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 Service Monitoring and Review Team  
Terms of Reference 2010 / 2011

Draft to be agreed at first SMART group meeting
1) Introduction 
George House Trust is committed to service user consultation and involvement in a number of ways. The Service Monitoring and Review Team is one way of offering a service user perspective of George House Trust’s services. It is recognised that it is not the only way we receive feedback on services. Other ways include; the annual service user survey, quarterly service reviews at the spaces, the suggestion box in reception and feedback via the website.  We have also developed specific tools to gather feedback for particular project funded pieces of work a current example of this is our Henry Smith funded family support work. George House Trust also has a Compliments, Complaints and Questions policy and logs, tracks and responds to feedback and complaints.
George House Trust is committed to providing a meaningful service user involvement experience throughout the organisation and has a Service User Involvement Strategy that was agreed in July 2010.

The SMART year runs in line with the AGM which happens in Autumn of each year. 

2) Purpose of SMART 
i) SMART exists as one way of providing service user feedback within George House Trust. 
ii) The George House Trust SMART group is a part of the internal organisational structure. It reports directly to the Board of Trustees. A minimum of 2 Trustees sit on the SMART group. The Board receives the minutes from the SMART group meetings, has sight of reports seen by SMART where appropriate and takes feedback from the Trustees on the group as well as the Director of Services. The Chair of the Board will attend one SMART group meeting during the year. Other Trustees may attend if it is relevant.
iii) SMART has a set programme of work over the year and the focus of the group is entirely on the service delivery at George House Trust. The role of SMART is to review and comment on delivered services, to think about potential developments and make recommendations for future service delivery. 
iv) The SMART group recognises that there will sometimes be financial and practical limitations on service delivery and service developments.

v) Areas of service delivery that fall under SMART’s remit are

· One to one support via a paid worker– the group will review key themes from the service teams work.
· Work at hospital clinics

· The in house peer support Spaces

· Community Support

· Counselling

· Positive Prevention to include the Newly Diagnosed and Residential courses as well as the Living with HIV courses

· Information 

· The website

· Family Support work – as funded by the Henry Smith Trust

· Condoms in the post

· The African weekend away

· Information sessions

· Driving – volunteer drivers and CWAC taxis
· Sessional work – that is welfare rights, debt advice, care managers session and Greater Manchester Immigration Aid Unit appointments offered at GHT.
· And any other area of work that is developed or relevant.

SMART does not review the Welfare Fund as this sits with the Finance and Risk sub Committee.
vi) From time to time George House Trust receives requests from external parties that may be relevant for SMART e.g.in 2010 we were asked to participate in the Equality and Human Right’s Commission’s Triennial review. It can be very useful to get involved in these pieces of consultation - the SMART group can influence external service delivery and give an expert patient voice. Each request will be considered individually by the Trustees on SMART with the Director of Services. If necessary we will refer to our consultation / research request process. 
vii) The Terms and Conditions of the group will be reviewed annually.

viii)  The functionality of the group will be reviewed annually and feedback sought from participants. 

3) Content of the SMART group meetings
i) The group will agree the yearly work plan at its first meeting.

ii) At every meeting the Director of Services will give an overview of services from the previous quarter. This will include service statistics, key themes as well a Director’s report highlighting important events within services. These reports will be circulated in advance of the meeting. 
iii) At each meeting there will be a focus on 2 or 3 areas of service delivery. All areas of service delivery may not be covered during the year.

iv) A variety of tools will be used to facilitate discussion and feedback. 
4) Frequency of Meetings 

i) SMART will meet 4 times per year.  The meetings will, as far as is possible, not conflict with service times. The meetings will last, on average, 3 hours.
ii) SMART meetings are convened by the Director of Services. A Service and Development Manager will attend and Chair each meeting. 
iii) If needed meeting times will alternate to allow maximum attendance from people with different commitments.  As much notice as possible will be given for the meetings. 
iv) SMART members are asked to commit to attend all meetings. 

v) Ad hoc meetings will be arranged for external consultations and so on
4) Membership
. 
i) SMART will be as representative of people who access as many GHT services as possible. Applicants for SMART will need to fill in a short questionnaire stating which services they use / have used.  SMART can accommodate up to 16 members.
ii) Priority will be given to applicants who are not involved in other areas of the organisation so that we are involving as many service users as possible within George House Trust. 

iii) SMART members represent themselves, they do not represent a group of individuals living with HIV or a service / space. 
iv) SMART members will be recruited via a short application process post AGM.
v)  Initially members from the preceding year are asked to state whether they wish to remain involved in the SMART group.  Renewed membership will only be open to people whose attendance at meetings has been 75% or over. It is not envisaged that SMART will be a static group year on year. There will be space for new people every year.

vi)   In Autumn of every year service users interested in being a SMART member will be asked to fill in a basic form. New members will be selected by a small sub group of SMART which will include the Director of Services and the one of the Trustee members. This selection will happen at the beginning during October/ November. The number of available SMART group places will depend on how many people have stepped down from SMART during the year. 

vii)  SMART groups members should broadly support the work of George House Trust and agree to the ground rules below

Viii) GHT will provide light refreshments at the meeting as well as expenses for those who need them. Child care costs can be claimed. A receipt is required from the childcare provider
iv) The Director of Services will attend all meetings. In the Director’s absence one of the Service and Development Managers will deputise.
5) Ground rules 
It is expected that all attendees adhere to the ground rules. They should be seen as a code of conduct for SMART group members. Should someone not adhere to the ground rules they will be spoken to by the Director of Services and may be asked to leave SMART. Training on the ground rules will be part of the first meeting of the year. 

Attendees at the SMART group will 
· Broadly support the work of George House Trust 

· Be respectful, non judgemental and value difference
· Maintain confidentiality at all times including outside of the group when a confidence has been shared or gained within the group environment. The George House Trust confidentiality statement and policy applies. 
· Remain on topic and service focussed

· Arrive on time 

· Read any papers in advance of the meeting

· Work together to create an open / positive working meeting environment. No one person should dominate discussions
· Contributions to debate should be delivered through the Chair

· Feel empowered to ask questions
· Listen, not  interrupt and allow others their opinions,
· Mobiles on silent or vibrate

· There will be a “Parking Bay” for issues that need researching
· Not use jargon
· Have energy and commitment
· Give apologies if unable to attend 
6) Chair’s responsibilities
i)The Chair will work in a facilitative and impartial way to enable discussion and contribution from all SMART group attendees. 
ii)The Chair will help support quieter members to make contributions and ensure that the meetings finish on time.
7) Director of Services Role

The Director of Services manages the process of recruitment to SMART and is responsible for preparing and circulating all reports for discussion prior to the meetings. 
8) Trustee Role
i)The Trustees attend to listen and ensure that service user feedback is given due consideration and feeds directly to the Board. 

ii)Trustees will abide by all ground rules. 

iii) Trustees will remain impartial throughout discussions

Lynda Shentall 
Director of Services 

October 2010
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