Working with Families and Carers – Guiding Principles
The principles that families and carers can expect the Trust to follow are described below.
1. Families and carers will be treated as equal partners
a. The Trust is mindful of the imbalance of power represented by the finances, resources,
information and knowledge available to them compared to families.
b. The Trust will try to lessen this inequality by ensuring families are listened to. We will
use plain, understandable language to engage families and provide information on how to
apply for access to health and other records.
c. The Trust will have a clear policy for engaging with families and carers. This includes a
commitment to welcoming their questions or sharing concerns about the quality of care
their loved one has received.
2. Bereaved families and carers must always receive a clear, honest, compassionate
and sensitive response in a sympathetic environment
a. A human rather than clinical approach to communication is important at this time.
b. Families and carers will be treated with respect, kindness, care and compassion.
c. All communications with families will be person-centred. Challenge from families will be
received positively.
d. The Trust will make it a priority to support families and carers. It will ensure a consistent
level of timely, meaningful and compassionate engagement at every stage, including
notification of the death (and of the instigation of an investigation, lessons learned and
actions taken, where relevant).
3. Families and carers will receive a high standard of care which respects
confidentiality, values, culture and beliefs, including being offered appropriate
support.
a. The Trust will offer counselling services appropriate to their needs, or directed to
organisations that may help them through these processes.
b. All families will receive a letter from the Trust following the death of a family member in
its care. They will also receive information about bereavement support, including points of
contact for questions or concerns.
4. Families and carers will be informed of their right to raise concerns about the
quality of care provided to their loved one
a. Families will be told about the different ways they can raise concerns, and the
processes involved should be explained.
b. The Trust will adopt a just and learning culture that encourages families to raise
concerns, as they may highlight issues that may not otherwise be identified.

5. Families’ and carers’ views will help to inform decisions about whether a review
or investigation is needed
a. The family’s voice will be encouraged as part of the investigation and we will be open
and honest about our findings.
b. Families often have useful information the trust may not be aware of.
c. Where an investigation may not be pursued despite a family’s concerns, the family will
be involved in discussions about why, before the trust reaches a final decision. Families
should be told about their options to appeal the decision or raise the issue elsewhere.
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6. Families and carers will receive timely, responsive contact and support in all
aspects of an investigation process, with a single point of contact and liaison
a. Families will have consistent and clear communication from a senior representative with
authority to take decisions on the trust’s behalf. The communication will be transparent,
open and honest.
b. Timescales will be agreed with families and kept to, with any missed deadlines
explained, where possible in advance.
c. The Trust will provide families with easy-to-understand guides and checklists to explain
processes and procedures.
d. Families will be given contact details for organisations providing advocacy, advice,
information and support, in addition to support available within the trust.
7. Families and carers will be partners in an investigation to the extent, and at
whichever stages, that they wish to be involved, as they offer a unique and equally
valid source of information and evidence that can better inform investigations
a. Families will be central in investigations and treated as equals. This includes being
involved in setting the terms of reference and agreeing from the outset how they can be
actively involved in any investigation(s).
b. Families’ views will be welcomed and received positively. The trust will aim to respond
fully to points raised; where it cannot, we will explain why.
8. Families and carers who have experienced the investigation process will be
supported to work in partnership with the Trust in delivering training for staff in
supporting family and carer involvement where they want to.
a. The Trust will use families’ experiences in developing training programmes and
materials. This gives staff an opportunity to hear families’ voices and experiences first
hand.
b. The Trust will involve families in staff training. Families can tell staff about the impact of
poor engagement. This can help staff interact positively with families in future.
c. Families can help share learning, particularly when they belong to networks of other
families in similar situations.
d. The Trust recognises that reviewing and investigating deaths offers an opportunity for
learning and a key way to improve the quality of care for all service users.
e. Where the Trust receives feedback, including positive and negative comments from
families about the care and support they provide, we will share this so others can learn
from it.
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