

Talking Points (formerly UDSET) has been developed to place the outcomes important to service users and carers at the centre of community care in Scotland.  Outcomes in this context are understood as the impact of services and support on individuals, and the approach involves working with users and carers to achieve the goals that matter to them.  Talking Points builds on research at York University (Qureshi 2001) and Glasgow University (Petch et al 2007), and is based on two frameworks of outcomes, one each for service users and carers. Outcomes should underpin each stage of the assessment and care management journey.  As well as improving outcomes for individuals and ensuring the relevance of support, the approach captures valuable data for planning and improving services.                                       
Table 1. Outcomes Important to Service Users

	Quality of Life
	Process


	Change

	Feeling safe

Having things to do

Seeing people

Staying as well as you can be

Living where you want/as you want

Dealing with stigma/discrimination
	Listened to

Having a say

Treated with respect

Responded to 
Reliability
	Improved confidence 
Improved skills

Improved mobility

Reduced symptoms


Table 2. Outcomes Important to Unpaid CarersEmma insert table 2 here
	Quality of life for the cared for person
	Quality of life for the carer
	Managing the caring role
	Process

	Quality of life for the cared for person
	Maintaining health and well-being

A life of their own

Positive relationship with the person cared for

Freedom from financial hardship
	Choices in caring, including the limits of caring 

Feeling informed/ skilled/equipped

Satisfaction in caring

Partnership with services
	Valued/respected and expertise recognised

Having a say in services

Flexible and responsive to changing needs

Positive relationship with practitioners

Accessible, available and free at the point of need


Partnerships have developed assessment, care planning and review tools based on the Talking Points outcomes. Staff can work with individuals at the assessment stage to identify the outcomes they want to achieve, and these are recorded in the care plan which is later reviewed. Staff have fed back that focusing on outcomes provides greater clarity in working with individuals and families, particularly where outcomes have been negotiated, agreed and recorded at the outset. In some cases, it can be easier to identify when it is appropriate to disengage or reduce the level of involvement, as key outcomes are achieved. 

Most partnerships have included both qualitative data and quantitative data (in the form of scale measures) in their outcomes focused tools.  While the quantitative data provides a means of quickly identifying trends in outcomes, the qualitative data has been prioritised to ensure that the views of the person are central; because of its capacity to explain what is working and what is not. Work has already progressed in some areas to aggregating data on user and carer outcomes and in making decisions about service provision based on the information generated. Work is now underway on identifying how user and carer outcomes can be built into contract management and commissioning processes, to support provision of more personalised services with improved capacity to deliver outcomes for individuals.  
Talking Points has been developed alongside the new National Minimum Information Standards (NMIS), and both Talking Points and the NMIS are key components of the outcomes approach to Community Care.  It is intended that the performance management aspects of Talking Points will continue to develop in collaboration with the new Community Care Benchmarking Network, which all partnerships in Scotland have agreed to set up and run.  
Information on the Talking Points approach is available on the JIT website.  A range of support materials are available, including information for service users, carers and staff, evidence and learning from practice, sample tools and information to support data management.  The three reports referenced below can be found there. Digital stories have been made to support the Talking Points approach, with some available on the website and copies of a special collection available on request from the JIT.  
http://www.jitscotland.org.uk/action-areas/user-and-carer-involvement/ 
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