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	Document Description
Age UK Exeter is committed to consulting older people on the quality and range of the Charity's work and the performance of its services.  We do this by encouraging service users and older members of the public to participate in the Charity, raise comments, suggestions and concerns with staff who will listen and respond appropriately to them.

This document sets out how we aim to do this.

	

	Implementation & Quality Assurance
Implementation is immediate and this Policy shall stay in force until any alterations are formally agreed.

The Policy will be reviewed every two years by the Board of Trustees, sooner if legislation, best practice or other circumstances indicate this is necessary.  

All aspects of this Policy shall be open to review at any time. If you have any comments or suggestions on the content of this policy please contact Sue Martyr, s.martyr@ageukexeter.org.uk or at Age UK Exeter, 138 Cowick Street, Exeter, EX4 1HS, 01392 455600


Consulting Older People Policy

Age UK Exeter is committed to consulting older people on the quality and range of the Charity's work and the performance of its services.

We do this by encouraging service users and older members of the public to participate in the Charity and raise comments, suggestions and concerns with staff who will listen and respond appropriately to them.

To this end we:

· Facilitate an approachable, accessible and responsive organisational and management culture that promotes "bottom up" communication and listens seriously to people's points of view by continually promoting and re-enforcing a person-centred approach.
· Provide information on Age UK Exeter’s range of services in an effective manner to current and potential service users. The Charity's marketing strategy will specify how this is to be done.

· Conduct regular satisfaction surveys with service users, carers, and volunteers throughout our services. The results to be collated regularly and used to inform service delivery and design. The outcomes of these surveys and any resulting actions will be reported to the Standards -Committee.

· Meet at regular intervals with service users, staff, volunteers and members where we can receive feedback about our services and the Charity as a whole.

· Log, collate, review and action informal complaints and concerns that are raised by service users, carers, volunteers or members of the public and report these periodically to the Standards Committee.

· Provide an open and easy to understand formal complaints procedure to be implemented when requested by a complainant or where an informal response has not been accepted as adequate. Details of these procedures are set out in the Charity’s Complaints Policies for service users and volunteers. 

· Collaborate with other statutory and voluntary organisations to explore ways to consult with individual older people across the city.  Age UK Exeter has developed formal links with Exeter Senior Voice, an independent consultation and participation body in the city which seeks the views of local older people on a wide range of topics. Where Age UK Exeter receives a Friends & Forums payment for Exeter Senior Voice this payment will be passed to them for their sole use.  As part of this arrangement, Exeter Senior Voice agrees that Age UK Exeter can use its consultation mechanism to seek the views of older people in the city..
· . Our website, along with our Twitter and Facebook presence, permits dialogue with the public. Computer classes to assist older people to use such web-based technology are provided by the Charity.
· Ensure service users, volunteers, visitors, Friends and Members have access to a suggestions box on our reception desk at our centres in Cowick Street and Mount Pleasant.
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