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Philosophy behind User Groups

From a Human Perspective:

In the caring professions such as the NHS or S&salices to think of Users
as consumers can and will be alien not only testreice recipient but also the
service provider. This is perfectly natural as ne m their right mind wishes to be a
consumer of cancer services or degenerative illsesgces etc. Service providers
also do not wish to be looked upon either as putelpg it for the money. Human
nature being what it is however can in some cir¢éantes lead to services not
actually putting the Users interest first and imsdnstances can lead to inappropriate
and inefficient services.

As a driving force:

A way of looking at Users of services that are pted by public bodies such
as the NHS or Councils is to think of Users as aoreys. In the private sector if
organisations do not provide the consumer with ey require they will eventually
go out of business. The main driving force behinsuging companies remain
competitive is provided by the consumer, or “mafketes,” as it is more commonly
known.

In the public sector service providers, can ifwbal, fail to modernise and not suffer
the consequence of going out of business. Thisrean that not only does the end
User suffer but also service providers can be placénpossible positions where
they still try to provide services with inadequegsources as the pressures on these
services increase.

A properly run User Group may provide an additiosh@ling force to help improve
efficiency of services. It can also act as an aalthtl asset to lobby the relevant
Authorities should a lack of resources be the ugiohgy problem.

A Source of Market Research (Users needs):

In the private sector a manufacturer or serviceiger conducts market
research to determine what the end User requimgkel public sector market research
is not always conducted. This can lead to the sermprovider delivering a service
they believe is for the best when in fact the esédidequires something different. By
having a User Group where true consultation takeseg'market research” can be
conducted.

Professional resistance:

Professionals may view User groups as an erositimeaf perceived power.
This may lead to professionals in positions of atiti blocking any change
processes required by Users of a service. Professionay also perceive User
Groups as a criticism on their professional judgetmdser Groups can also be seen
as yet another overhead on already stretched i@®uUro overcome these problems
User Groups must be seen to add value to the ssrvic
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Principles:

In order to balance the conflict of interests timaty exist between service
providers and recipients a set of principles shixeldgreed upon by all the major
stakeholders in a service. If these principlesbased on morality then the most
vulnerable should always have their interests ipstt By adopting a set of principles
the power (authority) does not then lie either it service provider or the service
recipient. The power lies within the principles.efdser group works to the set of
principles that were agreed upon by all stakeheldering the countywide
consultation into physical disabilities.

Joint Working:

When working together both parties own any decsibiat are made. This
helps prevent the “them and us attitude” that eaul ko negative conflict and a blame
culture.

Clinical Governance:
The White papefhe new NHS: Modern, Dependalzepartment of Health,
1997) Introduced the term Clinical Governance.dswlefined as

“a framework through which the NHS organisatioms accountable for
continuously improving the quality of their seng@nd safeguarding high standards
of care by creating an environment in which exceléein clinical care will flourish”

The Patient Experience is one of the Seven Pitia@inical Governance that the
Strategic Health Authority proposed back in Febyu00. In order to measure
guality the User (Consumer) must be involved. Gngad safe environment and
conducting independent, properly constructed Usereys can give a true picture of
the “Patient Experience”

| research into disability | help thealled | am disabled

| am an expert | know a lot abitne disabled | knowOO MUCH
about being disabled!
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Aims and Objectives of User Group

1. To ensure that service providers are given anoald view of Users needs, wishes
and views of services.

2. To ensure that services delivered reflect ther&sieeds, wishes and views by
working in partnership with service providers.

3.To develop a communication strategy for keepirsgrd informed about services
and the existence of the User Group

Roles ands Responsibilities of User
Group

1. To ensure that all service Users are informediatihe aims and objectives of the
User Group.
(Procedure No PDUG 01/04)

2. To ensure the User Group principles are adhered far as is reasonably
practicable.
(Procedure No PDUG 02/04)

3. To ensure that all service Users are kept inéokm
(Procedure No PDUG 03/04)

4. To ensure that a trained User representatiaeasable to sit on interviewing
panels where appropriate.
(Procedure No PDUG 04/04)

5. To ensure a safe environment is provided wheerdJcan be consulted on issues
relevant to their needs as service Users.
(Procedure No PDUG 05/04)

6. To ensure services are monitored from a Usesppetive.
(Procedure No PDUG 06/04)

7. To ensure the User Group is adding value tcénece.
(Procedure No PDUG 07/04)

PDUG 2006 5
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PROCEDURES

Procedure No PDUG 01/04
1. To ensure that all Service Users are informed athmuaims and
objectives of the User Group.

To ensure all Service Users are informed aboudittns and objectives of the User
Group they must be provided with a User Group &dflages 29-30). Due to the fact
that all Users will initially be assessed for auiegd service the responsibility of
ensuring this happens will rest with the Integra@@inmunity Team. In order that
this is monitored a section on the Teams indugbi@tedure for all new Users shall
contain a tick box to ensure this happens.

Procedure No PDUG 02/04
2. To ensure the User Group principles are adheraddo as is reasonably
Practicable.

The User Group has 6 principles that were agreed by all stakeholders during the
extensive countywide consultation exercise in 2000.
» Consistency

« Equity of access An expansion on these
e Relevance principles is given on
« User control page 28

+ Best use of resources

» Joint working

Whenever a decision is to be made by the User Gitwege principles shall be applied
to whatever options are available. A formal optmpraisal process will conduct this
with scores recorded for each principle againshegtion. The results will be
published in Bright Ideas and on the web to ensaresparency.

Procedure No PDUG 03/04
3. To ensure that all service Users are kept informed

The User Group shall provide a 16 page quartenysietter containing such
information as requested by the recipients. Othi@rination deemed useful or
interesting to Users will be provided as available.

All User Group meetings will be documented, minmésbe sent to those Users
requesting copies. Any user requesting this infoionawill have it provided free of
charge. This information shall also be made avkilah the web site and will evolve
to contain such information, as the Users requefdraas is reasonably practical.

PDUG 2006 6
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Procedure No PDUG 04/04
4.To ensure that a trained User representativesiadle to sit on
interviewing panels where appropriate.

The User Group shall provide a trained User repitasiee to sit on interviewing
panels for disability service staff to provide thsers perspective on the candidate.
The User representative shall have undergone fdmaiaing as agreed by the User
Group. The User Group shall choose the User reptatbee using its own selection
criteria. The User representative shall adherd enaployers’ policies and User
Group procedureage3l) relating to staff selection. Should there besadgreement
between parties the employer will take the finaisien. The User representative
shall report back to the User Group on the effectdss and suitability of the
procedure.

Procedure No PDUG 05/04
5. To ensure a safe environment is provided wheerdJcan be consulted
on services relevant to their needs as sekysers.

For an expansion on the meaning
) of a “Safe environment” please
Safe environment turn to the Glossary of terms

In order to provide a safe environment where Usarsbe consulted a quarterly User
Group meeting will be held. These meetings wilbpen to any User of physical
disability services who wishes to attend.
« All Users will be entitled to travel expenses, whigill be reimbursed on the
day of the meeting.
* The rate is 37 pence per mile if using own tranispoil axis will be paid for
on presentation of receipt.
« Any other individual attending these meetings othan a User will only
attend by invitation from the Group.
» All parties will treat each other with respect anjménness.
» Allindividuals’ views and experiences will remainnfidential unless agreed
to the contrary by the individual and shall remaithin the meeting.
* Relevant services.
Such services that are believed to be relevaiisd_tser Group are.
» Disabled equipment services.
* Wheelchair services.
* Respite care.
» Crisis care.
* Rehabilitative care.
» Palliative care.
* Housing adaptations.
* Therapy services.
e Day care.
» Social Inclusion services.
e Transport.

PDUG 2006 7



e s) Ve

\L\A‘ 9)6’

a; =
= =
=

Uy 4250
* Voluntary services
Although the list is not exhaustive such itemsdisicussion shall be relevant to

disabled people and will contain services thatidker Group has the possibility of
influencing.

Procedure No PDUG 06/04
6. To ensure services are monitored from a Usesppetive.

To ensure a true User perspective of a servicbtamed the group shall adopt the
guidelines as laid down pages 32-34.

Procedure No PDUG 07/04
7.To ensure the User Group is adding value teéneice.

The Kaplan and Norton 1992 “ Balanced Score Caydtem will be used to monitor
and provide an overview of the User Group. This lagl consistent with the
embedding of Clinical Governance into service piagrand delivery as per
Northampton Community Healthcare NHS Trust: ClihiGavernance Report and
Development Plan 2000-200Rages 35-6.

PDUG 2006 8
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User Group Chairman

Responsibilities.

To ensure the User Group carries out its respdit&bias stated in the
Groups operating procedure.

Tasks

To attend User Group and other meetings, whichedezant to, Physical
Disability services

To arrange venue for User Group meetings.

To liaise between service providers and User'sitdifate setting agenda’s for
PDUG meetings.

To keep up to date with all initiatives relevanftioysical Disability services.
To ensure a trained User is availaht @hosen by the group for interviewing.
To ensure the User Group has the necessary resource

Skillsrequired.

Able to use the Internet.
Communication and presentation skills.

Qualitiesrequired
Essential criteria

1. You must live in the Northamptonshire area.
2. Have a strong personal commitment to the developofehe service.
3. To act within the principles agreed upon by alkseteolders during the
countywide consultation.
* Equity of access.
* Best use of resources
* Relevance
» User Control
» Joint working
» Consistency

Be able to demonstrate a commitment to the needsers.

Be a good communicator with plenty of common sense.

Be committed to the public service values of actalifity, probity,
openness and equality of opportunity.

7. Be able to demonstrate an interest in healthcatess

ook
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8. Be available to attend additional meetings thattesto physical disability
service as necessary.

Desirable criteria

=

Have experience as a carer or user of the service.

2. Have an understanding and/or experience of managemthe public, private
or voluntary sectors.

3. Be able to offer specialist skills or knowledgeekeint to the work of the User
Group.

4. Have experience serving in the voluntary sectattjqadarly in an organisation

working in health care issues.

Estimate of time input 17 hrsper quarter.

(Meetings approx 8 hrs.)

(Travel approx 2 hrs.)

(Researching information relevant to physical diggiservices 6hrs)
(Liaising with stakeholders and setting agenda)lhr.

PDUG 2006 1C
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User Group Member

Responsibilities.
To represent the User’s interests.

Tasks

To attend User Group meetings.
To share ideas and experiences of services foigailysdisabled people.

Skillsrequired.
No special skills required.
Personal attributes

A. To believe in the principles agreed upon bystdkeholders during the
countywide consultation. |.e.

» Equity of access.

» Best use of resources

* Relevance

* User Control

» Joint working

« Consistency.

B. Be a User of Northamptonshire’s disability seed. This may be as a User,
Carer or Family member.
C. To be able to treat others with integrity.

Estimate of time input 3 hrsper quarter

(Meetings 2hrs per quarter)
(Travel 1 hr)

PDUG 2006 11
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User Group Facilitator

Responsibilities
To facilitate User Group meetings

Tasks

To ensure current knowledge of matters on agenda.
To ensure all parties have the opportunity to véiesr opinions.
To ensure meetings are conducted in a positive arann

Skillsrequired
To have good communication skills.
Personal attributes

To be assertive.
Have a strong personal commitment to the developofethe service.
To act upon the principles agreed upon by all $takkers during the
countywide consultation. I.e.

» Equity of access.

* Best use of resources

* Relevance

* User Control

* Joint working

» Consistency

To demonstrate a commitment to the needs of User’s.

To be committed to the public service values obaatability, probity,
openness and equality of opportunity.

To be able to attend meetings.

Estimate of timeinput 5 hrsper quarter
2 Hrs facilitating meeting.

2 Hrs to keep up to date with items on agenda.
1 Hr travel.

PDUG 2006 12



£

Usar Group Secretary

Responsibilities.
To distribute all relevant information to User's.

Tasks

To ensure data base of User’s is current.

To attend User group meetings and record minutes.
To type up minutes and Agendas of meetings aridllite.
To distribute newsletter.

Skillsrequired.
To have computer skills in Microsoft word and Asse

Per sonal attributes

A. To act upon the principles agreed by all stak#drs during the countywide
consultation. l.e.

* Equity of access

» Best use of resources

* Relevance

» User Control

» Joint working

« Consistency.

Estimate of time input 12 hrs per quarter.

(Meetings approx 2 hrs maximum)

(Travel approx 1 hrs.)

(Type up minute’s 4hrs)

(Distribution of minute’s 1hr)

(Distribution of quarterly newsletter average 3 pes quarter)
(Updating of User database 1hr)
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User | nterviewer

Responsibilities.

To ensure Procedure PDUG 04/04 is adhered to.

Tasks

To attend interviewing panel.
To attend User Group meetings.

Skillsrequired.
To have interviewing skills as stated in PDUG @4/0

Per sonal attributes

A. To act upon the principles agreed by all stak#drs during the countywide
consultation. l.e.

* Equity of access.

* Best use of resources

* Relevance

» User Control

» Joint working

« Consistency.

B. Be a User of Northamptonshire’s physical disgbdervices. This may be
as a User, Carer or Family member.

Estimate of time input 13 hrs per candidate. Training 20hrs

(Meetings approx 2 hrs maximum)

(Travel approx 2 hrs.)

(Pre-screening/selection criteria of possible cdaigis 3 hrs)
(Interviewing candidates 6 hrs)

(Training 2 day course)

PDUG 2006 14
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Usar Group Treasurer

Responsibilities.

To ensure User Group accounts are kept in an adgedbrm for auditing
purposes.

Tasks

1. To attend User Group meetings to administer espe
2. To keep detailed records of all User Group egare.
3. To provide a detailed yearly breakdown of exjiemnel.
4. To keep receipts of all expenditure.

Skillsrequired.
To have numeracy skills.

Per sonal attributes

A. To believe in the principles agreed upon bystdkeholders during the
countywide consultation. |.e.

» Equity of access.

* Best use of resources

* Relevance

» User Control

» Joint working

« Consistency.

Estimate of time input 6 hrs per quarter.
(Payment of travel expenses/ attending meetings) 2hr

(Travel to meetings 1hr.)
(Keeping of financial records 3hrs)

PDUG 2006 15
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Newsd etter

Responsibility.

editor

To write, edit and collate a quarterly 16- page sletter containing
information as requested by the readers.

Tasks.

To obtain contributions to the newsletter by mamtagular contact with
statutory and voluntary organisations for the ptaiy disabled.
To edit information and provide in a form suitabide publication as a

newsletter.

Skillsrequired.

To be able to use suitable software for publistaingewsletter or be willing to

learn.

Per sonal attributes.

A. To act upon the principles agreed by all stak#drs during the countywide

consultation. l.e.
* Equity of access.
» Best use of resources
* Relevance
» User Control
» Joint working
» Consistency.

B. To have good communication skills and commorssen

C. To be able to work independently

D. To have suitable organisational ability

Estimate of time input 16hrs per quarter

Liaising with contributors 2 hrs

Researching relevant information 6hrs

Compiling newsletter 6hrs
Arranging printing 2hrs

PDUG 2006 16
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Web Site Administrator

Responsibilities
To design, publish and administer the User Group s

Tasks

To design and publish pages to the Internet web sit

To develop and update the site to meet Users wishes

To publish PDUG meetings, agendas and newslettetiseowebsite
To liaise with relevant local websites with a viemlinking.

Skillsrequired

To have computer skills in Microsoft word, MicrdsBrontPage and
Dreamweaver

To have experience in designing web pages, pubtishnd updating
information to a domain name at the Web Hosting gamy

Per sonal attributes

Have a strong personal commitment to the developofehe service. To act
upon the principles agreed by all stakeholdersngutie countywide
consultation i.e.;

» Equity of access.

* Best use of resources

* Relevance

» User Control

» Joint working

» Consistency.

Be a User of Northamptonshire’s physical disabsiyvices. This may be as a
User, Carer or Family member.

To demonstrate a commitment to the needs of Users.

To be committed to the public services values abaatability, probity,
openness and equality of opportunity.

Estimate of time input 27 hrs per quarter.
(User Group Meetings approx 2 hrs maximum)

(Travel approx 1 hr.)
(Updating and development of web site 24 hrs)

PDUG 2006 17



Resources required for running User Group

Yearly running costs

Web site developmen

Interpreter

Printing
Computers
Postage

Travelling expense
Administrator
Interviewing skills
Stationary

Room hire

Refreshmen

£0 £200 £400 £600 £800 £1,000 £1,200 £1,400

Quartely (3 monthly) Hours

TOTAL
Web site develope
Chairman

Editor
Administrator
Interviewer
Treasurer
Facilitator

Member

0 20 40 60 80 100
Hours
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Adopted on the .............. dayof ......oooiii . 2000

A NAME

The name of the group isPhysical Disability User Group (PDUG)... ("the
Group")

B ADMINISTRATION

Subject to the matters set out below the Groupitsrtoperty shall be administered
and managed in accordance with this constitutiotheymembers of the Executive
Committee, constituted by clause H of this constitu("the Executive Committee").

C OBJECTS

The Group's objects ("the objects") are:

. To be the recognised body of Users of Physicallilisaservices in
Northampton by providing a safe environment whleedervice providers can
consult Users

" To ensure Users are given the opportunity to beulted and informed
about services for the physically disabled in Nantiptonshire

D POWERS

In furtherance of the objects but not otherwiseBEkecutive Committee may exercise
the following powers:

0] power to raise funds and to invite and receive rimions provided that in
raising funds the Executive Committee shall notartake any substantial
permanent trading activities and shall conformrtp gelevant requirements of
the law;

(i) power to refuse to give the PDUG approval for amyise changes, which
have not taken place without comprehensive forroalichented User
Consultation

(i)  power to buy, take on lease or in exchange anyeptpmecessary for the
achievement of the objects and to maintain andpeitjfor use;
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(iv)

(v)

(vi)

(vii)

(viii)

(ix)

(x)

(1)

(2)
3)
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power subject to any consents required by law tplsase or dispose of all or
any part of the property of the Group;

power subject to any consents required by law toomomoney and to charge
all or any part of the property of the Group wigpayment of the money or so
borrowed;

power to employ such staff (who shall not be memsloéthe Executive
Committee) as are necessary for the proper pukthie objects and to make
all reasonable and necessary provision for the paywf pensions and
superannuation for staff and their dependants;

power to co-operate with other charities, voluntaogies and statutory
authorities operating in furtherance of the objectsf similar charitable
purposes to exchange information and advice wiimth

power to establish or support any charitable tr@stsociations or institutions
formed for all or any of the objects;

power to appoint and constitute such advisory cdiess as the Executive
Committee may think fit;

power to do all such other lawful things as areessary for the achievement
of the objects.

MEMBERSHIP

Membership of the Group shall be open to any perdumhas used the
services for the physical disabled in NorthamptaeshThis applies to either
direct users of services or unpaid carers. Menhigeis on a voluntary basis
and is free.

Every member shall have one vote.
The Executive Committee may by unanimous vote angdod reason
terminate the membership of any individual: Prodidleat the individual

concerned shall have the right to be heard by #eelive Committee,
accompanied by a friend, before a final decisiomasle.

HONORARY OFFICERS

At the annual general meeting of the Group the nembhall elect from
amongst themselves a chairman, a secretary aedsuter, who shall hold
office from the conclusion of that meeting.

EXECUTIVE COMMITTEE

The Executive Committee shall consist of not l&ss1t3 members nor more
than 6 members being:
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(a) the honorary members specified in thegadang clause;

(b) not less than 3 and not more than 6 Membexged at the annual general
meeting who shall hold office from the corsitun of that meeting;

The Executive Committee may in addition appointmote than two
co-opted members but so that no-one may be applaast@ co-opted member
if, as a result, more than one third of the membéthe Executive Committee
would be co-opted members. Each appointment of@pted member shall
be made at a special meeting of the Executive Ctieenand shall take effect
from the end of that meeting unless the appointrisetat fill a place which has
not then been vacated in which case the appointsiatitrun from the date
when the post becomes vacant.

All the members of the Executive Committee shalredrom office
together at the end of the annual general meetrgatter the date on which
they came into office but they may be re-elected.

The proceedings of the Executive Committee shalbednvalidated
by any vacancy among their number or by any failarappoint or any defect
in the appointment or qualification of a member.

Nobody shall be appointed as a member of the ExecQommittee
who is aged under 18 or who would if appointed isguhlified under the
provisions of the following clause.

No person shall be entitled to act as a membédreoEkecutive
Committee whether on a first or on any subsequeiny énto office until after
signing in the minute book of the Executive Comedta declaration of
acceptance and of willingness to act in the traktee Group.

DETERMINATION OF MEMBERSHIP OF EXECUTIVE

COMMITTEE

A member of the Executive Committee shall cead®td office is he or she:

)

)

®3)

J

becomes incapable by reason of mental disordees or injury of managing
and administering his or her own affairs;

is absent without the permission of the Executieen@ittee from all their
meetings held within a period of six months andERkecutive Committee
resolve that his or her office be vacated; or

notifies to the Executive Committee a wish to radigut only if at least three
members of the Executive Committee will remainfiice when the notice of
resignation is to take effect).

EXECUTIVE COMMITTEE MEMBERSNOT TO BE PERSONALLY

INTERESTED
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Q) [Subject to the provisions of sub-clause (2) of thi
clause] no member of the Executive Committee st@lire any interest in
property belonging to the Group or receive remun@naor be interested
(otherwise than as a member of the Executive Cotea)itn any contract
entered into by Executive Committee.

2 [Any member of the Executive Committee for the time
being who is a solicitor, accountant or other persiogaged in a profession
may charge and be paid all the usual professidrabes for business done by
him or her or his or her firm when instructed bg tither members of the
Executive committee to act in a professional capam behalf of the Group:
Provided that at no time shall a majority of thenmbers of the Executive
Committee benefit under this provision and thatearrber of the Executive
Committee shall withdraw from any meeting at whiriéror her own
instruction or remuneration, or that of his or fiem, is under discussion.]

K MEETINGS AND PROCEEDINGS OF THE EXECUTIVE
COMMITTEE

Q) The Executive Committee shall hold at least two
ordinary meetings each year. A special meeting bbeagalled at any time by
the chairman or by any two members of the Execu@igmmittee upon not
less than 4 days' notice being given to the othembers of the Executive
Committee of the matters to be discussed but ihtaters include an
appointment of a co-opted member then not less2hatays notice must be
given.

(2) The chairman shall act as chairman at meetingseof t
Executive Committee. If the chairman is absennfany meeting, the
members of the Executive Committee present shalbsd one of their number
to be chairman of the meeting before any other imgét transacted.

(3) There shall be a quorum when at least one thitteof
number of members of the Executive Committee fertime being or three
members of the Executive Committee, whicheveresgiteater, are present at
a meeting.

4) Every matter shall be determined by a majority atbg
of the members of the Executive Committee presedtvating on the
guestion but in the case of equality of votes ti@renan of the meeting shall
have a second or casting vote.

(5) The Executive Committee shall keep minutes, in ook
kept for the purpose, of the proceedings at meetirighe Executive
Committee and any sub-committee.

(6) The Executive Committee may from time to time make
and alter rules for the conduct of their businéss,summoning and conduct of
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their meetings and the custody of documents. Womay be made which is
inconsistent with this constitution.

The Executive Committee may appoint one or more
sub-committees consisting of three or more memdfetfse Executive
committee for the purpose of making any inquingopervising or performing
any function or duty which in the opinion of thedexitive Committee would
be more conveniently undertaken or carried out bylmacommittee: provided
that all acts and proceedings of any such sub-ctie®sishall be fully and
promptly reported to the Executive Committee.

RECEIPTS AND EXPENDITURE

The funds of the Group, including all donationstcbutions
and bequests, shall be paid into an account opkbgtéhe Executive
Committee in the name of the Group at such bankea&xecutive Committee
shall from time to time decide. All cheques drawmthe account must be
signed by at least two members of the committee.

The funds belonging to the Group shall be appliggt m
furthering the objects.

PROPERTY

Subject to the provisions of sub-clause (2) thesisé, the Executive
Committee shall case the title to:

(@) all land held by or in trust for the Group; and
(b) all investments held by or on behalf of the Group;

to be vested in not less than three individualoaypd by them as holding
trustees. Holding trustees may be removed by deeldive Committee at
their pleasure and shall act in accordance withatvéul directions of the
Executive Committee. Provided they act only incadance with the lawful
directions of the Executive Committee, the holdingtees shall not be liable
for the acts and defaults of its members.

If a corporation entitled to act as custodian tadtas not been
appointed to hold the property of the Group, thedtxive Committee may
permit any investments held by or in trust for @®up to be held in the name
of a clearing bank, trust corporation of any steoking company which is a
member of the International Stock Exchange (orsaamgsidiary of any such
stockbroking company) as nominee for the Execufisenmittee, and may
pay such a nominee reasonable and proper remwnefatiacting as such.

ACCOUNTS

The Executive Committee shall ensure:
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(2) the keeping of accounting records for the Group
(2) the preparation of annual statements of accourthéoGroup;

@) ANNUAL GENERAL MEETING

(2) There shall be an annual general meeting of theinhich shall be
held in the month of September in each year obas as practicable
thereatfter.

(2) The Executive Committee shall call every annuakgainmeeting.

The secretary shall give at least 21 days' nofitkebannual general meeting
to all the members of the Group. All the memberthefGroup shall be
entitled to attend and vote at the meeting.

3) Before any other business is transacted at thteafmsual general
meeting the persons present shall appoint a chaiohthe meeting. The
chairman shall be the chairman of subsequent amaueral meetings, but if
he or she is not present, before any other busisg¢smsacted, the persons
present shall appoint a chairman of the meeting.

4) The Executive Committee shall present to each drgareeral meeting
the report and accounts of the Group for the pliegegear.

(5) Nominations for election to the Executive Committeest be made by
members of the Group in writing and must be intthads of the secretary of
the Executive Committee at least 14 days beforatimeial general meeting.
Should nominations exceed vacancies, election bhedy ballot.

P SPECIAL GENERAL MEETINGS

The Executive Committee may call a special gemaesdting of the Group at any
time. If at least ten members request such a ngeetiwriting stating the business to
be considered the secretary shall call such a nieeft least 21 days' notice must be
given. The notice must state the business todmisised.

Q PROCEDURE AT GENERAL MEETINGS

Q) The secretary or other person specially appoinyetthés Executive
Committee shall keep a full record or proceedirtgsvary general meeting of
the Group.

The PDUG will, as far as is reasonably practicadleays apply the agreed
six guiding principles before making any decisions.

» Best use of resources

* Equity of Access

» Consistency

* User control

* Relevance
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* Joint working
R NOTICES

Any notice required to be served on any membetseoGroup shall be in writing and
shall be served by the secretary of the Executiv@i@ittee on any member either
personally or by sending it through the post ineppid letter addressed to such
member at his or her last known address in theedrifingdom, and any letter so sent
shall be deemed to have been received with 10 afgyssting.

S ALTERATIONSTO THE CONSTITUTION

The Constitution may be altered by a resolutiorsedsy not less than two thirds of
the members present and voting at a general meeting notice of the general
meeting must include notice of the resolution,isgtbut the terms of the alteration
proposed.

T DISSOLUTION

If the Executive Committee decides that it is neaegor advisable to dissolve the
Group it shall call a meeting of all members of @®up, of which not less than 21
days' notice (stating the terms of the resolutmbé proposed) shall be given. If the
proposal is confirmed by a two-thirds majority ledse present and voting the
Executive Committee shall have power to realiseassets held by or on behalf of
the Group. Any assets remaining after the satisiaof any proper debts and
liabilities shall be offered back to the sourcdo&d the source be unable to receive
surplus funds they shall be given or transferresiich other charitable institution or
institutions having objects similar to the objestshe Group as the members of the
Group may determine or failing that shall be agpfier some other charitable
purpose. A copy of the statement, for the fingloamting period of the Group must
be sent to the Commission.

W ARRANGEMENTSUNTIL FIRST ANNUAL GENERAL MEETING
Until the first annual general meeting takes pldie constitution shall take the effect

as it references in it to the Executive Committegenreferences to the persons whose
signatures appear at the bottom of this document.

This constitution was adopted on the date menti@ede by the persons whose

signatures appear at the bottom of this document.

SN e
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Qualitiesrequired for Executive members
Essential criteria

1. You must live in the Northamptonshire area.
2. Have a strong personal commitment to the dewedop of the service.
3. To act within the principles agreed upon bystdkeholders during the
countywide consultation.

* Equity of access.

* Best use of resources

* Relevance

» User Control

« Joint working

» Consistency

Be able to demonstrate a commitment to the neetdiser's.

Be a good communicator with plenty of common sense.

Be committed to the public service values of actabitity, probity,
openness and equality of opportunity.

Be able to demonstrate an interest in healthcatess

Be available to attend additional meetings thattesto physical disability
service as necessatry.

ook

© N

Desirable criteria

1. Have experience as a carer or user of the service.

2. Have an understanding and/or experience of managemthe public,
private or voluntary sectors.

3. Be able to offer specialist skills or knowledgeekeint to the work of the
User Group.

4. Have experience serving in the voluntary sectatjqadarly in an
organisation working in health care issues.
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Glossary of terms
CONSTITUTION.
The body of fundamental principles or establishet@dents according to which a
state or other organisation is governed.

Equity of access:
To apply this principle admission and eligibilitsiteria for services or equipment
must be fair, transparent and made available for bsers and Providers to view.

Best Use of resources:

To apply this principle the User Group should rexjueformation from a
consumerist’s point of view. For instance when rnéog physiotherapy in the private
sector you are told the cost is £x per hour, yomalchave to concern yourself with
how much of this goes towards the physiotherapisiges and how much pays for
lighting and heating of the building etc.

Relevance:
To apply this principle the service being reviewegdsst have some significance to
services for the disabled in Northamptonshire.

User control:
The User Group has the right not to give their farapproval to any changes in
services should they consider it not to be in teerd interests.

Joint working:
To apply this principle the Group shall always rdtethe agreed option @ ppendix
5) before making a decision on any changes in sesvice

Consistency:
To apply this principle the Group shall always ratethe County Wide Physical

Disability Strategy Document (Circa 2000) beforaat@ng a decision on any changes
to services.

Procedure: A method of performing a task.
Task: A piece of work to be done or undertaken.

User: A person who uses the disability services in Narthtn. This can be either a
direct User or unpaid carer

Safe Environment: Surroundings where the User can express theivtewes and
experiences of services without fear of repercussand free from external
influences.
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I wish to receive the newsletter 7

I wish to receive minutes and agendas of

PDUG meetings r)
?

[ wish to receive a copy of the Group

I wish to attend meetings

operating procedure. 7

Name
Rddress

Email

(Please note we are a voluntary and
independent  organisation and your details
will not be passed on)

YOURVIEWS AND
EXPERIENCES WILL HELP
TO IMPROVE SERVICES
NOT ONLY FOR
YOURSELVES BUT ALSO
FOR OTHERS

A
PDUG

PHYSICAL DISABILITY USER
GROUP

9 Holman Close
Weston Favell
Northampton

NN3 2TF

Tel 01604 406710
Email

Iantopp@btopenworld.com

PHYSICAL
DISABILITY
USER GROUP

Your service providers value
your views, experiences,

ideas & wishes.

X
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=

=
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Tele 01604 406710
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Who are we?

We are a group of people who have
used the physical disability services

in Northamptonshire. If you want to
Have your say

Meet other disabled people

a or unpaid carers.

? & . Find out what’s
happening to services

We issue a quarterly in Northampton
newsletter to keep

Users updated.
Please return completed form

to—
PDUG, 9 Holman Close
Weston Favell Northampton. NN3 2TF
Or Alternatively Ring 01604 406710
Or Email iantopp @ btopenworld.com

Our aims are

1. To obtain individual User’s
experiences of services.

2. To provide a safe environment
where Users can conduct a forum
on disability issues relating to the
services used.

J. To develop a communication
strategy for keeping Users informed
about services and the existence of
the User Group

4, To provide a tramed User for
interview selection teams

5.To support one another.

We work to the

following principles

The User Group works towards
improving the service for ALL
Users. This is facilitated by
adopting the six principles agreed

upon by all stakeholders during the

County Wide Consultation process jsgrh
, o~ B
in 2001 o] 95

7 e

1. Consistency

2. Equity of Access

3. Best use of resources
4. Relevance

5. User control

6. Joint working
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PDUG 04/04

YES

Does the post as it stands match the
requirements of the team? (i.e. has t
task/skills analysis been completed for
team and is it still valid)

This process
although very
tedious fits in

™~

Manager to inform Use
Group about vacancies.

v

Manager/Staff of service -
list selection criteria for
post(s) to be filled.

I

A
Manager of service to arrand
for advertising post.

Manager of service to short li
applicants with input from Use
Group representative.

Manager of service to liaise wit
User Group representative
arrange convenient time/plag
and format of interviews.

=

e

e

'

Manager to act as formg
interview chairperson and t
ensure all feedback t

candidates. Manager of Servi
to keep records of interview.

al
D
D
ce

with Clinical
Governance

N
O

Correctly

Manager/Staff of service to complete w
input from User Group the task analysis of the
team.

N

User Group to prepare selection criteria from
User’s perspective for post.

|

User Group to select User Representative fd
interviewing panel

=

Y

PDUG 2006

This procedure will be reviewed after use
to ensure it is fit for purpose and of
value.
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User Involvement Surveys

PDUG 06/04

Why should the Users be involved in monitoring eviee.

As the service is there for the User it is onihtignd morally correct that the User
should be asked their opinion on how a serviceisgived by them. Not only is it
good management practice to gain the Users peigpadta service but it is also a
directive from the Government that services willdesigned around the patient.

The true perspective of the User is obtained.
Not the perspective of someone who thinks they ktft@wser’s perspective.

The User feelsno pressurein giving their view.

Some Patients are grateful for whatever help thegive and do not know their
rights. Some Patients may feel that if they comnaglversely it may affect the future
service they receive.

The aim of the survey ismade clear to start with.
This should hopefully prevent surveys being puethgr, which ask questions of no
value in improving or monitoring a service.

Theresults of the survey are valid, reliable and useful

It is worth remembering that when conducting Usanv8ys what we are actually
doing is conducting research. The results obtaireed the research will only be of
use if the actual research measures things, winich a

a. Measured accurately.

b. Truly reflect the Users perspectives

c. Are useful in helping to improve the service.

d. Obtains output measures from the services thatadid.
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Procedure For Conducting User Surveys

PDUG 06/04

1. The initial aim of the survey is to be stated dar

2. A party with no vested interests shall completesinevey.

3. The relevant User Group will be involved from thars

4. The questionnaire is to be constructed using thewWng guidelines.

Outline of stagesin questionnaire construction.

apop

> @~o

m.

What is the theoretical starting point of the reska

What is known already?

What research has been done?

What can your proposed research contribute andftmerwhat are its
aims?

What information is required to fulfil these aims?

Undertake exploratory fieldwork

If a questionnaire is to be used what type witletand how will the
sample be derived?

Consider the most appropriate questions to askséltdl depend
upon the aims of the research, the target populatml the time and
resources available.

Construct a first draft taking into account theeasrdf questions and
that pre-coded questions are easier to analyse.

Pilot the questionnaire and record the opinions sfib sample. Gain
critical but supportive comments from those familiath the design
and analysis of questionnaires.

Edit the questionnaire to check on form, content sgguence of
guestions. Make sure the questionnaire is negbigdyand all
instructions, coding are clear, and filter questjahany, are
understandable.

Administer the questionnaire noting the dynamicthefinterviews and
comments of the interviewers. (If used)

Analyse the questionnaire drawing upon statisteahniques.

Question wording.

1. Ensure the questions are not too general or irsesffily specific.

2. Use the simplest language possible to convey ttening of the question,
bearing in mind the intended audience.

3. Avoid using prejudicial language, which may be utingly, sexist or racist in
their assumptions. E.g. avoid the assumption thatgenerally better to have
a man at the head of a department composed ofhtethand women.

4. Avoid ambiguity and two questions in one.

PDUG 2006
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PDUG 06/04

Eliminate vague words as they encourage vague agswe

Avoid leading questions. People replying will eitieact negatively to your
presumption or answer in accordance with what tedieve to be your wishes
when the aim is to discover their opinions.

Ensure that the respondents have the necessaryddgevto answer the
guestion.

Do not presume that respondents follow the pattefiiehaviour you wish to
know about. E.g. if you are interested in how meiggarettes people smoke a
day don’t ask this question straight away. They matysmoke hence a filter
question such as “Do you smoke” is required.

Avoid hypothetical questions.

10.Be cautious in the use of personal questions ftir bthical and practical

reasons.

11.Recognise the problems of recall. People may moeneber what is required,

or it may not have the significance in their litbat you anticipate.
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The User Group must not become a drain on finamegdurces, which could be used,
for a greater benefit elsewhere in the Disabilewges. To prevent this happening a
transparent picture of what the User group provateshas achieved needs to be
given so that both the Users and service commisssocan judge for themselves.

In order to monitor the User Group the balancedescard system (Kaplan and
Norton 1992) has been adopted. This balanced smarsgstem gives complex
information at a glance and has been adopted o With the Northampton
Community Healthcare NHS Trust: Clinical GovernaRaport and Development
Plan 2000-2001.

The Balanced Scorecard is a management systersupports gholistic approach to
service planning and presents four different pecipes within which to develop
service plans and performance measures. It comptisrtbe traditional finance and
activity measures and allows people to see at agglaf improvements in one area
have been achieved through a sacrifice in another.

By adopting this system both Users and Commisssowil be able to see if the User
Group is providing best value by using resourcesstnefficiently or is just an

additional overhead, which provides limited valoethhe end User. It would also be
unfair of the User Group to request this sort dbrimation from other service
providers without providing it on itself.
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The Balanced Scorecard Links Perfor mance
M easur es

How do we look to commissioners?

Financial Perspectives

Goals

M easur es

1.To achieve our Rolesand
responsibilities within our
predicted budget.

2. Toraise funds through
charitable sources

1.Actual financial resources
used in running User Group.

2. Amount of fundsrose
through charitable sources.

How do User’s see us?

Customer Perspectives

Per spective
Goals M easur es
Usersseethe Group | Commentsfrom
principles being User survey
adhered to.
To keep Userswho 82%from2003

wish to be informed.

survey.  Quarterly
newsletter, website
development  and
number of hits,
documented formal
monthly meetings.

What must we excel at?

I nternal Business

Goals

M easur es

All service Users are
aware about the aims
and objectives of the
User Group.

Where service
providers develop and
review their policies
and proceduresin
partnership with
disabled Users.
(Standard 4.2, 4. 1)

71% from 2033
user survey
returns.

No changesin
services without
true consultation
through the User
Group.

Can we continue to improve and create value?

| nnovation L ear ning Per spectives

Goals

M easur es

New services designed around
Users needs

Results from User surveys

PDUG 2006
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OPTION 3- Jointly Commissioned
and Provided Services

Specialist Health Services

Specialist rehabilitation, respite and crisis
care for people with multiple or complex
health needs

Joint Services for People
with
Physical Impairments

Therapeutic rehabilitation and maintenance care

Respite and crisis care
Equipment and medical loans
Personal support
Community support and development
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Bright ideas survey. 2003

A total of 339 questionnaires were sent out.
299 to Users of the service
40 to different organisations or individual stafievwork for these organisations.

A total of 139 were returned by the 06/01/04
121 by Users of the services. (40%)
18 by different organisations or individual statfievwork for these organisations.
(45 %)

As not everybody answered all the questions omgthens the results have been
calculated by using the total number of people whewered each individual
guestion.

Results from User returns
Newsletter questionnaire
Do you wish to continue to receive the newslettéfes 91% No 9%
Bright Ideas?

Not at all Moderately Totally
Do you think the newsletter keeps you 82%
informed about services?

What else would you wish to see in the newsletter?

—
Less Same More
More information on Services available? 82%
More information on future initiatives for
service improvements? 80%
More transparent information of services available? 7%
More contributions from Users? 78%
User Group questionnaire
Are you aware of the roles and Not at all. Madely.Fully
responsibilities of the User Group? 71%
Yes No

Have you seen a copy of the User Group leaflet? 73 (72%) 29 (28%)
Do you want a copy of the User Group leaflet? 47 (51%) 45 (49%)
Do you wish receive minutes and agendas of User

Group meetings? 59 (58%) 43 (42%)
If you are a User would like to become more invdlve
with the User Group’s role in interviewing? 13 (14%) 85 (86%)
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Results from Organisations & Staff

Newsletter questionnaire
Do you wish to continue to receive the newsletter Yes 94% No 6%
Bright Ideas?

Not at all Moderately Totally

Do you think the newsletter keeps you 7%
informed about services?

What else would you wish to see in the newsletter?

—
Less Same More
More information on Services available? 91%
More information on future initiatives for
service improvements? 84%
More transparent information of services available? 84%
More contributions from Users? 85%
User Group questionnaire
—
Are you aware of the roles and Not at all. Madiely. Fully
responsibilities of the User Group? 62%
Yes No
Have you seen a copy of the User Group leaflet? 4 (33%) 8 (66%)
Do you want a copy of the User Group leaflet? 10(83%) 2(17%
Do you wish receive minutes and agendas of User
Group meetings? 4 (31%) 9 (69%)
If you are a User would like to become more invdlve
with the User Group’s role in interviewing? N/A

The returns also contained some very valid pometplests and words of
encouragement. These are listed below in no péationder of significance.

1 | find bright ideas interesting and informative.

2 The day may well come when | have to make moeeofishese services than | do
now.

PDUG 2006 3¢
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3.This person no longer lives here. In fact thacplhas not been a care home for over
two years!

4. | wish to be cancelled from your list of peopleo attend your meetings. The
original meetings were very supportive but recetitly meetings have a different
format and leave me feeling depressed at the ctaitairs.

5.Why not tell us what you require.

6.Rather unwell, without help since the"arch. Sorry unable to attend meetings.
7.Thank you for the hard work the PDRT User Groapddin fighting for the silent
majority.

8. Cost and labour saving devices.

9. Places were access is excellent and wheelcbmiis treated as equals X 2

10. Holidays for people with disabilities.

11. I am writing on behalf of someone who is naitlseinterested in doing anything
socially and is doing as well as can be expectéld Rarkinson’s. Don’t bother to
send anything any more in future.

12. Convalescent Facilities, which are disablecssible.

13. Cuts in services/additional services

14. More on Favell House

15. Thank you, to the User Group for fighting foe tsilent majority
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