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Voices into Action Q oy

CQC has published Voices into Action, explaining how we are going
to involve people

The Care Quality Commission is committed to:

* |nvolving people who use health and adult social care services
in everything we do.

* Making sure that services involve people and respond to their
views.

We believe that this involvement is central to improving services for
everyone.

We will build on the best of what the previous regulators of health
and adult social care did, and develop it.
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MHAC User Involvement Strategy Q CareQuality

*\Work with Service users who are, or have
recently been, detained

°Involve directly in work of Commission in a
number of activities

*To improve our effectiveness in protecting the
rights of service users

The Service User Reference Panel (SURP) is one way in which
the Care Quality Commission involves people in our work around
the Mental Health Act.

All members have recent or current personal experience of being
detained (“sectioned”) under the Act.
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The main terms of reference of the Service User Reference Panel
are to:

* provide a service user perspective on all aspects of our activity
on the Mental Health Act,

* influence CQC’s work programme on the Mental Health Act,
including advising and commenting on new priorities for
visiting, development work, research and publications;

* provide a user perspective on the way CQC carries out its
functions relating to mental health, for example during
induction and training events
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Acting Together CareQuality

Commission

Joint visits of service users and
Mental Health Act Commissioners to:

o carry out MHAC visits with direct
service user involvement.

» develop Commissioner awareness
of mental health services from a
service user perspective

 develop ways of working in
partnership with service users.




Findings from Acting Together Qgg,f:g,‘;g',';;{

Service User focus

Participants felt service users brought a distinct patient
perspective to the visits, including on issues such as seclusion and
facilities, and being able to represent a user perspective to staff as
evidence of this.

Easier to engage with inpatients

Commissioners remarked that patients were more relaxed
and were easier to engage with due to the presence of a service user.
Some patients have said they would not have spoken to the
Commissioner alone

Added assurance to visiting activity

Commissioners reported SURP members raised concerns
about the ward environment that they would otherwise have been
unaware of, and cited “questions | would not have thought of”,
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Comments form Inpatients Q CareQuality

“She knew what happened in these wards as she had
experienced some of it herself’

“I wish more service users would be involved in the visits”

“| feel that somebody who has actually been where | have is
helpful because they can see it from our perspective more.”

“It's a good thing having a service user. | wouldn’t have spoken to
him otherwise.”

“the visit was very helpful, even inspirational, | felt as though we're
not alone, and there is oversight.”
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“ For me, Acting Together was the most incredible thing I've ever
done in all my experience of working with the Mental Health Act
Commission. | felt | was challenged to think differently; | was
allowed the opportunity to see another perspective; and more than
that we enabled service users to get to the heart of what we do and
contribute vastly to the work the Commission does in terms of
safeguarding patients’ rights”

Sharon Hayles

Mental Health Act Commissioner
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“I have enjoyed being a SURP member very much, and have gained
a lot from it ... everything | have done has been interesting or
worthwhile in some way. So I'm grateful to have had these
opportunities. More than that, it's not just about what | have done,
but about the healing experience of being accepted, being chosen
and included, being heard and believed, being treated with courtesy,
respect, gentleness and understanding, given choices with no
pressure, finding like-minded people with much to teach me but also
ready to think about my contributions seriously. Especially, finding
all this in relation to healing the searing and traumatic experience of
being sectioned. Discovering that we do have rights and there are
vigilant attempts to protect them, which we can join in.”

Emma, Former SURP member
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