USER LED QUALITY STANDARDS FOR NELMHT
                                      CARE PLANNING  

                                      ULQS 001 to 011
Standard Ref                                                                                                             Implement Area

ULQS001                                                                              *  IP/ community

All users can expect to be told about the nature and scope of any assessment that is undertaken that relates to their care, support and treatment

ULQS 002                                                                                      * IP/community
All users should be able to have a choice of care co-ordinator in terms of gender and ethnic and cultural background wherever possible.
ULQS 003                                                                                       * IP/community
Users should expect their care co-coordinator to stay with them throughout their contact with the team or service they are currently using.
ULQS 004                                                                                      * IP/ community
Users should be provided with information on how they can access independent advocacy support for any part of the care planning process

ULQS 005                                                                                       *IP/community
All users of NELMHT services can expect to be invited and involved in the development of their care plan  
ULQS 006                                                                                       *IP/community
All users will be supported so that they can access information in order to enable them to make informed choices and decisions in relation to their treatment and care
ULQS 007                                                                                     * IP/community
All users will be offered the opportunity to identify needs that they want the care plan to address and that these a given consideration before any final plan is agreed
ULQS 008                                                                                      *!P/community
All users can expect that they will be invited to participate in regular reviews of the effectiveness of their care plan in terms of it enabling their ongoing recovery
ULQS 009                                                                                     * IP/community
All users will be offered the opportunity to develop a recovery and well being action plan as part of the CPA process which includes but not only focuses on risk signature
ULQS 010                                                                                     * IP/community
All users should be encouraged to sign their care plan as a indication that they agree to it objectives  
ULQS011                                                                                      * IP/community
Users should be offered a copy of their care plans, and give consent to who else can have access to it
ULQS012                                                                                      *IP/community
All users can expect to be provided with the opportunity to complete and have in place a personal advance statement

Supporting Trust standards which have been identified from service user feedback on the patient survey and CPA audit:
· The identification and allocation of a community care co-coordinator, where required, taken place as early as possible in the admission (within 7 days of admission)

· The community care co-coordinator is fully involved in care planning on the ward (by attending ward-based CPA reviews)

· All service users discharged from inpatient care on enhanced CPA are followed up within five days of discharge

                 COMMUNICATION, LISTENING & ENGAGEMENT
                                ULQS 0013 to ULQS 23
Standard Ref                                                                                                                    Implement Area

ULQS013                                                                            *IP/community
Users can expect clinical and non clinical staff within NELMHT to actively listen to their views, experiences and concerns and handle these in an appropriate and sensitive manner.

ULQS014                                                                                *IP/community
Users can expect that any correspondence or communication they have with the Trust user will be dealt and responded to effectively

ULQS015                                                                               * IP/community
Users can expect where they make comments or put forward recommendations that the will be acknowledge and responded to. And include any action that has been taken in relation to them
ULQS016                                                                               *IP/community
Users can expect that will be given opportunity to have regular designated one to one sessions with their primary nurse/ named nurse/ care co-ordinator in patients can expect to have at least 3 x 20 minutes sessions per week and Community based patients a minimum of 1 x 45 minute session with their care co-ordinator per week.
ULQS016a                                                                             *IP/community
Users should be able to expect that their primary nurse/ key worker/ care co-ordinator will spend protected time with them in order to support and help the user prepare for ward rounds. CPA meetings and other key meetings relating to their care and treatment

ULQS017                                                                              * IP
Users who are inpatients should be able to access a telephone, or email facilities in order that they can communicate with friend’s family and support networks in the community  
ULQS018                                                                              *IP

Users who are inpatients can expect that the ward will have a time each day where mail will be distributed.

ULQS019                                                                              *IP/community
Users can expect that whatever service they are in contact with will provide a regular forum/ meeting where they can raise any issues and concerns 
ULQS020                                                                              * Community
Users can expect that any telephone calls made to their team/service in relation to their care/ treatment and support will be returned on the same day
ULQS021                                                                             *IP/community
Where users make a complaint they will be informed of the timetable for it to be investigated and for a response to be made
ULQS022                                                                              *IP/community
Users can expected to be informed if any appointment faces a delay and provided an explanation for the delay, if there is a delay of more then 45 minutes the user should be offered an alternative appointment

ULQS023                                                                              *IP/community
Service Users can expect to be asked if they wish support and assistance from

Interpreters, advocates family or friends in any meeting relating to their care
                                            INFORMATION
                                ULQS024 to ULQS033

Standard Ref                                                                                                   Implement Area
ULQS024                                                                                *IP/community
Users can expect NELMHT staff to demonstrate effective skills in dissemination and explaining information provided by the Trust
ULQS025                                                                                *IP/community
Users can expect that any written information is be clear and accurate an wherever possible is jargon free

ULQS026                                                                            *IP/community
Users can expect that each service setting will have a designated member of staff who is responsible for ensuring that the broad range of information is available to service users. and organizing regular information surgeries in partnership with other agencies
ULQS027                                                                                *IP /Community
Users can expect the Trust to develop and publish in various formats a catalogue* of the various types of information it provides to users and carer’s and describes how they can access this information
ULQS28.                                                                                 *IP/Community
Each service should display in a public area a photo gallery of the staff working in that team, their title as well as a description of their role and qualifications
ULQS029                                                                              * IP/community
Users can expect that any information about the trust’s services, the care or treatment and therapeutic and support activities it provides is available in a range of different languages, formats and styles that reflect the diverse communities which it serves
ULQS030                                                                              * IP/Community

Services Users who are subject to Mental Health Legislation can expect the Trust to ensure that they are aware of their rights and responsibilities
ULQS031                                                                               * IP/Community
Users can expect to be provided with information in relation to their care pathway, and treatment and that which will assist and support their recovery and wellbeing.

ULQS031a
Users can expect the Trust across all it localities to work in partnership with a range of stakeholders to provide information on sources of ongoing support advice within the community
ULQS031                                                                             *IP
Users can expect to find on Inpatient Wards clear detailed information about any therapeutic groups and activities that are available and how they can access them
ULQS032                                                                                   * IP/Community
Users should expect to provided with information on local advocacy and user organizations and how to join or make contact with them
ULQS033                                                                                   * IP/Community
Users can expect to have access to information that describes opportunities for their involvement in partnership activities within the trust
           PHILOSPHY OF CARE OF THE TRUST AND ITS SERVICES
                                         ULQSO34 to ULQS035
Standard Ref                                                                                                       Implement Area
ULQS034                                                                                   *IP/Community

Users and their carer’s can expect the trust to provide a clear statement of the principles and values upon which all it service provision is founded upon and this philosophy of care is clearly  reflected in the day to practice of its services and teams            
ULQS035                                                                                   *IP/Community   
Users and Carers can expect to see the Philosophy of Care displayed in prominent positions in each of the areas and locations where it comes face to face with the public

                              DIGNITY, RESPECT & EQUALITY
                                              ULQS036 to ULQS041
Standard Ref                                                                                                    Implement Area

ULQS036                                                                                 * IP/Community

Users and their Carers can expect to be treated with dignity and respect at all times and that equally they have a responsibility to behave in a respectful way to other service users, carers, and trust staff
USQS037                                                                                 *IP/Community
Users can expect the trust and its staff to value them regardless of their circumstances by acknowledging their uniqueness, their personal strengths and needs and their aspirations

ULQS038                                                                                 *IP/Community
The Trust in partnership with service users develop a partnership agreement that provides clear guidelines about what behavior is clearly unacceptable  from those who provide a service and those using Trust services, and to provide clarity about how such behavior will be addressed
ULQS039                                                                                  *IP/Community
Users can expect that their cultural, and spiritual beliefs and values are acknowledged and that services and care that the trust provided are and culturally appropriate and sensitive
ULQS 040                                                                                 *IP Community
Users whilst in the care of the Trust  can expect that the trust and it employees will ensure that there are clear protocols in place that enable users to be protected from any form of harassment or abuse and that it will deal with such behaviour rigorously
USQS041                                                                                   *IP
Users can expect that the Trust will ensure that inpatients have their own rooms that 

Can be locked and made secure and that there is adequate provision in place for the storage of personal belongings

                                         CARE AND TREATMENT
                                 ULQS042  to ULQS 048
Standard Ref                                                                                                                                Implement Area
ULQS042                                                                *IP/Community
Users should expect that the Trust will provide a consensual model of care

ULQS043                                                               *IP/Community  

Users can expect to be informed about the scope and meaning of consent to treatment 

ULQS044                                                                          *IP/Community
Users an expect to be offered the opportunity to make Advance Statements and that these statements placed in their medical notes

ULQS045                                                               *IP/Community
Users can expect that any treatment or care provided will be based on evidence based practice
ULQS046                                                              *IP/Community
Users can expect that they will be informed of the nature, duration, and type of treatment being offered and be provided reasons why the clinical team feel that this treatment is the best suited to meet their needs
ULQS047                                                                 *IP/Community
Users can expect to be informed about the effects and possible side effects of any medication or treatment prior to it being prescribed. Where it is felt necessary to prescribe in an emergency the users should be able to be informed with the minimum of delay
ULQS048                                                                             *IP/Community
Users and Carer’s can expect to be able to access advice surgeries from Trust

Pharmacists at different service settings

ULQS 049                                                                           *IP Community
Users and Carer’s can expected to be provided with a opportunities to access

Mental health awareness and well being  education programme
ULQS050                                                                      *IP
Users within inpatient settings should be able to access a range of therapeutic and social

Activities that will support their ongoing recovery and well being, and that information about the range and types of activity provided is displayed and provided

ULQS051                                                                       *IP
Users within inpatient settings can expect to be able to access primary health care services and treatment

                                            SPECIFIC IN PATIENT STANDARDS

                                          ULQS052  to ULQS061
The following Standards are specifically focused on inpatient settings, Please also refer also to the standards in the previous heading that have the  *IP  legend before them,   these are USLQ017   ULQS018   ULQS031a   ULQS041
ULQS 050   ULQS051    All the standards are relevant to inpatient settings
ULQS052                                                                                  * IP
Users should be able to access hot and cold drinks, 24 hours per day
ULQS053                                                                             *IP
Users can expect that on admission to the ward, they will be greeted by a member of the ward team who will orientate them to the ward and provide them with information about the Ward routine and activities
ULQS054                                                                                    *IP
On admission to the ward, depending on the individual circumstances, patients should be given a toiletries pack, and if necessary the offer of alternative clothing whilst their clothes are cleaned
ULQS055                                                                                 *IP

 Users can expect to be provide with meals that are of good quality and meet their

Individual dietary requirements

ULQS056                                                                                 *IP
Users can expect that there are facilities available to be able to meet visitors

families and any children off the ward in a safe environment

ULQS057                                                                          *IP
Users can expect to be able to access interpreters to support them to communicate with clinical and nursing staff throughout their stay on the ward
                                  RIGHTS AND RESPONSIBILTIES

                                     ULQS058  to ULQS064

ULQS058                                                                                    *IP
Users can expect to be informed of the rights and responsibilities if they are detained under sections of the Mental Health Act

ULQS059                                                                                   *IP/Communty
Users can expect to be told of the rights in relation to making formal and informal

Complaints about any aspect of their care and treatment provided by NELMHT

ULQS060                                                                                   *IP/Community
Users can expect to have the responsibility of informing the Trust of any concerns they

may have over any aspect of their care and treatment

ULQS061                                                                                  *IP /Community
Users can expected to be informed about who in the Trust is responsible in the Trust about the quality of the services provided and how they can contact them

ULQS062                                                                                 *IP/Community
Users can expect and are expected to treat others respectfully and to conduct themselves in a non offensive and appropriate way

ULQS063                                                                                  *IP
Users can expect to be informed why their person or their property is being subject to search and of their rights

ULQS064                                                                                 *IP
Users can expect to bee given the opportunity to be able to make contact with family or friends or other advisors by the use of telephone, mail or email if they do not have the personal resources to do so 

ULQS065                                                                                 *IP/ Community
Users can expect that the facilities that they use, are clean, safe, and fit for purpose this includes that that  all NELMHT services  can be accessed by individuals with a range of
disabilities

                         CONFIDENTIALITY  &  SHARING INFORMATION

                                         ULQS066  to ULQS070
ULQS066                                                                              *IP/Community
Users can expect to be informed prior to them being asked to provide personal information the Trust Policy regarding confidentiality and explain to the individual where it may be necessary to inform others and the grounds for doing so
ULQS067                                                                             *IP/Community
Users can expect to be informed when disclosure of personal information has taken or is to take place

ULQS068                                                                             *IP/Community
Users will be asked who they wish information to be shared with, including family, friends, carers or employers

ULQS069                                                                                 *IP/Community   
Users can expect that all written or electronically stored information about them will be kept secure

ULQS070                                                                               *IP/Community
Users can expect to be allowed access to their medical records and that there is a clear and transparent process for such requests and that such request are dealt with promptly and with the minimum of delay
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