Service User / Carer Feedback

It is a requirement that you seek systematic and meaningful service user/carer feedback in the evaluation of your practice. You should follow the ‘Good Practice Guidelines’ developed jointly by the Service User/Carer Consultative Group and students [see Appendix 9 below].  It is intended that these Good Practice Guidelines are a ‘living’ document and would benefit from review and feedback each year through joint work between the Service User/Carer group and students. 

Feedback from at least 3 service users/carers must be included in the portfolio: one by the interim stage. The possibility of seeking this feedback should be discussed/ negotiated at the outset of a piece of work along with the explanation of your role. 

Clearly however the desirability of feedback cannot take precedence over a service user/carer’s right to a service and sensitivity is required when discussing this and seeking permission and agreement. Thought needs to be given to minimising the risk of compliance, indiscriminate praise and unrepresentative negative feedback.  It should also be made clear that the service user/carer has no responsibility for the assessment of your practice; this remains the responsibility of your Practice Teacher.  

Additionally feedback at the end of direct observations provides the opportunity to compare the view of the service user/carer and the Teacher on the same practice episode.  Service user/carers should be given the choice as to how feedback is sought and particular thought needs to be given to the appropriateness of the format and timing in relation to issues such as age or communication difficulties.  Service user/carer feedback should be individually verified in the portfolio by the Agency Supervisor.

Care should be given to evidence your reflection on all feedback given during the course of your placement.  It is not sufficient to say you have had feedback – you need to demonstrate that you routinely incorporate and reflect on this in practice.
MA SERVICE USERS AND CARERS CONSULTATIVE GROUP (SUCCG)

The SUCCG provides the focus for service user, carer and individual involvement in all aspects of the programme, particularly the ‘practice learning’ element.  The primary purpose of the SUCCG is to involve local service users, carers and interested individuals in planning, delivering and evaluating the MA Social Work programme.

Membership is drawn from a wide range of service users, careers and/or individuals who, in most cases, have had direct experience of social work services.  The group is chaired by a service user, individual member or carer and is given academic and professional support by a staff member of the programme.  The Vice Chair is also a service user, individual member or carer and is the link person between the SUCCG and the students.  The group also has representation on the various committees that are responsible for training and administrative issues.  

The SUCCG is actively involved in the interview and feedback process and works collaboratively with students to look for examples of best practice.  The Terms of Reference for the SUCCG are included as an Appendix in the Programme Handbook.  
SERVICE USER/CARER PARTICIPATION in Learning and Development: Good Practice

A collaborative study developed by members of the MA Service User/Carer Consultative Group and students.

Background

A general Statement of Expectations from Service Users, Carers and Clients has informed the National Occupational Standards and is contained in the Practice Learning Handbook.  These expectations include the development of communication skills and information sharing; specifically social workers ‘must listen actively to what users and carers have to say’. 

At Year 1: it is expected that students should be able to recognise the principles and barriers to collecting meaningful and consistent feedback on their practice. Students will be required to show evidence of different methods of collecting feedback.

At Year 2: students can build on their experience of learning about service user/carer participation in learning and be more relaxed about collecting evidence.
It is expected that students develop their practice to show competence in challenging poor practice both for themselves and within the agency. Students are also expected to evidence promotion of service users/carer participation in service design and delivery within social work agencies. Students can demonstrate progressive learning by inclusion of negative feedback. Students can show awareness of different opportunities and methodologies to collect feedback. 

An integral feature of both Year 1 and  2 of practice learning involves gathering effective feedback from service users and carers.   The Service Users and Carers Consultative Group (SUCCG) is actively involved in the feedback process throughout the Exeter-based MA programme and works collaboratively with students to look for examples of best practice.  

This document resulted from a joint discussion between students and members of the SUCCG in September 2006 and was reviewed and amended in September 2007. It is agreed that this will be an evolving and dynamic process.

Anti-Oppressive Practice.

It is agreed that good practice requires professional social workers to adhere to the Standards for the Promotion of Race Equality, Social Justice and Human Rights which appear in these Guidelines [see Appendix 4]

Confidentiality

Balance service user confidentiality with the need to hear the carer’s view/experience.

Provide opportunities for service users/carers to give written feedback anonymously.
Ensure that service users/carers are informed that feedback will remain confidential in your portfolio.

Communication 
Ensure that all people you work with understand your role as a learner.
Do not underestimate the value of communication in your role.
Let service users/carers know how valuable their feedback can be for your own learning.

Be thoughtful about how you collect feedback appropriately and effectively.

Know the right moment to ask for feedback - try to recognise natural opportunities for asking for feedback. 

Recognise when you are getting feedback even when you have not asked for it. You may have to ‘read between the lines.’ What is not said may be as valuable as what is said. Do not underestimate the value of non-verbal communication.

Are the questions you ask important from the service user/carer point of view? Would they consider alternative questions?

Consider different ways of gathering feedback thinking about the needs of each service user/carer.

Consider gathering feedback via professional colleagues.

Check that you have understood the feedback that has been given to you.

Recognising the Limitations and Barriers to Obtaining Feedback
Be sensitive and adapt to each person’s needs and circumstances. You may want to consider: cultural issues, mental capacity, psychological and social barriers, language etc.

Consider how to help service users/carers understand why you are asking for feedback. It can help to explain the reciprocal nature of feedback.

Spend more time (and establish rapport) with service users/carers before asking for feedback.  On occasions it may be best to talk about this as part of the natural process of any contact with people you work with from the outset.

Address the fear and discomfort which some service users and carers experience in giving feedback. Seek advice from your Practice Teacher, Practice Supervisor and other professionals.
Recognise that there will inevitably be some limitations to the feedback process. By recognising such limitations you can develop strategies to minimise difficulties. Such limitations may include:

· Problems collecting honest feedback in a non-oppressive.

· There could be differences between feedback gained from service users/carers who may have no choice to work with you from those who welcome your involvement.
· How to develop honest relationships in a limited time.
· Acknowledge difficulties with collecting feedback from Service 

      Users/carers when placement has just started.

· Students may have a fear of gathering feedback from carers and 

      service users.

Methodology
Be creative and demonstrate how you have thought about your methodology. Identify different ways to collect feedback e.g. through questionnaires, anecdotal evidence etc
Personalise your feedback to suit the individual.

Methods of feedback can be modified to suit different people’s needs.
Obtain service user/carer feedback from more people than you may require. 

Make feedback a regular part of your ongoing practice.
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