum to acknowledge share and promote good practice.



	Linking into established groups e.g.

Older Peoples Forum, Mill Hill

Disabilities group; Mowbray Learning Disability consultation group; Carers group.


	Make use of established groups who want to input into policy.



	Inviting individual service users to strategy groups or forums


	Person invited is likely to be an individual voice rather than a representative voice.  May be intimidating to some service users.
Strategy group/forum starts at the commissioner/provider level, which may not be the same as that of the service user.



	Use of art/drama/music as a vehicle to assist people who may not have the skills to articulate their views verbally or in writing.


	Offers alternative mode of communication for people who may struggle to articulate their views and opinions verbally.  Moves away from methods predominantly used by the council, some managers and providers may struggle to appreciate its value.  Presents challenges in terms of it fitting with traditional council processes.



	Use of e- technology; e-diaries, chat rooms.


	Offers alternative mode of communication for people who may struggle to articulate their views and opinions verbally.  Moves away from methods predominantly used by the council, some managers and providers may struggle to appreciate its value.  Presents challenges in terms of it fitting with traditional council processes.



	Use of audio-visual/digital art technology to provide information and enable people to express views in an alternative way e.g. vox box


	Offers alternative mode of communication for people who may struggle to articulate their views and opinions verbally.  Moves away from methods predominantly used by the council, some managers and providers may struggle to appreciate its value.  Presents challenges in terms of it fitting with traditional council processes.




4. GOOD PRACTICE

The Supporting People reviews have identified a number of service providers that are currently participating in innovative initiatives that are examples of good practice concerning involving and consulting with service users.  It is important in this strategy to acknowledge the good practice that is being currently undertaken by providers as well as offer a programme for future development.

4.1 Making Space

This is an accommodation-based service for adults with severe and enduring mental health problems. Service users have a tenancy for life, their flats are situated in a courtyard complex which has an onsite support worker from 9am -5pm Monday to Friday.  Service Users at Making Space were unhappy with their maintenance arrangements.  They approached a member of staff to complain about the standard of work being undertaken.  The staff member called a Residents meeting to discuss this.  Residents were encouraged to identify what they were not happy with and what they wanted to do about the problem and having decided they wanted somebody different; what they wanted from a new worker.  Service users were involved in the recruitment of the new member of staff and negotiated with the new employee how much they were willing to pay for the service.  Service users are now satisfied with the staff member and the level of work undertaken. 

Outcomes for service users:

· Service feel valued and know that their complaints will be taken seriously and dealt with fairly

· Increased self-confidence and self-esteem.

· Service users can input into how the service is delivered and are more confident to do so.

4.2 The Fuse Box / Nightsafe

A drop-in, shelter and hostel for young homeless people aged 16 – 25 years old: wanted to involve young people in developing services to appropriate to their needs.  The work started by building the confidence and self esteem of the young people by team building via team games and worksheets that stimulated discussion and identified issues that are important to the young people.  The young people decided they did not want to perform but felt more comfortable with the medium of music.  They started to use MC (a type of RAP) but sadly the person leading this died.  The group changed and decided to use music with poetry and voice over documentary interviews.  In order to enable the young people to speak video diaries were used as well as interviews with questions devised by the youth inclusion worker and video-ed by a community digital arts company Zumamedia via Action Factory.  

Outcomes for service users:

· Increased confidence and self esteem

· Identifying issues important to them regarding living on the street and accessing services

· Bringing the issues in a communication format they are comfortable with to the Supporting People team who can influence service development.

4.3 Carr Gomm

A service for people with severe and enduring Mental Health problems involve service users at many levels including having representatives at national and regional meetings concerning Health and Safety.  An example of this is a young man who has taken on the role of regional representative, his role is to seek the views of fellow tenants and travel to meetings for example in London to participate in meetings at a national level. He has developed his knowledge of health and safety matters and is gradually being able to contribute to the meetings.

Outcomes for service users:

· Experience of travelling to and staying in a large city.

· Experience that will assist towards ‘work’ experience.

· Service users feel valued

· Increased confidence and self esteem

· Service users can input into how the service is delivered and are more confident to do so

· Service users take ‘ownership’ of their own safety and service user safety is improved

5. TIMETABLE FOR DEVELOPMENT

From April 2006 the Supporting People review process is ending and will be replaced by the contract review framework. This is an ongoing monitoring and review process for all Supporting People provider services.

As outlined in the Audit Commission report service user consultation/involvement is an essential part of establishing value for money and assessing the quality of services, this is confirmed in the Audit Commissions KLOES and links in to the Blackburn with Darwen Housing Strategy, therefore the timetable for development of service user consultation and development must link in with the contract review framework.  

The action plan set out below recognises that service user involvement and consultation is already occurring, it aims to build on current initiatives by sharing good practice and discussing what has worked and not worked; then identifies a programme of development that is integral to service delivery.

Table 5: Service User Consultation Development Action Plan

	Action


	Date

	Complete Supporting People information booklet for people with a learning disability


	March 2006

	Complete survey for people with a learning disability relating to the Quality Assessment Framework


	July 2006

	Complete Supporting People information leaflets for people whose first language is not English, including B.S.L.


	September 2006

	Develop DVD to explain the Supporting People Programme appropriate to specific service user groups i.e. people with communication problems and whose first language is not English
	September 2006

	A series of service user involvement workshop for providers to confirm methods of involvement; identify and share good practice and methods for development.


	To start May 2006

	A series of service user involvement workshops for service users to identify if and how people want to be involved.
	

	Consult on specific issues with established service user groups.


	As and when appropriate

	1:1 consultation as an integral part of the contract review timetable; building on methods used in Quality Assessment framework reviews.


	

	Small group/friendship group consultation as an integral part of the contract review timetable; building on methods used in Quality Assessment framework reviews.


	

	Individually tailored surveys


	

	Review effectiveness of methods


	Ongoing
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