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8. User
 involvement


What these standards cover

The standards in this area cover the involvement by LMA service users in various aspects of the LMA’s organisation and activities, notably: governance, planning and policy development, service delivery, information, recruitment and selection of workers.

Effective service user involvement provides tangible benefits. It results in development, learning and improved services for service users, staff and the LMA as a whole.


Where public access or shorter term services (eg counselling) restrict the active day to day involvement of service users then there should be evidence that other strategies are implemented to ensure service user feedback on these services (eg satisfaction questionnaires, involvement in selection of staff, involvement at planning and development level). Local Mind associations have a responsibility to ensure the following:

· that Mind’s policy on service user involvement is put into practice

· that service users are actively involved in the governance, planning and evaluation of the LMA and its services

· that service users are actively encouraged to work with Mind Link, the network of mental health service users.

The standards in this quality area correspond to the obligations of the Membership agreement.

8.1 The standard for service user involvement in governance

The LMA ensures that service users take part in the governance and decision-making of the organisation by actively supporting and encouraging them to do so. Procedures are in place to manage potential conflicts of interest.

Level 1 (minimum requirements)

Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.1.1.1 The governing documents of the LMA includes the right of service users to be trustees of the organisation with equal voting rights and responsibilities.


· governing documents

· publicity material informing users

· record of meetings informing users

· record of elections/number of service users on board and committees

· trustee roles and responsibilities
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8.1.1.2 There is regular communication and consultation, both formal and informal, between trustees and service users. These inform the decision making process.


· record of meetings between trustees and service users

· notices, newsletters, circulars, etc

· examples of how service user communication/consultation with trustees have influenced decisions
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8.1.1.3 There are opportunities for the active participation of service users in all appropriate committees, sub-committees and decision-making forums of the LMA.

· record of number of service users involved in committees and decision making forums

· examples of roles/responsibility available to service users
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8.1.1.4 There is a clear procedure for ensuring that service users who are involved in the governance of the LMA are appropriately supported and resourced.
· trustee induction information

· examples of support offered 

· resource and expenses records

· training attendance records
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8.1.1.5 The trustees monitor and review annually service user involvement in the governance of the LMA and uses this information to make improvements in this area.
· records of trustee review meetings

· examples of way information has been used
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Level 2 – The standard for service user involvement in governance
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.1.2.1 There is routine formal communication and consultation between trustees and service users. These inform the decision making process, and feedback is provided to show how this is achieved.



· record of meetings between trustees and service users

· notices, newsletters, circulars, etc

· examples of how service user communication/consultation with trustees have influenced decisions

· examples of how information on actions taken is fed back
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Level 3 – The standard for service user involvement in governance
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.1.3.1 Examples of good practice in service user involvement in governance are shared with other LMAs and/or with other appropriate organisations locally and nationally.


· record of presentations/workshops at network meetings, conferences, etc

· examples of partnership working with other LMAs

· research/reports written for newsletters, journals
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8.2 The standard for service user involvement in planning and policy development

The LMA enables and encourages service users to participate in the planning and policy development of the organisation and beyond.

Level 1 (minimum requirements)

Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.2.1.1 There is clear and accessible information available to all service users explaining how they may become involved in the LMA's planning and policy development.

· Notices, leaflets, etc

· Record of service user meetings informing service users of involvement opportunities

· Confirmation from service users
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8.2.1.2 There is a clear procedure for ensuring that service users involved in the planning and policy development of the LMA are appropriately supported and resourced.



· Examples of support offered 

· Resource budgets and expenses records

· Confirmation from service users

· Written involvement policy and procedures

· Training attendance records
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8.2.1.3 The LMA annually monitors and reviews service user involvement in planning and policy development. It uses this information to make improvements in this area.
· Record of annual review meetings

· Examples of how information influences actions
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Level 2 – The standard for service user involvement in planning and policy development
Examples of evidence that show the LMA is meeting the standard

Not met

Part met

Fully met

Evidence from LMA and any further comments or areas for action


8.2.2.1 The LMA creates and provides opportunities for service users to participate actively in planning and policy development.


· record of number of service users involved in planning and policy meetings and working groups

· examples of roles/responsibility available to service users
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8.2.2.2 The LMA provides access to training that enables service users to take part in the planning and policy development of the organisation.
· record of training opportunities

· numbers of service users attending relevant training
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Level 3 – The standard for service user involvement in planning and policy development 
Examples of evidence that show the LMA is meeting the standard

Not met

Part met

Fully met

Evidence from LMA and any further comments or areas for action


8.2.3.1 There is clear and accessible information and support available to all service users to become involved in planning and policy development beyond the LMA.



· record of information and publicity available

· examples of how service users have been involved in external planning and policy development

· examples of how the LMA has supported service users 
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8.3 The standard for service user involvement in service delivery

The LMA provides resources and facilities that encourage and support service users to have an active role in the delivery of services.

Level 1 (minimum requirements)

Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.3.1.1 Service users are regularly consulted, in a variety of ways, about the services provided by the LMA. The views of service users contribute to the planning of services.

· record of service user surveys, consultation meetings, suggestion boxes, forum meetings, one-to-one, etc

· examples of how views have influenced services provided

· confirmation from service users
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8.3.1.2 Service users are routinely able to influence their own support planning.

· record of individual support plans

· examples of ways service users have influenced support planning
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8.3.1.3 There are opportunities for Mind service users to participate actively in the day to day running of longer-term services.



· record of numbers of service users taking part in day to day running of services

· examples of their roles and responsibilities

· record of service users as volunteers
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8.3.1.4 There is a clear procedure for ensuring that service users involved in the delivery of the LMA's services are appropriately supported and resourced.



· examples of support offered 

· resource budgets and expenses records

· confirmation from service users

· written involvement policy and procedures

· training attendance records
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8.3.1.5 The LMA annually monitors and reviews service user involvement in service delivery. It uses this information to make improvements in this area.
· record of annual review meetings

· examples of how information influences actions
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Level 2 – The standard for service user involvement in service delivery
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.3.2.1 The LMA provides access to training and supervision that enable service users to help to deliver services.
· record of relevant training opportunities

· numbers of service users attending relevant training
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8.3.2.2 Outreach work is undertaken as appropriate to ensure the involvement of all service users including women, Black and Minority Ethnic (BME), and other geographic communities, disabled people, lesbians, gay men, bisexuals and people of all ages.


· survey and research information related to needs of particular groups of service users and those under-represented

· record and examples of outreach projects

· numbers of service users from particular groups supported  
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Level 3 – The standard for service user involvement in service delivery
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.3.3.1 There is active collaboration between service users, staff and trustees to establish and develop new forms of service delivery
· examples of collaborative projects, self help groups, user led functions, etc

· numbers of service users involved
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8.3.3.2 Service users are involved in ongoing training for staff (eg how to work with service users, support planning and review, etc) and (if appropriate) the development and delivery of conferences, workshops and seminars.
· examples of training programmes/courses provided

· numbers of service users involved in training

· number of staff attended training
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8.4  The standard for service user involvement in information provision

The LMA works with service users to provide clear and accessible information for all stakeholders.

Level 1 (minimum requirements)

Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.4.1.1 Service users are involved in the development of information that the LMA produces about its services and activities.


· examples of information planning meetings, consultation, surveys, etc

· examples of information leaflets, newsletters, notices, etc with service user involvement acknowledged 
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8.4.1.2 Service users are involved in a regular review of the LMAs information and communication with feedback being used to make improvements.

· record of involvement in meetings, surveys, reviews

· examples of ways feedback has been used in developments 

· confirmation from service users
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8.4.1.3 The LMA provides information to support service users in networking, eg Mind Link.
· examples of notices, newsletters, membership material, etc easily available 
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Level 2 – The standard for service user involvement in information provision
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.4.2.1 Service users are routinely involved in the development of information that the LMA produces about its services and activities.



· examples of  regular information planning meetings, consultation, surveys, etc

· examples of information leaflets, newsletters, notices, etc with service user involvement acknowledged
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Level 3 – The standard for service user involvement in information provision
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.4.3.1 Service users produce their own newsletters, guides, fact sheets, etc and are appropriately supported and resourced where necessary.


· examples of information leaflets, newsletters, notices, etc produced by service users

· record of resource budgets and expenses paid
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

8.5  The standard for service user involvement in recruitment and selection

The LMA provides resources and opportunities to involve service users in the recruitment and selection of workers, volunteers and trustees.

Level 1 (minimum requirements)

Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.5.1.1 Those responsible for planning recruitment and selection create opportunities for the involvement of service users in the process.
· record of recruitment and selection meetings

· notices to service users about becoming involved in selection and recruitment

· record of training and attendance

· numbers of service users taking part in selection and recruitment

· confirmation from service users

· written policy and procedure 

· examples of how service users are supported

· record of resource budgets and expenses paid

· record of review/evaluation meetings

· service user feedback

· examples of the way information from feedback and reviews influence developments
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

8.5.1.2 Service users are provided with training to enable them to take part in the recruitment and selection process.
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8.5.1.3 There is a clear procedure for ensuring that service users involved in recruitment and selection are appropriately supported and resourced.
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8.5.1.4 The LMA evaluates the way in which service users are involved in recruitment and selection. It uses this information to make improvements in this area.

1. 
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

Level 2 – The standard for service user involvement in recruitment and selection 
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.5.2.1 Service users are involved in the recruitment of all workers and trustees.


· record of individuals involved in selection and recruitment of workers and trustees

· record of training and support meetings
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Level 3 – The standard for service user involvement in recruitment and selection 
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

8.5.3.1 Service users of the LMAs services are routinely involved in all aspects of recruitment and selection of workers and trustees.

· record of selection and recruitment of workers and trustees

· record of recruitment, planning and review meetings

· record of training and support meetings
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Extra evidence/comments/areas of special interest

Type here


� ‘Service user’ is used here as shorthand and is intended to encompass everyone with direct personal experience of mental distress. Service user ‘beneficiary’ applies to those people who are in direct receipt of a service from a specific LMA. What is key is that people should be able to define themselves using words which are acceptable to them.
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