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Welcome to our Involvement, Experience, Volunteering and
Carers Report 2020-2021
As the Executive Director responsible for Involvement, Experience and Volunteering (IEV), I am delighted to
introduce this year’s annual report. The report demonstrates how we have, despite the challenges of COVID,
continued in our commitment to listening to and working in partnership with service users and carers. Our strong
foundations and belief in the importance of this have meant we have found new ways to approach it through
collaborative partnerships, online feedback and virtual volunteering. We still have much to do
to ensure service users and carers can work with us to create our future services and that
we are hearing and acting on the feedback of all those who use our services.
We are proud of the commitment of our volunteers, our IEV and Carer Leads, staff and
partner organisations. They have worked with us during very difficult times and I would
like to thank you all for all you have done and for your focus on improving services for
service users and carers.

Anne-Maria Newham MBE
Executive Director of Nursing AHPs and Quality
The purpose of this report is to provide assurance that the Trust is fulfilling its aim to listen to and collaborate
with patients, service users, carers, volunteers, members, staff and local organisations and communities to
improve services, organisational culture and the lives of service users and carers. This work is supported by IEV
Team, our volunteers and a network of directorate IEV and Carer Leads.
The last year has proved a real challenge due to COVID-19. We have had no face-to-face involvement but have
worked hard to move this online, have had a significant drop in service user and carer feedback though we have
begun to rollout feedback via SMS and promoted online methods, and we have not been able to have volunteers
in our Involvement Centres though we have tried hard to keep people engaged and able to use technology to
participate. Despite this we had some real achievements.
As part of our Involvement, Experience and Volunteering Strategy we set out to:
work collaboratively with service user/carer volunteers, staff and local organisations
on service changes, strategies and improvement projects
listen and respond to the feedback and views of patients, service users, carers,
volunteers and members
train and support volunteers to have an effective voice, collaborate with us in the work
we do and play a key and valued role in the organisation
implement the Triangle of Care (ToC) to involve, support and communicate with carers
across our services and simplify the ToC assessment and review process
Thank you to all those who worked with us to achieve this.

Paul Sanguinazzi
Head of Involvement, Experience and Volunteering
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FACILITATED MENTAL HEALTH AND LONELINESS COLLABORATIVES WITH
STATUTORY/VOLUNTARY ORGANISATIONS, SERVICE USERS AND CARERS
USING OUR COLLABORATIVE MODEL
We facilitated the Bassetlaw Mental Health Collaborative and
worked with partners on engagement around changes to services at
Bassetlaw Hospital, and have began planning involvement around
changes to community mental health services.
We have facilitated a collaborative to tackle loneliness across
Nottinghamshire with the local authorities, Local Resilience Forum
partners and volunteers, we received £120k COVID-related funding
to employ a loneliness lead and to undertake research and
evaluation.
We have facilitated a collaborative with City Public Health/Integrated Care Partnership (ICP) looking at mental
ill-health prevention in the city. The ICP Programme Steering Group has agreed to create a Mental Health
Programme of Work building on from the work of the collaborative and linking to the collaborative.
We have worked with other providers in the region to develop an approach to involving patients and carers in
IMPACT’s work (New Models of Care in Forensic services regionally) and have supported Arnold Lodge and
Wells Road to engage with the programme.

INVOLVED SERVICE USERS AND CARERS IN SERVICES CHANGES AND
DEVELOPMENTS INCLUDING MENTAL HEALTH INPATIENT WARD MOVES AND
OUTPATIENT FACILITIES
Collaborative groups, involving service user and carer volunteers, have worked on
the patient environment at Millbrook and the emerging plans the environment,
clinical care and artwork for Sherwood Oaks, and a number of engagement events
took place to gather views on the design of The Glade (a facility for mental health
outpatient service, autism and ADHD).
Crisis Care and Core Fidelity – We distributed an online survey twice in 2020 to
measure service user and carer views on the Core Fidelity standards for Crisis Care.
The feedback received was collated with the National Mental Health Community
Survey and has formed part of each Crisis Team’s quality improvement plans.
Service user and carer volunteers have consistently contributed to the Patient
Information Group and have helped design and amend information for patients
including Crisis Care Plans, carers’ information and a Mental Health Services for
Older People assessment information leaflet.

CONTINUED INVOLVEMENT IN FORENSIC SERVICE PATIENT AND CARER
FORUMS AND PROJECTS
Patient and Carer Forums in Forensic Services - Continue to support most of the
patient and carer forums/meetings in Forensic Services and enable our volunteers
to join these forums via MS Teams.
Involved patients in a number of projects in Forensic Services including Restrictive
Practice Groups, co-producing training on Equality, Diversity and Inclusion,
collaborative work with patients to reduce self-harm and working with Arnold
Lodge to enhance the ‘How to be a patient representative’ training, which will coproduced and available across the division.
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ADAPTED HOW WE CAPTURE FEEDBACK, WITH A MAJOR
ADVANCEMENT IN FEEDBACK VIA SMS
The impact of COVID was felt acutely in regard to capturing feedback (no
feedback volunteers on site, no forms distributed, no shared devices
permitted at the beginning of the pandemic), with resulting low numbers of
feedback (May 2020 – 85% reduction in feedback on previous year). Services
have, however, made strong efforts to listen to patients and feedback
numbers rose steadily the last 12 months.
81 teams were trained in 2020 to use SMS as a means to capture feedback
and a continuing programme now focuses on Community Health Teams with
an ambition to have all services trained and live by summer 2022.
‘Feedback tablets’ were provided to every Adult Mental Health and Community Health inpatient service in
July 2020, with Forensic Services, including Rampton, soon to be provided with similar. The Wells Road
Centre adapted to using patient laptops to capture feedback.

LED ON A NATIONALLY PIONEERING NHS ENGLAND
FUNDED PROGRAMME TO IMPROVE FEEDBACK ANALYSIS
The Trust is leading a £160k NHS England funded programme to pioneer with
new patient comment analysis software, designed on behalf of, and to be
released to, the NHS as a whole. We are working with two partner sites (NUH
and Leicestershire Partnership) and three early adopter Trusts.
NHS England have also funded a £50k project to undertake research on the
potential impact of positive feedback on the NHS, with the Trust as the lead
case study site.

CONTINUED TO DELIVER ON OUR COMMITMENT TO LISTEN
AND ACT ON PATIENT AND CARER FEEDBACK
Notable changes as a response to feedback include: Mental Health Services
for Older People restructuring Intensive Home Treatment Teams to enable 7
day working as a response to feedback about waiting times and lack of
follow up after intervention, Wathwood developing individual room workouts
in response to feedback about restructions on use of fitness equipment,
Staff on Rowan 2 ward (Adult Mental Health) worked with patients on ward
information and admission packs, to create clearer, more accessible
‘Welcome’ information, a virtual tour of MHSOP wards to alleviate anxiety
when relatives were unable to visit and a plan at Arnold Lodge Medium
Secure Unit relating to animal care following patient feedback about the
benefit of animal contact/care at the unit.
There has also been a strong response to the issues raised in the National Community Mental Health Survey
within AMH, specifically around crisis care and being asked for feedback.
We have reinstated patient/carer stories at Board, with recent stories coming from a carer within AMH
services, a patient of community respiratory services and an ex patient of gender services.
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57

volunteers were
active during
the pandemic

During the last year, many of our active volunteers were stood
down from their physical roles due to national restrictions. Some
volunteers were able to provide support in roles during the initial
response to the pandemic, some were able to move their role
online and many have remained "inactive" until they are able to
resume their role back within services.

PROMOTION AND RECRUITMENT
57 volunteers remained active in roles during the pandemic, mostly virtual but
some in COVID response roles with pharmacy and PPE distribution.
We launched a telephone befriending service for isolated community patients in
December 2020 (running until March 2021), in partnership with the social
prescribing service. Patients reported that the calls made them feel less isolated
(particularly over the Christmas period).
Service user volunteers have continued to be involved in staff interviews
throughout the pandemic, mostly participating virtually.
We have created a new page on our website to advertise and promote Trustwide
voluntary and involvement opportunities.
Arnold Lodge continue to boast a strong befriending scheme, with seven new
recruits in 2020.

SUPPORT AND TRAINING
We were awarded funding from Health Education England to improve our
volunteering portal and to support our volunteers to access the National
Volunteer Learning Certificate (all new recruits and most active volunteers are
now working towards the certificate).
An MS Teams Volunteer Hub was created, along with a fortnightly volunteer
newsletter promoting opportunities, and volunteers have joined patient forums,
meetings and committees from home (with IT equipment distributed where
needed).
We have been working with county and city council colleagues to improve
system-wide support of, and opportunities for, volunteers.

RECOGNITION
More volunteers than ever were nominated for Outstanding Contribution and
Service Awards (OSCARS) this year.
We participated in thanking and recognising the contributions of volunteers
during Volunteers Week, moving our usual physical celebrations online.

CARERS
A CO-ORDINATED APPROACH TO SUPPORTING,
INVOLVING AND COMMUNICATING WITH CARERS
The Trust Carers Connect Network has worked online during the
pandemic with monthly meetings with carers, carer organisations,
local authority carer leads and Trust staff to pick up challenges
carers are facing and respond collectively to these.
Services in all three Divisions completed our simplified Triangle of
Care self-assessments which were developed with carers and staff.
Community Health services completed them for the first time. We
have peer reviewed these to see where we need to improve and to
share good practice.

IMPROVED AND PROMOTED INFORMATION FOR
CARERS AND STAFF
We have improved the information for carers and staff on the
carers section on the IEV website.
We have produced regular Carer’s Newsletters to keep staff and
carers informed.
We are continuing to promote our Guide to Carers and
Confidentiality to ensure we share information and effectively
communicate with carers.

SUPPORTING STAFF WHO ARE CARERS AS A MEMBER
OF THE CARER CONFIDENT BENCHMARKING SCHEME
The Trust are members of the Carer Confident benchmarking scheme
which assists employers to build a supportive and inclusive workplace for
staff who are, or will become, carers and to make the most of the talents
that carers can bring to the workplace. We are actively promoting the
support that staff can receive through this scheme.

DEVELOPED AN ELEARNING TRAINING PACKAGE
FOR STAFF TO IMPROVE CARER AWARENESS
We have recently developed, with carers, an e-learning package for staff
around carer awareness and the Triangle of Care.

GOVERNANCE
The work of the Involvement, Experience and Volunteering Service is overseen
by the Executive Director of Nursing, AHPs and Quality Team, Anne-Maria
Newham.
We have improved the governance around Involvement, Experience and Volunteering this
year. We set up a new Trust Involvement, Experience and Volunteering Group to agree
direction, review progress and seek assurance from across the organisation.

NOTTINGHAMSHIRE HEALTHCARE NHS FOUNDATION TRUST
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THE FUTURE
CHALLENGES
INVOLVEMENT
Embedding approach to service change – the work around the Quality Priority on Involvement in Service
Change stalled due to COVID. However, we are continuing to seek opportunities internally and externally to
work more collaboratively and will oversee progress on the Quality Priority in the new Trust IEV Group.
Developing our work with the range of communities we serve – as part of refreshing our strategy we are
exploring how we can improve our work with different communities and young people, and the resource
implications of this work.

EXPERIENCE
The significant reduction in feedback (Mental Health and Community Services divisions only). We have
supported services in various ways to improve this - including SMS feedback, tablets on wards, delivery of
survey forms and the offer of feedback volunteers via Microsoft Teams.
We are looking to increase the volume and range of feedback from carers and families and to improve how
we respond to this.

VOLUNTEERING
We are limited in what we can offer to train, support and involve volunteers as we cannot have large groups
at present.
Returning inactive volunteers back to physical roles within services in the ever-changing climate of COVID-19.

PLANS
Produce new Trust IEV Strategy with a renewed focus on Equality, Diversity and Inclusion.
Improve the impact of involvement in service changes through the Trust Quality Priority - Involvement in
Service Change.
Continue the rollout of online feedback including the rollout of SMS feedback to all services and feedback
tablets to medium and high secure Forensic services.
Undertake research with IMH on how positive feedback can better inform service development.
Improve how we support, involve and communicate with carers through the work of the Carers Connect
Network and the annual Triangle of Care self-assessments.
Reinstate all volunteers to roles on site (those who wish to return) and develop a hybrid approach to
volunteering which recognises the value of virtual roles (and brings more diversity).

WANT TO FIND OUT MORE?
CONNECT

INVOLVE.NOTTSHC.NHS.UK

INVOLVE@NOTTSHC.NHS.UK

@INVOLVENOTTSHC

0800 052 1415
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