
Service User & Carer Involvement 

Interact from your mobile device 
Go to slido.com and enter the code #QIConf 
 
You’ll be able to see the slides we present, ask 
questions, take part in our polling, and tweet your 
thoughts using #QIConf 
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Staff Recruitment Policy  

• Service User and Carer input into all posts 

but priority will be given to posts with clinical 

contact and direct daily service user contact. 

 



Staff Training 

• Service User/Carers deliver new staff 

induction sessions 

 

• Input into all levels of staff development 

programme 

 

• Rolling out new Care Plan process staff 

/service user training teams 





MY 

PERSONAL JOURNEY 



Reaching There !!! 
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Peer Support 

• Expansion of our Peer Support across all 

areas. 

• Inpatient and Community (including 

enhanced primary care) 

• Carers Mentors being developed 

• ENRICH research project (Peer Support)   



Research 

• Linking in service users/carers with academic 

research projects. Report due this year. 

 

• People Participation team is conducting research 

(employing 3 service user researchers) to measure 

the potential impact of People Participation on 

Recovery. 

 

• Prestigious World Health Organisation (WHO) 

Collaborating Centre – based in Newham. 



Quality Improvement 

• We have 85 service users/carers trained in QI 

methodology 

 

• Active in many QI projects as team members. 

 





Newham QI Wall nearly finished! 



The Team 
NEWHAM PSYCHOLOGICAL SERVICES 

Dr Amra Rao 



INFORMATION DESIGN - BEFORE 



INFORMATION DESIGN - BEFORE 







How Are We Doing? 

Category Indicator Performance 

NHS Improvement Finance risk rating (on a scale of 1-4, with 4 being the best) 2 

NHS Improvement  Governance risk rating (on a scale from green to red, with green being the best) Green 

NHS Improvement Single Oversight Framework – shadow rating (1-4, with 1 being the best) 2 

Care Quality Commission 

CQC 

Overall rating (inadequate, requires improvement, good, outstanding) Outstanding 

National Targets National targets relevant to mental health and community services Fully compliant 

National Staff Survey National ranking for overall staff engagement score 1st 

National Community 

Patient Survey 

Overall national ranking 3rd 



Roleplay 

• Example : The “Bad and the Good”  of Quality 

Improvement (QI) Projects. 

 

• How not to and how to involve people in your QI 

projects! 

 

• Please use SLIDO (apps) to comment on the 

roleplays and this presentation. Thank you. 



The Cast  

• Could the cast please enter the stage…. 
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Thoughts & feedback from Slido 



Improving the Complaints 
Process in Tower Hamlets 

Andrea Monk and Lucy Boden  

Annual QI Conference - Friday 31st March 2017 



PROJECT AIMS 

• For 60% of all complaints received by 

Tower Hamlets to be resolved locally 

by December 2017.   

• We also intend for 100% of these 

complaints to be investigated within 

the timeframe by December 2017. 

 



PROJECT TEAM 

• Lucy Boden (Clinical Governance Co-ordinator) – Project Lead 

• Andrea Burke (Service User) 

• Tracey Upex (Deputy Borough Director) 

• Chris Kitchener (Associate Director of Assurance)  

• Nilusha Phigera and Kathryn Greenwood (Complaints Advisors) 

• Samantha Mosharaf (Complaints Manager) 

Sub-team: 

• Toby Nathan (Community Mental Health Nurse)  

• Greg Lauranis (Inpatient Ward Manager) 



WHY IS THE PROJECT 

NEEDED? To help both staff…    …and the complainants 



WHAT HAVE WE BEEN UP TO?  

LOCAL RESOLUTION TRAINING 

• We have been designing a programme of local resolution training 

• The training covers:  

– communication skills 

– how to plan an investigation  

– developing SMART recommendations  

– tips for successful local resolution meetings 

– valuing people 

• The training will be co-delivered by Andrea, Lucy and the Complaints Team 

• The first round of training will be delivered to all operational leads, matrons 
and ward managers 



ANDREA’S INVOLEMENT 



ANY QUESTIONS? 



 A Step forward approach to improving 

GP Cluster MDT meeting 

Project Lead: Amal Alaoui 

Service User: Hugh Macleod 
 

Physiotherapist: Martinez Norayd; Rapid Response: Franey Daniel;  

Nursing Clinical Lead: Tripathi Reena; District Nurse Team Leader:  Odunsi Ade 

District Nurse Deputy Team  Leader: Joseph Murkeesha; Care Navigator: Muwonge 

Juliet; Social Worker: Samuel Holmes; ELFT Administrator: Umarji Rayhana  

GP Federation Administrator: WALI Alisha; GP: Dr Vaishali Ashar  


