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11. Standards for services

What these standards cover

LMAs need to deliver services that are well planned and organised, appropriate to the service user and consistent with the values of Mind. They should also support the workers who deliver them. 

An LMA has to meet level 1 (entry level) in the ‘standard for services’ for all direct support and care services it provides. The ‘standard for services’ covers all the quality areas that are essential to ensure safe and respectful practice for all services users, whether in a formal structured setting or in a more informal one.

LMAs that provide services not directly funded by contract or tender will be required to meet minimum standards or guidance relevant to that specific service as well as the ‘standard for services’. 
11. Standards for services

The LMA has a clear statement of values and purpose for each service provided. It is consistent with the mission and principles of Mind. It takes full account of the needs of service users and their right to make choices.

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

11.1.1.1 The LMA has a written statement of the (philosophy) values, purpose and objectives of each service provided. This is communicated to service users and other stakeholders. 
· service literature

· constitution

· annual report

· statement of values, purpose and objectives for each service

· examples of how service information is communicated to service users and stakeholders

· record of monitoring and review meetings

· service user satisfaction surveys, consultation

· service user action plans

· service user handbook
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11.1.1.2 Each service statement is reviewed annually,  with the involvement of service users, to ensure that the values and purpose reflect the current needs of service users.
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11.1.1.3 The LMA clearly states how each service provided supports service users’ endeavours to take active steps towards their own recovery.
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11.2 The standard for the assessment of the needs of each service user

The LMA provides information and works in partnership with the person seeking to use a service in order to make an appropriate assessment of need. (Before a service is offered, an appropriate assessment is undertaken of the (mental health) needs of the person seeking to use that service, in partnership with that person and relevant 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

11.2.1.1 The assessment is designed to be relevant to the service being offered and appropriate for the mental health needs of the person seeking to use the service.
· service literature

· service user assessments and support plans

· feedback from service users

· service user handbook

· service budgets

· information about other provision options

· record of referral protocols

· examples of how service users have been referred on
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11.2.1.2 The views that the person seeking to use the service has of his/her needs are central to the assessment.

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

11.2.1.3 When information from carers or supporters and other stakeholders is used in the assessment it is with the consent of the person concerned.
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11.2.1.4 The assessment takes account of the financial implications, if any, for the person seeking to use the service; these implications are communicated to that person.
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11.2.1.5 Where an assessment indicates the LMA cannot provide an appropriate service, the LMA will discuss alternative provision and provide information about other services.
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11.3 The standard for joint planning and review

Longer-term services are based on a regularly reviewed plan of action agreed between the LMA and the service user. Services that offer a short-term intervention are able to gain feedback from service users on their experience of these 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

11.3.1.1 All service users have the opportunity to discuss their needs and expectations. The LMA will encourage the service user to take an active role in the development of an action plan or intervention and in partnership come to an agreement about how the service will best meet these needs.
· service user support plans

· record of review meetings

· protocols for action plans

· feedback from service users

· service user satisfaction surveys

· confirmation from workers 
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11.3.1.2 Where an agreement takes the form of a complex or a detailed plan of action, or where a formal plan is required, this is recorded in a style and format that is understood by the service user and is appropriate to the service in question. The LMA and the service user both retain a copy.
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11.3.1.3 All service users have opportunity at agreed intervals to feed back on the service(s) they are receiving, and to discuss whether their needs are being met as a result of the service intervention.
· 
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11.3.1.4 All agreements and plans (for longer-term services) and/or outcomes are recorded.
· 
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Level 2 – The standard for joint planning and review
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

11.3.2.1 For longer-term services, service users have a named LMA worker who works with them on implementing their agreement or plan. The allocation of the named worker is agreed with the service user.
· confirmation from service user of named worker

· record of action plans in case of crisis

· examples of crisis plans





 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

11.3.2.2 The service user and the LMA agree what action should be taken in the event of the service user experiencing a crisis
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11.4  The standard for confidentiality

Each service provided by the LMA is carried out in a confidential manner and follows a clear confidentiality policy.

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

11.4.1.1 Each service is operated in accordance with data protection legislation.


· confirmation from workers, trustees and volunteers

· record of relevant training

· data protection legislation checklist

· examples of how confidentiality impacts on work 

· confidentiality policy

· confirmation from service users and stakeholders

· induction/service user handbook

· observation

· record of confidential information given without consent
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11.4.1.2 LMA workers, trustees and volunteers understand how the data protection legislation and confidentiality affects their work. 
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11.4.1.3 The LMA has a written confidentiality policy.
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11.4.1.4 Service users and other stakeholders are made aware of the confidentiality policy and the rights and responsibilities within it.
· 
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

11.4.1.5 Records identifying individuals are confidential and are kept in a secure place.
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11.4.1.6 Service users have access to their own records, where these are kept.
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11.4.1.7 The circumstances where confidential information can be shared without consent are stated in the confidentiality policy and communicated to service users.
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11.4.1.8 The LMA keeps a written record whenever confidential information is shared without consent.
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Level 2 – The standard for confidentiality

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

11.4.2.1 The LMA has developed information-sharing protocols with other relevant agencies.
· information sharing protocols 

· record of joint planning/review meetings

· liaison meetings

· record of correspondence

· examples of how information is shared with relevant agencies

· record of training and attendance
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11.4.2.2 The LMA provides training in understanding confidentiality and data protection to its staff, trustees and volunteers.
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11.5  The standard for service environment

The LMA provides a safe and appropriate environment for each of its 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

11.5.1.1 The service environment meets legal requirements in health and safety, fire safety, first aid and environmental health.
· health and safety checklists/audits

· observation of environment

· service user surveys, consultation, reviews

· examples of how information has influenced developments

· service user confirmation

· examples of how service users are involved in services

· record of risk management meetings

· record of repairs and environment improvements/renovations
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11.5.1.2 The LMA collects feedback from service users on each service environment and uses the information to make improvements.
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11.5.1.3 The LMA involves service users in making each service environment welcoming and takes action to make this happen.
· 
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11.5.1.4 The LMA assesses the potential risks in its service environments and addresses any safety implications.
1. 
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11.5.1.5 Each service is delivered in a setting appropriate to the user and to that service.
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Level 2 – The standard for service environment 
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

11.5.2.1 The LMA regularly and actively consults service users about the service environment and uses the information to make improvements.
· service user surveys, consultation, reviews (dated)

· examples of how information has influenced developments

· record of planning meetings

· examples of how user involvement in planning has influenced changes

· observation
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11.5.2.2 The LMA actively involves service users in planning and implementing changes to the service environment.
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11.5.2.3 The LMA makes flexible and effective use of its space.
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Level 3 – The standard for service environment 
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

11.5.3.1 The LMA can demonstrate how the location, building and facilities for each service support the well being of service users.
· service plans

· record of renovations, improvements

· feedback from service users, workers
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11.6  The standard for personal safety

The LMA assesses the personal safety risks for service users and LMA workers and takes action to address them.

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

11.6.1.1 The LMA assesses and records the potential risks in situations involving service users and workers, and addresses any safety implications.
· record of risk management meetings/audits

· examples of how safety issues have been dealt with

· record of involvement of ‘safety experts’

· notices, reports, newsletters

· service user handbook

· record of meetings discussing need for identification

· identification documents

· copies of  mot and insurance certificates on worker files

· record of emergency numbers

· worker and service user confirmation
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11.6.1.2 Information is available to service users and workers on safety issues and their personal responsibility for safety.
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11.6.1.3 The service provides appropriate identification (ID badges or cards) for LMA workers when they are visiting people in their own homes.
· 
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11.6.1.4 There is a procedure for ensuring that, if workers use there own cars on LMA business, the vehicle is roadworthy and insured.
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11.6.1.5 The LMA provides workers with emergency contact numbers. 
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Level 2 – The standard for personal safety
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

11.6.2.1 The LMA has a written safety policy and procedure for each of its services.


· written policies and procedures with last review dated

· service literature

· record of training and attendance

· lone worker policy

· named person for safety

· worker confirmation for each service
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11.6.2.2 Lone workers are provided with training and support appropriate to the needs of their job. 
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11.6.2.3 The LMA has a lone worker policy.
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11.6.2.4 Each service has a person who has overall responsibility for implementing the safety policy.

 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

Extra evidence/comments/areas of special interest
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