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INTRODUCTION

Welcome to being a Service User Representative!

You have an important role within the Substance Misuse Services as a vital link between Commissioners, Providers (WISMS and Turning Point) and Service Users.

This booklet contains information and advice which we hope will be useful to you in carrying out your role.

We suggest that you keep this booklet with your Personal Development File, so that you will have it to hand should you need information.

We hope that you find your time as a Service User Representative enjoyable and worthwhile.

If you have any comments or suggestions for improvements to this booklet, please contact the Service User Involvement Workers – Mobile 07971972680 / 07966980206
WHAT IS A SERVICE USER REPRESENTATIVE?

There are a number of aspects to your role as a Service User Representative:

· To communicate the views of service users from all Drug and Alcohol Services.
· To pass information to service users from all Drug and Alcohol Services.
· To Attend the SU Forum.
· To participate in Provider (WISMS and Turning Point) activities

· To participate in Commissioning activities
The Student Representative’s key role is to encourage service users input into the design and delivery of Drug and Alcohol Services. This means that you need to be active. Your contribution can lead to positive changes, help to improve service user experiences, and actively shape the environment for all service users.

The main group for all service user communication is The SU Forum, SU4em, which brings together all the service user reps at regular intervals throughout the year to discuss matters of common interest.  The meeting is also attended by invitation by Commissioners, Turning Point staff, WISMS staff and Guest Speakers.

JOB DESCRIPTION

Title:

Service User Representative

Purpose:

· To provide representation for Service users.  

· To keep service users informed of any major changes of which they should be aware.  

· To inform Commissioners and Providers of relevant service user views.

· To participate in the design and delivery of Drug and Alcohol Services.

Main Responsibilities:

· To attend the Substance misuse training for representatives provided by Wakefield Community Healthcare Services.
· To gather the views of service users from Services.
· To attend SU Forum and raise any relevant issues.  

· To liaise with the Service User Involvement Workers.  

· To liaise with student representatives within Services.  

· To participate in Commissioning activites, i.e Needs Assessment, surveys, strategic meetings.

· To participate in Provider activities, i.e Surveys, Drop ins, Training, meetings, Events.
Skills:
Must have a willingness to develop the following skills:

· Active listening
· Diplomacy

· Putting views across clearly and confidently

· Empathy
· Ability to remain calm and none judgemental in all situations.
· Committment  

Time commitment: 

· Attend SU Forum meetings regularly.  

· Attend Substance Misuse training.

· At least 2 days per week (unless agreed with SU Involvement Workers)

Service User Time Out: 

There will be two Time Outs per year for student representatives to attend.  The Time Outs are informal and enjoyable, and offers an opportunity to meet other reps from across Services.  

Benefits of being a Service User Representative:  

· Support fellow service users

· Access to training which enable you to develop your transferable skills.  

· An opportunity to make a difference to Services.

· Develop personal skills.

· Interaction and friendship with fellow Representatives.

· An opportunity to give something back to Services and Community.

Case Study 1

Case Study 2

These case studies show that, whatever the issue, you can make an impact on decision-making if you approach it in the correct way. 
Services are always open to changes that bring improvements, and service user input is important !
WHAT MAKES A GOOD SERVICE USER REPRESENTATIVE?

· A good Service User Representative must be visible and accessible to all service users.  
· You will need to advertise your presence and your services to those you represent, and you must consider ways in which service users can get in touch with you if they have any issues which they would like you to raise on their behalf. 
The SU Forum can help you with this.  Consider producing a poster that advertises who you are and what you can do for service users. Remember that you will represent a diverse group of students with different needs.
Make sure too that you and other Reps check your pigeonholes regularly and that staff know exactly where to send your mail.  If possible, try to get your own Student Representative pigeon hole within your Service, and then get staff and service users to use it.  .

Students can also use the following systems:

Text

Phone

Email 

The Service User Representative Agreement Form states the rights and responsibilities of all Representatives.  It is important that you are aware of the contents and what they mean.

You should ensure that you have access to notice board space.  This will enable you to display issues for discussion for all other service users to see.  You can also use this space for advertising social events.  Some student reps display their photographs in this space so that fellow service users can see who their reps are.  Ask your Team Leader about arranging space if it does not already exist.  

Never be hesitant to approach a staff member about any issues.  They will appreciate you making time to speak to them.

MEETINGS

The following points will give you some ideas about the role of the SU Forum meetings, and what you need to do to take an effective part in them. 
What the SU Forum can do…

· discuss SU Reps involvement;

· consider from service users viewpoint any changes or improvements proposed to Services;

· discuss training/conferences/events to attend;

· receive feedback from Commissioners and Providers on matters raised for the meeting.

…and what it can’t do

· discuss the problems of individual services users (this is a matter for the service user and his/her Key Worker);
· solve problems with accommodation, equipment, or other aspects of provision involving resources (the SSLC may discuss these and pass on its concerns to the relevant Services, which has responsibility for resolving these matters);

· discuss perceived problems with an individual member of staff (this is the job of the Service Manager/Commissioner)
Preparation for the meeting

You will be asked to suggest items for the agenda – this should be done in good time before the meeting.  Make sure that matters you bring forward represent a general service user view, not just that of yourself.
Read the agenda before the meeting, perhaps highlighting areas that affect you and your colleagues, and thinking about what you want to say.  

During the Meeting

Meetings are organised around an agenda that is prepared prior to the event.  The format of each meeting is very similar, and generally covers the following items:

Apologies: If you are not able to attend a meeting, you should send your apologies to the Chair in advance.

Minutes: You should have been sent the minutes of the previous meeting.  At this point the committee will assess whether they are a fair and accurate record.

Matters Arising: If there are any matters arising from the previous minutes, that is questions raised or action taken, they are discussed at this point.  This is an opportunity for you to check up on what’s happened concerning issues which you have raised.

Main Business of the Meeting
Any other business (AOB): This is the opportunity to raise any relevant matters that have not yet been discussed at the meeting.  

Date of the next meeting: The schedule of SU Forum meetings should be fixed for the year, so that everyone can get the dates in their diaries and ensure that they are free to attend.
HOW TO BE A HELPFUL FORUM MEMBER

Follow these tips to improve your effectiveness as a FORUM member:  

· don’t be afraid to speak or ask relevant questions

· raise your hand to attract the Chair’s attention if you’re having difficulty joining in the discussion

· speak clearly and concisely

· Don’t take all the time up – other people need to speak !

· ask others for their views, and respect differences of opinion

· encourage others to speak

· listen actively

· if in doubt, ask questions

· try to remain objective and not to get ‘worked up’!

EXAMPLES OF SERVICE USER REPRESENTATIVE WORK

· Participatory research into Wakefield District Community Treatment Services

· Participatory research into Wakefield District Needle Exchange Services

· Provide weekly drop in sessions at Community Services 

· Member of Harm Reduction Strategic Action Group

· Leading on research with clients into Diverted Methadone

· Delegates at Wakefield & Leeds Shared Care Event

· Peer Led Wakefield Art Group

· Creating a service user newsletter

· Establishing a Service User Forum 

· Leading/Participatory research into Health Literacy 

· WISMS website contribution 

· Health Needs Assessment contribution 

· Participation in the tendering of services

· Consultation on User& Carer and Harm Reduction Strategies 
· Member of KCMF Awards panel 
· Progression to the Volunteering programme 

· Attending public health training courses  

· Attending NTA Regional Forum
· Leading on the TOPS as a regional representative for the NTA

· Attendance of 1st Annual Service User Conference

THIS LIST IS JUST THE BEGINNING………

Any ideas you have please see your Personal development File which gives you the opportunity to suggest ideas for service user involvement……………………………

PERSONAL DEVELOPMENT FILE

All Service User Representatives will have a Personal Development File which will be completed along with a SU Involvement Worker. 

It is important that you keep this updated to evidence the work you are involved with and to develop your role as a SU Representative.

A FINAL WORD

We hope that this brief document will help you to understand and carry out effectively your important role as a Service User Representative.

If you have read through the document, you will realise that you have a significant part to play with involving service users and yourself in the design, delivery and commissioning of Drug and Alcohol services across Wakefield.  
We are grateful to you for giving your time and energy to work with us.
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