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WHY INVOLVE SERVICE USERS? 
The Trust is currently using QI to improve services provided 
and many QI projects are taking place, very nearly all have 
been initiated by staff. Service users and carers can provide 
valuable insight into what make good services so it is 
important to hear their perspectives. This will help staff/QI 
project teams to understand the experiences of patients and 
provide better quality services.  
 
AIM: To achieve 60% service user/carer involvement in QI 
across ELFT. 

Next steps 
-Collecting data over time 
-Working with OTs to establish ways in which QI 
can help service users/carers gain new skills and 
help with their recovery. 
-QI and recovery college modules 
-Service user/carer QI forum 
-Looking at different ways to measure 
big I and little I.  

What have we been doing: 
-Focus group with service users/carers to create a trust-
wide strategy.  
-Developed Big I/Little I. 
-Group/meeting who review service user/care 
involvement in QI every six weeks. 
-Service user/carer QI training. Service users/carers have 
also joined Pocket QI and Improvement science in action 
training. 
-Service user/carer QI project in Tower Hamlets. 
-Payment process 
-Role description, forms and contracts. 

A P 

S D 

A P 

S D 

To
 a

ch
ie

ve
 5

0%
 s

er
vi

ce
 

us
er

/c
ar

er
 in

vo
lv

em
en

t 
in

 Q
I a

cr
os

s  
EL

FT
   

Communication   
(in and out) 

Advertising  

Access to information  

Support structure  

Big I  

Service user/carer specific role in 
project team  

Training  

Structure/process outlining how 
service users/carers get involved 

Payment 

Service user/carer led or co-led 
projects  

Little I  

Service user/carer feedback 

Partnership working between Quality 
team and QI Team  

Overview of 
service 

user/carer 
involvement 

Monitoring & reporting 

Regular Reviews 

• Booklet outlining all information 
about involvement in QI 

• Clear structure outlining different 
levels of support and outlining 
responsibilities  

• Service user/carer involvement in QI 
forum  

• Service user/carer lead in QI central 
team  and each project team 

• Role descriptions and contracts  
• Incorporate QI into recovery 

syllabus  
• Buddying up  
• Regular support sessions for 

service users/carers similar to 
coaches.  

• Training – not focused on 
methodology – more focus 
communication skills and role 
plays. 

• Service user/carer bespoke group – 
similar to support QI coaches 
receive.  

• Induction to team and/or trust 
induction. 

• A trust wide survey service 
users/carers can complete about 
quality of service and/or QI project 
on that ward/in that team – similar 
to friends and family test.  

Change Ideas – from strategy 
meeting 29/10/15 

• Regular steering group/oversight 
meeting. 

• Monitoring  informatics system that 
reviews service user/carer 
involvement at all different stages of 
the QI project. 

• Dashboards  

Driver Diagram  
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