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High Impact User Team Terms of Reference

1. General

These terms of reference set out the purpose, membership and responsibilities of the High Impact User team.

2. Purpose

2.1 To identify people presenting as High Impact Users to the emergency department.

2.2 To identify the causes of frequent attendance to the Emergency Department.
2.3 To inform staff and address these needs through the formulation of a Personal Support Plan (PSP) for use in the Emergency Department.
2.4 To monitor and update existing PSP as required/annually.
2.5 To liaise with other specialist teams and organisations to formulate support plans for High Impact Users.

3. Membership

3.1 The core membership is:

ED Consultant

ED Matron(s)

High Impact User Coordinator(s)

HIU administrator
3.2 Other colleagues from supporting/associated organisations will be invited to contribute where appropriate and with their agreement. Please see appendix 1 below for a list of potential stakeholders to the HIU team.
3.3 High Impact User Meetings will be held once a month.

3.4 Meetings will be held to provide updates and discussion about a set list of High Impact Users

3.5 The agenda for the meeting will be written in advance by High Impact User Coordinator. Minutes will be taken and shared with participants after each meeting.
3.6 Meetings may be held more frequently if deemed appropriate.

4. Structure
4.1 High Impact user will be identified via number of attendances list or referral from self or MDT.
4.2 Patents will be Triaged using toolkit to assess priority of PSP formulation
4.3 Thorough check of records and notes available.

4.4 Letter sent to service user to inform of process and invite contribution to PSP by means of questionnaire or meeting.

4.5 Letter sent to GP to invite contribution.

4.6 Liaison with internal and external teams to identify needs and solutions.

4.7 Creation of PSP.
4.8 Creation of Verification of PSP by other members of immediate team.

4.9 PSP uploaded to medical record and Connecting Care to be accessed by staff in the Emergency Department as appropriate.

4.10 PSP shared with service user via letter or meeting.
4.11 Please note PSPs can be created without seeking input from the patient if the patient lacks capacity, or there are safety concerns.

Appendix 1 – Potential HIU stakeholders:
1. HIU Patients and carers

2. Internal staff

ED staff

IDVAs 

Homeless health

Drug nurses

Alcohol nurses

Psychiatry Liaison

LD nurses

Epilepsy Nurses

UHB police

Security 

Medical Specialties e.g cardiology, respiratory, ITU

MUPS clinic

IT and informatics

Legal services 

Palliative care

3. External health

Primary care

CMHS/AWP

SWAST

ROADS

BDP

4. External others

Avon and Somerset Constabulary 

Fire Service 

Adult and Paediatric Social Care 

Bristol CCG

Golden key schemes

The Sanctuary 

Council (housing)

Probation services 

Bristol Streetwise

St Mungos

ACE team 

Other local ED HIU teams 
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