The
Advonet 1. Self-Advocacy

Group Toolkit

Providing Independent Advocacy

What is the Self-Adv/ééacy Toolkit?

Self-advocacy is being able to speak up for yourself. It means you
are able to tell people what you think and feel. It helps other people
to know what is important to you.

Our toolkit gives you different ways to ask for what you want and
need. It helps you to be heard and make sure your rights are met.

This toolkit can be used to help you get your views, wishes and
opinions across to others.

It will help you to be at the centre of your care and support.

It will help you play a big part in making decisions that affect your life.
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What can the Toolkit help me to do?

Help you make a plan for what you want to say. This can
be for meetings about you or the services you receive.

Help you plan important phone calls. Get your views
heard clearly.

v
o

@ ® @ Talk to professionals about your views and wishes. Tell
.-. them what is important to you.

Make a complaint to help solve problems.

Raise issues and complaints with services that provide
care or support to you.
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Consulting

Consulting (or discussing) is when you and people who support you
agree on something.

This can help to get the best service or care for you or someone you
are helping.

The Local Authority (council) or NHS services and all people working
for them should ask you about your care and/or support services.

When you are consulting, there are four steps you can take before
doing it. They are:

* Step 1: What are your goals?

e What MUST you get?

e What would you LIKE to get?
e What is your main goal?

e What would you settle for?

e What would you NOT settle for?

@ Step 2: Get Information

e What information do you need to be able to consult?
e \What information will they need from you?

e Are you aware of any information they might have?

e Could the information change the consulting e.g. funding?

-
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#% |Step 3: Points to think about

¢ \What allowances could | make that would still get me a good
result?

e What allowances could | ask that they make?
e Would they help to get a good result?

e Do | need to ask for advice? E.g. Citizens Advice Bureau or
similar?

e Where would | feel most comfortable when talking about my care
or support?

e Would | need to have someone with me when talking to services?

e \Who would be the best person for this?

% Step 4: Use the toolkit parts you need

e Choose which bits of the toolkit can help you
¢ |f you need help, ask someone you know and trust to help fill it in.
e They could be a family member, a friend or even an advocate

e Use what you need for different things. For example, you can use
the Complaints Template if you want to make a complaint about a
service

-
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2. Meeting Planner

How to use this document: Plan for an important meeting you have. Say
what the meeting is about, who it is with and what you want from it.

This planner also has bits where you can write what you want to say and what
happened after your meeting.

The meeting could be about something important. It could be about your
housing, support, health, money or access to a service you want to use.

What is the meeting about?

In this section, say what the meeting is for. Example: “The meeting is about
applying for a new council house”

Who is attending the meeting today?

Please write the name and job title of the person or people you are meeting
with. Example: “Name: John Johnson”, “Job title: Mental Health Coordinator”

Name:
Job title:
Name:
Job title:
Name:
Job title:
Name:

Job title:

-
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What do | want to say?

Write about what you want to tell people in the meeting. Example: “The house
| live in now is too cold and unsafe”

What do | want to happen?

Write about what you want to happen in the meeting and afterwards.
Example: “| want to know if | can repay my debt in instalments”

Things | do not want to happen:

Write about what you don’t want to happen in the meeting. Example “l don’t
want to be told ‘no’ when asking for support”

-
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Actions/Outcomes:

Say what needs to happen after the meeting. Also say what has happened
and when it was done by. Use the columns below to write them down.

Actions - What has happened e.q. “Fill | By whom and when e.q. “By my
in an application form” advocate - on Friday 19th February”

Notes: Write down anything else important that you think
should go here. Example: “Check my bank balance to see if |
have been paid”
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3. Phone Call Planner

How to use this document: Plan for an important phone call you are making
or waiting for. Say why it is important and what you want to say in it.

This planner has bits about what you want to say in your phone call. There
are also sections for what you want to get from the phone call.

At the end, there is a section for what to do after the phone call and who can
help you with it.

What is the phone call about?

In this section, say what the phone call is for. Example: “The phone call is
about booking an appointment with an emergency dentist”

Who am | calling?

Please write the name, job title and phone number of the person or people
you are calling. If it helps, write down the day and time of the phone call.
Example: “Name: John Johnson”, “Job title: Mental Health Coordinator”

Name:

Job title (if it's
relevant):

Phone number:

Day of call:

Time of call:

-
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What do | want to say?

Write about what you want to tell people in your phone call. Example: “The
house | live in now is too cold and unsafe”

What do | want to happen?

Write about what you want to happen on the phone and afterwards.
Example: “| want to know if | can repay my debt in instalments”

Things | do not want to happen:

Write about what you don’t want to happen in the phone call. Example “I
don’t want to be told ‘no’ when asking for support”

-
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Actions/Outcomes:
Say what needs to happen after the phone call. Also say what has happened
and when it was done by. Use the columns below to write them down.

Actions - What has happened e.q. “Fill | By whom and when e.q. “By my
in an application form” advocate - on Friday 19th February”

Notes: Write down anything else important that you think
should go here. Example: “Check my bank balance to see if |
have been paid”
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4. Please Take Note: Part 1

How to use this document: Write about an issue you need help with. This is
to give to an organisation or service you want to access or get help from.

Say what you want the person you need help from to know. Say what you
would like to happen after they read your note.

At the end of Part 1, there is a section about who you want help from. If you
need support from someone, this is really useful.

My name:

Date of note:

Time of note:

To: (The person
the note is for)

Job title:

Company/
organisation:

What | would like you to know:

In this bit, say what you want people to know about what you want and need.
Example: “I need to access counselling to help me understand my autism”

-
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What | would like to happen and by when:

In this bit, say what you want to happen. Then, say when you would like it to
happen. Example: “I would like to move to a new house in six months”

Who | would like to help me with this:

In this bit, say who you want help from to achieve your goal/goals. Example: I
need a support worker to help me access mental health support”

Please signh and photocopy this sheet for my file:

Your signature:

Job title:

Date:
]
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4. Please Take Note: Part 2

How to use this document: If you are working with someone using Part 1 of
this tool, please use it to make sure their wishes are met.

Use this part of Please Take Note to write down what you have done for them.
It should be based on what they have told you in Part 1.

Write any actions you need to take. Then, write any results or outcomes
based on those actions.

Please only use Part 2 if you are a professional working with the person who
filled in Part 1.

Staff member
name;:

Date of note:

Time of note:

Client name:

Actions taken:

In this bit, say what has been done based on the notes in Part 1. Example:
“The client has been given information about a local food bank”

-
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Results/outcome:

In this bit, what has happened after your actions. Example: “After answering
the client’s phone call, | have given them details to join a Zoom group”

Please signh and photocopy this sheet for my
file. Then, give this copy back to the client.

Your signature:

Job title:

Date:
]
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Formal complaints process chart

You have a problem with
your health or social care or with
the services an organisation is
providing you.

Try to speak to someone informally

Yes Is your problem resolved?

¢0

Make a formal complaint

Yes. | Is your problem resolved?

No

v

Complain to an Ombudsman or Oversight Body

Is your problem resolved?

_Yes™ “No__

End of complaints process Take legal advice
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5. Complaint Template

About this document: This is a template to help you write a complaint. It
could be for a service you have used that did not help you.

It is set up like a letter. You can send a completed one to a service you want
or need to complain about.

The start of the letter

At the start, there is space for your address. There is also space for the
address of the person or organisation you are complaining about.

After that, there is space for you to start the letter. It begins with “Dear...”. In
this bit, you should write their name e.g. Mr. Smith.

The line below should say what your complaint is about. At the start of the
letter, you should say what you are complaining about in more detail.

Please find an example below of what the start of the letter could look like.

01/02/2021 01/02/2021
Mr Peter Petersen Dr N Smith, GP
12 Street Road Streetville Medical Practice
Streetville 26-28 Street Avenue
West Yorkshire Streetville
LS45 1HW West Yorkshire
LS45 OMB

Dear Mr. Smith
Ref: Complaint regarding being given the wrong medication

| am writing to you in order to make a complaint about being prescribed the
wrong medication for my asthma.

-
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What you want to say next

After the first bit of the complaints letter, you should go into detail about your
complaint. Here are a few tips to help with that, with some examples:

e Use facts to back up your complaint. Try to sound calm and avoid using
words about your feelings. If it helps, use bullet points for each fact.

o Example: “| felt that | was made to wait too long for an appointment. |
was promised | would be seen in 10 minutes. | waited 45 minutes.”

e Say what exactly went wrong. Say what has or has not happened. Say what
has happened because of the problem. Bullet points can help.

o Example: “The medication | got didn’t work for my arthritis. | was told
by my GP that it would work.”

o Add times/dates for when specific things happened. Names of key workers
and others involved can help. Say who told you and what they said.

o Example: “At 1pm on Monday 1st March, | was told to leave my home.”

o Write down any information you were given before the problem happened.
Say what you were told to expect, if it's useful.

o Example: “Housing said | would be on the waiting list for a month.”
e Say what you have already done to try and fix the problem.

o Example: “| tried to space out my doses, but it did not work.”
o Add any copies of important letters, documents or evidence you have.

o Example: A photocopy of the letter with your first meeting date
e Say what you want to happen and when to fix the problem.

o Example: “| would like a new appointment by Friday 26th February”

-
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The end of the letter

At the end of your complaint letter, think about writing in a friendly way. In it,
say that you hope to hear back from them soon.

It should not have too many words it. Before writing your name at the end, it
might be worth saying something like “Yours sincerely”. This makes it more
likely that you will get a reply to your complaint.

You should end any complaint letter with your name. This makes it look more
professional. It also makes it more likely that you will get a reply.

Here is an example of what you could write at the end of your complaint:

e | would be grateful if you would respond to me in writing at the above given
address to confirm receipt of this complaint at your earliest convenience.

| look forward to hearing from you in the very near future.
Yours sincerely,

Your name goes here

Template letter examples

Citizens Advice have some examples on their website of template letters used
for things like complaints.

Their template letters can be used for many different types of complaint you
may need to make.

Templates are there for complaints about services and things like money,
energy and faulty goods.

You can download them for free at these links:

o https:/Iwww.citizensadvice.org.uk/consumer/template-letters/letters/

o https://Iwww.citizensadvice.org.uk/resources-and-tools/
list of sample letters/

-
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Complaint template: How it looks

Date and Year Date and Year
My name Mr/Mrs/Ms/Dr. Specific Person
Address line 1 Job title
Address line 2 Address
Postcode Address
Postcode
Date
1D

Ref: Complaintregarding .........ccooeiiii i
| am writing to you in order to make a complaint about;

o Use facts to back up your complaint. Try to sound calm and avoid using
words about your feelings. If it helps, use bullet points for each fact.

o Say what exactly went wrong. Say what has or has not happened. Say
what has happened because of the problem. Bullet points can help.

e Add times/dates for when specific things happened. Names of key workers
and others involved can help. Say who told you and what they said.

o Write down any information you were given before the problem happened.
Say what you were told to expect, if it's useful.

e Say what you have already done to try and fix the problem.
e Add any copies of important letters, documents or evidence you have.
e Say what you want to happen and when to fix the problem.

| would be grateful if you would respond to me in writing at the above given
address to confirm receipt of this complaint at your earliest convenience.

| look forward to hearing from you in the very near future.

Yours sincerely,

-
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Other Self-Advocacy Resources
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The Advonet Group have made some more self-advocacy resources.
These are:

« Factsheets on benefits:
Universal Credit
Employment and Support Allowance (ESA)

« Factsheets on housing:
Applying for Council Housing
Help when you are not eligible for Council Housing
Homeless or At Risk

o Factsheets on debt:
Debt and Money
Debt Support in Leeds

« Leeds Autism AlM’s self-advocacy tools:
If you are autistic and in Leeds, you can use our Leeds Autism
AlIM service’s free resources.
These are autism alert cards, GP profiles, employment profiles and
volunteering profiles

-
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Download our resources for free at
advonet.org.uk/self-advocacy

Call the Advonet Group office from 9am-5pm, Monday to
Friday on 0113 244 0606

Email our Self-Advocacy team at
selfadvocacy@advonet.org.uk

Version 2.0 | Last updated: 10/06/2021

Our self-advocacy resources have been inspired by those made by the South West
Advocacy Network (SWAN): https://swanadvocacy.org.uk/
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The Advonet Group are an independent advocacy charity based in Leeds, West Yorkshire.
Registered Charity No. 1126132. A registered company in England and Wales, no. 04229975
Address: Unity Business Centre, 26 Roundhay Road, Leeds LS7 1AB

The Advonet Group | Self-Advocacy Toolkit | Page 21 of 21



