What leaflets do you need to display ready for your Care Quality Commission assessment?
When the Care Quality Commission (CQC) decides to book a site visit with health or social care providers, they will carry out a number of tasks:

· They will take a look at the site itself

· They will speak to the registered manager for the site, with staff and possibly with service users

· They will check that the required documentation is all in place

· They will look to see that key standards are being adhered to, with regard to health and safety, infection control, same sex accommodation, data management etc

· They will ensure that patient information is accurate and readily available

So what form of patient information do you need to be able to demonstrate as part of your CQC assessment evidence? 

There are the obvious items. Consent information should clearly be provided to any patients who would be required to give their consent for the completion of a procedure. This information may also need to be provided to patients’ carers. You should also provide patients with information about any procedure that they are going to have to undertake. However there are a number of patient-focused leaflets that the Care Quality Commission inspectors would expect to see in all health or social care facilities. These key leaflets are:

· An abuse leaflet

· An advocacy flyer

· A leaflet on quality

· A complaints leaflet

It is no good producing these leaflets and then filing them away in a folder somewhere, ready to provide to the CQC assessors should they happen to pop in. No, the CQC wants to see that this information is readily available to patients at all times, and so it is not only important to produce the leaflets in the first place, but also to have them displayed at all times.

So what are the key pieces of information that need to be included in each of these important patient-facing leaflets? Let’s take a look at each leaflet in turn:

An abuse leaflet should be aimed at patients or vulnerable individuals who may be suffering from any type of abuse. The leaflet should be geared up to encouraging individuals to ‘say no to abuse’. The key points that should be included in the leaflet include; a definition of the different types of abuse, what an individual can do if they are suffering from abuse, where the abuse can be reported, and the process that takes place after the abuse has been reported.   
An advocacy flyer should provide details of local and national advocacy services. It should include a definition of what advocacy services are as well as the contact details of relevant advocacy service providers.

A quality leaflet should look at the NHS’s overall driver to improve the quality and patient’s experiences of services provided by all health and social care organisations. The national NHS quality programme, called QQUIP, provides useful patient-facing leaflets that you might want to take a look at.

A complaints leaflet should be localised for each site that you operate your services from. It should explain to patients and carers the fact that you recognise the importance of patient feedback, and then clearly outline the process that a service user should take if they wish to make a complaint about any element of your service. 
