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Advocacy Service

OUTLINE

• Health & Social Care Act 2001

• SEAP

• ICAS

• What is Advocacy?

• And ICAS advocacy?

• ICAS advocacy working practice

• How to access support

• Questions
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Advocacy Service

HEALTH & SOCIAL CARE ACT 2001

• Section 12

• ICAS contracts

• ICAS aim

• Patient-centred

• Statistics

• Complaints Outcome Register

• Service usage 


Section 12 of Act places a duty on the Secretary of State for Health to make provision for  independent advocacy services ie providing assistance “to individuals making or intending to make a complaint under a procedure operated by a health service body” or to the Healthcare Commission for England & Wales.

Statutory service: ICAS launched 1 Sept. 2003 – award of new contracts across UK – POhWER, Carers Federation & SEAP

New ICAS contracts launched 1 April 2006 for 5-year period

Aims to ensure complainants have access to support they need to articulate their concerns and navigate the complaints system, maximising swift effective resolution

Patient-centred service, delivering support ranging from self-help info through to assigning dedicated specialist advocate to assist individuals with more complex needs

Stats shared with complaints leads, patients forum members and other stakeholders to improve NHS service.  Can alert NHS to potential problem areas and ensure lessons learned and fed back to affect positive change

Quarterly Complaints Outcome Register for each Trust show commitments for change.  Share with Patients’ Forums to monitor.

1/9/03 – 31/8/04 27,000 calls, full advocacy  to 10,500 complainants

1/9/04 – 31/8/05 29,000 calls, full advocacy  to just under 13,000 complainants

2007  Well over 30,000 calls, full advocacy to approx. 15,000 complainants
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Advocacy Service

SEAP

Mental Health

Advocacy Service

Xpress Advocacy

Service

My Choice

ICAS

•Training, consultancy and external supervision


Independent charity – services free of charge

Mental Health – East Sussex & Berkshire, support and advocate for clients at ward rounds, out-patient appts, CPA reviews, MHA Tribunals etc.  Can self-refer or meet at advocacy clinics held within acute psychiatric in-patient units and also County’s specialist forensive psychiatric units

Xpress – clients age 8-21 across East Sussex.  Contracts with local authorities and private providers to deliver:

 Advocacy for children/young people who are Looked After, Leaving Care, learning/physical disabilities or mental health difficulties

Independent Visitor Scheme for Looked After C/YP

Buddy scheme for young people with disabilities

Go For It: training programme to train young people to work as co-trainers and be involved in recruitment processes

Freephone help and info line

Xpress Yourself Magazine: quarterly, written by and for Looked After YP

Accredited Advocacy training, consultation and research project

My Choice

East Sussex for adults with learning disabilities covering support for:

People in Care Homes

Living independently

With ASD 

Those supported by private care providers

Manages project, advocacy support for parents with a learning disability, including those whose children are involved with Child Protection Team

Voices for Change – My Choice project – service users meet to discuss views of services.
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Advocacy Service

ICAS

– Self-advocacy

– Supported advocacy

– Prisons


2003-2006 Experience of providing ICAS over last few years

Feedback from clients and stakeholders eg PPIs

Independent evaluation conducted by MORI

Self-advocacy

Empower clients who want & able to raise own concerns

Info and support via local rate tel. nos, staffed by advocates, with times extended to Thursday evenings

Support via written correspondence (fax, e-mail, letter)

Support via SHP in hard copy and web

‘Third party’ professional support for other advocacy, support or advice workers already supporting clients with complex needs locally

Supported advocacy

Resources directed towards most disadvantaged and vulnerable groups in each region, ensures clients with more complex needs have access to specialist advocates to support through complaints process

Prisons

New contract April 2006 extends support to prisoners.  Extensive groundwork – security clearance, training and working protocols with each prison and their Healthcare team.  Pioneering Governors in Kent allowing model to be developed to extend across SE.
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Advocacy Service

SEAP ICAS

• South East and South West regions

• Head Office

• Number of advocates


SEAP now covers from Kent through to Cornwall including Thames Valley, Oxfordshire and Buckinghamshire

HQ in Hastings Kent

8.5 full time equivalent advocates across Kent & Sussex
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WHAT IS ADVOCACY?

• What is advocacy about?

• How does advocacy operate?

• Advocates will …

• Advocates cannot …


Concerned ensuring people, particularly most vulnerable, are enabled to express their views, wishes and feelings, either directly or through a competent and independent voice.  Advocates work to ensure the rights of vulnerable people are safeguarded and their voices heard and genuinely taken into account as part of decision-making process.  Ultimate aim is to enable people to self-advocate and to see statutory, voluntary and private sector service providers develop services which place users views, wishes and feelings at the centre.

Framework in which advocacy operates is independent, confidential, empowering, non-judgemental about best interests

Will :  Plan from person’s definition of situation

Work towards acceptable outcome for person

Recognise person has most specialised knowledge of their life, wishes etc

Provide info to help person explore options, make informed choices without influence

CANNOT – advise, recommend, make decisions on behalf of clients or counsel clients.
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ICAS ADVOCACY?

• What is ICAS advocacy about?

• How does ICAS advocacy operate?

• ICAS advocates will …

• ICAS Advocates cannot …


ICAS advocacy: to give people support if they have a complaint re NHS treatment.

Still operates within general advocacy framework ie is independent, confidential, empowering, non-judgemental about best interests

Will: Give people opportunity to speak confidentially to someone independent of the NHS

Confidentiality policy – only break confidentiality if person’s life at risk

Represent a person’s wishes and feelings without taking a view on their best interest

Provide info to help clients make an informed decision on how to proceed

Help clients to explore options, and the potential outcomes of particular courses of action without influence

Provide general support through the complaints process by accompanying clients to meetings, writing letters, making phone calls etc.

CANNOT – 

Make decisions for clients

Proceed with a complaint unless client wishes to

Persuade a client to take a particular course of action

Work outside the NHS complaints procedure

Withhold any info from client

Offer an opinion on how to act

ICAS IS HERE TO REPRESENT CLIENTS’ VIEWS, THOUGHTS AND FEELINGS, AND TO SUPPORT THEM IN GETTING THEIR VOICE HEARD!
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Advocacy Service

ICAS ADVOCACY WORKING 

PRACTICE

• Rota based

• Community working

• Technology

• Client visits

• NHS meetings

• Networking


2 days in central office – T. Wells answering new enquiries, SHIPS, consent form, database, admin, 

Rest of time based from home visiting community

Central server accessed from office and home with all records

Visit clients to identify issues for letter drafting

Attend LRMs, and other local meetings to clarify issues 

Networking to spread the word about ICAS to other service providers so that people know where to turn
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HOW TO ACCESS SUPPORT

• ICAS promotional literature

• Telephone contact

• www.seap.org.uk


Show leaflets and posters to promote service

01892 540490 or 0845 600 8616 SE

         0845 120 3782 SW

To discuss issue with duty advocate

We send SHIP, consent form, proforma and envelope

We log on computer awaiting consent form 

Once consent form return we allocate to advocate

Advocate will contact client

ICAS button takes to above information and more, with links to NHS website for contact details of Trusts.  Good for first steps and self - advocating
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Advocacy Service

QUESTIONS


_1252948628.ppt




		Training, consultancy and external supervision











SEAP

Mental Health

Advocacy Service

Xpress Advocacy

Service

My Choice

ICAS



ICAS - Independent Complaints Advocacy Service

Independent charity – services free of charge

Mental Health – East Sussex & Berkshire, support and advocate for clients at ward rounds, out-patient appts, CPA reviews, MHA Tribunals etc.  Can self-refer or meet at advocacy clinics held within acute psychiatric in-patient units and also County’s specialist forensive psychiatric units

Xpress – clients age 8-21 across East Sussex.  Contracts with local authorities and private providers to deliver:

		 Advocacy for children/young people who are Looked After, Leaving Care, learning/physical disabilities or mental health difficulties

		Independent Visitor Scheme for Looked After C/YP

		Buddy scheme for young people with disabilities

		Go For It: training programme to train young people to work as co-trainers and be involved in recruitment processes

		Freephone help and info line

		Xpress Yourself Magazine: quarterly, written by and for Looked After YP

		Accredited Advocacy training, consultation and research project



My Choice

East Sussex for adults with learning disabilities covering support for:

		People in Care Homes

		Living independently

		With ASD 

		Those supported by private care providers

		Manages project, advocacy support for parents with a learning disability, including those whose children are involved with Child Protection Team



Voices for Change – My Choice project – service users meet to discuss views of services.
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SEAP ICAS

		South East and South West regions



		Head Office



		Number of advocates





ICAS - Independent Complaints Advocacy Service

		SEAP now covers from Kent through to Cornwall including Thames Valley, Oxfordshire and Buckinghamshire



		HQ in Hastings Kent



		8.5 full time equivalent advocates across Kent & Sussex
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ICAS ADVOCACY?

		What is ICAS advocacy about?



		How does ICAS advocacy operate?



		ICAS advocates will …



		ICAS Advocates cannot …





ICAS - Independent Complaints Advocacy Service

ICAS advocacy: to give people support if they have a complaint re NHS treatment.

  

		Still operates within general advocacy framework ie is independent, confidential, empowering, non-judgemental about best interests

		Will: Give people opportunity to speak confidentially to someone independent of the NHS

		Confidentiality policy – only break confidentiality if person’s life at risk

		Represent a person’s wishes and feelings without taking a view on their best interest

		Provide info to help clients make an informed decision on how to proceed

		Help clients to explore options, and the potential outcomes of particular courses of action without influence

		Provide general support through the complaints process by accompanying clients to meetings, writing letters, making phone calls etc.





CANNOT – 

Make decisions for clients

Proceed with a complaint unless client wishes to

Persuade a client to take a particular course of action

Work outside the NHS complaints procedure

Withhold any info from client

Offer an opinion on how to act



ICAS IS HERE TO REPRESENT CLIENTS’ VIEWS, THOUGHTS AND FEELINGS, AND TO SUPPORT THEM IN GETTING THEIR VOICE HEARD!
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HOW TO ACCESS SUPPORT





		ICAS promotional literature

		Telephone contact

		www.seap.org.uk





ICAS - Independent Complaints Advocacy Service

		Show leaflets and posters to promote service

		01892 540490 or 0845 600 8616 SE



         0845 120 3782 SW

To discuss issue with duty advocate

We send SHIP, consent form, proforma and envelope

We log on computer awaiting consent form 

Once consent form return we allocate to advocate

Advocate will contact client



		ICAS button takes to above information and more, with links to NHS website for contact details of Trusts.  Good for first steps and self - advocating
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QUESTIONS



ICAS - Independent Complaints Advocacy Service
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ICAS ADVOCACY WORKING PRACTICE

		Rota based

		Community working

		Technology

		Client visits

		NHS meetings

		Networking





ICAS - Independent Complaints Advocacy Service

		2 days in central office – TWells answering new enquiries, SHIPS, consent form, database, admin, 

		Rest of time based from home visiting community

		Central server accessed from office and home with all records

		Visit clients to identify issues for letter drafting

		Attend LRMs, and other local meetings to clarify issues 

		Networking to spread the word about ICAS to other service providers so that people know where to turn
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WHAT IS ADVOCACY?

		What is advocacy about?



		How does advocacy operate?



		Advocates will …



		Advocates cannot …





ICAS - Independent Complaints Advocacy Service

		Concerned ensuring people, particularly most vulnerable, are enabled to express their views, wishes and feelings, either directly or through a competent and independent voice.  Advocates work to ensure the rights of vulnerable people are safeguarded and their voices heard and genuinely taken into account as part of decision-making process.  Ultimate aim is to enable people to self-advocate and to see statutory, voluntary and private sector service providers develop services which place users views, wishes and feelings at the centre.

		Framework in which advocacy operates is independent, confidential, empowering, non-judgemental about best interests

		Will :  Plan from person’s definition of situation

		Work towards acceptable outcome for person

		Recognise person has most specialised knowledge of their life, wishes etc

		Provide info to help person explore options, make informed choices without influence



		CANNOT – advise, recommend, make decisions on behalf of clients or counsel clients
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ICAS





		Self-advocacy



		Supported advocacy



		Prisons





ICAS - Independent Complaints Advocacy Service

2003-2006 Experience of providing ICAS over last few years

Feedback from clients and stakeholders eg PPIs

Independent evaluation conducted by MORI

Self-advocacy

Empower clients who want & able to raise own concerns

		Info and support via local rate tel. nos, staffed by advocates, with times extended to Thursday evenings

		Support via written correspondence (fax, e-mail, letter)

		Support via SHP in hard copy and web

		‘Third party’ professional support for other advocacy, support or advice workers already supporting clients with complex needs locally

		Supported advocacy

		Resources directed towards most disadvantaged and vulnerable groups in each region, ensures clients with more complex needs have access to specialist advocates to support through complaints process

		Prisons

		New contract April 2006 extends support to prisoners.  Extensive groundwork – security clearance, training and working protocols with each prison and their Healthcare team.  Pioneering Governors in Kent allowing model to be developed to extend across SE.
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OUTLINE

		Health & Social Care Act 2001

		SEAP

		ICAS

		What is Advocacy?

		And ICAS advocacy?

		ICAS advocacy working practice

		How to access support

		Questions





ICAS - Independent Complaints Advocacy Service
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HEALTH & SOCIAL CARE ACT 2001

		Section 12

		ICAS contracts

		ICAS aim

		Patient-centred

		Statistics

		Complaints Outcome Register

		Service usage 





ICAS - Independent Complaints Advocacy Service

Section 12 of Act places a duty on the Secretary of State for Health to make provision for  independent advocacy services ie providing assistance “to individuals making or intending to make a complaint under a procedure operated by a health service body” or to the Healthcare Commission for England & Wales.

Statutory service: ICAS launched 1 Sept. 2003 – award of new contracts across UK – POhWER, Carers Federation & SEAP

New ICAS contracts launched 1 April 2006 for 5-year period

		Aims to ensure complainants have access to support they need to articulate their concerns and navigate the complaints system, maximising swift effective resolution

		Patient-centred service, delivering support ranging from self-help info through to assigning dedicated specialist advocate to assist individuals with more complex needs

		Stats shared with complaints leads, patients forum members and other stakeholders to improve NHS service.  Can alert NHS to potential problem areas and ensure lessons learned and fed back to affect positive change

		Quarterly Complaints Outcome Register for each Trust show commitments for change.  Share with Patients’ Forums to monitor.

		1/9/03 – 31/8/04 27,000 calls, full advocacy  to 10,500 complainants

		1/9/04 – 31/8/05 29,000 calls, full advocacy  to just under 13,000 complainants

		2007  Well over 30,000 calls, full advocacy to approx. 15,000 complainants		
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ICAS

Independent Complaints Advocacy Service

Presentation to Kent Acquired Brain Injury Forum

June 2007



ICAS - Independent Complaints Advocacy Service

Introduce self and role










