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INntroduction 1.

This toolkit brings together a selection of resources that may be useful when evaluating the services you deliver
under the new Health and Social Care Standards. Its development follows on from partnership work we have been

doing In East Renfrewshire and Perth in Kinross, aiming to build an evidence base that bridges the standards with

practice in care at home settings for older people.

This version of the toolkit is designed to be tested and adapted for your organisation or services. Some of the tools

have already been adapted from their original source, however, the source has been cited. The toolkit also contains

activities that we have undertaken in previous partnership meetings as well as links to our learning from these

sessions.

Important feedback

If you do use any of the resources or adapt them to your own needs, please share them with us by
emailing: new.care.feedback@iriss.org.uk. We would welcome photographs, guotes or how you used or modified the

tools In different contexts. It's vital for us to know how you have been using them, in order to share our learning with

the rest of the sector in March 2019.


mailto:new.care.feedback@iriss.org.uk

Reproduction note

We recommend that you print or
reproduce any of the worksheets In
A3. This will give you more space to
write and plan.

Please always cite the original source
IN your reproduction.



Outcome planning 2.

Source: Helpful for seeing the whole picture

Fvaluation Support Scotland when planning interventions, changes

http://www.evaluationsupportscotland.org.uk/res or outcomes. It can be used with your

ources/226/ staff or service users.

How to use the tool:

This tool can help you to plan out an outcome or change you want to make within your service. It asks you to set
out this outcome/change at the start and then helps you to document; how you know that change is happening,

who can help you make that change, and where the change needs to happen.

The worksheet is adapted from the original Evaluation Planning Tool, designed by Evaluation Support Scotland,
but has been changed to a circular formation so you can easily see how the different steps link back to your initial

goal. A key, describing the different sections can be found on the back of the worksheet, as well as space for

jotting down any action points.


http://www.evaluationsupportscotland.org.uk/resources/226/
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Key:

Outcome: the change or difference you want to make
Indicators: how you know the outcome is happening
Collection: how to collect information about the indicator
Who: will do this

Where & when: will the information be collected

Action points



Evaluation whee| 3.

Source: This tool can be used to reflect on

Evaluation Support Scotland peoples experiences of services, or

http://www.evaluationsupportscotland.org.uk/res their own development within a

SueEsIAT) personal or professional context.

How to use the tool:

This tool should be used a number of times throughout an evaluation period, to see if anything changes.
We recommend that the tool is used at the very beginning of the process, in the middle and at the end.

It is best used on a one to one basis, allowing for a more in-depth discussion around specific topics.

The wheel is numbered 1-7, 1=poor and 7 = excellent. You can label each segment of the wheel with a different

topic or aspect of the service.


http://www.evaluationsupportscotland.org.uk/resources/411/

Ask the person being interviewed to rate the topic from 1-7, shading in the circle where their score lands. You
can then choose to discuss their reasoning for this score, and compare it to any other evaluations they may have

undertaken. It's a good way of seeing change in a visual form, and to see if any of the subjects are affecting one
another.

Discussion questions

Use reflective questions to prompt people to evaluate their scores. Be mindful of using leading or instructional

anguage. You may also want to note down any actions that are prompted by the discussion.

Examples:

What has changed between then and now to change your score?

What could we do together to change that score?

What could you do to change that score? 'g&
What support do you need in this area? v
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Evaluation wheel example for care at home service user.
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Journey mapping 4.

source: |
Helpful for seeing the whole

Pilotlight by Iriss picture of someones journey

https://pilotlight.iriss.org.uk/co- through a service.

design/tools/journey-mapping

How to use the tool:

Journey mapping gathers in-depth information about specific points of a journey through a service or an
experience. Write the name of the person whose journey you are capturing under the first icon. Using the
horizontal timeline as a guide, document important milestones in that person's journey along that line,
adding different characters in the journey underneath. Remember to name your characters! A handy

example can be found here:

https://pilotlight.iriss.org.uk/sites/pilotlight.iriss.org.uk/files/tools/User_Journey_template_example.pdf


https://pilotlight.iriss.org.uk/co-design/tools/journey-mapping
https://pilotlight.iriss.org.uk/co-through
https://pilotlight.iriss.org.uk/sites/pilotlight.iriss.org.uk/files/tools/User_Journey_template_example.pdf

Consider the entire service or experience:

1. Who is involved? Who should be involved?

2. What are the entry and exit points for someone using the service or experience?
3. What are the actions or steps that each person involved takes?

4. When do they take them?
5. Where are the gaps?

Plot all of the steps in between the entry and exit points. It can be useful to ask different stakeholders to

complete the same journey and then compare these afterwards - do the service providers and users view

the service steps differently?



Who is involved?

Timeline



Milestones map 5.

source: |
elpful for seeing the key

Co-production Project Planner by Iriss milestones of SoMmeones care

https://www.iriss.org.uk/resources/tools/co- journey.

production-project-planner

How to use the tool:

|dentify four or five critical milestones from their care journey. A 'milestone’ is a significant stage or event can be
anything from a diagnosis or accident to moving into a particular care environment or starting a new care plan.
Write these events on your milestones, cut them out and stick them along the journey timeline. You can add in
details, using the speech bubbles, to indicate how that person felt about those experiences or any other events

that led up to it. You can also add notes to mention any factors that may have affected that event happening or

anything that was done in response to it.


https://www.iriss.org.uk/resources/tools/co-production-project-planner
https://www.iriss.org.uk/resources/tools/co-production-project-planner
https://www.iriss.org.uk/resources/tools/co-production-project-planner
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| ooking at language o.

Source: Helpful to see if everyone is on the

: : bout what each of th
New Care Standards Partnership meetings ~dMme page about what each of the
principles means, and what language

Iriss
https://blogs.iriss.org.uk/scot-health-and-social- you can use to describe them when
care-standards/partnership-meeting-no-4/ evaluating your services.

How to use the tool:

This tool was developed during our partnership meetings in Perth and Kinross and East Renfrewshire. Starting
with the principles, we used this simple brain storming tool to explore what each of the words meant, and what
sort of language we could use to describe them. We found that by collectively discussing and documenting what

we thought each of these words meant, and how we could communicate their meaning to others, we could see if

we were all on the same page.

Starting with the principles in the middle, connect your thoughts to the centre using a line. On the following page

there is an example taken from the partnership meetings, and some prompt questions to get you started.


https://blogs.iriss.org.uk/scot-health-and-social-care-standards/partnership-meeting-no-4/
https://blogs.iriss.org.uk/scot-health-and-social-care-standards/partnership-meeting-no-4/
https://blogs.iriss.org.uk/scot-health-and-social-care-standards/partnership-meeting-no-4/

Prompt questions

e What do they sound like?

e \What do they feel like?

e What do they look like?
e What language would you use to describe them in everyday life?

Awareness of Time / silence Trust Not para-phrasing

failiias For further examples, please visit:
Turning up when
; Clear agrEEd Underﬁtanding
Emotional their personal .
intelligence outcomes https://blogs.iriss.org.uk/scot-health-
| Self- and-social-care-standards/

Asking them how SRR

they would like to - .

be addressed Dlgn Ity

and Respect Non-

judgemental

Quality of service

Giving choice

Listening to what's

not said
Not making
Respecting | | assumptions
; Woaorking with the
their home
Cultural / background / person Awareness of
generational values - a collaborative feelings
Contextual

Empathy approach


https://blogs.iriss.org.uk/scot-health-and-social-care-standards/
https://blogs.iriss.org.uk/scot-health-and-social-care-standards/
https://blogs.iriss.org.uk/scot-health-and-social-care-standards/

Principles

. . , Responsive ,
Dignity and Compassion Be included care and Wellbeing

respect support




Emotional touch-points /.

r : . . o
>ource Good for identifying people's
Evaluation support Scotland experiences of services and for
prompting feedback or
http://www.evaluationsuppo loct .
rtscotland.org.uk/resources/ coflecting stories.
399/

How to use the tool:

This tool can help you to identify key points in a service users journey. Similar to a journey map, it helps you to
document the different steps of that journey, but aims to encourage more of a holistic, emotive response. Using
the icons provided, work together to document the different stages of the person's journey. For example, this
could start with the referral to your services and then the subsequent interactions or steps until the present day.
When you have finished this, go to the start and talk through each of the touch points, asking wether that moment

was positive or negative and what made them feel this way. This is also a valuable exercise if you would like to

collect sound bites or stories.


http://www.evaluationsupportscotland.org.uk/resources/399/

Timeline
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Appreciative qguestions 8.

Source: . .
Good for getting direct feedback

Evaluation support Scotland about what works for people.

http://www.evaluationsuppo

rtscotland.org.uk/resources/
397/

How to use the tool:

This tool can be used as a prompt for getting direct feed back from people about what is working in a service, and
how they think you could improve it. The tool focuses on two main questions, and four questions that can be used

as further prompts to ascertain how people feel that they are being treated.

You have been provided with two worksheets that have the main focus question on them, but please use the

prompt questions to elaborate on these questions. Similar to the previous language worksheet, you can connect

your thoughts to the question, using a line.


http://www.evaluationsupportscotland.org.uk/resources/397/

What made
that possible?

What worked

well for you?

What was it about
Prompt

you that made it .
questions

happen?

What could we
2 do together to make

your experience

even better?

Who else was
Involved and what
did they do to
make it such a

SUCCESS

Who else was
involved and what
did they do to
mMake it such a

SUCCesSs









Moment mapping 0.

Source: Use this tool to record comments
_ from services users in
Evaluation support Scotland Y - A T -

http://www.evaluationsuppo
rtscotland.org.uk/resources/
355/

How to use the tool:

This tool can be used to record comments from service users, in their own words.

Using the worksheet provided, use the prompts to explore in what context the comment was said, and who was

involved. By breaking down the source and reason for the comment, it may allow you to see patterns of behaviour

or affects of the environment or circumstance.


http://www.evaluationsupportscotland.org.uk/resources/355/

Moment map

Where?

When??

Who?

M What did you see?



Choosing pictures 10.

Source: A great tool to use to encourage
a more emotional response to

Evaluation support Scotland questions, or good for service
users with different

http://www.evaluationsuppo communication needs.

rtscotland.org.uk/resources/

356/

How to use the tool:

This tool can be used on a one-to-one or group basis. You will require a selection of images or photographs that
you feel will be relevant to the situation that you are talking about. These photos should contain some sort of
action or occasion relevant to the circumstance. Using a prompt question (see the following examples) ask people
to choose an image that best represents a particular emotion, scenario or event. Using the image, ask the person
to talk you through why they chose it, and what parts of the image are communicating what they wanted to say. In
a group setting, people may have different responses to different images, but encourage people to have different

opinions and to discuss these openly with each other. The following page contains a selection of prompt questions,

but feel free to add your own.


http://www.evaluationsupportscotland.org.uk/resources/356/

EOA“ Choose a picture that

represents
your current environment.

Choose a picture that best

represents
how you are feeling today.

< Choose a picture that best
represents how you feel about the
support you are getting at the
moment.

Choose a picture that represents
your current feelings about a
situation.

Choose a picture that best
represents

how you feel about yourself
today.

Choose a picture that best
represents your relationship with a
particular person.



lmMmage worksheet
Key feedback

Stick
Image
here



Feedback 11.

It Is essential that we know how you have used the tools or adapted them.
Please feed back to us by emailing:

new.care.feedback@iriss.org.uk

For more Information or updates on the project, please visit:

https://blogs.iriss.org.uk/scot-health-and-social-care-standards/


mailto:new.care.feedback@iriss.org.uk
https://blogs.iriss.org.uk/scot-health-and-social-care-standards/

