
Guidance for Staff: 
Using Key Documents to Support Involvement Work

1. Purpose of this Guidance

This document explains how to use three key documents to support meaningful, safe and 
effective involvement with:

The three documents are:

Terms of Reference (ToR), Code of Conduct & Conflict of Interest Form

Together, these helps ensure Involvement is:
•	 Clear and structured
•	 Respectful and inclusive
•	 Open, fair and transparent

Involvement Support: If you need help using these documents:
•	 Contact your Involvement Team

Key Messages for Staff leading on the Involvement project:
•	 These documents are practical tools, not just paperwork
•	 They should be actively used, not filed away
•	 Most importantly, they ensure that Lived Experience genuinely 

shapes services and outcomes
•	 They help create: 

	o Safe spaces, Equal voices & Better decisions

Service Users Carers Staff
Community and 

Voluntary Partners



2. How the Documents Work Together

3. Using the Terms of Reference (ToR): What it is?

Document: What it does: When to use it:

Terms of 
Reference (ToR)

Sets up the group (purpose, 
roles, how it works)

At the start of an 
Involvement group or 

project

Code of 
Conduct

Sets expected behaviours 
and values

At induction and throughout 
Involvement

Conflict of 
Interest Form

Manages potential bias or 
competing interests

Before and during 
Involvement activities

The ToR is the foundation document for any Involvement group. It explains:
•	 Why the group exists,
•	 What it will do,
•	 How it will operate,
•	 How to use it in practice?

How to use it in practice?

Step 1: Set up the Involvement group

Use the ToR template to:
•	 Define the purpose and scope,
•	 Decide if it is a Task & Finish group, Reference Group or ongoing Forum
•	 Confirm reporting arrangements

This ensures the group has a clear role (advisory, not final decision-making 
responsibilities). 



Step 2: Agree membership

Step 3: Set expectations early

Step 4: Keep the group running well: Use the ToR to guide:

Step 5: Review regularly

•	 Ensure a mix of Service Users, Carers, Staff and or Community Partners
•	 Keep a membership record
Aim for diversity in:

•	 Attend and prepare for meetings,
•	 Share Lived Experience,
•	 Work in partnership with staff and other partners,
•	 Follow confidentiality and agreed ways of working.

•	 Meeting frequency and format,
•	 Agenda and papers,
•	 Quorum (minimum attendance),
•	 Outputs and timelines.

•	 Review the ToR at least once a year,
•	 Update if the group’s focus changes.

1. Age,
2. Background,
3. Lived Experience,

The ToR outlines what members are expected to do:

Good practice: Go through this in the first meeting or induction/ onboarding session.



4. Using the Code of Conduct: What it is?

The Code of Conduct sets out how everyone agrees to behave so that Involvement 
is:
•	 Respectful,
•	 Inclusive and open,
•	 Safe,
•	 Positive.

How to use it in practice?

Step 1: Introduce at the beginning

Step 2: Use it to guide behaviour

Step 3: Support inclusive participation

•	 Share the Code during induction or onboarding session,
•	 Explain it in plain English
•	 Ask all members to sign and agree
•	 This creates a shared understanding from the start.

•	 Treat everyone with respect and dignity,
•	 Listen and allow others to speak,
•	 Keep information confidential,
•	 Work together constructively.
•	 Refer back to the Code at meetings when needed.

•	 Encourage quieter voices to engage,
•	 Manage dominant or negative behaviours,
•	 Promote equal participation.

It helps build trust and confidence for all participants.

Key expectations include:

The Code of Conduct helps to ensure:



Step 4: Manage issues early

Step 5: Create a safe environment

•	 Transparent,
•	 Honest,
•	 Free from inappropriate influence.

1.	 Verbal reminder (informal, supportive),
2.	 Written reminder (if needed),
3.	 Pause or review participation,
4.	 Removal (last resort)

•	 Manage confidentiality,
•	 Prevent inappropriate behaviour,
•	 Address concerns safely,
•	 Keep the Involvement project moving forward,
•	 Raising concerns should not negatively affect involvement.

•	 Personal,
•	 Financial,
•	 Professional.

What it is? This form ensures that involvement is:

What is a conflict of interest?

Interests could influence (or appear to influence) their contribution in the Involvement 
project.

A conflict happens when someone’s:

If concerns arise:

Use the Code to:

Please utilise the additional guidance section in the Code of Conduct to support you 
through these key areas.

Please ensure you always:

•	 Be fair and consistent,
•	 Focus on behaviour, not the person,
•	 Offer support.

5. Using the Conflict of Interest Form



How to use it in practice?

Step 1: Ask for declarations early

•	 Ask all members to complete the form before or at the start of their 
Involvement journey,

•	 Explain why it matters (trust and fairness),

Step 2: Remind at meetings

•	 Ask for any new or relevant interests at each meeting,
•	 Especially when specific agenda items arise.

Step 3: Record and manage

•	 Keep a Register of Interests,
•	 Ensure transparency in documentation.

Step 4: Take appropriate action

•	 Allow full participation,
•	 Limit Involvement in specific items,
•	 Ask the person to step out of discussions.

Depending on risk:

Step 5: Address non-declaration

•	 Provide a reminder,
•	 Review Involvement if needed,
•	 Take further action for serious issues.

If conflicts are not declared:



If conflicts are not declared:

6. Practical Example (Putting it All Together)

1

2

3

Setting up a new Involvement group:

Running a meeting:

Managing a challenge:

•	 Start with the ToR
Define purpose, membership, how meetings will run
•	 Introduce the Code of Conduct
Agree behaviours and expectations
•	 Collect Conflict of Interest Forms
Ensure transparency from the start

•	 Use ToR → structure the agenda

•	 Use Code of Conduct → guide respectful discussion

•	 Use Conflict of Intertest process → declare and 
manage any interests

•	 Refer to Code of Conduct for behaviour

•	 Check Conflict of Interest if bias is an issue

•	 Follow agreed steps for resolution



Example guidance for a verbal Reminder for Service User, Carer, Community 
Partners and Staff.

Verbal reminder: A gentle, informal conversation to highlight the issue, 
clarify expectations, and give you an opportunity to correct the behaviour. 
This is usually the first step and aims to resolve the matter quickly and 
supportively.

Use a Verbal Reminder when:
•	 Someone’s behaviour is causing difficulty or concern for the Involvement group,
•	 Expectations may have been misunderstood,
•	 A gentle prompt could resolve things quickly,
•	 The issue is minor and this is the first time it has happened

Purpose of a Verbal Reminder: A Verbal Reminder is used to:
•	 Highlight what happened and why it’s a problem
•	 Clarify the expectations set out in the Code of Conduct
•	 Offer support and an opportunity to put things right
•	 Prevent the issue from becoming more serious

How to give a Verbal Reminder (Simple steps)

Speak privately and calmly
Create a respectful space where the person feels safe to talk.1
Describe what happened
Keep it factual and non-judgemental.
“During today’s meeting, there were several interruptions while others were 
speaking.”

2

Explain why it matters
Link it to the group’s values or Code of Conduct.
“This makes it difficult for everyone to contribute and be heard.”

3
Clarify the expected behaviour
“We ask everyone to let others finish before responding.”4
Offer support and check understanding
“Is there anything you need from us to help with this going forward?”5
End positively
“Thanks for discussing this with me I appreciate your willingness to work on it.”6

Code of Conduct



Written reminder: If the issue continues or is more significant, you may receive a 
written note outlining what happened, why it breaches the Code of Conduct, and 
what change is expected going forward. This provides a clear record and ensures 
everyone has the same understanding.

Dear [Name],

This written reminder is to record the issue that occurred on [date 00-00-0000]. 

The behaviour observed [briefly and factually describe what happened] does not meet the 
expectations set out in our Code of Conduct, specifically in relation to [reference relevant 
section, e.g., respectful communication, confidentiality, attendance, etc.].

The purpose of this reminder is to ensure we have a shared understanding of what 
happened and what needs to change. Going forward, we expect [describe the behaviour or 
standard that is required] to ensure the person can continue to participate in a positive way. 
This will help maintain a safe, and respectful environment for everyone involved.

Please treat this as an opportunity to reflect and make the necessary improvements. We 
want to support you in meeting these expectations to help ensure you also have a positive 
Involvement experience.

Kind regards,

[Name/Role/email]

What happens next?
•	 Nothing further is needed if the behaviour improves.
•	 If the issue continues, the next step may be a Written Reminder.

Example wording for a Written Reminder for Service User, Carer, Community 
Partners and Staff.



Example wording for a “Pause & Place your Involvement participation under 
review” Service User, Carer, Community Partners and Staff.

Pause & place your participation under review: If problematic behaviour 
persists after earlier steps, or if the issue is more serious, you may be asked 
to pause your Involvement for a short period. This offers time for reflection 
and helps protect the safety, respect and functioning of the Involvement 
group.

Dear [Name],

This message is to let you know that we are placing your participation in the [Name of 
Group/Activity] on pause for a short period, effective from [date 00-00-0000].

This decision has been made because of ongoing concerns about your behaviour that 
does not align with our Code of Conduct, specifically: [briefly and factually describe the 
issue or behaviour]. These concerns have continued despite earlier conversations/support.

The purpose of this pause is to:
•	 allow time for reflection,
•	 protect the safety, respect and functioning of the group,
•	 and support a constructive way forward for everyone involved.

During this pause, we ask that you take time to consider what happened and what changes 
are needed to meet the expected standards moving forward. We are happy to discuss this 
with you and offer support to help you re-engage successfully.

We will contact you again on [date or timeframe] to review the situation together and agree 
next steps.

Thank you for your understanding.

Kind regards,
[Name/Role]



Example wording for a “Removal from the Involvement group (serious/
repeated cases)” Service User, Carer, Community Partners and Staff.

Dear [Name],

This letter is to inform you that your Involvement in the [Name of Group/Activity] is being 
ended, effective from [date].

This decision has been taken following:
•	 [brief and factual description of the serious incident] or
•	 [summary of repeated breaches of the Code of Conduct, including dates of previous 

discussions and warnings/ reminders].

Despite earlier steps to address these concerns—including [verbal reminder/written 
reminder/pause & review] the behaviours of concern have continued. This means we can 
no longer ensure a safe, respectful and effective environment for all participants while 
continuing your Involvement.

Ending Involvement is always a last resort, and this decision has been made only after 
careful consideration and with the safety and wellbeing of the group in mind.

We appreciate the contributions you have made up to this point, and we recognise that this 
outcome may be disappointing. If you would like to appeal this decision, please contact 
[name/role] within the next [time period, e.g., 14 days].

Thank you for your understanding.

Kind regards,
[Name/Role]

Removal from the group (serious/repeated cases): In cases of serious 
misconduct or repeated breaches despite prior warnings, your Involvement 
may be ended. This action is only taken at a last resort and when necessary 
to maintain a safe, respectful and effective environment for all participants.
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