Torbay
Supporting People

Communication and
Involvement Strategy







5 Supporting people IQ&B..‘.A.Y_.

-
, o (0 Communities and Local Government - ——

Torbay Supporting People Communication and Involvement Strategy

Contents Page
1. Background — the Supporting People programme 2
2. Introduction to this strategy 2
3. Why produce a Communication and Involvement Strategy 4
4. Who we communicate with and involve 4
5. Key objectives of the Communication and Involvement Strategy 6
6. Our key values for communication and involvement 6
7. What we do now 7
8. How we will communicate with and involve people 8

8.1 Service users 8

8.2 Stakeholders 9

8.3 Service providers 9
9. Outcomes from communication and involvement 10
10. Evaluating and monitoring the communication and involvement process 10
11. Where we want to be 11
12. Definition of terms 11
Annex A Communication with and involvement of service users 14
Annex B Communication with and involvement of stakeholders 16
Annex C Communication with and involvement of service providers 17
Annex D Communication and Involvement Action Plan 19
Annex E How local Service User groups support involvement in Supporting People 22
Annex F Involvement and communication flow charts 23
Annex G Torbay Supporting People Service User Group terms of reference 24
Annex H Job description — Supporting People Service User Group member 26
Annex | Incorporation of feedback from the consultation period 28

Last updated Dec 2007 10f29



® Supporting people g-..-ﬁ.}%_ e 23
: y Commurnities and Local Government ————

1. Background - the Supporting People programme

The Supporting People programme began in April 2003. Torbay Council receives grant
funding of just under £6million to provide housing-related support to enable people to live
independently in the community. This helps to improve the health, wellbeing and housing
options of vulnerable people in Torbay.

The programme provides housing-related support services to a wide range of vulnerable
people including:

asylum seekers and refugees

ex offenders or people at risk of offending

frail elderly

homeless families and single homeless with support needs
older people with support needs

people with complex needs

people with drug or alcohol problems

people with HIV/AIDS

people with learning disabilities

people with mental health issues

people with a physical or sensory disability

rough sleepers

teenage parents

travellers

women seeking refuge from domestic violence
young people at risk and young people leaving care

Services in Torbay include homeless hostels, supported housing, sheltered housing, a
women’s refuge and ‘floating support’ which is support provided to people in their homes.

Torbay Council administers the programme locally but all decisions relating to services
and strategy are made jointly by Torbay Council, Torbay Care Trust and Devon and
Cornwall Probation service.

Supporting People services in Torbay contribute to objectives in the Community Plan and
strategies linked to homelessness, housing, community safety, teenage pregnancy, drug
and alcohol misuse, reducing re-offending, quality of life for older people, mental health,
learning disabilities and physical illness or disability. Supporting People also has a role in
developing and maintaining sustainable communities, addressing anti-social behaviour,
discrimination, harassment and domestic violence.

2. Introduction to this strategy

The use of the word ‘we’, ‘us’ and ‘our’ in this strategy refers to the Supporting People
programme in Torbay.
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This strategy links with Torbay Council’s Equality and Inclusion Policy and Scheme 2005-
2008 which aims to:

« Promote and demonstrate fairness and equality of opportunity, in the provision of
services and employment of staff, for and between:
o men and women generally

o persons of different religions/beliefs, racial group, age, marital status or
sexual orientation

o persons of different socio-economic status
o persons with a disability and persons without

o persons with dependants and persons without

Torbay Council is working towards level 3 of the Equality Standard for local government.
This Standard ensures that treating people equally in terms of age, disability, gender, race,
religion or belief and sexual orientation are mainstreamed into council policy and practice.

The wide range of Supporting People services and service users presents a diversity that
can be a challenge in itself to accessible communication and involvement.

The Supporting People programme recognises that communicating with and involving
service users, providers of services and stakeholders is the key to improving services.

This strategy sets out:

who we communicate with and involve

our key objectives and values

what we do now

what we will do

intended outcomes of the strategy

evaluating the outcomes of communication and involvement

It is an action plan, but also a working document, which will be reviewed and evaluated
annually by the Supporting People Service User Group and other stakeholders.

This strategy will be supported by a number of policies and procedures which will
determine roles and responsibilities. The policies are:

The Terms of Reference of the Service User Group

The Supporting People Memorandum of Understanding

The Terms of Reference of the Supporting People Strategy Sub Groups

The Quality Assessment Framework for Supporting People’s expectations on
involving service users

The service review methodology for involving service users
° The Council’s Corporate Communications Plan
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This is an overarching strategy giving a general overview. Therefore the groups of
people included in the strategy, and the methods of communicating with and
involving them are not exhaustive.

3. Why produce a Communication and Involvement Strategy?

This strategy is needed because:

We need to engage with people who use Supporting People services, providers of
services and the rest of the community. This will ensure that high quality, relevant
and accessible services are delivered and continue to improve. We can use what we
learn to change and develop services.

It is important that we engage with groups often considered harder to reach, who are
less visible as users of statutory services. In Torbay these groups include people in
black and minority ethnic groups, rough sleepers, drug users, young people,
refugees, asylum seekers, travellers and prisoners. We need to target these groups
to ensure all people have equal access to services and that services are responsive
to the needs of all.

Information about services and how to access them must be provided in order to
involve people in their services. We also need to share information about any major
changes to services.

We believe services are better when they fully involve service users. This means
involvement in the planning of their support and in making decisions on the aims of a
service and day to day decisions about the service where possible.

4. Who we communicate with and involve

The table on the next page shows who we communicate with and involve. Those directly
affected by Supporting People as service users, carers or service providers will be the
main focus of this strategy.
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Who we communicate with and involve

Where you will find information for these
people in this strategy

Service users, potential service users 7 What we do now
and carers 8.1 How will we communicate with
and involve people? - service
users
Annex A Communication and involvement
of service users
Annex D Communication and Involvement
Action Plan
Annex E  How local service user groups
support involvement in Supporting
People
Annex F  Involvement and communication
flow charts
Annex G Torbay Supporting People
Service User Group terms of
reference
Annex H Job description — Supporting
People Service User Group
member
Internal and external stakeholders — 7 What we do now
these are the partner agencies of the 8.2 How will we communicate with and
programme — Torbay Council, Torbay involve people? - stakeholders
Care Trust and Probation service as well | Annex B Communication with and
as others with an interest in Supporting involvement of stakeholders
People such as charities and voluntary Annex D Communication and involvement
services, the police, advocacy services, action plan
the media and Torbay’s local community Annex F  Involvement and communication
flow charts
Providers of Supporting People 7 What we do now
services - this section is split into large 8.3 How will we communicate with and
providers (providing services to more than involve people? — Supporting
50 people), small providers (providing People service providers
services to less than 50 people) or sole Annex C Communication with and
traders (a private individual providing a involvement with service providers
service to one person) Annex D Communication and involvement
action plan
Annex F  Involvement and communication

flow charts
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5. Key objectives of the Communication and Involvement Strategy

o To raise awareness of the Supporting People programme

o To know our key stakeholders, service providers and service users and
how to reach them

o To involve service users and other stakeholders in the delivery and
monitoring of services wherever possible

o To monitor how well Supporting People services are involving service
users and make recommendations on how this can improve

o To involve service users in making decisions about their services

o To involve service users and key stakeholders in developing and
implementing the Supporting People Five Year Strategy

o To make links with all the local organisations supporting and advocating
for service users, including self organised service user groups

o To communicate regularly with stakeholders, providers and services
users and inform them of any key changes and how they can influence
them

. Provide timely, accessible, accurate and relevant information in a
manner that is appropriate to the audience

o Clearly explain why we are consulting and how the information provided
will be used

o Act on the results of consultations to improve services and service
delivery and report the changes back to those who influenced them

o To build on partnerships with service users, service providers and other
stakeholders

6. Our key values for communication & involvement
Communication and involvement will:

Be accurate, timely, open and honest

Be easy to understand and free from jargon
Be consistent in quality and style

Be cost effective

Be accessible and inclusive

Value all contributions

Feedback on what’s changed as a result
Develop people to take part and mentor others
Cover any expenses incurred
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7. What we do now

o Core Strategy Group - the key group in shaping the direction and
priorities for Supporting People in Torbay includes representatives from
Torbay Council, Torbay Care Trust, Devon and Cornwall Probation
Service as well as Devon Partnership Trust, Supporting People service
providers and service users

o Strategy Sub Groups — these are sub groups of the Core Strategy
Group and address the priorities for particular client groups such as
older people, people with learning disabilities, young people etc.
Membership includes service users, service providers, referral agencies
and other stakeholders in the Supporting People programme.

o Service User Group — this group of service users from various
Supporting People services meets regularly to look at the monitoring of
services, new initiatives, policies and procedures and partake in training
and development.

o Service user forum — this is held annually for service users to discuss
issues relating to Supporting People. This will be ongoing for the
foreseeable future.

o Service user focus groups — these are held as and when required.

o Independent Provider Forum — this is run by Torbay service providers
and is supported by Supporting People

o Supporting People Providers Network — a forum for small providers

o Diversity Audit — this is a consultation of black and minority ethnic
groups and lesbian, gay, bisexual and transgender groups in Torbay.
The consultation is being led by Safer Communities Torbay. Supporting
People are involved in this and are using the consultation to find out
about the needs of these groups

o Interviews with service users — this is part of the service review and
monitoring process. The monitoring and review process will be
evaluated in April 2006. Any proposals for changes to the existing
process will include direct feedback from service users

o Quarterly newsletter - following positive feedback we plan to continue
this publication to keep people informed of developments and plans

o Directory of Supporting People services — this contains information
about Supporting People services. This is available as a paper copy and
on our website - www.torbay.gov.uk/supportingpeople . The paper copy
will continue to be updated annually and the electronic copy on the
website more regularly as changes are notified to us

o Vacancy list — this is sent to key stakeholders every week. This will
cease once a centralised referral and nomination system to Supporting
People services is introduced

o Service user questionnaires — these are sent out during each service
review and for specific consultations such as the five-year strategy. This
will be continued as and when required

o Supporting People Road shows — these are held at various locations
and are awareness raising sessions for staff and stakeholders
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o Adverts — these are placed in relevant publications such as the Safer
Communities booklet & Council Tax leaflet

o Written articles — these are placed in relevant publications such as the
Care Trust integration bulletin and Torbay View, the resident’'s magazine
produced by Torbay Council. The aim is to raise awareness of
Supporting People

o Leaflets — a leaflet has been produced and is widely circulated

o Website — this provides general information about the Supporting
People programme including the charging policy, five-year strategy and
review process. The website will be kept regularly updated

o Exhibitions — these are taken to relevant conferences and events such
as Housing Partnership conference, Vulnerable Adults conference,
Private Landlords Forum and Safer Communities conference. These are
ongoing.

8. How we will communicate with and involve people

All communication material will be available in a variety of formats including,
pictorial representation, Braille, audio tape and in other languages if required.
We will take into consideration any obstacles or limitations and adapt the form
of communication accordingly.

8.1 Service users

Torbay’s Supporting People programme is committed to inclusive service
user involvement. We will work in partnership with the Supporting People
Service User Group to improve services. To enable this we will make
available training for members of the group. All expenses will be paid.

With the Service User Group we will:

o set and monitor standards for providers to involve service users not only
in support planning but also in as many decisions on the management
and running of services as possible

o involve service users in service reviews and in performance monitoring

of services

encourage ongoing service user participation in the strategy sub groups

take part in national consultation exercises and conferences

quality assess information and policies produced by Supporting People

link into existing service user and advocacy groups such as MENCAP,

Speaking out in Torbay (SPOT) and the other groups listed in Annex E

o ensure that the appropriate support is available to enable services users
to participate fully and prevent “consultation fatigue”

o actively seek to identify and involve groups often considered harder to
reach

o establish any special needs of service users in relation to physical
capabilities, emotional/mental status, dependents and any limitations in
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relation to communication, language, transient or chaotic lifestyle and
help these service users to participate fully

o ensure involvement through using existing groups such as Project 58,
other service user groups and local prisons as well as training members
of the Service User Group to mentor and support those less able or
willing to engage

o adapt our methods to ensure all service users, and potential service
users, are included

o conduct visits for one to one interviews with service users, meet at
community venues such as hospitals, prisons or faith based organisation
to ensure we communicate with and involve those who cannot be
reached by some of the more traditional methods

o use video rooms where appropriate and an interactive web site

o involve those people who have successfully engaged some of the harder
to reach groups, for example the Travellers’ worker, HIV services, prison
support workers and drugs workers

o ensure there is a clear terms of reference and job description for
membership of the service user group (see annexes G and H)

o offer training to service users to enable them to participate fully

8.2 Stakeholders

Supporting People is committed to involving internal and external
stakeholders of the programme (refer to the table in section 4). To ensure
stakeholder involvement Supporting People will:

o be represented on all relevant joint commissioning and joint planning
groups to ensure that sharing of information and service development is
consistent

o ensure stakeholders are represented on the Supporting People
Commissioning Body Core Strategy Group, strategy sub groups and
service user and provider fora

o will endeavour to identify further joint working opportunities

o invite elected Members to attend Commissioning Body meetings. The
Mayor and portfolio members will be regularly briefed to ensure elected
Members and colleagues are fully informed about the Supporting People
programme. Their awareness will ensure that crucial connections are
built between relevant internal departments and other local authorities.

8.3 Supporting People service providers

One of the key factors in the successful delivery of the Supporting People
programme is the relationship with providers. Torbay’s Supporting People
Team will ensure that:

o regular communication takes place via the independent providers’ forum

where presentations, discussions, training and the passing of information
takes place
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o providers receive information through the newsletter, email and other
formats

o providers are represented on the Supporting People strategy sub groups

o providers are consulted on key decisions affecting them

This is an overarching strategy giving a general overview. Therefore the
groups of people included in the strategy, and the methods of
communicating with and involving them are not exhaustive.

9. Outcomes from communication and involvement

Feeding back what has changed as a result of communication and
involvement is probably the most important part of this strategy. Appropriate
and timely feedback can encourage those more reluctant to take part.
Information gained through communication and involvement will be used to
change a service in some way. For example, the new Supporting People
Access and Move On Strategy, which will change how Supporting People
services are accessed, is the result of feedback from stakeholders.

Service user, stakeholder and service provider involvement will influence
change to services and to strategic priorities, for example the priorities in the
Supporting people Five Year Strategy. We will report any changes to those
who took part and to the wider community. Results will normally be published
in the Supporting People quarterly newsletter, depending on the
circumstances it may be necessary to publish an extra newsletter reporting on
particular outcomes.

Each year the Supporting People Team, Supporting People Service User
Group and other stakeholders will update the communication and involvement
action plan which will outline the key tasks for that year. The action plan will
be reviewed on an annual basis and the team will incorporate lessons learnt
from good and bad practice into the action plan.

10. Evaluating and monitoring the communication and involvement
process

A self assessment tool for service users will be developed and used to
monitor the impact that involvement in the Supporting People programme is
having on service users. This will be piloted in early 2008. This will help us
see what we are doing well and not so well in terms of service user
involvement and help us finds ways of improving.

Success of an individual consultation exercise will be carried out at two levels:

1. The success of the exercise
o Did it go well?
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o Is there anything we can learn from it and improve for next time?
o Has policy or practice changed as a result of the exercise?

2. Has there been a positive change in outcomes and quality of life for service
users as a result of their input consultation in terms of:

quality and extent of services received

personal development

skill development

engagement with wider community/social networks

The lead person on each consultation exercise will be responsible for
ensuring an evaluation report is produced. This will be considered by the
relevant Supporting People strategy sub group to maximise learning. Where
proposals are made that affect policy then the report will be submitted to the
Supporting People Commissioning Body.

11. Where we want to be

We want to be a programme where we truly work in partnership with service
users, providers and other stakeholders and where service users are fully
involved in their services.

This Strategy aims to influence and improve Supporting People services and
raise the profile of Supporting People in Torbay year on year. This will be
achieved by the annually updated communication and involvement action
plan. The strategy will also be reviewed annually, focusing on impact and
relevance.

12. Definition of terms

Client group

A category such as ‘older people’ or ‘homeless people’ that Supporting People
services will support. Each service has a primary client group that they
specialise in supporting and usually a second client group that they will
support.

Commissioning Body

The group that makes decisions regarding the development and expenditure
of the Supporting People programme in Torbay. The group consists of a
representative from Torbay Council, Torbay Care Trust and Devon and
Cornwall Probation service. They each have one vote. The Commissioning
Body directs the work of the Core Strategy Group

Core Strategy Group
Please refer to section 7 in this strategy for a definition
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Floating support

A Supporting People service/worker who provides support visits to people
where they are living. If the person moves to new accommodation within
Torbay then the service would move with them. Accommodation is not
provided as part of the service.

Homeless hostel
A hostel that provides emergency temporary accommodation for homeless
people.

Housing support / housing-related support

These are terms for the support provided by Supporting People services to
help people live as independently as possible in the community. This can
mean moving on to further independence or maintaining independence in
their homes. Support can include help with budgeting, keeping their home
secure, developing life skills etc.

Independent Provider Forum
Please refer to section 7 of this strategy for a definition

Provider/service provider/Supporting People provider
This is the organisation or person providing/operating the Supporting People
service

Referral agency
An organisation, agency or service that can place an individual in a
Supporting People service

Service provider
Please refer to ‘Provider’ in this list

Service user
This is one term for a person who receives support and services from a
Supporting People service. Another term is ‘client’.

Service user forum
Please refer to section 7 of this strategy for as definition

Service User Group
Please refer to section 7 of this strategy and annexes G and H for a definition

Sheltered housing

Rented or leasehold properties for elderly people in a scheme with a warden
or scheme manager who provides housing support. There is usually an
emergency call system.

Stakeholders
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In this strategy stakeholders are those with an interest in the Supporting
People programme. These are the partner agencies of the programme —
Torbay Council, Torbay Care Trust and the Probation service - as well as
other referral agencies, charities, voluntary services, the police, advocacy
services, the media and Torbay’s local community. Service users, carers,
potential service users and service providers are dealt with separately in this
document.

Strategy sub groups

Please refer to section 7 in this strategy for a definition

Support worker

Services may have other names for this job. This person works with the user
of the Supporting People service to develop his/her independence. This
worker could be a warden or scheme manager in a sheltered housing
scheme, support worker or tenancy support worker in a supported housing
scheme or hostel.

Supported housing
Accommodation provided with support that helps people gain the skills to live
independently in the community

Supporting People provider
Please refer to ‘provider’ in this list.

Supporting People Providers Network
Please refer to section 7 of this strategy for a definition

Supporting People service

A scheme, project or team of workers who are contracted by the Supporting
People programme to provide a range of eligible support services to
vulnerable people.

Torbay Care Trust

This is an integration of adult Social Services and community health services
(such as district nurses). Services within the Care Trust refer people to
Supporting People services.

Last updated Dec 2007 13 of 29

i
-



6ciovi

/002 28Q pajepdn isen

wea] s|doad Buipoddng jo Buimopeys
sJojusw dnoub Jasnh 89INISS

Buluiel} spesN e

smainal Jaad ybBnouy) siesn

slash a21AI8s U0} Buluies | 90USPIUO0D JO XoBT] e | 32IAI8S AQ S921AISS JO Bulojuopy JUSWSA|OAU|
Jojusw dnolus) Jasn a2IAI8S
Jayiom poddng
(edey (ABayens urew ay}
‘o|ielg ‘ospin ‘sabenbue| Jualayip 6°8) sjewlo} Jayjo Jo AljiIgejieny Ayngesip Alosuss e | o ; uoioes aas — ypny AusisAq
uoljeWIOUI B|]ISSa20Y S||I)s Aoeuayl| Jo Yoe] e Buipnjoul) sasleuuon}sanp JUSWSA|OAU|

aul| suoyd
gaM 3y} UO 3|ge|ieAe OS|e ‘SUOISISA paje|suel)
pue sw.Ja} jo Alesso|b ‘ajjielg ‘uld able| ‘6 8 ajqe|ieAe sjeulo} Jayi0

uoljew.Jojul
sjejiwisse o} Ayjiqeu] e
}J9UJ8lUl 0} SS920E ON e
s||IMs Aoeluay| Jo Moe] e

3JISQa/\

Maln Aeqlo |

Jape|smaN

uoljewJoyul buyaug
sjajyean

S90INJIBS JO AJojoalIp S

uonesIuNWWo)

WwooJ 09pIA a1 ‘'shkem Jayjo ul ajedioied o} Ayjioey

sJauosLd

pue sjuaijed Joj AJjIqisuodsal y)m Jayiom 4S pue Jouasw e dojaaaq
sdnolg gns ABajes}S pue dnols) Juswieal] }npy ‘dnoib gns
BuisnoH Ayjigesiqg buluiea ‘1 0OdS ‘se yons sdnoub Bunsixe asn
slojusw dnoub Jasnh a9INISS

sloubig

SSNUSA %3 UOIJeWIOUl 9]]ISS80Y

21lgnd ul Jno yeads

0} S0USPIUOD JO HoeT] e
pusje
0} 9|qeun aJe |eydsoy

Jo uosld ul ajdoad e
9oUspIU0I 1o
Buipuejsiapun ‘yosads
‘Ayngow oy Bupelal
Ajjgesip jo asneoaq
A|In4 a1edioijed

0} 9|qe 8q jou Ae|y e

SERIVETET (Vo]
uol}e}NSuUO09 |euolieN
sdnoug gns Abajens

sdnoug) snoo4

(ABajens ulew ay} Jo / uol}o8s
99s — JIpny Ausianiq Buipnjour)
SM3IAIB)UI 8B 0} 80E
dnolg) Jasnh a2IAIBg

winJoj Jasn a2IAISS |enuuy

JUSWIBA|OAUI
pue uoNedIuNWWo)

suonnjosay

sanss

poylaI

(3uswidAjOAUl
1O uoI}e2IUNWWOo9)
qulj jo adA )

-
= = R AT

AVHIO

S19SN 92IAI3S JO JUSWAA|OAUI PUB YJIM UOIBIIUNWWO)

Vv Xauuy

Shca s Supanddin

ajdoadburioddns




6C 30 Gl

,002Z 28Q pajepdn ise

dnolg) Jasn a2IA1ag ajdoad Bulnoddng
0JUO PAPUOISS 8q P|NOI OYM J3Sh SIIAISS BUO Y}IM ul| e dojanag
Jeak e 901m] 10 82U0 0} 8|doad Buioddng sjqelawi ]

jsbunnesw Auew 0o e
92Inosal

Buiyels Jo yoe] e
epuabe

Ayl uo yonw 00| e
pusje jou

Aew s|iqow ssa| asoy| e
yoeal 0} Jepley

ay} apnjoul Jou Aep\ e
sanssi o|doad

sdnoub

aAljejussaidal Burpoddng oyoads Josn aoines pesiueblio Jjos JUSWISAJOAUI
a|doad Buipoddng Aq sbunjesw je souepusye Jejnbay | JO ssauaieme xoe| e\ e pue Aoeo0Ape 0} syul| dAoiduwl pue uoiedIuNWWOo)
ssao0.d

sasuadxa jo JuswAed
sdnoub Jayjo wouy buiuiea
Jojeyi|ioe} |eusajx3

a|doad Buiuoddng
3y} JO ssaualeme e
spaau Buluiel| e

dnoug Joj Buluies| | PaAjOAul 8q 0} Ajoede) e dnolg Jesn 82InI8Sg JUSWSA|OAU|
SJasn 32IAISS wk_mb_>o._Q
SJOP|OYSYE]S JOYl0 WOy yoeqpaa] | WO YOBqpas) JO JOBT e | £q SI9SN S9OIAISS JO JUSLISA|OAUI
SJasn 92IAI8S MalAIa)ul 0} Siojuaw dnoub Jasn aoinles asn | yoeoudde Juslsisuodu| e | sy} uo spiepuels auljeseq bumes JUSWISA|OAU|

aul| abenbue
Jape|smau R sjo|jean
3Jis g3\

dooj uononpu|

abenbug)
}sdiJou ysi|buz e
auoyd asn 0} 9|geuUn e

wea} g|doad Buipoddng
ay} 0} aul| auoyd pajesipa(

uolesIuNWwWo)

suonnjosay

sanss

poylaI

(3uswidAjOAUl
1O uoI}e2IUNWWOo9)
qulj jo adA )

. -
= = R AT

AVHIO

Shca s Supanddin

ajdoadburioddns




6C30 91

£00g 92 pajepdn jse]

poddng e Burioyuow

Buiuies | Buiuies] e Buiobuo g smainay aoIAIeS JUSWISAJOAU|
13}J0 UBD 4S sjyeuaq ay} ajeljsuowaq Apog Buluoissiwwo)
siapjoyayels dnolg) ABejelig 210D

Koy pue Apog BuluoISSILIWIOD) WO} JUsWIWO) S92In0sal pue awli| e sdnoig gng Absjens JUSWSA|OAU|
sbunjesw weas) je sbuloug Buiuiely yeis
JJe1s Joj suoionpu| S90UBJ8JU0D

seale Aay ul suoidweys dojanaqg

S80JN0Sal pue swi| e

pue suonIgIyxs ‘SMoys peoy

uonesIuUNWWoY

auoyd Aq dn mojjo4 9)9|dwod 0} awly Jo yoeT] e salleuuonsanp JUSWISA|OAU|
aul| auoyd
AbBajens uoljeuwLIojul
$S900E J0 uoljejuswajdwi pue Aoueden Jejnbay Jayuny pasu hepy e saoIMes Jo Alojoalip dS uolesIuUNWWOoYD
[lews

sbuiyeug yum juswajddng

UO JOU 8SO0y} 0} UOIBINDIID e

uoI3eN2ID USPIAA peaJ 0} awi} ybnous JoN e NENETISNEETN] uoledIuNWWo)
(JuswidAjOAUl

1O uoI3esIuUNWWom)

suolnjosay sanssj pPoylaN yuij jo adA}

-
—

e A

AVHIO

S19P|OYd)E}S JO JUSWDA|OAUI PUB YJIM UOIBIIUNWWO)

g xauuy

Shca s Supanddin

ajdoadburioddns




6Ci0 Ll

/002 28Q pajepdn isen

aouewlopad anoidwi 0} paleys

8Q Ued $921n0Sal Jey} 0s elosuod abeinoou]
sjuswabuelle Buliojusw ssalbold

AlaAlap Ul siapinold Jay)o ¥ S1ash 92IAISS SA|OAU|
seale Loy Jobie |

3}Ooeqpasy Jasn a2IAIas g Buliojuow

‘SM3INBJ BDIAISS WO} spaau Bululeld) Ayusap)
s9ss920.d auljweal)s © Aydwig

sJapinoud

[[EWS JO JUSWSAOAU| e
spaau buiuiely

UOWIWOD JO Uoljedlyijuap| e

Japinoid wouy Bulioyusw
sJapinold |ews Joy Buluiel |

JUSWaA|OAUI
® UoIeDIUNWWOD

SJasSn 92IAISS ||B 0} UOI}E|NJIID UBPIAA
Japs|smau 0} Indui Japinoid abeinooug
MB3IASJ UBD WNJIO JBPINOIH Juspuadapu

sJapinoid wody indu| e
Kousysisuo) e

IENEEN
S90INISS
Jo Aiojoalip sjdoad Buipoddng

JUSWIBA|OAUI
® UOE2IUNWWOYD

epuabe aAljoe-o.d jas 03 siapinoid ajqeu]
sAem juaiaylp ul ajedonled
0} Jaja.d siapinoud |lews Jayjaym ajebiisanul

epusby e
aouepuayy e

wnJo- Japinold ojdoad buipoddng

JUSWIBA|OAUI
9 UOIIeOIUNWIWOD

suoindo poddns uo Buipuny Jayuny ajebisaaul
paiinbai se wea| ajdoad Buioddng wouy sbuigeug

wawdojanap pue uoddns
[eninwi Joy} siapinoid aoIAIeS
uaamjaq Bujiomiau smojy e

(s1epinoid [jews) ylomieN
siapinold a|doad bBuipoddng

JUSWISA|OAUI
® UOIIeDIUNWWOD

uolneyiaul Aq spuaye ajdoad bBuipoddng ainsug
swa)l ue|d swwesboid sjdoad buiioddng
Bunelodiooul ‘ewwelboid yiom paleys dojaasq

aouepuaje
a|doad Buioddng e
aouepuapy e

(s1opinoud
[|e) wnio4 juspuadapu] siapinoid

JUSWSA|OAUI
® UOIeDIUNWWOD

suonnjosay

sanss|

poylaI

(JuswidAjOAUl
1O uoI3esIuUNWWom)
Auip jo adA )

-
= = R AT

AVHIO

siopIAoid 921AI9S JO JUSWDA|OAUI PUB YJIM UOIEIIUNWWO)

9 Xauuy

Shca s Supanddin

ajdoadburioddns




6¢io8l

/002 28Q pajepdn isen

Buisue sisnew
Koy uo way) Bunepdn g siapinoid [|e JO SM3IA Ul
Buipaay 1o} AljiqiIsuodsal saye)} pue Ajjlenuue pa}os|a
S| WNJ04 JapINOI4 Juspuadapul jo Jieyd ainsug uoljejuasaiday e dnoug ABajesns 109 JUSLWISA|OAU|
Aluado jsaiajul JO 101)U0d Yym [eaq
B0} JapInold ybnouyy
asaud jJou siapinoid asoy) Jo smala Buibulq
© Buiwiojul 4o} Ajjigisuodsal aye)} slequiaw ainsug
Yed aye} 03 siepinold [jews jo Auoedesd pjing
puaje ued siapinoid |lews
© slapel) 9|0s Jey) os sbuneaw Jo Buiwiy je %007 ajedioied o} AjjIqy e sdnoug) qng AbBsjess JUSWISA|OAU|
sdno.b
gns Abajelys x Abajesis
|euoljeu s|doad buipoddng
10} JOPINOI JO MBIASY 'B'a sjuswdojonsp moN e
Aio108lIp pue Ja)s|SMau Uo Yoeqpas sseo0.4d
MB3IABI 92INISS JBYY MBIABJ UO XOE(Q XYOEQpPSa e JUSWSA|OAUI
paJinbal usym pue sy M3IND] BOINIDS o salleuuonsand ¥ UOI}ESIUNWIWOY
(JuswidAjOAUl
10 uolesuNWWoOo?)
suoljnjosay sanssj pPoyla yuij jo adA

i -
- T A

AVHIO

Shca s Supanddin

ajdoadburioddns




6C 1061 ,00¢Z 287 pajepdn jse
wswdojanaq awwelboid Buluie
paje|dwon 90INIBS | 900T uer ABajeng aoinpy Aeqlo] ay) ul ajedidiled
apew aq 0} suoisloap g o|doad bBuiuoddng
10 Juswdo|anap ul sJapinold 82IAI8S SBA|OAUI
wnJo- uspuadapu] siapinoid ‘dnois) gng | Jebeueyy aidoad
paje|dwon ABajeng yoes uo sanljejuasaldal Japinoid Buioddng | 900z uer SWwINJo} JapIACId JO MaInSY
J32140 JaJI8ISMaN saljiunwwo)
paje|dwo) uoneslunwwo) | 900z uer Jajeg ayj ul JUswWssIUSApE UB 3pn|ou|
90 Bny ur wnuioy je dnoub dnoig
pajejdwon | payouneT ‘pasnpold o6o| pue }9|je9)| ‘18)sod Jasn 921M8S | 9002 Bny dnoJg) Jasn 99IAI8S Youne| pue aweuay
J32140 9002 dnoug Jasn 9918
paje|dwo) uoljesiunwwo?) 900ZAINP Anp Buisipanpe Jajsod g 19|4e3| 8)e|ndJID
900¢ 900¢
paje|dwo) }snbny ul 8oe|d 300} wnJo} |nyssadons AISA v | 900z Aine Jep winJoyj Jasn aoIAIeS ue|d
dnolg aAljejuasaldal Jaleo
paje|dwo) Jasn 921A8S | 9002 JeiN | 9002 uer apn[oul 0} dnols) Jasn 991AI8S puedx]
dnolg Japa|smau g|doad bBuipoddng
pajejdwo) Jasn 921A8S | 9002 924 | 900z uer Jo} 9)oiue dnoug) Jasn d2IAI8S
Jaydys Aq uni
Jabeue|y a|doayd 9ouaJaju0o buisnoH g sbniq |euocibay
paje|dwon Buinoddng | 900z 924 3y} Je aduepusye Jasnh aoiAIas poddng
dnolg 5002 paaibe dnolg) Jasn 92IAI8S JO
pajejdwo) Jasn 9o1A8S | 900Z uer 29Q | suonduosap gol pue aoualajal Jo swia]
ajep
shje}s sjuaWIWon pea | ajep pu3g ue)s )se]/uonoy
100Z ue|d uoioy JUSWAA|OAU| pUue uolesunwwo)
a xauuy
»kt.“ﬁdﬂwﬁmﬂ;ﬁu ajdoadburadns




6C 30 0¢ /002 93Q payepdn iseT
,00¢ Hels Jo Juswinioal
Buiobup Buiobup ge4 pue Bululel} Ul SI9sh a2IAISS SA|OAU|
uonog|es siepusy | tabeuepy ajdoad s90IAIas Buidojenap
Buiobup ¥ JuswWalno0ld ul PaA|OAUl SI18S S2IAISS Buioddng z102 JO uer | pue BulAng Ul JUBWSA|OAUI J8Sh 82IAISS
sabueyo
Aiessaoau ajelodiooul 0} ulebe pamainal aq 192110 Ki0)0811p 921n18s 9|doad
(M 0S gnH |ellajay JO asnedaq abueyo |Im uoleslunwwon) Buipoddng mainal [jim saoinies adoad
}| ‘sebed gam uo pajepdn si Ai10)0a11q "dnol © dnoio 9002 Buijioddng o} Jaja. Jey} sapuabe pue
ssalboud u| | Jasn 921M18S Ag pamainal usaq sey Alojoalqg Jasn @omds | 2002 AIne AON ‘siapinoad a2IAI18s ‘dnoug) Jasn d2IAI8S
sdaJ dnolio
ang ABsjens
Buiop ale Aay} leym uo dnols) | Jabeuely sjdoad 9002 dnolg Jasn 92IAI8S
Buiobup Jasn 921nI9g aepdn sdnoug gng Abajelig Buinoddng Buiobup Jep 0} sdnous gng ABajens wouy suoday
paJinbal Buluies} jo sadA} uo
ap1oap 0} dnous) ‘dnolb uiyim Buluiely oi10ads
apinoid 0} wiy ‘Led usye) aney sawos pue | Jsbeuep sjdosad
ssaiboud u| | Buiuiely palayo usaq sey dnouis) Jasn 92IAIBS Buioddng BulobuQ | 900z uer Buiuiely dnoub Jasn a9i1nI8S
so2IAIas 9|doad Buiuoddng jo sadAy dnolg 5002 dnolg Jasn 92IAI8S
Bulobup JuaJayip Inoge uies| dnous) Jasn 9IS J9s 99INIBS BuiobuQ 29Q Aq saoines ajdoad Buijoddng oy susIA
TER]TS) Hpny AJISIaAIq SailUNWIWo) Jajes
paje|dwon uonedIunWwwo) | 900z Aein ay} Joj suonsanb Buiyelp ul syedioied
J32140 9002 ABajel)s JUSWBA|OAUI @ UOIIEIIUNWIWOYD
pajejdwo) uonesiunwwo) | 900z Ae AON Jo Alewwns peal Asea aonpoud
J320 S|liq Xe L [louno)
pajsjdwon uoiedluNWWo) | 9002 JeiN y}IM Jno Jusas panpe a|doad buipoddng
SI32HO
ajep
shje}s sjuaWIWon pea | ajep pu3g ue)s )se]/uonoy
»kt.“ﬁdﬂwﬁmﬂ;ﬁu ajdoadburadns




6Cio L ,00¢Z 287 pajepdn jse
Jabeuey
uswdojanag
90INIBS %
Jabeue|y ajdoayd upny AlsIaniq selunwwon)
pale)s 10N Buiuoddng Jajeg Jo sjnsal uodn }oe pue ajenjen]
a|doad Buinoddng jnoge uiejdxa 0} ‘sadinIas
a|doad Buioddng 0} Jajal oym saouasbe sjuswdojansp
Jayjo pue jsni| aled ayj ul swea) Buiysin | 1abeuep sidoay S002 a|doad Buipoddng uo sajepdn
ssalboud uj ale slaquiaw wesa| ajdosad Builoddng Buiuoddng Buiobup ydeg aAIb 0} salouabe pue swea)} Jaylo JISIA
dnolg
pape)s JoN SJasn 821AISS 10} pue Aq usplIm aq 0| Jasn 92InI8S J3)}8|SM3U J3sSNn 32IAI8S 8onpoid
dnouio
palels 10N JasM 92IAI8S sobed gam o|doad Buioddng ssassy
1002 saoIAI8S JO Buojuow
pape)s JoN ydag 3U} Ul JUBWASA|OAUI J3Sh 32IAISS Ue|d
‘puelsiapun sdai dnolg
0} Jaisea sbuijeaw Buyew pue siasn | qng Absjens pue
a2IA18s BulnjoAul ale sdnolg) gng ABejeng |  Jebeuepy ajdoad 1002 sdnolg) gqng ABajens uiyim
Buiobup 3y} Moy 1e Y00] [|IM dnols) Jasn 99IAI8S Buiuoddng Buiobup ge4 JUSWISA|OAUI JaSh 92IAISS JO Uollen|eA]
ajep
shje}s sjuaWIWon pea | ajep pu3g ue)s )se]/uonoy
...luulnrtlra.'.r ey Srmhaacapni bunaodidin )
AVSIO aydoadburoddns




6cio¢cc 1002 2o pajepdn jseT

dnolo Juswipbal]
loyooly @ BnQ

1vdaOol

Apog

e BuluoISSILIWOD wnio4 siasn

diysisupnd ( ADQIo|
Ajngosig 92IAISS
Buiuins] UOSIOIT AIOSIAPD

1usipd) S1vd
\ sdnoib

185N 9JIAISS
J9PIAOIY dS

dnoib poddns
Yloay [ojusw

92IAISS
UolLoWIOU|
Afngosiq

uleduoD
oby

1vdiol

dnolg Jasn
32INIBS dS

sdnoub

suosiad
18P0

ADDD0OAPY

|[oupnd
SuosIad
BuNoA

e

ADDDOAPY
AuUiyiay

Saljuad
Aeq {no Jlomisu
Joads ues]

108loud

a|doad bunuoddng ui Juswaajoaul Juoddns sdnoub 1asn 991A19S |E20] MOH

3 xauuy

T o phadc=pn i Bupaocitin
sy | o NE ]

AVHIO

aydoadburoddns



-
e s Ty

AVHIO

6C 30 €C /002 93Q payepdn iseT
sdnoio
SND04 SMOUS
2 DJOS SIapIAOId Alo1oalq alIsgoMm JETIESTIVVYEIN] pooy
S1asN 9DIAISS
2 SI9P|0YSNDIS
o|doad Buioddng
}eyd Mojj uonesunwwion
sdnolo gns dnolo Jasn sdnolo
ABapIis O2IAISS SND04
SWINJIOS

$19SM 92IAISS
puy
SI9PIOYDIS

a|doad Buipoddns

}eyD MO[j JUSWIDA|OAU|

4 xauuy

Jocm PhaeSapn i Buga Okt

aydoadburoddns



B ORBAY

supporting independance -

Annex G

Torbay Supporting People Service User Group

Terms of Reference

Service user group members will be trained to consult with other
service users. This will enable the service user group to improve
Supporting People services.

The service user group aims to:

e Give service users a voice.

¢ Influence the planning of Supporting People services.

o Offer a service user perspective to the planning, development
and review of Supporting People services.

e Develop effective communication with both service users within
Supporting People services, and with the working groups in
Torbay.

e Work in partnership with service providers to obtain access to
service users and service user groups.

e Collate service user views and feed back how their views have
influenced decision making.

Membership

Members of the group include representatives from across the
Torbay Local Authority.

In addition members will be representative of the Supporting
People client groups, and aim to be balanced in terms of gender
and ethnic origin:

Homeless people

Offenders and those at risk of offending
People with drug and alcohol problems
People with mental health problems
People with learning disabilities

Older people
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e Young people
e People with physical and/or sensory disability

Review of the Terms of Reference

The terms of reference and the work programme will be reviewed
on an annual basis. The next review will take place by October
2008.

What words mean ...

Client group
A category such as ‘older people’ or ‘homeless people’ that
Supporting People services will support

Service review
Inspection of a service by Supporting People Team, to see how
good and relevant the service is

Service user
A person who uses and gains support from a Supporting People
service

Terms of reference
Description of the group, who belongs to it and what it will do
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Annex H

Job description

Supporting People Service User Group member

Job Aims:

« Influence decisions
« Meeting and talking to other groups
. Feed back to service user group meetings

Job Tasks:

1. Attend meetings

e Attend and take part in Service User Group meetings and
training.

e Ask if you don’t understand anything — VERY IMPORTANT!

e Listen to and respect others views.

e Discuss and review documents or ideas presented by the
Supporting People Team and the service user group.

e Attend Supporting People working groups to report on
progress of Service User Group.

2. Consult other service users

e Ask other service users what they think about each issue
using questions agreed in Service User Group meetings
either one to one, or in small groups.

e Consult with a minimum of 10 people between each Service
User Group meeting.

e Write down people’s answers to the questions you ask and
bring these to the next meeting. A standard feedback form
will be produced to use.
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What words mean ...

Service review

Inspection of a service by Supporting People Team, to see how
good and relevant the service is

Service user

A person who uses and gains support from a Supporting People
service

Last updated December 2007 27 of 29



A ORBA

supporting independance -

Annex |
Incorporation of feedback from the consultation period

The Communication and Involvement Strategy was sent out for consultation
during February 2006. The feed back from the consultation period is
summarised below:

1. The feedback

Point 1
The document is too wordy and needs to be written in plain English so to be
easier to understand

Point 2
Comments about accuracy and wording — no mention in Strategy of Mental
Health clients, the Advocacy Forum, advocacy services or day centres

Point 3

In the light of the additional exclusion that members of minority groups can
experience the proposed Diversity Audit should remain a key priority to assist
with all aspects of working and communicating with members of minority
groups.

Point 4

Addressing service user involvement is complex and requires a number of key
elements. Supporting People should seek to produce clear terms of reference
covering all aspects of service user involvement to include:

. the basis upon which users are involved

° who exactly they representing

. how they communicate to and from the users they are representing
° what initial and ongoing support needs they have

o what training and development needs there might be

° what review mechanisms there are for any arrangement

2. Incorporation of the feedback
This feedback has been incorporated into the document in the following ways.

Point 1

The main body of the document, pages 1-9, has been extensively rewritten so
to be easier to understand. An action point in the Communication and
Involvement Action Plan is to produce an accessible summary of the Strategy,
particularly aimed at people with learning disabilities.
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Point 2

Mental Health clients, advocacy services, the Advocacy Forum and day
centres have been added into the Strategy and into Annex E. Advocacy
services, the Advocacy Forum and day centres are all stakeholders in the
Supporting People programme so are included under this umbrella.

Point 3

The Diversity Audit has been given more prominence and explanation in the
document. The evaluation of the results of the Audit and acting upon these
results has been included in the Communication and Involvement Action Plan.

Point 4

The terms of reference of the Supporting People Service User Group and job
description for membership of the group has been included as annexes G and
H. An action for the group in the Communication and Involvement Action Plan
is to review the terms of reference for clarity, inclusiveness and effectiveness
each year.
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