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CSWS Carer Engagement Policy

Statement of Intent
Carers Support West Sussex (CSWS) is committed to placing unpaid carers at the heart of everything we do. We value their experiences, skills, and perspectives, and strive to ensure their voices shape our services, strategy, and culture.

A carer is anyone (family, friend, partner) who provides unpaid support to someone with additional needs, illness, frailty, disability, or substance misuse issues.

Purpose
This policy sets out how CSWS involves carers in shaping, delivering, and evaluating our services. It aims to ensure carers are listened to, valued, and empowered to influence decisions that affect them.

Scope
This policy applies to all CSWS Trustees, staff, volunteers, and registered carers. It should be read alongside related policies, including Equality and Diversity, Compliments and Complaints, and Communications and Marketing.

Objectives
CSWS aims to:
· Give carers meaningful opportunities to influence service development, delivery, and evaluation.
· Promote self-esteem and raise expectations among carers who participate.
· Foster partnerships to improve service quality and reduce exclusion.
· Use carer feedback to inform CSWS strategies and new service development.
· Support carers to make informed choices and understand their rights.

Approach to Carer Engagement
Carers are offered opportunities to engage at every stage of their contact with CSWS, including through the Carers Voice Network. Support and training are provided to enable carers to participate fully. Carers can contribute to individual support, organisational development, and representation to partner organisations.

Carer Involvement in Service Design and Delivery
Staff, Trustees, and volunteers will ensure that:
· Carers are engaged in defining their needs and the services they receive.
· Feedback is regularly sought through surveys, reviews, and the Compliments and Complaints process.
· Carers can join the Carers Voice Network to influence service planning and evaluation.

Recruitment and Selection
Wherever possible carers will be involved in the recruitment of staff, trustees, and volunteers. Carers involved with interview panels will be appropriately trained and supported. 

Evaluation and Monitoring
CSWS will work with carers to continually improve service quality. Carers are involved in monitoring and evaluating CSWS services through feedback forms, focus groups, and the Carers Voice Network. Feedback is used as part of CSWS’s Evaluation and Monitoring Framework, with outcomes shared with carers.

Governance and Strategic Planning
Where appropriate and where carers have the required interest, skills and aptitude CSWS will encourage and support carers who would like to become Trustees. This support will include enhanced training and personal support, including opportunities for separate communication and discussion to prepare for meetings.

Carers will be encouraged to take part in Strategic and Business Planning consultation events, policy making and activities that determine the vision and direction of CSWS development.

Carers Becoming Staff or Volunteers
CSWS recognises that carers bring valuable understanding and empathy to staff, trustee, and volunteer roles. We actively encourage carers to apply for opportunities within the organisation. All applications are considered fairly and are subject to our Equal Opportunities process.

Training and Development
Carers may be able to access internal or external training opportunities to support them to develop skills and participate in services. We will aim to involve carers in training trustees, staff and volunteers in carer issues.

New Service Development
All new services are developed in partnership with carers, and no new service is approved without evidence of carer engagement.

Professional Boundaries
Staff, Trustees, and volunteers must maintain appropriate professional boundaries with carers, ensuring relationships are safe, supportive, and confidential by:

· Time Boundaries: Provide support within contracted hours to ensure carers receive timely help and to build trust in the service, rather than with individual staff.
· Role Clarity: Clearly explain your role to carers, including what you can and cannot do. This helps manage expectations and ensures carers receive appropriate support.
· Self-Disclosure: Share personal experiences only when it benefits the carer and is relevant to their support. Always consider whether self-disclosure serves the carer’s needs, not your own.
· Seeking Support: If you are unsure about boundaries, discuss concerns with your line manager during supervision meetings or seek further guidance.



Accessibility and Inclusion
CSWS aims to make all services accessible and user-friendly, providing information in alternative formats and languages as needed.

A Guide to Accessibility Support - Carers Support

We have provisions in place for carers whose first language is not English, including the option to access our website in over 100 different languages, use of a professional interpretation and translating service (including Sign Language) if required, and use of bilingual staff whose job it is to undertake interpretation as part of their role.

To uphold impartiality and avoid concerns over bias and confidentiality; staff, Trustees and volunteers who have not been trained, or who do not have interpreting as part of their role specification, are not used to interpret.

There are three primary exceptions to this, and only in cases where the required language is spoken and understood to a high standard:

· In an emergency/crisis where clear communication is needed immediately, and there is either no time to get an interpreter, or communication is needed whilst waiting for scheduled interpreting. In this situation, a member of staff who is present may be used.
· It is acceptable for staff communicating basic information (i.e. giving details about a particular support group) to act as an interpreter if they possess the knowledge of the appropriate language or communication skill.
· If speaking a particular language is part of the person specification for a role and the staff member is employed to speak that language, for example, as part of Specialist Services, then this isn’t classed as interpreting as they will be speaking directly to a carer in their chosen language as part of their role.

Engagement Opportunities
Carers can engage at local, regional, and national levels, including through the Carers Voice Network, surveys, events, and campaigns. “Be the Voice” training is available for carers wishing to take a more active role.

Opportunities
Carers will have multiple ways to get involved with Carers Support West Sussex (CSWS). Those joining the Carers Voice Network can access “Be the Voice” training to support more proactive participation. Carer engagement is inclusive and embedded in CSWS’s culture.

CSWS will regularly review activities to ensure opportunities are accessible, inclusive and relevant.



Below are some engagement examples:
	Level of Engagement
	Examples

	All Registered Carers
	- Share feedback on CSWS services via surveys and complaints.
 - Use the online feedback form to express views and receive responses.

	Local Engagement (Carers Voice Network)
	- Help interview new staff.
- Co-plan activities and events.
- Advise on service improvements.

	Local & Regional Engagement
	- Participate in surveys and meetings to shape strategies and policies.
- Promote events like Carers Week and Carers Rights Day.
- Fundraise for CSWS as a Carer Wellbeing charity.

	Regional & National Engagement
	- Campaign for carers’ rights and influence policy.
- Engage with national organisations such as Carers UK and Carers Trust.




Policy Audit and Review

This policy is reviewed annually, with actions incorporated into CSWS’s business planning as appropriate.
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