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1. Introduction

The experts by experience project was developed to improve social care services by involving people who use them in our inspection process.  

A tender process was undertaken and resulted in contracts with 3 national and 5 local support organisations to recruit, train and support experts by experience throughout the project.

Inspectors volunteered to be part of the project and 134 inspections were scheduled to include an expert by experience.  Particular service groups were targeted in different regions.

“This is one of the most positive things that CSCI have introduced in a long time, and should be the norm for homes for people with a learning disability, not the exception. The insight that the experts have provided has been invaluable, and they have been extremely well received by both care homes” (Inspector)

2. Methodology

This report was written following the evaluation of the project by using feedback received from inspectors, experts by experience, support organisations and providers and managers involved in the project. There was a good response, where 66 completed questionnaires were received from inspectors, 75 from experts by experience and 30 from providers/managers of services. 

Feedback from the monitoring of the support organisations provided information and learning which is used as part of this evaluation.

This evaluation aims to look at the outcomes from the project, and to ensure that any issues that have occurred this year can be examined and improved in readiness for the wider, national rollout in 2007/08.

“The expert by experience was very nice, it is nice to know that Help the Aged, where the expert by experience is from, care about us. If I had spoken to the inspector I would clam up" (a person using the service)

"Using an expert by experience was positive for me, the service users and the staff of the service inspected. Staff in other services have expressed an interest to the point of feeling they have missed out!” (Inspector)

“I think we have a valuable role to play, which I found very interesting” (Expert)

“I found this to be a valuable part of the inspection. It was useful to have feedback from a person with lived experience - I felt that the views expressed to her by the service users were genuine comments” (Provider)
3. Outcomes

3.1 Added value to the inspection process

There was an overwhelmingly positive reaction to the involvement of experts by experience in inspections. 92% of inspectors agreed that the inclusion of an expert by experience on their inspection was useful. 97% of experts by experience were happy with their involvement, and 80% of providers felt it was a good idea to involve experts by experience in inspections. Most people agreed that it added value to the inspection process.
“Very pleased with the concept of involving Experts - I think that they will be a very valuable party to our inspection process. Only wish we could involve them in more than 4% of inspections" (Inspector)
3.2 Information and evidence

Many of the comments made illustrated the usefulness of the additional information gained by the experts by experience in their observation and interaction feedback.  Many inspectors commented that experts by experience were able to pick up on details, which may have been small but were certainly significant – notably care practices, accessibility within the home, interaction and non-verbal communication between staff and people who use the services.

The quality of the detailed information gained by experts by experience was used as evidence by inspectors in their reports. 

“I naturally observe environment, atmosphere and peoples comfort or discomfort with their surroundings first” (Expert)
“I feel that the expert had a clear understanding and awareness of how to obtain the required information to contribute to the inspection process. Service users felt relaxed talking to him. He was able to relate to people very well. He was able to observe non-verbal communication that validated his and my thoughts. The registered manager was very pleased that an expert by experience was at the inspection.” (Inspector)

Experts by experience were able to use their own experiences and communication skills to engage with people who use the service.  Some experts by experience used different tools, such as picture cards, easy questions with pictures and their own observation techniques.  Gathering intelligence in this way provided additional evidence to the inspection reporting process.

 “She came prepared with pictorial tools for engagement with service users with no verbal communication. She engaged with other service users about their life experiences.” (Inspector)

“The manager, staff and residents all made very positive comments about the way the expert by experience carried out the inspection. The manager felt she readily listened to everybody and was very impressed by her ability to engage people with complex mental health needs”  (Inspector)

3.3 Learning and Development

Many inspectors commented that the involvement of experts by experience had improved their understanding of engagement and communication with people who used the service and made them more aware of their own practice.  

“A new perspective and it made me more aware and helped my practice too”(Inspector)

“I found it really helpful to have another perspective and also evidence to back up my feedback to the provider. I also learnt from the expert by experience it was definitely a two way process. I have thoroughly enjoyed the experience” (Inspector)

Inspectors wanted the project to be widely publicised throughout and beyond CSCI, to encourage others to take part and to show good practice in involvement.

The overwhelming response from experts by experience was that they had learnt a great deal about the inspection process, an understanding of the experiences of people using the service, gained confidence and skills, training opportunities and employment.   

"I enjoyed having a job and completing the inspection.” (Expert)
“The experts by experience doing this work have really grown in confidence.  This work has made (J) question what goes on in his own home – what he thought was good enough is not any more”

(Support organisation)

Experts by experience felt that where they may have been nervous initially, their confidence grew with each inspection.  Being given the right information about the service was seen as very important and the ability and time to prepare questions and make arrangements.   

“For myself, I need to be aware of more detail. I need to "set my stall" a little differently - which I will do next time” (Expert by experience)
Having had the experience of using a variety of social care services, experts by experience commented that they felt their experience was, on the whole, valued by inspectors.  However, Experts by experience reported a very mixed response to them on the inspection visits by provider/managers.  There were a number of comments from both inspectors and providers/managers, which illustrated that experts by experience were very good role models for people who used the service.

“It gave the service users, I hope, some food for thought as to having someone else with a learning disability working in that role - maybe it can be an encouragement” (Inspector)

Providers/managers generally saw the benefit of getting feedback from experts by experience.  Many were open and willing to learn about (positive and negative) what the expert by experience had seen, experienced and shared with the people who use the service.  Where they were not, the comments illustrated a lack of awareness of the role, the intrusion they caused and questioned the ability/skills of the expert by experience to be part of the inspection process.

“I found the expert to be polite and of use to me as I am a new manager in post. He was able to provide feedback both positive and negative and from this information develop “future plans".” (Provider)
3.4 Benefits to the inspectors report

It is clear from the comments from inspectors that the involvement of an expert by experience in the inspection added evidence to the inspection report.

“She confirmed my view from previous inspection that the service needs to improve community presence.” (Inspector)

“People living in other services can give a good account of how your own service is, and what positive things are on offer. I think it also makes a fair inspection all round” (Provider)

Most inspectors reported that they integrated the comments and quotes from the report by the expert by experience into the main report, cutting and pasting, and using them verbatim.  This evidence gave added benefit to the inspector’s findings and made the report more substantial and balanced.

“She wrote an insightful report about her visit, virtually all of which I have used/quoted in my report.” (Inspector)

3.5 Recommendations

	To continue to monitor comments and concerns from inspectors, experts by experience and support organisations about their involvement in the inspection process.



4.  Improving services

4.1 Helping the inspection process

There are key findings from this project, which illustrate how we can improve services for the people who use them.  Our improved credibility – putting service users at the heart of what we do, the impartiality and independence of experts by experience, the additional evidence from experts by experience which confirm the inspectors opinions and which then make our findings more balanced.

“We welcome any input that may help us to provide a better service” (Provider)

She gave an empathetic opinion about how she saw the opportunities and experiences of the service users, and some useful pointers about small changes that might be considered.” (Inspector)

“I feel the expert was enthusiastic and committed to promoting quality services and identify concerns. It was a pleasure to work with her” (Inspector)
The support organisations have played a key role in helping us to improve services.  The partnerships and relationships, which have developed from this work, have provided a mutual recognition of the benefits of working together for a common purpose.  This has created the foundation for the effective roll out for 2007/8 alongside funding and employment and training opportunities for people who use social care services.

“I'm pleased about being an expert by experience. Because I know hopefully this will make a difference to people's lives” (Expert)

4.2 Promotion

Promotion and sharing good practice have been integral to the project, both internally and externally.  Inspectors who volunteered for this extended pilot have been real advocates for the project and it is their ability to adjust to this new way of working along with promoting it in their teams that has added to its success.  

The commitment, investment and partnership work with the voluntary sector and user led organisations has been a learning experience for all of us.  Support organisations have expressed positive outcomes in working with us.

The learning disability support organisations have had joint training and co-ordination sessions to share good practice and to develop common standards in being an expert by experience.

Three experts by experience were speakers at the recent (Jan 07) Community Care Live.

The website pages about experts by experience have been updated and provide information and direction about getting involved in the project.

“Just to remind Inspectors who have volunteered to take part in this project to ensure they speak positively about the experiences when talking in front of colleagues. This will help make this excellent project a success.” (Inspector)

4.3 Recommendations

	· Continue to use experts by experience in our inspection process

· Ensure CSCI staff, providers/managers of services and experts by experience receive feedback about the added value provided from the project

· Promotion – both internal and external, to share good practice and illuminate the benefits to all aspects of our information process.




5.  Communication between Experts by Experience,  

     Inspectors and Support organisations

5.1 Communication and its effect

Communication was cited as of major importance in involving experts by experience in regulatory inspections. Where communication links were strong between the inspectors, experts by experience and the support organisations, the inspection went smoothly without problems. 

“I have found the experts to be a useful addition to inspections. The report was sent to me very quickly, almost by return.” (Inspector)

“Worked well, I dealt directly with expert who required me to email him details of the home, last report and to agree things he would look out for, discussion by telephone prior to inspection” (Inspector)
However, where communication links were weaker between all parties, the lack of effective communication created a number of issues.  These issues were

· Lack of information given to the expert by experience and/or support organisation before the inspection

· Experts by experience not being adequately prepared for the inspection

· Lack of time to discuss inspection (scheduling of inspection dates) 

· Cancellations and changes of dates of inspections

· Availability of experts by experience

· Understanding of role and responsibilities of inspectors, experts by experience and the support organisations

5.2 Changes and cancellations

The changes to inspection dates caused some difficulties for the support organisations and inspectors.  

Changes to the inspection schedule occurred, for instance, if an inspector was unexpectedly unavailable on a particular date.  When this happened problems were caused by this information not being relayed to the support organisations and experts by experience in time to change their plans.  However, there were also some difficulties in communication with one particular support organisation, which meant that the allocation of an expert by experience was delayed and subsequently the inspection went ahead without an expert by experience.  

On some occasions, by mutual negotiation, inspections were rescheduled and this proved satisfactory.

“The dates of inspections changing meant juggling work around, but I am pleased to say we were able to accommodate them.” (Support organisation)

5.3 Effective communication with providers

Some providers made it clear that they were not aware of the project and inspectors would have to explain the project and the role of the expert by experience.  This sometimes had an effect on the reception the expert by experience and their support worker received when they attended an inspection.

Where providers were aware of the project it meant that experts were better received, which had a positive effect on the inspection visit generally.

“I was introduced as someone there to assist the inspection, this seemed to satisfy everyone” (Expert)

“Everyone was extremely helpful and supportive of every demand I made - I had access to everything I needed to see and time to talk to residents - including lunching which was really valuable.” (Expert)

“I was well received and had the opportunity to be shown around. I opted to look around by myself and talked freely to the residents” (Expert)
5.4 Recommendations

	· Ensure we improve and maintain effective communication links between all members of the inspection team.

· Additional guidance about creating strong links needs to be included in the inspector’s guidance.

· Inspectors should be providing experts by experience with as much information as they require, including previous reports. It is important that experts by experience feel informed and confident before entering a service.

· Update the website and issue information to the regions to inform and update providers/managers.




6.  Matching Experts by Experience to Services

6.1 Skills of experts by experience

In some cases if was felt that the expert by experience on an inspection did not have the right skills or experience in that particular situation. However when the experiences of an expert by experience were correctly matched the communication and observations were very useful and the inspection was more effective in every aspect.

“She made us feel at ease she chatted with clients in relaxed way she had a meal with the clients she spoke with staff she listened and observed” (Provider)

6.2 Communication with people who use the service

Some inspectors, providers/managers and experts by experience felt that effectively communicating with the people who used the service who were non-verbal was problematic.  This was especially so if the experts by experience did not have this knowledge before hand so they could prepare and take people’s communication needs into account when planning.  It was reported that drawing people who used the service into open conversation in a group was sometimes more difficult than talking to them individually.

However, there was a lot of evidence in the findings that show that using experts by experience in such services where people did have complex communication needs was very effective as they could spare the time to successfully observe the interactions between people who use a service and staff.  Also communication tools, which some experts by experience used, provide beneficial in helping to engage with the people using the service.

 “As none of the service users staying at the home were able to communicate verbally, the input of the expert was very helpful. It meant that as I had inspected the home on two other occasions, there was a completely objective viewer who looked at issues in a fresh way” (Inspector)

“Our service users have very little verbal communication, but by body language and facial expression you could tell that our service users were relaxed and seemed to enjoy the company of the expert by experience.” (Provider)

“The staff spoke for the residents because the residents were non-verbal. Even with pictures it was difficult.” (Expert by Experience)

However on the whole experts by experience were able to use their considerable communication skills to build a rapport with service users, chatting informally to put them at their ease and asking questions, which were relative and easy to understand.

"A lovely gentleman, we had a lovely chat at lunchtime" (a person using the service)

“Very positive [feedback from service users] they said she was lovely and they felt comfortable and at ease” (Provider)
“Happy to talk without staff. Nice lady” (a person using the service)
6.3 Background and experience of experts by experience

The majority of experts by experience used in the inspections had the necessary background and skills to play an active role and link well with the people who used the service.  However, some experts by experience were deployed in types of services that they had not had direct experience of before.  It was felt that in these cases their experience was not appropriate to that inspection.  An example given was a home for people with autism where the expert by experience had little or no knowledge of the needs of this particular group and this marred the inspection.  

“It might be wiser to have someone who has made a choice to be in residential care rather than one who has opted out, as this might involve a prejudiced view” (Provider)
6.4 Size of the home

The comments regarding the size of the home had a minor impact on inspections.  Where there was a large home, with two or three different ‘unit’s, it was questioned whether seeing two or three people who use the service was representative of the whole service.   Also time was an issue for the expert by experience in not being able to spend enough time to meet with a large number of people, do their observations and look at the environment.  

In the smaller homes, some inspectors, and particularly providers, reported that they felt that the increased size of the inspection team (especially where the was an expert by experience and a support worker) created an intrusion on smaller homes.  

6.5 Inspectors Training

Some inspectors were not able or available to attend the experts by experience briefings held before the project began, and felt under informed about the process.  However, inspectors found the guidance useful and made very few suggestions as to how it could be improved.

6.6 Experts by Experience Training

Inspectors felt that some experts by experience would benefit from additional training – some worked with experts by experience who were not aware of the full process, the timescales for getting their reports to inspectors for incorporation into their draft reports and their roles and responsibilities.

6.7 Recommendations

	· Inspectors provide adequate information about the home and, if appropriate, request an expert by experience with particular skills/experience/knowledge.

· Need to ensure that all inspectors involving experts by experience in their inspections receive adequate training before doing so.

· Monitor the training and recruitment process of support organisations to ensure they are robust and effective.

· Encourage the support organisations to create ways in which experts by experience can communicate with different people.




7.  Practical Arrangements for Inspection

7.1 Travelling time

Experts by experience and support organisations as well as inspectors reported being concerned about travel time and cited it as a problem in many inspections. Some experts by experience would have to travel over large distances from their home to where the service was located to take part, resulting in long days and many hours of unpaid travelling time for the expert by experience.  It was reported that on occasions an inspection had taken 13-15 hours from start to finish.  Inspectors felt that it was important that more localised experts by experience were used to counteract this. 

“The expert that accompanied me had a very long way to travel and it must have been a very long day and would have incurred very expensive travel expenses!”

(Inspector)
7.2 Added time to carry out inspections

Half of the inspectors who completed the questionnaire stated that the inspection took no longer when including an expert by experience. Some reported that having an expert by experience on an inspection actually saved time in that it allowed an inspector to concentrate on other aspects and areas, especially in larger homes.

“I feel that having an expert with me freed me up to look at management issues in greater depth and, while I still took time to speak with service users personally, the expert was able to explore life issues that I perhaps would not be aware of.” (Inspector)

Enabled the inspection to reach more people who use the service, and led to those people feeling more connected to the inspection process.

“Spent more time with the clients than I was able to.” (Inspector)

However half of inspectors felt it did take longer (between half an hour and one and a half hours extra) and many stated the reasons as being the amount of time taken to go through what they wanted an expert by experience to do; contact with the support organisation; discussing travel arrangements and transport options directly with the expert by experience; and incorporating the notes into the report.   

7.3 Added responsibility to inspector

Some inspectors felt that having an expert by experience as part of the inspection team gave an added responsibility to their work.

“I found it quite a responsibility having a person on inspection with me that I didn't know that had very limited training”.

(Inspector)
7.4 Time restrictions

Some inspectors, providers and experts by experience felt the restricted amount of time an expert by experience spent on an inspection visit was too restrictive, and left little time for in depth observations to be made.  Most experts by experience and support organisations reported that they spent more than the allocated time on the whole process – planning, visit, writing up notes and reading the draft report.

“Overall the time it took was longer than 5 hours more like 8-9 hours.  Some people can do their notes and look at the draft report quicker than others.” (Support organisation)

“I feel an outsider sitting in one occasion for a short period of time is not able to make substantiated remarks”

(Provider)

7.5 Recommendations

	· Support organisations to work on recruiting experts by experience more widely and locally to reduce journey times.

· Support organisations should be responsible for making practical arrangements such as travel and accommodation on behalf of experts by experience. This should not be the responsibility of the inspector.

· Inspectors plan adequately for the inclusion of an expert by experience taking into account pre-planning, visit and sending draft report for comment.




8.  Support Organisations

8.1 Roles and responsibilities

Generally, inspector’s reported that they had built up good communication and relationships with the support organisations and that their role had been supportive to them in the inspection process.  Similarly, experts by experience also commented that support given to them around training, travel arrangements and administrative tasks was provided.  

"I was very impressed with how smoothly the inspection went. This was largely to do with the skills of the support worker who accompanied the Expert. She presented as very knowledgeable and able to support the "expert" in expressing her views without influencing them.” (Inspector)

However, inspectors and experts by experience reported inadequate communication, support and training with one support organisation.  This resulted in some experts by experience feeling undervalued and unprepared for and during the inspection process and some inspectors frustrated and doing the work of the support organisation.

8.2 Recruitment

Support organisations recruited 55 experts by experience during 2006/07.  They plan to recruit in excess of 220 in 2007/08. 

Of those 55 experts by experience, 37 were employed by the organisation, 13 were self-employed and 5 were volunteers.

The majority of experts by experience were white British, 2 Asian and 1 Irish.  Where sexual orientation was declared, all were heterosexual.

Support organisations did experience some problems in recruiting experts by experience.  They reported that this was, to some degree, due to the inspection dates happening in the first week of October when the briefing days had been the last week of September.  

They also identified that the process of applying for Criminal Record Bureau Checks took longer than they anticipated and training could have taken place earlier to ensure they were on target for the October start date.  Support organisations were required to get Criminal Records Bureau (CRB) Checks for each expert by experience before deploying them on inspection. Many organisations experienced severe delays in receiving these checks back.  Inspectors reported that this seriously marred the inspection process and restricted the role of the expert by experience in the inspection.  

Some inspectors did report some problems with availability and location of experts by experience.  This had a direct effect on some of the inspections as not having an expert by experience available to do a particular date and also the time spent travelling to and from the inspection visit. 

8.3 Training

Experts by experience felt that they could have done with more training and support from the support organisation.  They felt that this became obvious the more they did the inspections.  However, some reported that learning the theory was fine, but you never knew what you would find until you went on the visit.

“I learnt more by doing the inspections as you really don’t know what it will be like until you have done a couple.” (Expert by experience) 

Most support organisations reported that the training given by one learning disability support organisation was very good and helped them to develop their own practice as well as give practical guidance about questions and talking with people who use the service.  

8.4 Communication with Inspectors

Support organisations reported that communication with the majority of inspectors was very good.  They reported that inspectors had sent thank you letters and emails to experts by experience and had worked in partnership with both them and experts by experience to ensure the whole process had worked well.  

“I was not informed of the experts name and details until a few days before the inspection and it meant I had little time to discuss areas I wanted her to look at. In the end I sent a letter to [the expert by experience] outlining areas to look at and a copy of the last report of the home for her information”.

(Inspector)
However, where there were negative comments, it was to do with the changing or cancellation of inspections, which gave most support organisations difficulties in allocation and deployment and increased their workload.  

“The inspector sent a really lovely thank you letter to the expert by experience.  They had already been thanked via email but going out of your way to do that meant a lot.” (Support organisation)

8.5 Recommendations

	· Encourage support organisations to recruit experts by experience from diverse cultural backgrounds

· Ensure that support organisations place emphasis on CRB processes and follow up support to experts by experience after inspection

· Support organisations are clear about roles and responsibilities for next phase of the project

· Ensure action plan and monitoring is in place for the inadequately performing support organisation

· Continue to monitor, support and communicate effectively with all support organisations during 2007/8

· Provide support organisations with contact details of inspectors and inspection schedule in adequate time




9.  Tools and Methods

9.1 Inspectors Guidance

The inspector’s guidance was well received by inspectors and the majority (94%) felt that it was useful in preparing them for involving experts by experience in their inspections. They did suggest that the guidance would be improved by the addition of a simple checklist of the processes to work through.

“A very brief summary checklist of process to follow e.g. 1 - set up inspection date, 2 - Contact Experts organisation with date, address, phone number, type of home, 3 - decide what areas expert will focus on, 4 - Contact expert to discuss arrangements for meeting/areas to focus on and so on - there are so many new procedures to keep up with that checklists are always handy” (Inspector)
Inspectors also felt that they would like more guidance on writing their inspection report and incorporating experts by experience comments into that report. Support organisations indicated that in some cases the experts by experience comments were included in the inspection report as a block of information rather than interspersed through the report.

Some of the recommendations in this report will mean additions to the inspector’s guidance, such as stressing the importance of good communications links between inspectors and experts by experience and their support organisations. 

9.2 Experts by Experience Notebook

Many experts by experience (38%) were happy with the notebook in the format offered.  Experts by experience felt that the headers were a good guide and were useful to work through on inspections.

Some experts felt that the notebook was too cumbersome to carry around during inspection, and that it was inappropriate to make notes while in conversation with people who used the service. Some also felt that the headers were too prescriptive.

“I didn't use it this time difficult to get information from the residents. I used an ordinary piece of paper to make notes so as not to be too obvious and make users uncomfortable. Maybe for this purpose one sheet with the headings on to begin with.” (Expert by experience)
“I feel an element of disrespect writing notes whilst chatting to people. You cannot get the information you're looking for as the conversation does not appear natural, and people are less forthcoming with information. It is much easier to talk about favourite subjects and incorporating the matter of information required.” (Expert by experience)
9.3 Recommendations

	· The suggested additions to the inspector’s guidance are to be included in the guidance for 2007/08.

· The standard notebook should still be available to those who find it useful. In addition we will provide a smaller card with the outcome headers to prompt the expert by experience during inspections, but make a smaller more compact notebook without the headers, available to those who would prefer to use it.

· The support organisations are encouraged to be creative in devising accessible recording tools for experts by experience.




10.  Conclusion

The overwhelming response from the questionnaires and monitoring meetings of support organisations has been how positive the process has been for all, despite the issues raised about cancellations and changes and some communication difficulties.

The extended pilot period – October 2006 to January 2007 has given CSCI staff, experts by experience and support organisations the opportunity to experience the process, deliver the work on schedule and to evaluate their own learning and development.

The recommendations from each area of this report will form an action plan for us to work with in ensuring the next phase of this project builds on the positive outcomes already gained.

Mandy Hooper

Abigail Cork

February 2007

Appendix 1  - Questionnaire – Response statistics

Inspectors 

Did you feel that the inclusion of an expert by experience was useful on this inspection?

Yes


92%
(61 of 66)

No


6%
(4 of 66)

Not Sure

2%
(1 of 66)

Did you encounter any difficulties including experts by experience in the inspection?

Yes


27%
(18 of 66)

No


73%
(48 of 66)

Did you have any difficulties with the support organisations before, during or after the inspection?

Yes


18%
(12 of 66)

No


82%
(54 of 66)

Did you find the guidance notes for inspectors useful?

Yes


94%
(62 of 66)

No


3%
(2 of 66)

Not Sure

3%
(2 of 66)

Is there anything that you would like added/removed to the guidance notes to make them more relevant?

Yes


24%
(16 of 66)

No


76%
(50 of 66)

Did having an expert by experience with you on the inspection increase the time it took for you to do the inspection?

Yes


50%
(33 of 66)

No


50%
(33 of 66)

Experts by Experience

Were you given enough information and support about the Council or home being inspected before the inspection?

Yes


79%
(59 of 75)

No


13%
(10 of 75)

Not Sure 

8%
(6 of 75)

During the inspection, did you have any difficulties in doing any of the agreed tasks?

Yes


16%
(12 of 75)

No


79%
(59 of 75)

Some


5%
(4 of 75)

Were all the practical arrangements in place for you to do the inspection? For example travel, accommodation, note taking and reporting.

Yes


95%
(71 of 75)

No


4%
(3 of 75)

Some


1%
(1 of 75)

Did the manager, staff and service users you met on the inspection understand your role as an expert by experience?

Yes


84%
(63 of 75)

No


12%
(9 of 75)

A little

4%
(3 of 75)

Did you meet up with the inspectors before the inspection started?

Yes


79%
(59 of 75)

No


21%
(16 of 75)

Did you get enough time to speak to the inspectors before you left the inspection visit?

Yes


92%
(69 of 75)

No


7%
(5 of 75)

Not sure

1%
(1 of 75)

Did you find the inspection notebook easy to use?

Yes


38%
(28 of 75)

No


61%
(46 of 75)

Not sure

1%
(1 of 75)

Did you get the chance to speak with the support organisation about the inspection afterwards – especially if there were things that worried you?

Yes


87%
(65 of 75)

No


13%
(10 of 75)

Overall, were you please with your involvement as an expert by experience in this inspection?

Yes


97%
(73 of 75)

No


3%
(2 of 75)

Managers and Providers

Did you receive information about the experts by experience project before you were inspected?

Yes


80% (24 of 30)

No


20% (6 of 30)

Did you receive any feedback from the service users about their experience of having an expert by experience on the inspection?

Yes


50% (15 of 30)

No


50% (15 of 30)

Do you think that involving experts by experience in inspections is a good idea?

Yes


80% (24 of 30)

No


10% (3 of 30)

Not sure

10% (3 of 30)

Is there any way you would like to change/improve on the process of involving experts by experience?

Yes


20% (6 of 30)

No


53% (16 of 30)

Not sure

27% (8 of 30)
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