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Listening Lounge
Making people feel welcome 

● Comfy seats (pointing to a couch or chair) 
● A choice of seating (pointing to a couch or chair) 
● Plants
● Pictures of Salford 
● Activities (pointing to darts or cards)
● Brews (coffee)
● Smell of coffee (coffee)
● Living Well Banner (Living Well Poster on wall) 
● Quiet area (quiet place to sit)
● Cosy (pointing to a rug or cushion) 
● Warm lighting (lamp) 
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A journey through Living Well

Walking 
in

Keeping in 
touch

Listening 
conversation 

Being 
introduced

Filling in My 
Story and My Plan

Listening to people's 
experiences and working 
with them to identify and 

pursue aspirations 
and strengths 

Working with 
people to 

achieve the goals 
Identifying who could help with 

this e.g. carers, family 
members, friends and 

members 
of the network. 

Developing strategies 
to improve wellbeing 

and resilience
Through exercise, positive 
activities and strategies 

to managing difficult 
emotions 

and experiences 

Building connections, 
have fun and live a 

healthy lifestyle 
Community Connectors, 

Start, RHS, 
Neighbourhood 

Teams
Strengthening 

family relationships 
with parents, partners 

or children
Dads support, Health Visitors

Encouraging 
people to build 

connections 
Through making new 
relationships, joining 

community 
activities etc

Reintegrating into 
the community after 
entering the criminal 

justice system
Probation 

Encouraging people to 
engage in peer 

support 
Both giving and 

receiving support 

Peer support
Mental health forum

Living Well 
Team

Accessing 
education and 
employment

Accessing the right 
medication and managing 

mental and physical 
health conditions 

GP Nurse, and
 advanced nurse 

practitioner

Volunteering, 
education, 

employment
Peer mentoring,  

Recovery workers, 
OTs, CVS, Start 

Forward

Specialist 
practical help for 

benefits, housing and 
legal documentation

MIND (CAB), Housing Officers, 
Salford Unemployment Resource 

Centre, Advocacy

Saying goodbye 
(for now)

Review the time spent 
together and agree how the 

person can keep in touch 
and/or come back 
whenever they like. 

Chat 
rooms

Coming 
together 

to celebrate 
successes

Salford 
Mental 
Health 
Forum

Check-ins 
from Peer 
Workers

Providing 
practical support 

for example with 
money, forms 

or letters 

Secondary 
care psychological 

therapies 
CMHT / CPN, Step 3+ 

IAPT

Working with 
people to keep 
themselves and 

others safe 

Recognising and 
acknowledging 

past trauma 
and developing positive 

coping strategies Trauma 
specific 

interventions 
CMHT, Psychologists, 

Dual Diagnosis 
Practitioners
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Understanding what would help

Being introduced
People can be introduced via another 

service or person 
(e.g. peer supporter, GP etc.)

The team bring together the information from 
the listening conversation and read about their 

history on the secondary care system.

Being Welcomed
A detailed overview of how people are introduced and 
welcomed into the Living Well team. 

People can also self-introduce 
via multiple routes - e.g. 

telephone, email, text, mobile 
app etc or walking into a 

listening lounge.

Listening 
conversation 

A peer worker calls or meets 
the person to introduce themselves 

and explains what the 
service is about. 

Do we need to prioritise this person as urgent?
 If unsure, go straight to the clinical lead. 

They, or another member of staff, uses the 
initial conversation tool to listen to the person 

and understand why they come. 

Do we need to prioritise this 
person as urgent? Is there 

anything important for us to 
talk to this person about or 

anything we need to 
know before meeting 

them?

Matching
 with your 

worker

We make our best guess as to 
who should meet the person

 and we match them 
with a keyworker or peer worker. 

The key worker then takes responsibility for 
that person and has a plan for what they 
should do if they cannot make contact.

Meeting your worker
The key or peer worker introduces 

themselves, and gives more information 
about the  offer, introduces the My Story and 
My Plan and negotiates a time and venue for 

a face-to-face conversation. 
They also email/text confirmation 

of venue and the time of 
the appointment. 

Do people want to 
start working on 
My Story My Plan 

before the 
appointment - 

If so, send 
over a 
copy. 

Starting 
My Story 
My Plan

They worker gets to know they 
person, what is important to them 

and what they would like to 
achieve through completing their 

my story and my plan. 

What does the person think would help them 
most? Do we need to introduce them to 

someone else? 



The practice model 

Solution 
focused

Trauma 
informed 
practice

Reflective
practice

Where the 
magic 
happens
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Strength based working
The way we work with people
We always look first at what people have to offer, rather their care needs. We find out 
what people can do with their skills and their resources and what contribution the people 
and communities around them can make. We make sure people are in charge of their 
lives and are treated as experts in their care.  

Solution focused approach 
The way we work with people
Our solution focused approach helps people to identify their personal hopes and 
construct solutions.  People are seen as the expert on their own life and their strengths 
and resources are explored and developed to help them to regain a 
sense of control and develop their confidence to move forward in meaningful ways.

Trauma informed practice 
The underpinning psychological framework 
A trauma informed approach is based on the understanding that most people in contact 
with services have experienced trauma. We use a trauma lens in all the work that we do 
to ensure we recognise the signs and impact of trauma. We create a culture of 
trustworthiness, collaboration and empowerment and control with the aim of building 
trust with those we work with. We also ensure that everyone feels physically and 
emotionally safe at all times.

Reflective practice 
The way the team work together 
Reflective practice is a way of thinking about or reflecting on what you do. You think 
about events, develop insights into what happened and why, and decide what you 
would like to differently next time. 

Strength 
based 

working



The way we live our values in practice 
What does this mean for the way we work with people?
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We make people feel welcomed and cared for
We are friendly, warm, honest, kind, empathetic and down to earth. We 
listen to people and build genuine relationships with them. We ensure 
people feel cared for and at ease. We get to know people as people and 
show our humanity and compassion in return.

We are transformative and help people to stay well
We help people to genuinely transform their lives so they can recover and 
stay well. We quickly work with people to take action to improve their 
wellbeing. People know that if they need us again, they can always return.

We start with people's strengths and build on these
We have a fierce belief in people. We work with people to draw on their 
strengths, skills and network to pursue their aspirations. 

We really get to know people, their story and 
aspirations
We ensure people as individuals in communities rather than just 
considering their mental health condition. We take the time to really get to 
know people and what makes them tick. We use this to shape all the work 
that we do together, using My Story and My Plan to capture and drive this.

We ensure people are in charge of their lives and 
co-produce their care 
We know people are the experts in their own lives. We ask questions, 
rather than giving advice, and encourage people to be creative to find the 
solutions that work best for them. 

We are mindful of people’s experiences
We are always trauma aware. We give people the opportunity to share the 
stories they want to share and we listen deeply to them. We are mindful of 
how people's experiences can manifest in people’s emotions and 
behaviours and our response is always one of understanding, compassion 
and kindness.

We are always solution focused 
When things go wrong we work together to find solutions and concentrate 
on improvements rather than problems and deficits. We seek to 
understand ways in which the system may be affecting people. We do this 
as a team and welcome new ideas for delivering our service better.

We believe in a supportive community
We help to create a community where people look out for one another. We 
create opportunities for people to connect to each other, support each 
other, and share their experiences. 

We are well connected
We have a web of relationships in our network of support. We are skilled in 
helping people to connect to those that would help them most. We work 
with partners to help people develop meaningful and lasting connections 
in the community.

We are constantly learning and improving
We constantly learn about the way we work and what works for people, 
from people, and we alter interventions as we go. We encourage people to 
be brave and try new things. 
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What this means for the way 
our team work together?

We are sensitive to the collective 
impact of our interventions and 
adapt them when needed
When multiple interventions happen at once 
with different disciplines working together, 
we ensure excellent communication  and 
feedback between staff so that interventions 
can flex and develop according to 
people's needs. 

We create safe spaces for honest conversations

Our team meetings create spaces for honest and supportive conversations. Our aim 
is that people will not be blamed when things go wrong. Instead we see this as a 
learning opportunity to make our work even better. Managers regularly ask for 
feedback and we give each other permission to challenge when anyone thinks we 
are not living our values, including challenging managers.

Every staff member is trusted 

We believe and nurture our staff strengths. 
We trust them to work with people 
successfully and we support them to do 
this. If people experience difficulties, we 
believe in their potential to change and we 
support them to do so. 

We are constantly learning 
and improving 

We are constantly learning about the 
way we work. This could be through 
listening to the stories of those we are 
working with, learning from each other 
as a team, learning through training 
and development or through data, 
research and feedback. 

We look after the wellbeing of our staff

We understand the resilience needed to do this work. 
We therefore ensure that we foster a safe environment 
and the team receive regular, high quality, support and 
supervision. We monitor workloads and staff wellbeing 
to ensure that our practice model is achievable. 

Conversations are solutions focused 

When things go wrong we work together to find solutions and concentrate on improvements 
rather than problems and deficits. We seek to understand ways in which the system may be 
affecting people. We do this as a team, rather than making one person responsible. We are 
very open to new ideas for delivering our service better and take staff suggestions 
very seriously. 


