
Peer Experience Listening

We are looking for people who have a lived experience 
of using our services either as a carer or service user. 
If you have an interest in helping us improve and develop 
our services and would like to gain experience of listening 
to others and hearing their stories then peer experience 
listening could interest you ! 



Who are we?
Peer Experience Listening is a unique 
approach to service improvement that 
directly involves service users and carers. 
This innovative project is led by individuals 
with a lived experience of mental health 
services, either as a service user or as a 
carer.  Peer experience listeners gather 
information from their peers for the purpose 
of improving the service user and carer 
experience.

We believe that a peer experience listener 
has an enhanced understanding of what 
either a service user or carer has experienced 
and can listen non-judgmentally, sensitively 
and empathetically to gather information 
about those experiences. Shared experiences 
can create a strong link and allow for the 
creation of a healthy and mutually supportive 
environment for either a service user or a 
carer to express themselves honestly.

“ Together we help others to listen”
Peer Experience Listener - Stewart Moss



All projects that are undertaken by the peer experience 
listening team are co-produced with the listeners themselves. 
HPFT recognises the power of expertise gained through 
experience. Our listeners are involved in every step of the 
journey to ensure that the information that is being gathered 
is relevant and captures the true experience of service users 
and carers.

Since the project started in 2010 Peer Experience Listeners 
have supported over 500 people to feedback about their 
experience of mental health services - by giving them time 
to talk.  These stories have provided valuable information on 
how we can improve and develop our services.

The scheme has involved various Trust services and has gathered 
feedback in areas including:

Mental Health Helpline

Carer Experiences

Acute Adult Inpatient Care

Host Families

Mental Health Act (1983) Assessment

Safety on Units 

Dementia Carers Support Service 

Street Triage 

Improving Responsiveness of Community Services 

Through these pieces of work Peer Experience Listeners have 
been able to directly engage with service users and their carers 
across various settings, giving them a stronger role in service 
development.
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What skills are required to become a 
Peer Experience Listener?

Welcoming
It is essential to be open, approachable, polite and courteous. 
We value diversity and individual differences and most 
importantly we want our service users to be valued as an 
individual.

Kind
We communicate with empathy and compassion, we show 
kindness and understanding, and we value and appreciate 
one another in order to show our service users that they are 
cared for.

Positive
We have a positive and encouraging attitude, we involve people 
as equals, sharing ideas, choices and decisions, and we are 
supportive and flexible to allow service users to feel included.

Respectful
We respect dignity and privacy, we are reliable and trustworthy, 
and we work in an open and honest way to ensure that service 
users are both listened to and heard.

Professional
We behave in a safe, calm and reassuring way, we are 
consistent in our approach to Peer Experience Listening, 
and we are interested in improving and learning. We strive to 
ensure that service users feel safe and confident.



Who will I be working with?
You will be working with a diverse range of individuals; no 
two projects will be the same. On some projects you will be 
listening to service users that have had an experience of 
mental health services and on others you may be listening 
to carers. Versatility is essential in all of the listening 
projects and the variability of who you work with will allow 
you to develop your own personal and communication 
skills; as well as giving you great experience of working 
with a diverse range of individuals.

You may interview individuals who are currently an inpatient 
or you may conduct interviews out on the community. For 
these interviews you will work with another Peer Experience 
Listener so you will not be working alone. On occasion, we 
do conduct interviews over the telephone depending on 
the needs of the service user or carer. 

What is the level of commitment 
required?
You can commit as much or as little time to suit your lifestyle; 
due to the nature of the projects they will run for a period of 
time so listening will be required on an ad hoc basis. We hold 
a Feedback and Improvement Group  which is an opportunity 
to link in with other Peer Listeners and discuss projects. This 
meeting occurs once per month for 2 hours. Time and travel 
expenses are paid for this meeting. 



What about training and support?
You will be fully and comprehensively trained before you go out 
to listen on a project, for the final stage of your training you will 
shadow another listener for a period of time too. Training will be on-
going dependant on the range of projects that we have available.

We have group meetings where you can get together with other 
listeners and discuss your experiences of listening with one 
another. The Peer Experience Listening project co-ordinator and 
project support worker will also be available to provide support 
when required. HPFT is committed to training and developing all 
staff and involvement workers. 

Are payments offered?
If you wish to claim payments these are currently offered in the 
form of involvement payments direct to your bank account.   
Your travel expenses are also reimbursed. Travel expenses to 
attend training are paid but you do not receive any involvement 
payments for attending. 

Please speak to Rebecca Stern or Caroline Logan for further 
information. 

How long can I be a Peer experience 
listener for?
There is no time limit on how long you can be a listener for; Peer 
Experience Listening is a great way to develop your own skills and 
to gather experience that can be applied to other areas of your life 
such as employment. If you are interested in paid employment the 
project workers can sign can post you to the right services. 



Am I an employee of the Trust?
Peer Experience Listeners are not employees of the Trust. 

Where can I go from here?
If you wish to become involved and to find out more about the 
projects we are currently running then please get in touch with us. 
You will need to complete an application form and meet with the 
project workers who will go through any questions. As a standard 
procedure you will be required to complete a DBS check prior to 
starting. 

Who do I contact for more information 
and to get involved?
Rebecca Stern, Peer Experience Listening Coordinator
Email: rebecca.stern@hpft.nhs.uk
Tel: 07788 586 243

Or

Caroline Hogan, Peer Experience Listening Project Worker
Email: caroline.hogan@hpft.nhs.uk
Tel: 07825 713 955

Inclusion and Engagement Team                                                                                                                               
99 Waverley Road
St. Albans
Herts AL3 5TL



Hertfordshire Partnership University NHS Foundation Trust 
works toward eliminating all forms of discrimination and 

promoting equality of opportunity for all.

We are a smoke free Trust therefore smoking is
not permitted anywhere on our premises.
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