
Service User, Carer, Staff & Community Partner 
Involvement Code of Conduct

This Code of Conduct explains the behaviours we all agree to so that everyone 
feels respected, included, safe and supported. It helps Service Users, Carers, 
Community Partners and Staff work together openly and with confidence as part of 
[Project/Group name], building trust and making sure everyone has a positive and 
meaningful Involvement experience.

Health & Social Care Standards and Values: Act in line with HSC values 
— Working Together, Excellence, Openness & Honesty, and Compassion — 
and follow relevant organisational policies such as Safeguarding, GDPR and 
Information Governance.

This Code of Conduct applies to all Service Users, Carers, Community Partners 
and Staff who take part in any aspect of [Project/Group name], including meetings, 
including meetings, workshops, engagement sessions and any related discussions 
or communications within [Organisation].

Purpose (Why):

1) Core Principles:

Scope:

Respect and dignity: Treat everyone politely. Value people’s experiences 
and opinions. Do not discriminate, intimidate or use offensive behaviour. 

Inclusion and working together: Make sure everyone has a chance to 
speak and be heard. Work positively as a team towards shared goals. 

Integrity: Be honest and open about what you say and do. 

Confidentiality: Keep personal or sensitive information shared in the group 
private. 



Substance use: Don’t attend meetings if you are under the influence of 
alcohol or illegal drugs. 

Online meetings: Join from a private space. Use a plain or neutral 
background without flags, emblems or other identifiable symbols.

Respecting the process: Respect the role of the Chair/Organiser in 
managing meetings, agendas and discussions. Everyone will have an 
opportunity to contribute, but participants should follow the Chair’s direction, 
keep to the agreed agenda and allow others the time and space to be heard.

2) Expected Behaviours:

3) Boundaries & Representation:

Taking part: Try to come to meetings regularly and on time. If you can’t 
attend, or don’t feel able to take part, please let the Chair/Organiser know. 

Not for personal issues: The group isn’t the place to raise personal 
complaints, employment problems or private agendas. If you need support 
with a personal issue, the group can explain where to go for help. 

Communication: Listen carefully to others. Don’t interrupt. Use respectful 
language and give helpful, constructive feedback. Stay focused on the topic 
being discussed. 

Be clear about whose views you’re giving: Only speak on behalf of the 
group or organisation if you’ve been given permission. 

Confidentiality in practice: Don’t share anyone’s personal information, or 
any group discussions or meeting papers, outside the meeting unless the 
Chair/Organiser has agreed to it. 

Otherwise, make it clear you’re sharing your own personal views and lived 
experience.

No recording: Don’t record or take photos during meetings unless the 
whole group has agreed.



4) Conflict of Interest:

6) Gifts & Benefits:

5) Health, Safety & Infection Prevention:

A Conflict of Interest happens when something in your personal or work life could 
influence or appear to influence what you say or do in the group in a negative way.

If you are unwell, please don’t come to the meeting. This includes if you’ve had 
diarrhoea or vomiting in the past 48 hours, have a sore throat, flu-like symptoms, 
COVID-type symptoms, an undiagnosed rash, or any infectious illness such as 
chickenpox, shingles, mumps or measles.

Examples: using your position for personal benefit; doing something that 
goes against the project’s aims; sharing confidential information to help 
yourself or someone else.

Do not accept gifts for your personal benefit. 

What’s expected: Tell the Chair/Organiser as soon as you realise there 
may be a conflict. Avoid situations where you can’t be impartial.

Declare any gifts/favours received to the Chair/Organiser. 

If you don’t declare a conflict of interest, your involvement in the project may need to 
be reviewed. If you are unsure please contact the Chair of the group.



7) Raising Concerns & Conflict Resolution:

9) Addressing Breaches:

8) Support & Debrief:

Raising a concern will not negatively affect your involvement.

If someone does not follow this Code of Conduct, the Chair or Organiser will review 
and may take appropriate action.

If you see, hear or experience something upsetting during your Involvement, you 
can ask the Chair or Organiser for a debrief. This is a chance to talk about what 
happened and discuss any support you might need.

Informal resolution: Raise with the Chair or Organiser in the first instance.

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.

Further support: Contact the [Organisation] Involvement Team if needed.

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.

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.

Formal route: Use the organisation’s complaints process if concerns 
remain



10) Commitment & Acknowledgement:

By joining [Project/Group name], you agree to keep to this Code of Conduct within 
the [insert organisations name] 

Name (please print):

Signature:

Date:

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.

Appeal: A participant may appeal a decision to remove them from the group 
by writing to a nominated senior representative within 14 days of being 
notified of the decision.



Code of Conduct:
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



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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