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Introduction  

There are many different reasons why service users do not attend their first appointments or fully engage 

in treatment. This project demonstrates how ‘peer mentors’ or ‘advocates’ can be successfully used to 

help service users take the initial steps into treatment and to utilise services to maximise their opportunity 

for recovery.  

 

Aim 

The service user engagement project was designed to improve service user engagement in the treatment 

process and aid long term recovery. 

Objective 1: 

A focus group of ex-service users identified what was daunting about first appointments. They were also 

asked for solutions to these issues and feedback included the idea of using ex-service users to greet and 

work with new service users at the Beresford. Ex-service users or ‘peer mentors’ on honorary SLaM 

contracts are now based in reception to answer questions and give service users advice about initial 

treatment processes. 

Objective 2:  

Peer mentors, as well as volunteers, now phone new service user to remind them to attend their initial 

assessment appointments and answer any general queries. Research has shown that interventions like 

this increase attendance at first appointments. During these phone calls, service users are able to re-

book these appointments if necessary. All outcomes from these contacts are passed onto key workers.  

Objective 3:  

Volunteers or peer mentors are also there to support service users attending other external appointments 

such as those with their GP, day programme or benefits offices etc.  

Objective 4:  

There is now an NHS Mail text messaging service at the project so text messages can be sent from 

SLaM computers to service user’s mobile phones. Once peer mentors have SLaM email access they will 

be able to remind service users of appointments and other events such as taking their prescribed 

medication. 

 

Other initiatives at the Beresford Project involving peer mentors include:   

 Video role plays to enhance training materials 

 Co-facilitation of academic and local clinical training 

 Development of a Beresford service user group 

 Creation of resource materials / room at the Beresford 

 Developing links with community projects 

 Supporting clients in preparation and through inpatient and community detox 

 Attending business meetings / training events at the Beresford 
 

Guidance and recommendations for Service Line Managers and Team Leaders 
To use and adapt this successful four stage programme to improve numerous service user 

engagement and involvement initiatives in your teams. 
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Ex-service user programme to improve treatment  

engagement and utilisation at the Beresford Project (Greenwich) 


