Cross Gates & District Good Neighbours’ Scheme CIO
Working with and for older people

Service User Satisfaction & Involvement Policy
1. Purpose
Cross Gates & District Good Neighbours’ Scheme CIO (CDGNS) acknowledges the crucial importance of the involvement and satisfaction of our members in relation to all of our current and proposed services and activities. These guidelines are intended to ensure that we deploy suitable consultation, and collect feedback from members and carers.

2. Consultation and Involvement
CDGNS will provide formal consultation opportunities for members and carers. This is to ensure that the services and activities provided meet the requirements and needs of the people they are designed to support.

In order to ensure that consultation and involvement is meaningful and that members have the chance to influence the decision making process, CDGNS will actively encourage them to:

· Be involved in planning, delivering and evaluating new services and activities, including user-led projects or self-help groups.
· Be involved in the governance of the organisation, e.g. by being part of sub-committees or taking part in volunteer socials.
· Contribute to communications such as newsletters and websites.
· Have access to a Suggestions Box: see the Compliments & Complaints Procedure.
· Take part in celebration events.
When planning consultation exercises, CDGNS will:

· Use a range of techniques e.g. surveys, questionnaires or focus groups.
· Consider accessibility to ensure members with physical or mental disabilities can be fully involved, and adapt the consultation activities so that those with learning or physical disabilities can take part as fully as possible.
· Be aware of language issues for members whose first language is not English or those with poor literacy.
· Ensure that all user groups have been engaged by including appropriate questions in feedback forms or sessions.
· Ensure that staff and/or volunteers have the appropriate skills to manage a consultation process effectively.
3. Usage & Satisfaction Survey (AGM)

A Usage & Satisfaction Survey will be made available for all members and carers attending the CDGNS Annual General Meeting, with questions about their reasons for CDGNS membership, services received and groups attended, as well as overall satisfaction with CDGNS services, suggestions for future activities and any other comments.
4. Service User Feedback and Satisfaction
The results of service user feedback are recorded and analysed on the shared work area of the CDGNS office computer system,

In the CDGNS office, a file is kept of compliments and complaints received from members or carers and what action was taken as a result. (See also the Compliments & Complaints Procedure.)

After evaluating feedback, CDGNS will ensure that members are made aware of action taken as a result. The following methods may be used, as appropriate:

· Allow access to copies of Management Committee minutes which recount consultations being discussed and the resulting agreed actions.
· Allow access to relevant items in the office file of compliments and complaints.
· Feedback to members in the Quarterly Newsletter, the Annual Report, or other communication tools on consultations that have taken place and what resulted.
· Allow access to copies of funding bids or proposals submitted as a result of member consultation or feedback, and provide end of project evaluation reports.
· Provide member satisfaction reports, showing the results of satisfaction surveys and the actions agreed to address any issues identified.
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