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1. Introduction

1.1. SARSVL is committed to giving service users ample, robust and frequent opportunities to have their say on, and be meaningfully involved with, what we do currently and how we shape SARSVL in the future.

1.2. SARSVL recognises survivors who use our services have a wealth of expertise and experience and we need and want to be led and informed by this, not least to ensure we are providing high quality, relevant services. 

1.3. The aims of this policy are to:

1.3.1. Make clear the methods SARSVL uses to involve service users in organisational decision making.
1.3.2. Ensure those who use our services know about ways they can be involved and what the process will be for feeding back to them on their involvement.
1.3.3. Explain how we will monitor and evaluate service user involvement.
1.3.4. Uphold and embed service user involvement as a key aspect of how SARSVL is run.

2. Written communication with service users

2.1. When providing written information or creating questionnaires, we consider and accommodate the diverse communications needs and preferences of our service users. Written information should:

2.1.1. Be clear and concise 
2.1.2. Avoid jargon, acronyms, or abbreviations
2.1.3. Avoid using more words than needed
2.1.4. Use Plain English, and short and simple sentences where possible
2.1.5. Keep the layout as simple and uncluttered as possible
2.1.6. Where possible, be available in a variety of languages, easy read and/or pictorial formats etc., in accordance with the Accessible Information Standard.

2.2. For those who cannot or do not want to engage with written information or questionnaires, we’ll do our best to offer appropriate alternatives e.g. audio or video recordings of information, the support of a worker to complete questionnaires etc.

3. Methods used to involve service users

3.1. Feedback – We provide a suggestion box in our waiting area, along with feedback forms. Our website also includes information for any service user who wants to provide us with feedback, including anonymously via an online survey if preferred. Each service has evaluation processes in place to give service users the opportunity to feed back in more depth and their own words, for example on the differences our services have made and what could be improved.

3.2. Service user focus groups – When capacity allows, SARSVL gives service users the opportunity to participate in focus groups where they can provide input into decisions about the organisation. SARSVL provides travel and childcare expenses for participation in these groups to the same level as we would provide someone accessing services. We ensure service users have comprehensive information in advance about what a group will involve and contact details for the right SARSVL people to answer any questions they might have before coming. SARSVL is also open to providing additional assistance to survivors who need it, such as interpreters. Opportunities to participate in these forums will be publicised through our website and social media, by email, through posters in the Centre and through direct contact from staff and/or volunteers.

3.3. Complaints – SARSVL has a complaints policy and procedures in place and we take any complaint we receive very seriously. All staff and volunteers working with service users are informed of the procedure to follow if they receive a complaint and ways service users can complain are clear on our website and in our reception area. The first stage of our complaints procedure advises resolving issues verbally and informally. There is a standing agenda item for complaints at every SARSVL Board meeting.

3.4. Volunteering, Trusteeship and job opportunities – see more below

4. Informing service users of how they can participate and providing them with feedback

4.1. SARSVL ensures that our website, social media and the notices we display within the centre provide up to date and clear information on how service users can be involved in both providing us with feedback and future service planning. 

4.2. Staff and volunteers are also made aware of these opportunities so they can share them with service users as appropriate. 

4.3. Service user focus group participants are provided with a feedback report and our complaints policy includes guidance on how complaints should be responded to. If we receive service user feedback anonymously it will not be possible for us to directly feed back, but we will publicise any changes we implement due to feedback and make it clear that the suggestions came to us from service users. 

5. Monitoring and evaluating service user involvement

5.1. Our complaints policy includes timescales for responding to and resolving complaints and we monitor compliance with this.

5.2. SARSVL regularly evaluates whether we are receiving sufficient feedback, how we are responding to it and what actions we can take based on the regular gathering of feedback and the reports and updates of complaints made at board meetings.

5.3. All service user focus groups will have specific objectives in terms of what information they wish to gain from service users.

6. Working or Volunteering for SARSVL 

6.1. SARSVL recognises the significant contribution survivors and their lived experience make to the Rape Crisis movement and SARSVL. There are people volunteering, including on the Board of Trustees, and/or working at SARSVL who have used our services in the past. It is up to each individual whether they choose to disclose this to us when applying for a paid or volunteering role.

6.2. Survivors who are currently receiving therapeutic, advocacy or formal support from SARSVL’s services cannot apply for a paid or volunteering role until that support has ended.

6.3. If someone who has used SARSVL’s services in the past applies for a paid or volunteering role and chooses to tell us, we will consider and suggest they consider: 

6.3.1. The nature of the role they are applying for, and its potential emotional impact.

6.3.2. Their own mental health and wellbeing in relation to the specific duties outlined in the role they’re applying for.

6.3.3. Whether the position is within the SARSVL service they previously received support from, and any potential conflicts or difficulties that could arise from working directly with a SARSVL colleague who was previously involved in and/or delivering their support work at SARSVL. 

6.3.4. The impact of the change in relationship from service user to volunteer or paid member of staff. In the case of a former counselling client applying for a position with the counselling team, the British Association of Counselling and Psychotherapy (BACP)’s Ethical Framework commitments to clients will be considered.

6.3.5. Please check the SARSVL Professional Boundaries Policy for more information.

6.4. Survivors who have completed therapeutic, advocacy or formal support and now continue to use other non-therapeutic support work at SARSVL, such as peer support, can apply for volunteering roles at SARSVL. If a peer support group member wishes to apply for a frontline volunteering role, extra considerations are suggested to support the implementation of this policy. Please see Appendix 1.

7. Implementation and review of this policy

7.1. All new staff and volunteers will be made aware of this policy and the importance of involving service users and their lived experience.

7.2. This policy will be reviewed and updated regularly.


APPENDIX 1
Practical implementation guidance for dual role volunteers and service participants  


In addition to the steps outlined in section 5 of this policy, further steps should be implemented to ensure those who hold a dual role within SARSVL (e.g. peer support group member and helpline volunteer) are able to: 

· Get the most out of their dual roles  
· Be supported by SARSVL to explore the impact of their dual role on themselves
· Be supported to understand and navigate clear boundaries between participating in service and delivering service.  
 
1. The volunteer manager should be mindful that the volunteer with a dual role may have considerations for support that are particular to their dual role throughout volunteering at SARSVL and discuss these during the volunteer application process and throughout training. 
 
2. The volunteer manager should support the volunteer to consider the impact their volunteering might have on their ability to access the peer support group. For example, this may include what they choose to share, what they cannot share (confidentiality of the helpline) as well as the impact of the SARSVL building as both a place to participate in service and deliver service etc. The volunteer manager will make a clear agreement with the volunteer about confidentiality of the helpline and share this agreement with the peer support group facilitators and their line manager.  

3.   The person holding a dual role will be supported by the peer support group facilitators to disclose their volunteering and explain SARSVL’s procedures to allow group members the confidence to use SARSVL’s anonymous helpline if they wish to, and to understand the helpline protocols in place to protect their anonymity. The volunteer manager will provide a clear outline of the helpline protocols that can be shared with the peer support group facilitators and the peer support group participants.  
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