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INVOLVEMENT, EXPERIENCE, VOLUNTEERING AND CARERS 

STRATEGY  

(2022-2024)  

Purpose: 

To create inclusive partnerships with people who use services, their carers, families and communities 

to influence and improve mental health and community services and help address health inequalities, 

and to ensure that we listen to and act on peoples’ feedback 

We believe that by listening to feedback, experiences and ideas, and working collaboratively to use our 

collective skills and knowledge we will provide inclusive services that are caring, compassionate, meet people’s 

needs effectively, address health inequalities and improve our service users’ and carers’ mental and physical 

health and wellbeing 

The Trust will do this by: 

• working collaboratively with service user/carer volunteers, staff and local organisations and 

communities on service changes, strategies and improvement projects 

• listening and responding to the feedback and views of patients, service users, carers, volunteers and 

members  

• training and supporting volunteers to have an effective voice, collaborate with us in the work we do and 

play a key and valued role in the organisation 

This strategy builds on the work we have done together over a number of years and will have an increased 

focus on: 

• helping address health inequalities 

• equality, diversity and inclusion and ensuring people of all ages and from all communities are heard and 

work with us 

• building inclusive collaborative partnerships to change services in the Trust and with local people and 

partners built on shared purpose and understanding  

• hearing brief feedback from a large number of people as well in-depth stories that build understanding 

to have a balanced view of the experiences and insights about our services 

• involving, listening and responding to carers 

• increasing the number and diversity of involvement participants as well as developing a hybrid model to 

enable volunteers/participants to participate online, face to face and at sites 
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INVOLVEMENT 

AIM: 

To work collaboratively with people on service changes, strategies and service improvement projects 

to influence and improve services and address health inequalities 

We will work together in an open, honest and respectful way, listen to and understand others 

feedback, experiences and ideas including local communities, and value their ideas, skills and 

knowledge. The Trust will work collaboratively with service user/carer volunteers, staff and local 

organisations, who represent the diverse communities we serve, on service changes.  We will seek to 

influence others to work in more collaborative and inclusive ways. We will use our Collaborative Model 

to guide our work. 

System-wide strategies and service changes 

• The Trust will work in partnership with local health and social care organisations and commissioners 

around mental health and community health service changes, transformations and strategies. We will 

work collaboratively with service users, carers and local organisations so they can influence and 

improve services and address health inequalities 

Trustwide strategies and plans 

• The Trust will develop its strategies and plans (e.g. Trust Strategy, Clinical Strategy and Quality 

Priorities) collaboratively with service users, carers and local organisations. 

Service changes/Quality Improvement Projects/Forums/Involvement Projects 

• The Trust will work collaboratively with service users, carers and local organisations on changes to 

services, Quality Improvement Projects, Patient and Carer Forums and other involvement initiatives e.g. 

the patient information group, staff recruitment and training. We will focus on priorities agreed with each 

Division. 

Audits/Quality Reviews 

• We will ensure service user, carer and volunteer involvement in PLACE Audits and Quality First reviews, 

and ensure that changes are evidenced 

Involvement in Individual Care 

• We will ensure that services have clear plans, guidance and expectations around involving service 

users and carers in decisions around care 

• We will ensure that services users and carers are clear on how they can expect to be involved in 

decisions around their care 

Involvement Partners 

• To recruit, support and work collaboratively with service users and carers as Involvement Partners, to 

enable their influence on service change, redesign and improvement projects and make best use of their 

lived experience, knowledge and skills.  
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SERVICE USER AND CARER EXPERIENCE AND FEEDBACK 

AIM: 

To listen to the diversity of patients, service users and carers, and to use the information we receive 

intelligently and with compassion so we respond honestly and make changes that improve people’s 

health and wellbeing. 

We will run a Trust Patient and Carer Experience Group with staff, service users and carers to plan 

and review our work and progress on listening and responding to feedback. 

Capturing Feedback 

• All teams will capture feedback and listen to the experiences and views of the diversity of service users, 

patients and carers. Teams will look to use the methods that best enable people to tell us about their 

experiences, balancing quick assurance from many and rich detail from a few. 

• We will focus on gaining feedback in areas where we have concerns, where teams are struggling to 

capture feedback, and where we are not hearing from particular communities. 

Analysing and Reporting on Feedback  

• All feedback will be collated and analysed and will be shared publicly on the Your Feedback Matters 

website. 

• We will produce a six-monthly report that will provide assurance on how well services/Divisions are 

capturing and responding to feedback. These reports will be reviewed and reported onwards through 

Divisional and Trust Quality Governance processes and issues escalated as appropriate. 

Responding and Acting on Feedback  

• Directorates will update on the progress made to tackle the key issues in their directorate annual 

involvement, experience, volunteering and carers assurance report - updates will be provided after six 

months. 

 

• Teams will discuss their feedback, use it to identify key issues, respond and make improvements to 

services where required. 

 

 

• Teams will share positive feedback in the spirit of both recognising the good work of staff and aspiring 

to make the experiences most valued by patients more common place.  

Sharing Progress 

• Changes will be shared publicly on the on Care Opinion and via various ‘You Said, Together We Did’ 

mediums in wards and clinics and via social media.  
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VOLUNTEERING 

AIM: 

To recruit a diverse range of volunteers and enable and support them to have an effective voice, 

collaborate with us in the work we do and play a key and valued role in the organisation.  

We will recruit volunteers and provide training, clear roles and support to enable volunteers to have a 

real impact on the organisation and to develop and take up opportunities.  Our Involvement Centres 

will be hubs where volunteers are trained, supported and connected to a range of opportunities and 

where there is a community of peers who support each other and collectively improve the Trust. 

We will have a co-ordinated approach to volunteering across the organisation so that volunteers can 

play a valuable role, safely and effectively, across the Trust.  

Promotion/Recruitment 

• Ensure that we promote volunteering and involvement opportunities widely, including through our 

Involvement Centres, to our diverse communities  

• Recruit and train volunteers so that they are able to take up the range of opportunities available  

• Make clear the expectations of volunteers and of our organisation towards volunteers  

Volunteer roles  

• Support existing roles, and continually identify new roles, being responsive to the needs of the Trust and of 

patients and carers and aspiring to create new and different ways for volunteers to help the Trust meet its 

objectives   

• To work with volunteers and staff to place volunteers in a range of roles so that they can safely complement 

the work of paid staff, to contribute to the care of patients and to have a real impact in the organisation as 

valued members of our workforce 

Support and Training 

• Offer a wide range of learning and training opportunities to volunteers, to aid them in their roles and to also 

support their personal development. 

• The Trust’s Involvement Centres will be a base for volunteers, to ensure they feel supported, connected, 

informed and involved 

Recognition  

• We will ensure that volunteers are appreciated and their contributions to service users, carers and families’ 

lives are valued and recognised  

• Ensure that staff understand the contribution volunteers can make and that they have the support and 

understanding of how to work effectively with volunteers 
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CARERS 

AIM: 

To involve, support and communicate with carers, families, friends and siblings so we work in 

partnership with them in individual care and service planning; provide information and support and 

listen and respond to their views and feedback 

We will implement a simplified Triangle of Care (ToC) self-assessment and review process for all our 

services to involve, support and communicate with carers. We will run a Carers Connect Network that 

brings together carers, carers organisations, local authorities and staff to plan and review our work to 

support carers and address the key issues that carers are raising. 

Involvement 

• We will identify carers, families, siblings and friends at first contact or as soon as possible afterwards 

• We will train staff to work with carers, families, siblings and friends and be aware of their needs and the 

contribution they can make 

• We will ensure that defined posts that are responsible for carers, families, siblings and friends are in 

place 

Support 

• We will ensure that support and information about support is available to carers, families, siblings and 

friends 

Communication 

• We will communicate effectively with carers, families, siblings and friends including an introduction to 

the service and staff 

• We will have a policy and clear guidance on information sharing and confidentiality in place 

 

COMMUNICATIONS/REPORTING 

We will: 

• Let volunteers, members and staff know about opportunities to get involved, offer feedback or volunteer 

in the Trust and the wider health and social care system via our IEV website. We will also publicise 

opportunities through our two Involvement Centres, social media and the Trust website. 

• Encourage two-way communication about what we are doing and what the impact is through the 

Involvement Twitter and blog accounts.  

• We will provide information about IEV through the IEV website, Trust website and intranet. 

• Produce a six-monthly and Annual IEV report that details the work we are doing across the Trust and 

the difference it has made. We expect all directorates to evidence how they have implemented the 

strategy and the difference it has made via their annual IEVC Assurance Reports. 

• Report on progress in delivering the strategy and the impact it has had to the Trust IEV Group, 

Divisional Quality Groups and the relevant Trust Committees  

 

http://involve.nottshc.nhs.uk/blog/
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DELIVERING, REVIEWING, DEVELOPING AND MEASURING THE IMPACT 

We will develop and review our IEV work through the Trust IEV Group. This group will set the direction for our 

approach, monitor and review progress of our IEV work and seek assurance from those responsible for its 

delivery. 

We will have a delivery plan that will set out what we hope to achieve each year and the progress we are 

making.  

We will measure the impact of this strategy in the following ways: 

• Changes identified in the six-monthly IEV reports, the directorate/unit of management annual IEV 

assurance reports and Care Opinion postings 

• Collecting personal stories from staff and volunteers to understand the impact of our IEV work 

• Through the measures we will develop to assess the quality of our processes and the impact our work 

has in making a difference to the services we provide and people’s lives 

LEARNING AND DEVELOPMENT 

• We will provide advice, support, online resources and training to staff to enable them to effectively carry 

their work around IEV 

 

 


