
   

Understanding the experience of the service user in addressing safeguarding 

issues  

What are we doing and why? 

Salford Safeguarding Adults Board (SSAB) believes it is important to hear the 

experiences of service users who have been involved in the safeguarding process so 

that all partners can learn from the service user experience to improve our practice 

across all the partners.  This is very much in line with the Making Safeguarding 

Personal approach to safeguarding (outlined in the Care Act 2014). 

It is now part of the standard safeguarding process and detailed in section 9 of the 

adult safeguarding document that the adult and/or their representative should be 

asked routinely by the adult social care worker who led the enquiries to comment on 

their experience of the adult safeguarding process and to state how satisfied or not 

they were with the process. The data from this section is analysed to identify any 

common feedback themes and to use this to  improve the processIt is acknowledged 

however that the views of the adult when collected by the enquiry officer could be 

influenced by the fact that they are being asked to feedback their views and ratings 

to someone who is not independent and has been significantly involved in the 

process. Therefore in addition to collecting data first hand via the enquiry officer 2 

other alternative and more independent ways of getting feedback are being added to 

this 

One is that a questionnaire has been developed that can be left with the adult to 

complete and post to the engagement team after the enquiry officer has left. 

Alternatively this questionnaire can be completed and sent online to the engagement 

team. The engagement team will study the information coming back from the 

questionnaires at regular intervals and feedback to the board on any key emerging 

themes or issues as well as  generally how well or otherwise adults or their 

representatives report their experiences 

The second option is for an independent face to face interview. 

 Following a successful pilot, the SSAB has agreed that SU interviews should also 

be an on-going way to hear the SU/carer experience that can inform the 

development of multi-agency practice.  

Where appropriate, a SU or informal carer should be offered the opportunity to have 

an interview with one of the engagement team to share their experience  

They will not be speaking with people about the abuse they experienced but rather 

their experience of the safeguarding process.   The engagement officer will not know 

about the specific case of abuse and does not have access to CareFirst or case files. 

The interviews will be written up but they will be anonymised in terms of service 
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users and  individual workers. Teams and providers will be identified to enable us to 

understand patterns and themes. 

The interview will cover the following areas: 

 How involved did you feel in the Safeguarding Process? 

 Did you know what was happening throughout through regular updates? 

 How much choice and control do you feel you had about how decisions were 

made and how things were done? 

 Did you say what outcomes you wanted and were these achieved, including 

do you feel safer now? 

 What is life like now? 

 What do you feel worked best with the safeguarding process and what could  

have been done better? 

 Anything else you would like to say about the process?? 

Who is carrying out the face to face  engagement? 

The engagement will be led by Linzi Brook from the joint Salford Council / Salford 

Clinical Commissioning Group Engagement Team and carried out by members of 

the engagement team. 

Contact: Lindsey.brook@salford.gov.uk / lindsey.brook@nhs.net   212 4951 

And copy amanda.rafferty@nhs.net into the email 

Linzi is a Registered Nurse in Learning Disability and a Registered Social Worker.   

She is an experienced engagement worker and a Total Communication practitioner 

experienced in using symbols, Signalong sign ( a BSL interpreter will be booked if 

that is what the person needs) and understands how to tailor verbal communication 

to individuals’ communication needs.  The other members of the engagement team 

have specialist skills in engagement and knowledge of particular conditions and 

needs. 

Linzi will arrange for a member of the engagement team to meet with the person at a 

time and place convenient to them; any service user expenses will be paid. 

What do we need from you? 

 At the end of an enquiry consider if appropriate to offer an interview 

 Approach the people and ask them if they are willing to be involved – they do 

not have to agree.   There is a briefing sheet to help with this 

 Ensure they understand the engagement worker will not know about their 

history or the abuse they have experienced and that they are being asked to 

talk about their experience of the Safeguarding process (for some people you 

may need to remind them about the process and why it was instigated). 
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 If the person agrees to be involved complete the referral form and send it to 

Linzi Brook and Amanda Rafferty by email to give them the details of the 

individual.  This ensures the engagement team is made aware of any 

communication need and any risks they may need to know about to ensure 

they can carry out the engagement in a safe manner. 

 Make introductions between the engagement officer and the people.   For 

some people this might just be asking if you can share their contact details, 

for others it may be a face to face introduction.   You know your service users 

and your knowledge and experience will be the deciding factor as to how 

these introductions should take place. 

 Keep a log of those asked- just numbers so that we can get a view of what 

percentage of those asked wanted to take part.  

Who to choose? 

Please note in relation to the choice of cases - we are keen to get a range of 

cases and want to try and avoid ‘cherry picking’ positive outcome cases. 

Please offer this to anyone where it is appropriate.  

If you have any further questions please contact Jane Bowmer SSAB 

Business Manager on jane.bowmer@salford.gov.uk  


