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Ensuring Lived Experience is
heard, valued, and acted upon

Introduction

From improving services, understanding our impact and campaigning for change, involving
a diverse range of people with Lived Experience is important, and powerful, in making
sure what we do as an organisation best meets the needs of our Service Users and

Communities.

This policy document sets out why and how we involve people with Lived Experience in
shaping our work. This includes outlining opportunities to participate, how best to recognise
and reward involvement, and provides links to tools to support service managers in the
practical implementation of this policy and accompanying delivery processes.

‘It’s validating to have my voice heard, create some
positive change, meet people who have had similar
experiences and give back to the organisation that
supported my recovery’ - Solent Mind Service User




Objectives, Definitions & Delivery Principles

2.1 Solent Mind is here to make sure that anyone with a mental health problem has
somewhere to turn to for advice and support.

To do this we must understand the needs of people with a variety of Lived
Experience, which we define as knowledge and experience gained by living through
something or with an ongoing condition, from a diverse range of backgrounds to
participate in and influence our work.

2.2 We want people with Lived Experience to be involved across every level of our
organisation. We will create opportunities for them to work in partnership with us
and other stakeholders to share decision-making power in an authentic way, that
creates meaningful and lasting change within our organisation and the communities
we support.

2.3 Solent Mind define Lived Experience Leadership as, ‘The development and
promotion of opportunities in which a diverse range of people, with lived experience
of mental ill health, influence Solent Mind’s work at all levels. This recognises that
people want to take part in a variety of different ways and there is not a ‘one size fits
all’ approach.’

2.4 Our delivery principles are:

® Involving people with Lived Experience in our work is everyone’s responsibility and we
will build participation and influencing opportunities into everything that we do.

® We will reward people for sharing their skills, knowledge and experience, and support
them to develop further and build confidence as part of this process, including planning
our budgets to renumerate people fairly for certain types of participation.

@ No one person’s views are more important or valuable and we want to hear from and
work with everyone who would like to participate to help make our work more impactful,
including people from marginalised communities who do not commonly engage with
mental health services.

@ We understand the vulnerability required and the emotional risks of sharing Lived
Experience and will take steps to support and safeguard people in doing so safely.




How we do this

3.1 Every staff member at Solent Mind will have an appraisal objective about Lived
Experience participation and involvement to ensure this work in embedded across
every level of the organisation and delivered in every service or support team.

3.2 The Central Service User Forum Members, Senior Leadership Team and Trustee
Board are responsible for championing this work, with the Impact and Inclusion
team supporting delivery across organisational services.

33 Our teams will work towards involving Service Users, or others with Lived
Experience, in our work through the following ways:

@ Running monthly Service User Involvement Groups at an individual service, regional area
and central organisational level.

@ Gathering Service User impact data and case studies when they use our services.
@ Including Service Users on staff recruitment processes and interview panels.

@ Inviting Service Users to attend workshops to co-produce new, or improve existing
services, and input into service retender processes, offering options to input via surveys
or one-to-one interviews to those that are unable to attend in person.

@ Having Service User representation at Trustee Board meetings.

@ Co-producing key strategic ideas and documents, such as our organisational strategy,
service delivery principles, communications and fundraising approach.

® Becoming a Solent Mind Member, to help make decisions at our Annual General
Meeting.

® Speaking opportunities for people with Lived Experience to share their stories and
influence our organisation, partners, funders and other stakeholders.

@ Other opportunities that arise to champion the voice of Lived Experience and the needs
of our past, current and future Service Users.

@ Service Users may also want to participate in volunteering or fundraising opportunities
where Lived Experience is not a pre-requisite for the role.

® We welcome applications to join our staff teams from people with Lived Experience and
hope to support them in gaining successful employment by enabling them to develop
relevant skills and experience through Lived Experience participation opportunities.




Where possible we will offer all opportunities to get involved in multiple formats to
accommodate access needs and prevent digital exclusion. We will always feed back on the
impact and outcome of any work to all of the participants.

A series of delivery tools are available at the end of this document and on the Impact and
Inclusion area of the intranet to support our staff in delivering these opportunities.

The Impact and Inclusion Team can also provide additional guidance and delivery support
and can be contacted at livedexperience@solentmind.org.uk

Impact Measurement

41 All Heads of Service will produce an annual influence and participation plan for their
area in partnership with their Service Managers, Staff, and Service Users with Lived
Experience.

4.2 This plan will include setting appropriate objectives and impact measures for each
activity, designed in partnership with Service Users. Solent Mind staff will ensure
there is a process to feedback on progress towards these objectives and impacts
with the people with Lived Experience involved in the co-production or consultation
on each piece of work, celebrating achievements through other communications
channels, such as social media and our Annual Review, where appropriate.

4.3 Each service will record and report on the number of Service Users or other people
with Lived Experience that get involved with influence and participation
opportunities in their service area as part of the quarterly reporting process. The
demographics of these people will also be recorded and reported upon (where the
individual agrees) to ensure Solent Mind can understand who is influencing our work
and how representative this is of our communities. This data and accompanying
feedback and case studies will be reviewed by Service Managers, Heads of Service
and the Senior Leadership Team. Tools to support Service Managers and staff with
these reporting processes can be found on the intranet.

4.4 We will report on Lived Experience involvement and participation at an
organisational level as part of the Mind National Quality Mark accreditation

process.
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Types of Participation and Co-Production

Participation, influence and co-production can operate at many levels: strategic, service
design and development and individual project contributions. There is value in people with
Lived Experience participating in all of these ways, which gives them different levels of
power and influence, and are recommended for differing types of reward and recognition.

Where an unpaid opportunity is offered at Solent Mind that does not require Lived
Experience as part of the role, this will fall under our volunteering policies and processes,
not Lived Experience Participation.

Inform

Sharing information
about proposed changes
so people understand
what they mean.

Co-production Consult

An equal partnership Sta rt Asking for people’s
where people with lived with opinions on one or

and learnt experience People more ideas or options

work together from

start to finish 9

o o

N A
A°8
Co-design

Designing with people and
incorporating their ideas
into the final approach.

Engage

Listening to people to
understand issues and
discuss ideas for change

Source: www.england.nhs.uk/always-events/co-production/
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Recognition, Reward and Payment

6.1 We recognise the strength it takes for people to share their knowledge and
experiences, and the value this brings us and our partners in designing services,
communications and policies to best meet the needs of current and future Service
Users. We want to recognise and reward this, taking into consideration the level of
commitment, skill, level of vulnerability in sharing experiences, and the individual
circumstances of each person who participates in our work.

6.2 Financial reward and payment requirements are outlined below for common
participation opportunities:

Participation Role Recommended Financial Reward

Trustee Board No financial reward — people with Service Use Experience
should be invited to join the Board as Trustees with the same
terms & decision-making powers as all Trustees to ensure equity

of power.
Lived Experience Sessional pay rate of £13.03 per hour plus an additional 12.07%
Leaders holiday pay for on-going hours with the organisation supporting

the delivery of Lived Experience Participation projects,
including: facilitating workshops, conducting one to one Service
User interviews, promoting the Service User Involvement
meetings and co-ordinating Service Users joining staff interview
panels.

Joining staff interview | £25 for 1.5-3 hours, £50 for 3-5 hours, £75 for 5 — 7.5 hours
panels, service design
and organisational co- Vouchers should not be offered in lieu of payment
production
workshops, attending
regular Service User

Involvement meetings




6.3

6.4

6.5

6.6

6.7

6.8

6.9

We recognise that each individual’s circumstances are unique and will offer the
person sharing their Lived Experience the opportunity to accept or decline the form
of recognition and reward we recommend.

The reimbursement values recommended for participation in Involvement Forum
meetings, focus groups and co-production workshops follow National Mind’s best
practice guidelines of £25 if the session takes between 1.5-3 hours, £50 should it
take between 3-5 hours, and £75 should it take between 5 — 7.5 hours and have
been benchmarked against other local offerings. All travel expenses and caring costs
associated with attendance will also be provided. A time sheet and expenses form to
support these processes on the Impact and Inclusion section of the intranet.

The Lived Experience Leader/s are required to make a more significant time
commitment, have a higher level of responsibility and bring professional skills to
support our staff in delivering participation opportunities for Service Users. The pay
structure of being employed as a sessional worker contracted at an hourly rate of
£13.03 plus an additional 12.07% holiday entitlement payment reflects other
sessional worker contracts in our organisation and will adhere to our standard
sessional worker HR processes and procedures. This is claimed using a time sheet
that, once approved by the project or service lead, should be submitted to
hr@solentmind.org.uk by the 10t of each month.

As undertaking paid work can affect people’s Universal Credit payments, every
Service User receiving Universal Credit is encouraged to contact their DWP
(Department for Work and Pensions) Job Coach to understand their individual
position and how accepting a payment may impact them. A template letter will be
made available in the Lived Experience Participation section of the intranet to
support this communication.

To accommodate the costs of payments a central budget will be made available to
fund Lived Experience Participation opportunities, and we will secure income for this
budget by including participation funding requests as part of all future tender bids.

All payments made for participation in Solent Mind work will be made directly from
our organisation and will not go through any third parties. Where we have
promoted opportunities for people with Lived Experience to get involved with
participation opportunities with other organisations, for example other voluntary
sector organisations or NHS Trusts, it will be the responsibility of these organisations
to arrange payment directly with the Service Users.

In addition to paying Service Users for their time, knowledge and experience, we will
offer a professional reference, should they wish to use it to apply for other
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6.10

6.11

employment opportunities. This reference can be requested from the key contact
person at Solent Mind who led on the participation project the person was involved
in, who can access a template reference letter from the Lived Experience
Participation section of the intranet.

Service Managers and Project Leaders may also choose to provide thank you letters
to people who share their Lived Experience to support projects or to host thank you
lunches or events alongside the above. These thank you processes will be managed
and funded at the discretion of the Service Manager and Project Leader.

Opportunities for people in our communities or Service Users to get involved with
and support Solent Mind where sharing Lived Experience knowledge and experience
is not a requirement of the role, will not follow the above and below payment
guidance and be treated as voluntary positions. Support for recruiting and
advertising volunteering positions can be sought from hr@solentmind.org.uk.
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Risk & Compliance

7.1

7.2

7.3

7.4

7.5

7.6

7.7

GDPR (General Data Protection Regulations) and Solent Mind data protection

policies and procedures must always be adhered to when collecting, storing or
sharing anyone’s personal data.

We will follow our safeguarding policy and processes whilst planning and delivering

any Service User Involvement or Lived Experience work, including carrying out an
individual risk assessment for people employed by Solent Mind within the Lived
Experience Leader roles.

If the person participating in the work is under 18 then written primary carer
consent will be sought before participation takes place.

We recognise the emotional risk of sharing lived experience and will brief all
participants on this before involvement.

There is a shared responsibility between the participant to use their strategies to
manage their wellbeing before, during and after participation and of our staff to
support the participant in getting involved safely. This support will include a
contract or ways of working agreement being shared at the start of each session,
and regular check in opportunities provided before, during and after the session (or
regularly throughout an ongoing piece of work). These processes will be applied
whether working in groups or on a one-to-one basis. We want to enable everyone to
get involved with our work and encourage participants to be as open and honest
about how they are feeling throughout so we understand how best to support them
in taking part or stepping out from a project and re-engaging at another time, should
they feel this is the best option for them.

Any physical risks involved with the participation opportunity should be considered.

Where a role requires public facing work, it is important to ask if anything is / has
taken place in potential participants’ lives that could be harmful to Solent Mind’s
reputation. Should anything be disclosed then an individual risk assessment needs to
be completed with the support of our organisational Safeguarding Lead to decide on

next steps. In most cases the participation will be able to proceed with mitigating
actions in place, however there may be occasions where Solent Mind decides it is
not appropriate to continue with the participation activity.



https://gdpr-info.eu/
https://solentmind.sharepoint.com/sites/HealthSafety/SitePages/Safeguarding.aspx
https://solentmind.sharepoint.com/sites/HealthSafety/SitePages/Safeguarding.aspx

7.8 The risks of digital participation should be considered. Zoom and Microsoft Teams
are the two preferred providers for video calling and conferencing as they are
compliant with Solent Mind’s digital security requirements.

Appendix A: Delivery Tools & Further Information

Internal Resources [documents, tools, intranet pages under construction in red]
® Lived Experience Participation Intranet Page

® Sessional hours payment application form

® Expenses form

® Service User Involvement Meeting Template Promotional Materials

® Lived Experience Participation Risk Assessment Template

® Organisational Safeguarding Information

® Service User Involvement Template Surveys, Meeting Agenda and Group Contracts
@ Primary Carer Participation Consent Form (for under 18 participation)

® Photo & Video Consent From

® Quarterly Reporting Tools & Information

The Impact and Inclusion Team can be contacted to help support your work at
livedexperience@solentmind.org.uk

External Resources

® National Mind Influence & Participation Toolkit

® NSUN (National Survivor User Network) Resources for running User-Led Groups

® NSUN (National Survivor User Network) Lived Experience Leadership Report

® SCIE (Social Care Institute for Excellence) Co-Production Guidance Information

® NHS England Co-production Information



https://solentmind.sharepoint.com/sites/HealthSafety/SitePages/Safeguarding.aspx
mailto:livedexperience@solentmind.org.uk
https://www.mind.org.uk/workplace/influence-and-participation-toolkit/
https://www.nsun.org.uk/research-resources/user-led-groups/
https://www.nsun.org.uk/resource/lived-experience-leadership/
https://www.scie.org.uk/co-production/what-how
https://www.england.nhs.uk/always-events/co-production/
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