Booklet 1
The best way for organisations and
groups to have service user and carer
engagement.

About this booklet
This is the first booklet in a set of 3
booklets. Together the booklets tell
organisations and groups how best to
run Service User and Carer
engagement.

Booklet 1
The best way for organisations and
groups to have service user and carer
engagement.

Booklet 1 tells you what rules and
guides organisations and groups
should follow. It is quite a long
booklet.

Booklet 2 tells you how you can
recruit service users and carers to
get involved in engagement.
Booklet 2

How to recruit service users and carers
to get involved in engagement

Booklet 3 tells you how you can
reward people for their engagement.
Booklet 3

Rewarding Service Users and Carers for
their engagement
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About us
We are Wales Mental Health and
Wellbeing Forum. In this booklet we
are called the Forum for short.

We are working with the Welsh
Government to make mental health
services better in Wales.

W
We want to talk to lots of other
o
organisations and groups in Wales
a
about this booklet. For example:

•
•
•
•
•
•

The NHS
Police
Local authorities. These are also
called councils
The fire service
Care and support services
Schools and colleges.
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We want all these organisations in
Wales to use the rules in this booklet.
It will tell them how to engage with
people and co-produce properly.

Involving people
It is really important to talk to people
who use mental health services about
their experiences.

They understand how it feels to use
mental health services.

When people have had experience of
something themselves we call it
lived experience.
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A person with lived experience could
be a:

•
•
•
•

service user. This is someone who
is using mental health services

carer
person who has used services in
the past

person who has not used services
but has had mental health issues

People with lived experience are the
best people to tell us how to run
services. They can share:

•
•

what people want and need from
the service
and
how to make services better
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Engagement
Engagement is when service users
and carers work together with
organisations and groups.

Lots of people are already engaging
with mental health services in Wales.

Organisations and groups are not
always doing it well. It would be best
if we all do it well.

Organisations and groups need to
engage with a mix of different people
in the community.
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For example:

•
•
•

People from Black, Asian and
ethnic minorities
People with disabilities, learning
disabilities and/or autism
People who have different religions

The more service users who engage
with organisations, the better we can
make our services.

Different types of
engagement

1

2
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There are different ways to engage
with people. 3 of the ways are:

Telling people
This is when you tell people what is
going to happen without asking what
you think
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Consultation
This is when you ask people what
they think about ideas.

Co-Production
This means including people in new
ideas from the very beginning.
Service users and carers are equally
involved in planning how services
are run.

Engagement can just be for a short
time. Co-production is usually for a
longer time.

Most organisations hardly ever
co-produce at the moment.
We want this to change.
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We want all organisations to
co-produce more. We want
engagement and coproduction on:

•

deciding what services to give
people

•

how to run and look after services

•

writing rules and plans for services

•

planning treatment for a person
and writing care plans

•

Checking how well services work
and how well staff do their jobs

•

Staff training and employing staff
7

Who should be involved in
co-production
Service users and carers who work on
co-production are called
representatives.

A representative is someone who
speaks out for other people. They
could speak for themselves or for
other service users and carers.

An organisation may have a
co-production group. The group
making decisions will be made up of:

•

representatives who are service
users themselves. This should be
a mix of people with different
mental health needs
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•
•
•

staff from the organisation
carers and supporters
other people who have experience
of working with mental health

Everyone in the group will have
different views and ideas about how
to make the service better.

About co-production
meetings
The co-production group will have lots
of meetings. Everyone will be treated
equally.

Everyone will be:

•

respected
9

•
•

included in making decisions

responsible for any decisions or
jobs

In meetings, representatives should
feel:

•
•
•

able to ask questions and speak
up if they don’t agree

able to speak out and say what
they think, without feeling like
they are being told off

safe that what they say at
meetings will be private. It will
not affect the support they get
from services
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It is important that representative’s
vvoices are heard and are independent.
T
This means it is their own or the
representatives group’s voice. Not
what the organisation thinks.

Not everyone is the same and people
will have different views and opinions.
It is important when this happens
that everyones views are equally
important.

Representatives should get help and
support if this becomes a problem.
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Getting ready for
co-production meetings
Organisations and groups should
make sure:

•

people have everything they need
to be a representative
Things like a computer, a
telephone and anything else you
need to do the job.

•

everyone is given the same
information before meetings
This should be given out at the
same time and in a way people
can understand.

•

People should use language that
everyone understands
This means not using long words
or only language that staff
understand.
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•
•

meetings are in a good place that
everyone can get too easily. And
at a time that works well for
everyone.

representatives get training to
help them with meetings. They
should have enough time and
support to feel properly included.

People who support
engagement
Lots of big organisations like the NHS
employ engagement workers.
Their job is to support Service User
and Carer engagement.

Voluntary groups and charities are
sometimes called the third sector.
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They also support people to have their
say.

Sometimes third sector organisations
give people paid jobs as engagement
workers.
Some people with lived experience are
paid to support each other. They are
sometimes called Peer Supporters.

Engagement workers and Peer
supporters cannot be representatives,
but they can:

•
•

support Service Users and Carers
to have their own views or make
their own decisions.

help staff to think about what they
can do to make co-production
happen.
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Employing people with lived
experience in these roles is important.

But when someone becomes staff
they start to feel part of the
organisation.

It might be harder for them to see
how good the organisation is at
co-producing.

The voice of staff is really important.
But it cannot be used instead of
working with independent service
users and their carers.

When the third sector supports
organisations to engage with people,
it is important the do it well.
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We have a list of what the third sector
could do to support people to be
engaged and co-produce.

What the Forum will do
We will work with all mental health
services. Together we will write a new
plan called a Service Level
Agreement.

The plan will make sure everybody
engages with service users and carers
well.

We will :

•

train staff and organisations on
these new plans and how to
engage with people.
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•
•

check that people stick to the plan

make sure organisations who
support engagement are honest
and clear about what they do. We
will ask them to write a report
every year.

How co-production should
work in big meetings
For big meetings like our Forum and
Local partnership boards, everyone
should have the same rules.

At the moment, how the
representatives work and how long
they stay is decided by local
organisations.
This means that it is different across
Wales.
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We want to make sure the rules are
the same for all meetings across
Wales.

1

2

We think it is best for people to be
representatives for long enough to:

•

feel properly included

•

learn about the job and do a good
job

•

get to know other people who are
co-producing with them

•

pass on anything they have
learned to new people
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There must be at least 2 service users
and 2 carers at every co-production
meeting.

Decisions should not be made at any
meeting without service users and
carers.

Co-production groups need to have
lots of service users and/or carers as
members. This means if a person
cannot get to a meeting someone
else can go instead.

Having lots of representatives at the
meetings means lots of different
views will be heard.

This will help services to better
understand people’s needs.
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How many meetings people
need to go to

12
?

Representatives will come to at least
12 meetings. They will come to:

•

the first 3 meetings to get used to
their new job and settle in

•

the next 3 meetings to start to
have their say

•

the next 3 meetings to be really
involved in the work

•

the last 3 meetings to pass on
what they have learned to new
people who want to come to the
meetings
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12

We think at least 12 meetings is best.

Training
People who become representatives
will need training to help them with
their new work.

Training about things like:

•

what is co-production and what
the meetings are like

•

working together and supporting
other people in the group

•

how to listen and support other
people’s views
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•

writing reports, policies and plans

•

running training for other people

•

checking services and making sure
they work well

Support and supervision
Supervision means a regular meeting
with someone else who is more
experienced.
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Supervision meetings give
representatives a chance to talk about
their work.

Things like:

•
•
•

what is working well
what isn’t working well
any more training they may need

We think it would be best if people
who have worked as representatives
before did supervision for other
representatives.

If we can’t find local people to
supervise representatives we will have
to work out who else can do it.
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When people stop being a
representative
People should get at least 6 months
notice before their time as a
representative finishes.

Co-production groups should make
sure lots of members do not finish at
the same time.

Members should pass on information
to new members who will take over
from them.

It is important we spend time with
people before they finish.
They can pass everything they have
learned to new people who become
members.
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Rules for making
engagement and
co-production better
We expect all the organisations we
work with in Wales to follow these
rules.
We want all services and
organisations to:

•
•
•

at least once a year, check how
well engagement and
co-production are being done

make sure that service user and
carer voice is totally independent.
They are not controlled by any
organisations.

write an action plan with service
users and carers. It will say what
to do to make engagement better
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•
•
•
•

promise to give people the things
they need to co-produce properly

show how they have engaged with
people in meetings. This could be
things like meeting minutes or
agendas.

write a report every year to show
how they have engaged with
service users and carers.

work towards the idea of

nothing about us without us

This means services should never do
things that affect people without
engaging service users and carers
first.
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