
Working together, 
Improving together 
 
How we will involve people who use care services 
and carers in our work 2015-18

“We believe that our work is improved 
by the involvement of people who 
use services and their carers and that
they have a right to be involved in 
matters which affect their lives.”



Introduction
People who use care services are almost always are the people best 
placed to know what is best for them. It is impossible for anyone to truly 
understand someone else’s likes, feelings and personal wishes. That is why 
we expect care services to meaningfully and genuinely empower people to 
become involved in the design and delivery of the services they use. 

We also actively seek to embed a culture of involvement in our 
organisation. Our new equality outcomes will guide us in constantly 
improving and broadening our involvement activities.  Our new strategy 
has been co-produced with people who use care services and carers who 
work with us. I would like to personally thank each and every one for their 
dedication and commitment to making this strategy such a powerful 
vehicle for involvement. 

Karen Reid 
Chief Executive



Who we are and what we do
We are the official body responsible for inspecting standards of care in 
Scotland.  That means we regulate and inspect care services to make sure 
they meet the right standards.  We also carry out joint inspections with 
other regulators to check how well different organisations in local areas 
are working to support adults and children.  We help ensure social work 
services, including criminal justice social work, meets high standards.

Everyone is entitled to safe, high quality, compassionate care that meets 
their needs.  It is against the law for care services to operate unless 
they register with us.  We grade their quality, require them to improve if 
necessary and investigate complaints.

We inspect and grade around 14,000 care services used by people of all 
ages and carry out thousands of inspections of social care and health 
services each year.  These include care homes for older people, adults and 
children; care at home services; nurseries and childminders and  
housing support.

We believe that everyone in Scotland should receive high quality, safe and 
compassionate care that reflects their rights, choices and individual needs 
through their whole care experience.  

14,000
care services



Working together, Improving together
We expect people who use care services to be involved in the design and 
delivery of care services. People who use services are almost always the 
best people to know what works for them.  Through our involvement work, 
we see the value of putting people who use care services and carers at the 
heart of what we do. We know that those who use care services are “experts 
by experience” and that using this information to strengthen and improve 
the work we do as “experts by profession” leads to true involvement and 
ultimately contributes to, high quality, safe and compassionate care which 
reflects the rights, choices and individual needs of people. 
 
We have called our new strategy to involve people, “Working Together, 
Improving Together” as this is exactly the approach we intend to take 
in building and improving upon the work carried out in the past. It 
demonstrates our commitment to involving people who use care services 
and carers by setting clear outcomes and measurements for success.  



What do we mean by involvement?       
There are many ways people who use services and carers can be involved 
in our work and in order for people to be empowered they should be able 
to choose how and when they participate.  They may wish to become 
involved by simply giving their views on care services or a particular issue. 
Alternatively, they may seek to become more involved in project group work 
and policy development, for example by taking part in staff interviews, 
strategy groups and inspections.   
 
We know we need to be clear about the different ways in which we will 
seek involvement from people and that the terms used for this purpose can 
sometimes be misunderstood. For the purposes of our involvement activities, 
we have defined the terms in our ladder below:

Involvement

Co-production

Engagement

Consultation

Information
sharing

We use this as a general term for all of the work and 
activities we carry out with people who use care services 
and carers from consultation to co-production.

This is a method of working in partnership as equals at 
the outset of a project with people who use care services 
and carers to achieve better outcomes and improved 
efficiency.

This involves an ongoing mutually beneficial two way 
partnership where decision making should be shared 
between the organisation and people who are involved.
(eg Involving people Group)

This is the process of asking for and listening to views 
on a particular policy or piece of work and using these to 
influence decision makers or changes where appropriate. 
(eg surveys, questionnaires, meetings to ask for views on a 
particular policy or process)

This is when the organisation shares information of 
interest with people. This may be shared in a variety of 
different ways eg inspection reports, leaflets, website, 
emails or letters



Charter for involvement
Together with our involved people, we developed our Involvement Charter as 
a commitment to everyone who gets involved and in the activities we carry 
out. In the next three years, we want to build upon this work by carrying out 
more involvement activities and ensuring we can involve anyone who would 
like to do so.  

The Care Inspectorate will:

1. Involve and support people who have or currently use services and 
their carers in our activities

2. Recognise the commitment and contribution of people we involve 
and ensure that we always provide feedback so that everyone feels 
respected and valued.

3. Make sure that involvement opportunities we offer people make a 
real contribution to the work we do.

4. Offer a range of ways to be involved.

5. Welcome people from a wide range of cultures, communities, 
circumstances, backgrounds and ages to be involved

6. Use the skills and experiences of everyone involved practically, 
flexibly and creatively.

7. Be clear with people about the purpose of their involvement and how 
we will use their contributions.

8. Make sure that information about being involved in our work is easy 
to find and that our processes are open and understandable.

9. Measure, review and report on the outcomes of our involvement 
activities.

10. Work with other relevant organisations and agencies to develop and 
share good involvement practices.



How we currently involve people
We have a range of opportunities to involve people in our work from Board 
Members to one-off events. In this section we have highlighted some of our 
main involvement mechanisms.  

Care Inspectorate Board

At least two of our members are required to be people to user services 
or carers themselves.  This brings a different range of experience and 
perspectives to the Board which is invaluable in moving our work forward. All 
appointed individuals are full and equal members. 

Inspection Volunteers

Our Inspection Volunteer scheme is open to people who use care services 
and informal carers, such as family members, who play a crucial part in our 
inspection process.  It is their personal experience we are interested in along 
with the ability to engage and empathise with people using services who 
have the same shared experiences. The feedback they receive along with 
their own views can be included in our inspection reports. 
                                                           

Young Inspection Volunteers

The Young Inspection Volunteers are aged 18-26 with experience of using 
care services, They are involved in our joint inspections of services for 
children and young people across community planning partnerships.  They 
provide us with their own perspective as well as the feedback from young 
people using the services by hosting focus groups, carrying out one to one 
interviews and facilitating group discussions. 

Involving People Group

Our Involving People Group is a national group where people who use care 
services and carers can come together to consult and engage on the work 
we are doing to improve care and support services.  They meet around four 
times a year in different locations throughout Scotland.



Project work and one off events

We offer a variety of different project groups, events and conferences for our 
involved people to participate in eg improvement projects for our inspection 
process; representing the Care Inspectorate at external conferences like 
NAIDEX and taking part in our staff recruitment processes.



Involvement outcome and action plan 
2015–2018
We have devised six involvement outcomes, based upon the commitments 
in our Charter and very much focussed on the added value of involvement 
for both the organisation and involved people.  This was done in consultation 
with everyone who gets involved with our work and their suggestions and 
feedback have been incorporated into our action plan. Below is a summary of 
some of our priority actions:

1.  People of all cultures, communities, circumstances, backgrounds 
and ages can be actively involved with us, and new ideas and ways of 
working are welcomed
Action(s) Timescale for 

completion
Undertake a recruitment project with seldom heard 
groups / groups with protected characteristics which are 
not represented by involved people at this time. Eg LGBT 
groups, minority ethnic groups, people with 
experience of homelessness, addictions, women’s 
refuges.

Dec 2016

Develop an involved people recruitment project with our 
volunteers to further expand our groups, empowering 
our involved people to work as ambassadors for the 
organisation.

Sept 2016

Link with community groups and equality organisations 
to provide information on our inspection volunteer 
programme and Involving People Group, and encourage 
wider and deeper involvement for a range of people.

2016–17

Expand the work of our young inspection volunteers into 
different areas of the organisation and consider 
alternative ways of working to appeal to a younger 
audience. For example, social media.

2016–17

Develop a more targeted approach and plan in terms 
of geography for the activities carried out by involved 
people. (eg ensuring that annually we hold involvement 
meetings in different areas nationally)

Dec 2015



2.  Our involvement opportunities make a real contribution to our 
work and help influence the improvement of care in Scotland
Action(s) Timescale for 

completion
Develop systems for involving young inspection
volunteers in care service inspections.

2015–16

Consider how we widen our involvement activities into 
different areas, like our complaints and registration 
processes.

2015–17

Extend our involvement opportunities into areas 
of policy development. (eg Review of National Care 
Standards / Scrutiny and Improvement)

2015–18

Develop a guidance handbook on involvement good 
practice aimed at care professionals.

2016–17

Consider development of annual conference for involved 
people that would include Care Inspectorat staff and a 
strategic discussion of the organisation’s progress.

2015–16

Develop a consistent process for ensuring involved 
people are included in the design of new scrutiny 
approaches (eg strategic commissioning / joint 
inspections with scrutiny partners)

2015–18

3.  Everyone involved in our work feels respected and valued, 
with recognition and acknowledgement of their commitment 
and contribution
Develop the Involve Newsletter to a twice yearly edition 
which encompasses feedback from meetings, project 
groups and events and input from our involved people.

2015–18

Empower our involved people to get more involved by 
providing relevant training and development 
opportunities informed by their feedback.

2015–18

Commit to ensuring involvement is at the heart of our 
strategic project work from the outset by ensuring that 
involvement is built into project plans.

March 2016



2.  Our involvement opportunities make a real contribution to our 
work and help influence the improvement of care in Scotland
Action(s) Timescale for 

completion
Develop systems for involving young inspection
volunteers in care service inspections.

2015–16

Consider how we widen our involvement activities into 
different areas, like our complaints and registration 
processes.

2015–17

Extend our involvement opportunities into areas 
of policy development. (eg Review of National Care 
Standards / Scrutiny and Improvement)

2015–18

Develop a guidance handbook on involvement good 
practice aimed at care professionals.

2016–17

Consider development of annual conference for involved 
people that would include Care Inspectorat staff and a 
strategic discussion of the organisation’s progress.

2015–16

Develop a consistent process for ensuring involved 
people are included in the design of new scrutiny 
approaches (eg strategic commissioning / joint 
inspections with scrutiny partners)

2015–18

3.  Everyone involved in our work feels respected and valued, 
with recognition and acknowledgement of their commitment 
and contribution
Develop the Involve Newsletter to a twice yearly edition 
which encompasses feedback from meetings, project 
groups and events and input from our involved people.

2015–18

Empower our involved people to get more involved by 
providing relevant training and development 
opportunities informed by their feedback.

2015–18

Commit to ensuring involvement is at the heart of our 
strategic project work from the outset by ensuring that 
involvement is built into project plans.

March 2016

Develop an online group/social media page that can be 
used as a communication tool for our involved people 
and as a method for them to give us feedback and 
suggestions on a regular basis.

Dec 2015

Develop a “buddy system” for involved people who are 
new to the organisation or those who cannot attend 
meetings but want to be kept informed of developments 
around inspection and involvement activity.

2016–17

4.  Being involved in our work is easy to access, with open, inclusive 
and understandable information and processes
Continue to produce involvement materials on “how 
to get involved” and develop a variety of ways to apply 
including online recruitment methods.

2016–17

Develop both easy read and summary versions of the 
involvement strategy and action plan 2015-18 and 
ensure these are accessible.

2015–16

Create and develop ways for involved people to 
communicate easily through social media (eg develop 
Yammer groups for involvement activities)

2015–16

Develop a plan with inspection staff to ensure that they 
are promoting our involvement opportunities when out 
on inspection visits.

2016–17

5.  We develop and share good involvement practices by working with 
relevant organisations and agencies
Build better links with community groups and 
organisations to provide information on the role of the 
Care Inspectorate and how people who use services and 
carers can get involved with us.

2016–18

Continue to work jointly with organisations to ensure 
that we are providing the correct level of support for our 
involved people and barriers to involvement are tackled.

2015–18



Develop specific initiatives for involvement in 
collaboration with relevant organisations. (eg 
involvement of people with dementia/joint events with 
Education Scotland and Healthcare 
Improvement Scotland).

2015–18

Undertake the steps required in relation to the Investing 
in Volunteers accreditation scheme to strengthen our 
public commitment to involving people.

August 2016

6.  Our employees know and understand our involvement activities, 
and have opportunities to get involved

Agree a series of joint events for employees and 
involved people and ensure that our employees are 
represented at involvement activities where appropriate.

2015–18

Develop a plan to empower all employees by being 
clear where involvement is linked to the strategic 
outcomes and developing a culture of involvement in 
the organisation.

2016–18

Consider where involved people could be involved in our 
staff development events (eg staff conference) to share 
their experiences and promote the value of our 
involvement work.

2016–17



Evaluating our progress
All of our involvement activities are a two way process and as a result 
of consultation with our involved people, we know that they want to be 
included in the review and evaluation process. We promote self evaluation 
and believe that we can discover what is working, what doesn’t and how 
we can learn to measure the difference we are making by evaluating our 
involvement activity.  

We need to consider how we measure our outcomes and not just the 
impact of our actions.  We want to be able to tell our involved people the 
value their work has added to our strategic objectives. This is a difficult area 
and to ensure that we are meeting this obligation, we have committed to 
developing quality assurance systems for our involvement work over the next 
three years.  We will gather data on an ongoing basis to support this using 
qualitative and anecdotal evidence as well as quantitative statistics. 

The Involvement and Equalities Team will be responsible for driving progress 
on meeting our involvement outcomes and actions.  Updates on our progress 
will also be published on the Care Inspectorate website and provided in 
alternative formats on request.



Further information

More information on our involvement opportunities, including the application 
process can be found on our website at:

w: www.careinspectorate.com

e: getinvolved@careinspectorate.com
  
t: 0345 600 9527





Headquarters
Care Inspectorate
Compass House
11 Riverside Drive
Dundee
DD1 4NY
Tel: 01382 207100
Fax: 01382 207289

Website: www.careinspectorate.com
Email: enquiries@careinspectorate.com
Care Inspectorate Enquiries: 0345 600 9527

This publication is available in other formats and other languages on request.
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