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Service User / Carer Reward and Recognition 
  
1.0 	Introduction 
This policy describes the Rewards & Recognition processes for East London NHS Foundation Trust (the Trust) service users and carers.  
 
The Rewards and Recognition process is how we pay people who participate in service improvement. 
 
The Trust is committed to maintaining a system for compensating service users and carers, reflecting its recognition and appreciation of their valuable experience and contributions.  
 
The Trust pays service users and carers via BACS (Bankers Automated Clearing System). BACS is a way of paying someone where money goes straight into their bank account. 
 
We pay service users and carers via BACS for the following reasons: 
 
· To reduce the possibility of fraud. Fraud happens when someone gets money that doesn’t belong to them. They might lie or trick someone to get money.  
· So, staff do not have to carry cash to pay service users or carers. 
· To help the service user, carer and the Trust to keep clear records about payments. 
 
Sometimes we will find other ways to pay people. This could be for people under 16 years old, homeless users and the Forensics service. We do encourage everyone to open a bank account and we can help support with this process.   
 
Understanding information about benefits can sometimes be difficult. This policy is intended to serve as a guide, to help you understand what you need to do and who you can contact for more help (see page 8). Benefits are payments from the government for people who need financial (money) help. 
 
The benefit system is often changing so it may be helpful to speak to the benefit office to understand what you can earn on a weekly basis without affecting your benefits.  
  
 
2.0 	The Trust Responsibilities – What we will do 	 
 
East London NHS Foundation Trust (ELFT) has a duty of care towards every individual who becomes involved with People Participation. This means that we give people the correct information about payments so that they can decide if they would like to receive payment from the Trust.  
 
The People Participation Lead (PPL) you are working with will make sure that you receive a copy of this policy before you start your People Participation involvement.  
 
You will need to complete a claim form for each participation activity so that you can receive your payment. Your People Participation Lead or People Participation Worker will be able to help you to complete any claim forms you need for payment and will ensure that you have access to the claim forms. 
 
All participation activity must be agreed with the People Participation Lead in advance. It is the Trust’s responsibility to book people at least 10 office days before the agreed event. 
 
If you are booked in to do some involvement work and it is cancelled with less than 24 hours’ notice, the Trust will still pay you.  
3.0 	Your Responsibilities – What you need to do  
 
Please arrive at participation activities on time. If you arrive more than 15 minutes after it has started, or leave more than 15 minutes before it ends, you will not be eligible to claim payment for attendance. 
 
If an activity overruns by more than 15 minutes, then the amount you can claim goes into the next hour payment bracket. 
 
Please always join online meetings in a quiet and confidential space and use headphones if needed so that other people who may be in the room cannot hear the discussion. 
 
We ask that cameras remain on during virtual (online) meetings to support engagement, unless you have an exemption. If you need to keep your camera off, your People Participation Lead is available to discuss your circumstances. 
 
To ensure payment, please submit your claim forms to the relevant People Participation Lead (PPL) as soon as possible after each activity. All claim forms must be received by SUC Payments within 12 months of the participation activity. Please allow sufficient time for the claim to be reviewed, approved by the relevant managers, and processed by the payments team within this timeframe. 
 
If you are receiving benefits, the Trust recommends that you discuss this with your People Participation Lead so that your participation can be modified to prevent any unnecessary loss of benefits. 
 
If you receive Employment Support Allowance (ESA) you will need to complete a form for the Benefits Agency. This is called a PW1 form. Your PPL will be able to help you complete this form and you or your carer will need to ensure the Benefits Agency receives this form. You can send/show them the Rewards and Recognition policy to support your declaration. 
 
You cannot accept payment and arrange for this to be donated to a charity. The Benefits Agency will still treat the amount as if a payment has been made to you, so this can still affect your benefit amount. 
 
 
 
4.0 	Expenses – What they are and what you need to do 
  
Depending on individual circumstances, expenses could include travel, cost of a support person travelling with the service user/carer, or the cost of replacing the service user/carer in a caring role.  
 
If agreed in advance and only for a full day (9am-5pm), an amount of up to £5 can be claimed for lunch expenses, with a valid receipt. 
 
If you are claiming money for expenses you need to provide a receipt with your claim form. This can be done via email or in person. Payment of expenses will only be made after the Trust receives receipts. Your People Participation Lead/ People Participation Worker will be able to let you know if you can claim money for expenses. 
 
If you are involved with People Participation activities through the Perinatal service, the Trust will pay for your childcare if it is needed for you to be able to complete involvement work. Please ask your Perinatal People Participation Lead for full details of the policy. 
 
 
 
 
 
5.0 	Process for Reward and Reimbursement 
 
The Trust pays people involved in People Participation via the BACS system (direct payments into a bank account). 
 
1) Complete the banking set up form (BACS form-Appendix A) before you can receive payments.  
2) Send the signed BACS form to your People Participation Lead. 
3) Your PPL will forward the BACS form to the finance department. The setup of the BACS form takes approximately 4 to 6 weeks. 
4) Each time you participate in an activity you will need to complete the claim form (Appendix B) and send it to the relevant People Participation Lead (i.e. the PPL who initially arranged the participation activity) for processing. 
 
When your form is processed, it will take up to 3 weeks to be paid into your bank account. If you have not received payment 3 weeks from the day of processing, you can contact your People Participation Lead to query it. Please do not contact your People Participation Lead to query payments before the end of the 3-week period. 
 
Please note, if you are set up on the system to receive payments but do not do any participation work for 6 months or more, your file will become ‘dormant’ and you will need to be set up again. Your personal information is not kept once you stop being involved with People Participation. 
 
 
 
6.0 	Reward (Payment) Levels 
 
	Role 
	Payment 

	Interview panels 
	Up to and including 2 hours £25 
Over 2 hours and up to and including 4 hours £40     
Over 4 hours and up to and including 6 hours £55 Over 6 hours £70 

	Attending/participating in a meeting (WTG/QI Forum/focus groups/steering groups/planning meetings etc.) 
	Up to and including 1 hour £10 
Over 1 hour and up to and including 2 hours £20 
Over 2 hours and up to and including 4 hours £35 

	Chairing a meeting/Project Lead meeting 
	Up to and including 1 hour £20 
Over 1 hour and up to and including 2 hours £35 
Over 2 hours and up to and including 4 hours £50 

	Delivering/facilitating training 
	Up to and including 2 hours £35 
Over 2 hours and up to and including 4 hours £50  
Over 4 hours and up to and including 6 hours £65 
Over 6 hours and up to and including 8 hours £75 

	Conducting surveys 
	Up to and including 1 hour £20 
Over 1 hour and up to and including 2 hours £35 
Over 2 hours and up to and including 4 hours £50 

	Project work/prep work/training development work (outside of meeting). This needs to be agreed with a PPL in advance 
	Up to and including 1 hour £10 
Over 1 hour and up to and including 2 hours £20 
Over 2 hours and up to and including 4 hours £35 
Over 4 hours and up to and including 6 hours £50 

	Facilitating a focus group 
	Up to and including 1 hour £35 
Over 1 hour and up to and including 2 hours £50 

	Speaking at conference or event (including induction days) 
	£35 

	Service user story and Q&A 
	£35 

	Living Library interviews 
	£35 

	Minute taking/note taking  
	£15 (on top of meeting attendance payment) 

	 
	 

	QA (Quality Assurance) 
	  

	Accreditation day 
	£70 

	Lead Assessor accreditation day 
	£90 

	Prep work for Accreditation Committee 
	Up to and including 1 hour £10 
Over 1 hour and up to an including 2 hours £20 

	  
	  

	Perinatal Service 
	 

	Childcare 
	 £15 per hour 

	 
	 

	Befriending Service 

	Making calls  
	Phone call £10 
Video call £15 
If a Befriendee misses the call £10 
If a Befriender misses the call £0 

	Bank Holiday 
	£10 (on top of call payment) 

	Attending/participating in a 
meeting  
(Befriender team meeting/social media meeting) 
	Up to and including 1 hour £10 
Over 1 hour and up to and including 2 hours £20        

	121s 
	Via Phone £10 

	Chairing a Meet Up group 
	Via Zoom £35 

	Social Media Work 
	Up to and including 1 hour £10 
Over 1 hour and up to and including 2 hours £20 
Over 2 hours and up to and including 4 hours £35 
Over 4 hours and up to and including 6 hours £50 

	Screening calls 
	£10 

	Hosting training  
	£35 

	Hosting mentoring sessions 
	£35 


 
 
This policy does not cover Peer Support Work or Recovery College activities as this is paid at an hourly rate (as per band). 
 
 
Training sessions are not paid as they are considered opportunities for people to develop skills applicable to a broader range of roles within People Participation. However, travel expenses incurred while attending training will be reimbursed in accordance with the standard claim form procedure. 
 
 
 
 
7.0 	Places to get more information regarding Benefits 
 
 
Benefit enquiry line 
Confidential advice and information line for people with disabilities and their carers and representatives about social security benefits and how to claim them 
Phone: 0800 88 22 00  
Text phone: 0800 24 33 55 
 
TURN2US 
National charity that helps people learn how to gain access to benefits and support and what they are entitled to claim. www.turn2us.org.uk Phone: 020 8834 9200 
 
Carers Allowance Unit  
For general enquiries about carers allowance and how to make a claim www.gov.uk/carers-allowance-unit 
Phone: 0800 731 0297 
Text phone: 0800 731 0317 
 
Child Benefits Enquiry Line 
Advice and information on Child Benefit and Guardian's Allowance, these benefits are administered by HM Revenue & Customs. www.gov.uk/government/organisations/hm-revenue-customs/contact/child-benefit Phone: 0300 200 3100 
 
Disability Rights UK www.disabilityrightsuk.org 
The UK’s leading organisation led by, run by, and working for Disabled people. Provides guides and information on benefits. 
 
EntitledTo 
www.entitledto.co.uk 
Provides an online benefits calculator to help individuals determine their eligibility for various means tested benefits such as tax credits, universal credit, and housing benefit.
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TO: People Participation Team 	 	 	 	FROM: 
	     East London NHS Foundation Trust 	 	 	Name: 
	     9 Alie Street 	 	 	 	 	 	Address: 
	     London 	 	 	 	 	 	 	Post Code: 
     E1 8DE 	 	 	 	 	 	 	Email Address:      elft.suc-payments@nhs.net  	 	 	 	Phone Number: 
 
  
 Date: 
 
 Dear Sir/Madam, 
 
Service User/Carer Payments 
BACS DETAILS 
 
 
 
Kindly arrange for all future payments to be transferred directly to my bank account using the details provided below: 
 
Name of Bank: 
  
Account Name*: 
 
Account Number:  
 
Sort Code:  
*Your name as it appears on your Bankcard 
 
 
 
I UNDERSTAND THAT IT IS MY SOLE RESPONSIBILITY TO INFORM THE DEPARTMENT OF WORK AND PENSIONS OF ANY MONEY THAT I RECEIVE FROM THE TRUST. 
 
 
 
 
If you require further information, please contact me. 
Print Name: 
 
 

Appendix B 
 
 
 
East London NHS Foundation Trust       	         Claim for Individual User Expenses and Rewards 
 
 
	Name:  

	National Insurance Number:                                                               (this is required for statutory services accounting regulations) 

	Home address:  

	                                                                                                                            Postcode:  

	Meeting/event attended:  

	Date:  	 	Time (from-to):  	                 Venue:  


 
 
	Travel expenses: 

	Rail fare:           	 	 	 	 	                                              £              (A) 

	Bus fare: 	 	 	 	 	 	 	 	                    £              (B) 

	Taxi fare: 	 	 	 	                                                                        £              (C) 

	Number of miles @ 59p per mile (if driving own car):                                               £              (D) 


 
 
	Food Expenses:  

	(Only paid for by prior arrangement. Receipts must be attached. Maximum £5)     £              (E) 

	 	 	 	 	 	 	 
 
	

	Payment for Participation:          	                                                                         
	£              (F) 

	TOTAL CLAIM  	 	(A)+(B)+(C)+(D)+(E)+(F) 	 	                     
	£  


 
 
The above is a true record of my out-of-pocket expenses & payment entitlement for participation in this meeting/event. I understand that accepting this payment may affect my benefits and that it is my responsibility to inform the Benefits Agency of any money earnt from the Trust. 
 
 
	Sign or initial:                                     
	                                                                              Date:  


 
	Budget code:   	 	 

	Name of Budget:  

	Signature of Authoriser:  


 
 
*Please send this form to the relevant People Participation Lead for processing* 
 
Appendix C  
 
 
 
 
Flow Chart of Payment Process 
*SBS – External Finance partner  
*Oracle – Internal Finance System  
 
 	 
 
 	 
  	 
Deadline for claim form                                                    Deadline for claim form 	 to be sent in –  	To be sent in –  
	Friday 2pm 	Monday 2pm 

	Uploaded to SBS by 	Uploaded to SBS by 
	3pm Monday 	3pm Monday 
  
  
  
  
  
	Uploaded to Oracle by 	Uploaded to Oracle by 
	3pm Tuesday 	3pm Thursday 

	Manual input onto 	Manual input onto  
 BACS payment run 	BACS payment run  9am Wednesday 	9am Friday 

Payment cleared in  	Payment cleared in Bank account on 	Bank account on 
	 Following Monday 	Following Wednesday 
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