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Welcome to the South Eastern Health and Social 

Care Trust’s Annual Involvement & Experience 

Report. As a Trust, we know that listening and 

responding to the views and experiences of our 

service users, carers, staff and other key 

stakeholders is vital to ensuring that we continue 

to provide safe, high quality and effective care. 

By working together we can better address both 

the challenges and opportunities facing health 

and social care today.  

This report highlights how the Trust has 

progressed service user and carer involvement 

during 2023 - 2024. There have been a number 

of achievements to highlight such as exceeding 

all Patient & Client Experience Standards 

Programme priorities and national recognition as 

a Care Opinion exemplar organisation.  Over the 

next year, we are committed to progressing our 

involvement priorities and will continue to 

embrace a culture of partnership working 

between the people who use and deliver our 

services.  

I would like to take the opportunity to thank 

everyone for their invaluable contributions, your 

voice is so important to help us improve our 

services and shape future services. 

 

DAVID ROBINSON 

Deputy Chief Executive and Executive 

Director of Nursing and Midwifery and 

Director of Allied Health Professionals 

and Patient Experience 

FOREWORD 



 

CONTENTS BACKGROUND 
The involvement of service users, carers and other key stakeholders is critical in the 

effective planning, commissioning, delivery and evaluation of health and social care 

services1. Involvement helps to ensure that voices are heard, views are listened to, 

experiences are shared and expertise is valued, respected and utilised to achieve the best 

outcomes within person-centred health and social care services1. 

Health and Social Care Trusts, including The South Eastern Health and Social Care Trust 

(South Eastern Trust), have a legal obligation to involve service users and carers, as set out 

in the Health and Social Care Reform Act (Northern Ireland) 2009.  

Involvement can take place at different levels (see figure 1 below). This can range for 

example, from people giving feedback on their experience of using our services to help 

continually improve them (engage and consult); to services users and/or carers working in 

equal partnership with healthcare professionals to plan, deliver and evaluate services (co-

design and co-production). All levels of involvement are important, and different levels are 

appropriate at different times and in different circumstances. Click here to watch a video 

explaining the levels of involvement.  

 Co-production

Co-design

Engage and consult

Inform and educate

This report outlines how the South Eastern Trust has progressed service user and carer 

Involvement and Experience programmes during 2023 – 24, as well as key highlights and 

Involvement and Experience priorities for the year ahead.   

Figure 1: Levels of service user/carer involvement1 

1https://engage.hscni.net/ 

http://engage.hscni.net/site/wp-content/uploads/2023/06/Levels-of-Involvement-Vs3.mp4


 

CONTENTS BACKGROUND LEADERSHIP AND 

GOVERNANCE 
The South Eastern Trust has a clear leadership and governance structure in place to ensure 

service user and carer Involvement and Experience is embedded into policy and practice. David 

Robinson, Deputy Chief Executive and Executive Director of Nursing and Midwifery and 

Director of Allied Health Professionals and Patient Experience and Helen Minford, Non-

Executive Director are the executive and non-executive leads for Involvement and Experience 

respectively.  

The Trust has a central Involvement and Experience team, the role of which is to promote and 

support the embedding of service user and carer Involvement and Experience across the Trust 

at all levels. The structure of the team is outlined in figure 2 below:  

 

Figure 2: Involvement and Experience Team structure:  



 

 

Involvement and Experience Leadership Committee 

The key function of the Involvement and Experience Leadership Committee is to lead the 

strategic development of the service user and carer Involvement and Experience agenda 

across the Trust and to ensure that Involvement and Experience principles, programmes 

and initiatives are embedded at service level. The committee seeks assurance that the 

Trust is compliant with its statutory requirement to involve service users and carers. 

Committee membership consists of Trust staff, health and social care partners and service 

user and carer representatives.  The committee met four times in 2023-24. A workshop 

was held in May 2024 to discuss Involvement and Experience priorities for the new action 

period.  

Regional Health and Social Care Personal and Public Involvement (PPI) 

Forum  

The purpose of the Regional Health and Social Care PPI Forum is to aid in the 

development and application of the regional PPI Action Plan. Members consist of service 

users, carers, representatives from the community/voluntary sector and staff from each 

health and social care organisation.  The Trust continues to contribute to ongoing work of 

the Regional PPI Forum, to include contribution to the development of a new regional 

monitoring process for service user involvement. 

Patient Client Experience (PCE) Regional Facilitators Group 

Throughout 2023-24, the South Eastern Trust continued to make active regional-level 

contributions on a monthly basis. This channel allows regional objectives across key 

priorities such as Care Opinion and 10,000 More Voices to be communicated, progressed 

and monitored at a regional level.  

Figure 3: Involvement and Experience Governance structure  

Figure 3:  Outline of Trust Involvement and Experience Governance Structure.  

 



 

OPPORTUNITIES 

FOR INVOLVEMENT 
The Trust has established a Service User Network of service users and carers who are 

interested in supporting Trust business through involvement opportunities. The Network 

currently has 68 members and is continuing to grow.  

If you would like to become a member of the network, please visit 

https://setrust.hscni.net/getinvolved/involving-you/involving-you-expression-of-interest/ or 

contact involvement@setrust.hscni.net.  

Opportunities are also circulated to the Trust’s Carers Network which consists of 

approximately 2,800 members and the Trust’s Patient Client Council 970-strong membership. 

Opportunities for involvement are also advertised via the regional Engage site 

(https://engage.hscni.net). 

 

https://setrust.hscni.net/getinvolved/involving-you/involving-you-expression-of-interest/


 

SERVICE USER 

FEEDBACK 

Care opinion is a regional online user feedback system 

launched in August 2020. Through this system, service 

users tell their experience story and these stories are 

directly picked up and responded to by attached 

service leads.    

 

The South Eastern Trust is currently sixth in t 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The South Eastern Trust continually strives to improve the quality of the services it 

delivers for all service users. 

In order to improve services, it is essential that the service user voice is sought, 

listened to and responded to.  Change process are in place to influence and drive 

change based on service user experience. 

The Trust receives feedback from service users and cares/relatives through a 

range of methods, to include: 

- Online User Feedback System (Care Opinion) 

- 10,000 More Voices 

- Patient & Client Experience Standards Programme 

- Quality Improvement Always Events 

- Bespoke Survey Programmes 

- Compliments 

- Complaints.  

Care Opinion 

 
The Trust launched the Regional Online User Feedback System in 2020 has 

successfully develop implementation of the system to become a key component 

of the organisation’s suits of user feedback tools. 

The system uses the Care Opinion platform.  The Trust has had over 2,000 

patient stories submitted through the system and currently rates at joint first in UK 

for responsiveness and 6th in UK for number of trained and active responders 

totalling 576. 

During 2023 / 24, the trust presented at Care Opinion national conference and 

had our work circulated UK-wide by Care Opinion as a national exemplar of 

implementation.  The Trust was awarded Star Responder status for quality of 

engagement with service users and families.   

 

 



 

SERVICE USER 

FEEDBACK 

 
The aim of 10,000 More Voices Programme is to cultivate a 

culture of partnership, involvement and listening. It gives 

individuals an opportunity to highlight what is important to 

them, such as what they particularly liked or disliked about 

their healthcare experience and what matters to them. 

 

10,000 More Voices Programme aims to gather stories from 

patients, clients, families, carers and staff regarding their 

experiences in health and social care, in order to understand 

and improve user experience. 

 

10,000 More Voices Programme is led by Public Health 

Agency in partnership with Cognitive Edge which provides the 

Sensemaker software used to analyse and theme service user 

feedback. 

 

The current flagship project is Shared Decision Making.  A 

regional workshop was held to support design of the 10,000 

More Voices Shared Decision Making tool.  The Trust has 

participated in the project pilot phase through Diabetes 

Ambulatory Hub and Condition Management Programme. 

 

During 2023 – 24, The Trust participated in the Experience of 

Social Work project which covered a wide range of 

programmes of care. It was found that service users were 

largely happy with support provided by social workers. 

 

10,000 More Voices 



 

Patient and Client Experience 

Standards Programme 
The South Eastern Trust’s Involvement and Experience Team manages the Patient and 

Client Experience Standards Programme, which supports the implementation of user 

feedback surveys across inpatient, outpatient, primary and community care and other 

service areas.  

The programme continued to see a high volume of project reports produced during 2023-

24 to date with a high volume of service user voices informing report and action plan 

content.   

The programme operates across inpatient, outpatient and primary and community care 

settings.  Throughout 2023 – 24, the Trust achieved 90%+ service user satisfaction ratings 

across all key fronts. 

A bespoke projects stream is operation to support a wide range of services to gather, 

understand, learn from the service user experience in order to inform and influence 

change.  The Trust has designed the regional tool to measure service user experience of 

early implementation of encompass. 

Each service participating in the programme receives a monthly results report, public 

display results poster and an action plan which includes an action against any indicator 

where service user satisfaction rates below 90%. 

SERVICE USER 

FEEDBACK 

 



 

KNOWLEDGE AND 

SKILLS 
The Trust continues to deliver training to staff to help build capacity and confidence with 

regards to involving service users and carers. The Trust currently offers two learning 

modules to staff; Involving service users: the essentials and Methods for involving service 

users.  

Bespoke training sessions are also delivered to teams across the Trust to help raise 

awareness of service user and carer involvement amongst staff and to provide support and 

advice with regards to designing and implementing their involvement plans.  

A total of 34 Trust staff completed training during delivery between August – October 2023. 

Increases in knowledge in relation to service user and carer involvement have been 

reported by all staff attending the training. The Trust is currently working with health and 

social care colleagues to develop a regional involvement training programme to ensure 

consistency across Trusts.   

 

 

The Trust’s Learning and 

Improvement Team, Recovery 

College and service users co-

produced a course on the value 

of lived experience in quality 

improvement. The course, 

delivered in March and 

September 2023, was a great 

success and was attended by 25 

service users.  



  

MEASUREMENT 

AND MONITORING 
The Trust co-produces service user feedback tools to ensure that an understanding 

of process, outcome and experience is captured.   This allows service leadership 

and frontline teams to understand service user perspective of how well staff  have 

performed for them, the impact that the service made for the service user, how it felt 

to be a patient of their service and service user level of confidence in the service. 

Each particular user experience programme produces a set of metrics to support 

planning and decision-making. 

Involvement activity is monitored through a Public Health Agency data collection tool 

whereby services enter an account of the involvement initiative undertaken with a 

set of accompanying measures.  An additional feature whereby Involvement 

presentations will be made to a Public Health Agency panel is to be introduced. 

Accountability arrangements within the Trust ensure that Involvement and 

Experience assurance is provided to Involvement and Experience Leadership 

Committee which reports upward to Safety, Quality Improvement and Innovation 

Committee with onward assurance arrangements to Governance Assurance 

Committee and Trust Board in place. 

2023 / 24 activity will be reviewed through a May 2024 Involvement and Experience 

Leadership Committee Workshop and this work will inform the onward priorities and 

action plan for the Trust. 

 



 

INVOLVEMENT IN 

PRACTICE 2023-24 

ENCOMPASS 
The South Eastern Trust was the first Trust to launch encompass in November 2023. 

encompass is a new electronic patient record which will replace paper patient records across 

the region. Implementing encompass means health and social care records will be digitalised 

and can be accessed at the touch of the button. Service user involvement was invaluable in 

relation to the implementation of encompass and ensured the overall purpose of encompass 

for patients and clients was kept at the forefront of decision making. South Eastern Trust 

service user representative, Joan Smith, speaks about her experience of being a member of 

the Trust’s encompass Programme Board below: 

 

“I was privileged to be a service user not only on the 

South Eastern Trust encompass Programme Board but 

also the overall Regional encompass Board. 

As a service user I was able to bring the patients’ view 

to this new system. At both Trust level and Regional 

Board level, I was supported and encouraged to 

contribute to the conversation. At Trust level I was able 

to make suggestions as the outsider looking in, which 

was listened to and acted on.    

What was important to me, as a service user/patient, 

was to see encompass up close and how it was going 

to change support for both staff and patients.  

As a board member, I was and am supported, listened 

to and treated as an equal”. 

  

 

 

The following pages show some examples of service user and carer involvement 

carried out in 2023-24.  



 

LOCAL ENGAGEMENT PARTNERSHIP 

The Local Engagement Partnership (LEP) was established in 2017 from the social work 

strategy. This is a group of people with lived experience of services, carers, social 

workers and partner agencies who work together to improve social wellbeing and 

strengthen social work in our local community. All LEP work is co-designed and co-

produced. 

 

In 2023/24, in response to information gathered within a survey of Trust registered 

carers, LEP co-produced a pocket size resource, called ‘In the Right Direction’ of 

relevant and accessible services to support carers. The LEP came together on several 

occasions to co-produce content and design and to decide as a group what should be 

included.  The group has also produced a number of Hot Tips in the past and all leaflets 

are available by contacting the SET LEP at SETLEP@setrust.hscni.net.   

 

‘In the right direction’ has now been launched locally and has been shared on a regional 

basis. The resource is available to access here. 

  

 

 

 

 

mailto:SETLEP@setrust.hscni.net
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ND1 – DOWNPATRICK’S FIRST 

NEURODIVERGENT SUPPORT 

GROUP FOR ADULTS  

 ND1, Downpatrick’s first neurodivergent support group for adults, was an initiative set up by 

Multi-disciplinary team social work staff, service users and the County Down Rural 

Community Network. The overall aim of ND1 is to become independently ran by its 

members, as a constituted group. The group has the following aims and objectives; 

 

 

 

 

 

 

 

During 2023/24 ND1 group members have worked in partnership to plan and deliver a 

number of events including for example a photo collage workshop, positive affirmations 

workshop and wellbeing and resilience workshops. ND1 has partnered with other groups 

and the local community, running for example workshops with Down Co. Museum and 

Castleward Visitor Experience and SENSED support group in Crossgar for parents of 

neurodivergent children. 
The outcomes from the group have been 

extremely positive, with 100% of members 

reporting that they find the sessions useful 

and it has helped them to make friends and 

feel like a valued member of a 

group/community. Increases in self-reported 

knowledge of neurodivergence, ability to 

seek support and self-care has also 

increased amongst members. All members 

reported moderate or greater improvement in 

their mental well-being as a result of their 

membership in the group.    

AIM:  To co-produce a sustainable neurodivergent support group for approximately 10-15 people, connected 

to wider support systems, which will continue independently after MDT Social Work involvement. 

OBJECTIVES: 

 To improve upon the emotional and physical well-being of neurodivergent group members. 

 To improve upon understanding and management of neurodivergent traits for neurodivergent group 

members. 

 Capacity building – to build upon neurodivergent group members existing strengths, support 

networks, confidence, resilience, and social skills; to support with everyday living. 

 Celebrating and promoting the strengths of neurodivergence and advocating for acceptance and 

inclusion. 



 

DEPARTMENT OF RADIOLOGY 

DEMENTIA ENABLING WALK 

ROUND 

 South Eastern Trust’s Radiology Department 

undertook dementia-enabling work as part of the 

Radiology Continuous Quality Improvement and 

Partnership Working with Service Users Programme. 

The aim was to ensure the Department of Radiology 

was easy to navigate and to improve the overall user 

experience for service users living with dementia. 

Using the King’s Fund Environmental Assessment 

Tool, a baseline was established in relation to how 

dementia friendly the department was. With support 

from the Trust’s Service Improvement Lead for 

Dementia, an Action Improvement Plan was 

developed to address the recommended 

improvements. Dementia Awareness training was 

also arranged to be delivered to staff by the 

Alzheimer’s Society.  

Following the implementation of the changes, 

members from Dementia NI were invited to walk the 

patient’s journey and assess the improvements 

made. Things that worked well were highlighted as 

well as things that could be improved.  An example 

raised for improvement focus was hidden and 

missing signage. Learning from the walk around has 

been shared with staff, Trust Board and with 

colleagues regionally.  



  

Service user involvement has been a 

key element of the rollout of 

Multidisciplinary Teams (MDTs) in 

Primary Care in the Down and North 

Down and Ards areas. In April 2024 a 

‘Multi-Disciplinary Team's Matter’ 

conference was held at La Mon Hotel, 

hosted in partnership by the South 

Eastern Trust and the Down, North 

Down and Ards GP Federations.  At 

this event a number of service users 

took to the stage, sharing their stories 

about the difference MDTs in Primary 

Care have made to their lives, and how 

they felt their contribution has been 

valued at the South Eastern MDT 

programme board meetings. 

 

MULTI-DISCIPLINARY TEAM’s  

 

TRUST RECOVERY COLLEGE 
Established in 2014, the South Eastern Trust 

Recovery College has embarked on an extraordinary 

journey over the past ten years, evolving into a 

beacon of hope, control, and opportunity for those 

seeking mental health education and recovery.  

The college embraces a co-production approach, 

where people with lived experience, collaborate with 

professionals who bring their formal learned 

expertise, to create and deliver courses. This unique 

approach ensures that the curriculum is both relevant 

and evidence-based. The combination of lived and 

learned experience in co-production and co 

facilitation is a powerful catalyst for meaningful, 

impactful change that bridges the gap between 

theory and practice, essential for skills development. 

In 2023-24, the Recovery College has co-produced, 

or is currently producing the following courses:  

- Understanding Psychosis 

- Making Self-Care Work for You 

- Perinatal Mental Health 

- Menopause: Time to Thrive.  

Other new courses this year include: Chi Me – 

Mindful Movement; Sound for Wellbeing; On Your 

Feet – Moving into Recovery; Drum Movement; Just 

One You – JOY.  

In 2023, the college achieved an attendance of 742 

across 40 courses, totalling 123 sessions. For 2024, 

we are on track to continue our growth with 46 

courses, totalling 153 sessions. 
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Please contact the Involvement & 

Experience Team for further information 

on our work or if you wish to join our 

Service User Network. 

 

involvement@setrust.hscni.net 

 

 

 

 

 


