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1. Overview
1.1. A service user has both rights – things they can expect from other people and the service, and responsibilities- ways they are expected to behave towards the service and those affected by service provision. The service provider has a duty to make it clear to service users what each of these rights and responsibilities are. This can be done through a Service User Charter.
1.2. The charter of service users’ rights and responsibilities will be made available to service users by being:

1.2.1. Provided to service users if requested.

1.2.2. On display in (name location in service).
1.2.3. Provided to service users on induction.
1.2.4. Signed by service users on induction. 
2. Process Overview
2.1. There are two examples of a service user charter of rights and responsibilities; one for low threshold services and one for higher threshold services.  
2.2. These examples can be used as templates; the charter will ideally be developed through service user and staff involvement.
3. Involving Service Users in Development of the Charter
3.1. In order to effectively involve service  users in consultations about the Charter, consider the following questions:
3.1.1. How many people should be involved in the consultation?  
3.1.2. How will service users find out about the consultation?
3.1.3. Is there already a forum / group in place where this can be conducted?

4. Developing the Charter
4.1. Identify questions to be discussed such as:

4.1.1. What do you expect from our service?
4.1.2. How do you like to be treated?
4.1.3. What should we expect from service users?

4.1.4. What are the responsibilities service users have to help the service run well?

4.2. All comments can be written down and this information used in the development of a draft charter.
4.3. The draft charter can then be reviewed by service users / a sub-group of service users.
5. Monitoring and Review




5.1. Monitoring and reviewing the charter with the service user group provides an opportunity to ensure that:

5.1.1. If service user needs change, the charter continues to reflect this.
5.1.2. If the service user group changes significantly, that new service users feel that the Charter is relevant to them.
5.2. Review can be conducted at regular intervals e.g. annually / every two years through a process as described in point 4.
Appendix 1:  Charter of Service User Rights and Responsibilities (low threshold)
Service User’s Rights

You have a right:

1. To be treated with respect and dignity by ___________________ (name of organisation) staff at all times.
2. To have straight-up, non judgemental information on drug use and harm reduction.

3. To have your personal information kept confidential within the staff team.  In some very exceptional circumstances this may have to be shared, but staff should explain this to you as part of the confidentiality policy.

4. To access services regardless of your age, race, gender, sexual orientation, religion, disability, marital status, family status or membership of the Travelling Community. 

5. To have a key worker or a case manager, an assessment and an individual plan of care based on your needs - if you want one.

6. To be involved in drawing up and reviewing your care plan.

7. To receive non-judgemental information on the service options available to you and, wherever possible, be offered the opportunity to make choices about these options.

8. To complain and make comments without it having a negative affect on your access to the service. You should be offered support in doing this if you want it. 
Service User’s Responsibilities

You are expected to:

1. Respect the dignity and privacy of staff and other service users.

2. Treat other service users and staff with courtesy and respect.  Threatening, abusive or violent behaviour is not okay.

3. Treat the building and premises with respect and do not deface or damage the property of ___________________ (name of organisation).
4. Refrain from buying or selling anything while on the premises or outside the building.

5. Help ___________________ (name of organisation) to be a good neighbour to other businesses and services in the area by being respectful to others in the neighbourhood.
6. When you can, help to develop the service by making your voice heard at (type of service user involvement).
Appendix 2:  Charter of Service User Rights and Responsibilities (high threshold)

Service User’s rights

You have a right to:

1. To be treated with respect and dignity by ___________________ (name of organisation) staff at all times.

2. To have your personal information kept confidential within the staff team.  In some very exceptional circumstances this may have to be shared, but staff should explain this to you as part of the confidentiality policy.

3. To access services regardless of your age, race, gender, sexual orientation, religion, disability, marital status, family status or membership of the Travelling Community. 

4. To have a key worker or a case manager, an assessment and an individual plan of care based on your needs.

5. To be involved in drawing up and reviewing your care plan.

6. To receive information non-judgemental information on the service options available to you and, wherever possible, be offered the opportunity to make choices about these options.

7. You have the right to complain and make comments without it having a negative affect on your access to the service. You should be offered support in doing this if you want it.  
8. To receive straight-up and non judgemental information on drug use and harm reduction.

9. You will receive a pack upon starting with the service which includes information on:

􀀹 A description of the service and the model it works from
􀀹 Complaints Procedure

􀀹 Confidentiality Policy

􀀹 Description of the rules of the service

􀀹 Description on how you can be involved in influencing the service
Service User’s Responsibilities

We expect you to:

1. Observe “house rules” and behavioural rules (state where rules are found). 

2. Respect the dignity and privacy of other service users and staff
3. Listen to others and allow them to express themselves without judgement

4. Keep to the agreements of your care plan (e.g. keeping appointment times and observing medication plans).

5. Treat other service users and staff with courtesy and respect at all times.  Threatening, abusive and disrespectful behaviour is not okay.

6. Not to sell drugs or engage in ‘drug talk’ within the service

7. Be on time and give prior notice if you are unable to attend an appointment
8. Not be affected by drugs or alcohol when attending the programme.
9. When you can, help to develop the service by making your voice heard at (type of service user involvement).
