
Telford Mind Annual Report 2020 – 2021

Welcome to our Annual Report for 1st April 2020 – 31st March 2021

Mission Statement

Telford Mind is an independent voluntary organisation that is affiliated to National Mind. It
exists to promote and support better mental health in Telford and Wrekin and surrounding
areas. 

Telford Mind works to promote recovery, aiming to provide high quality services for people
who  are  experiencing  mental  health  issues  and  /  or  emotional  distress.  It  also  offers
support to people undertaking caring roles.

Telford  Mind  works  to  promote  independence  and  inclusion.  It  challenges  stigma.  It
promotes self-confidence, self-reliance, and designs and delivers appropriate services and
activities through service user participation in development and governance.

We are committed to Quality and hold the Mind Quality Mark (MQM).  The MQM is a robust
quality assurance framework and sets out the required baseline of best practice and legal
compliance in all areas of a local Mind’s governance and activities. 

We promote wellbeing.

Aims and Objectives

Our Aims are to:

 Reduce social isolation and distress

 Encourage independence

 Increase self-confidence, self-reliance and self-esteem

 Promote health and wellbeing

 Encourage participation in development and governance

 Develop service users’ skills for self-help and mutual support

 Increase awareness and understanding of mental health

 Influence the way mental health services are planned and delivered

To achieve these aims we will carry out the following objectives:

 Provide support through our Listening Service, Helping Hands project and wellbeing 
activities 

 Provide access to advocacy support and independent external organisations

 Work in collaboration with relevant organisations

 Provide support groups

 Develop our work in response to changing needs
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 Liaise with the local authority, clinical commissioning groups (CCG) and public 
commissioners to assist with planning and delivery of mental health services.

In all our work we promote autonomy, equality, knowledge, participation and respect.

2



Organisational Structure
The Board of Trustees meet once a month along with the Chief Executive Officer to review 
performance and to monitor and authorise activity and expenditure.

Members of Telford Mind elect Trustees annually. 

The day to day management is delegated to the Chief Executive Officer, Louise Heap, who 
reports directly to the Board of Trustees. 

Gemma Coulman-Smith is the appointed Operations Manager. Jennifer Caldecott who was 
previously manager of Court Street Community took over the role of managing the Social 
Prescribers.

The Chief Executive oversees operational performance and service development and is 
supported by a small team of staff and volunteers.

Board of Trustees

Name Election Date Resignation 
Date

Sue Harris Chairperson 05 November 2013

Peter Featherstone Trustee 20 June 2016 1 June 2020

Clive Elliott Chairperson 20 November 2018

Robert Coulman Trustee 3 February 2018

Jane Chaplin Trustee 01 July 2019

Zoe Davies Trustee 20 March 2020

Rachel Preece Trustee 20 March 2020

 Trustee Recruitment

Trustees are elected and appointed at our Annual General Meeting.  Trustees may also be 
co-opted by the Board throughout the year.

Overview
Telford  Mind  has  been established for  over  thirty  years  and provides  a  wide  range of
invaluable services for people with mental health issues within Telford and Wrekin.  The
services  include  drop  in  listening  support,  community  emotional  health  and  wellbeing
projects, peer support groups, both traditional and non-traditional social prescribing and
calm cafes.

During  2020-21,  Telford  Mind  was  chosen  as  the  Mayor’s  Charity  by  Councillor  Amrik
Jhawar. This raised £1800 for the organisation and helped to raise our profile with the
council, the NHS and the wider public.
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During this reporting period we saw the introduction of ‘Making Headway’ project, along
with the introduction of our Calm Cafes and a Social Prescribing Service for the Southeast
Telford Primary Care Network. 

Demand for our services remains to be high, we continue to regularly deal with service
users in crisis and we have seen an increase into our services from Statutory services. 
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Fig. 1 – Number of Unique Service Users – 2020-2021

As Fig 1. Shows the number of unique service users (individuals supported one or more
times)  reached  765  during  the  year.  With  some  service  users  requiring  multiple
interactions, this shows how many people Telford Mind actively supports. This number does
not include those supported by our Social Prescribers or other Primary Care Network roles.

Telford Mind continues to go from strength to strength and during this reporting period we
have seen the development of our Workplace Wellbeing offer and the introduction of three
new services, ‘Making Headway’, calm cafes and Social Prescribing.

The CEO and Operations Manager have ensured they have developed and maintained their
corporate relationship  with  Capgemini.  A considerable  amount  of  time has  been spent
working  alongside  CapGemini  on  some  of  their  key  events  such  as  the  Community
Challenge and the HMRC Wellbeing tradeshow. By attending and supporting these events,
it strengthens the partnership between both organisations.

Telford  Mind  continue  to  maintain,  develop  and  create  partnerships  and  are  firmly
established within Telford and Wrekin. We are experienced in using co-production principles
and in using community centred, asset-based approaches in areas of service delivery.

Staff  development  remains  a  priority,  with  staff  completing  training  in  Safeguarding,
Equality & Diversity, Transgender awareness.
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As  in  previous  years,  we  continue  to  concentrate  on  service  user  progress  and
development by introducing support groups, wellbeing activities and service user volunteer
opportunities.   This  year  has  seen Telford Mind host  the MPFT Involvement for  Impact
Group and which gives services users the opportunity to share their experiences of mental
health services, identifying what works well and areas for improvement.

The Telford Mind website has become an excellent source of information for anyone wishing
to find out about what Telford Mind does.  The website gives a much more comprehensive
overview of our services, how people can contact us and get involved.

This year saw the rapid and unexpected emergence of Covid with the well documented
consequences for organisations such as Telford Mind. Working closely with Court Street
Medical Practice and other partners, the team was able to quickly adapt to remote and
online working whilst maintaining our key services. Through support from Telford & Wrekin
Council, the CCG and national Mind, we were able to ensure all staff could effectively work
from home.

Achievements, Performance and 
Progression

This reporting period has seen a rapid growth in the range of services offered by Telford
Mind with a number directly related to Covid-19. Unfortunately, due to Covid, we were
forced to close the Court Street Community project. We hope to reopen when things return
to normal.

Our core services and existing contracts including Listening Support,  Making Headway,
Helping Hands and the Calm Café continue to operate in a largely virtual format with the
introduction of others including Reaching Out, Bereavement Support and support groups
with Telford College. Workplace Wellbeing continues to bring income into the organisation
as  does  the  additional  of  another  Primary  Care  Network  delivery  contract  for  Social
Prescribers.

In  addition  to  Covid-related  funding  from national  Mind,  CAF,  Severn  Trent,  Tesco  and
others, we continue to see income increasing. The challenge will be to maintain the level of
income in line with provided services post-pandemic when, inevitably, some funding and it
associated funding will cease. We also received funding from the Lloyds Foundation and
were successful in securing funding for a Loneliness and Isolation Support Worker further
enabling us to play a significant part in support for the public during the pandemic.

Whilst a real boost to the organisation, this also brings risks especially that of a financial
cliff-edge when either funding ceases or demand grows so rapidly it cannot be catered for.
As an organisation, management team and board, we adopt the stance that if a project
ceases, we will first try to re-deploy staff instead of losing their knowledge, expertise and
loyalty. Whilst this is not always possible, it remains a part of our core values.

Service Provision

The areas of service provision at Telford Mind continued to include the following areas:

 Drop In One to One Listening Support
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The one to one listening service is available during our normal opening hours and can be
accessed on a self-referral or referral basis. 

The service is available to individuals in emotional distress, struggling to cope or need
somebody to talk to. There is always a trained member of staff on duty during our opening
hours to offer one to one support. 

The one to one service gives individuals the opportunity to explore their thoughts and
feelings in a non-judgemental, confidential and safe environment. 

The  service  can  also  offer  support  with  problem  solving  and  signposting  to  relevant
agencies if required.

 Helping Hands out of Hardship

The five-year project is funded by the National Lottery’s Help through Crisis Fund. Four
network partners, Citizens Advice Telford, Telford Crisis Support, Stay and Telford Mind are
working together to provide an integrated advice and support service to help vulnerable
people out of hardship to a more secure and sustainable financial future.

Individuals can self-refer to the project, referrals are also taken from agencies.  As part of the
project Telford Mind provides outreach drop in sessions in various Community Centres based
in the South of Telford.

 Calm Café

Our Calm Cafes were launched in February 2020 and have gone from strength to strength.
This service is funded by the CCG Winter Monies.  The calm cafes offer a space for people
in mental health crisis to access support in a relaxed and friendly setting.  The cafes run in
three different venues over four nights in Telford between the hours of 5pm and 8pm.  The
cafes provide a space to talk, listen and receive emotional and mental health support.  Due
to the Covid pandemic, the cafes have had to be adapted significantly, with most support
being delivered remotely.

 Making Headway

Making Headway launched in January 2020 and is a National Lottery three-year project.
Telford Mind is  working in partnership with Stay to deliver the service.   The service is
available  to  Stay's  clients  offering a  counselling and one to  one listening service.  The
project helps vulnerable people to regain financial stability and peace of mind. People are
able to  access this  support  on a self-referral  basis,  and accepts referrals  from partner
agencies.

Telford Mind employ a one to one Listener and a Counselling Coordinator for the service.
Both members of staff work on a part time basis.

 Social Prescribing

In February 2020, we began delivering a Social Prescribing service in the South East Telford
Primary Care Network (SET PCN).  The service now employs two full time Social Prescribers
and is looking to expand beyond this.  In addition, in October 2020, Newport and Central
Primary Care Network commissioned us to deliver their Social Prescribing services. The
main aim of this service is to support individuals to access community services, projects
and activities to benefit their health and wellbeing. Telford Mind’s Social Prescribing service
enables GP’s, nurses and other professionals to refer patients for support enabling them to
take control of their wellbeing and live happier, healthier lives. We place an emphasis on
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mental health and supporting people with their emotional health and wellbeing needs. The
service takes a holistic approach to promoting and improving health and wellbeing.

Finances

Funding for the financial period April 2020-March 2021 funding has been received from the
following:  

 Citizens Advice Telford – ‘Helping Hands out of Hardship’ project
 Telford CCG – Calm Cafes
 National Lottery – ‘Making Headway’
 South East Telford Primary Care Network – Social Prescribing
 Capgemini – Corporate partnerships
 Donations
 Workplace Wellbeing Revenue
 Lloyds Foundation
 Charities Aid Foundation
 Severn Trent Water
 Tesco (Groundworks)
 Telford Rotary
 Telford & Wrekin Council
 Mind

In addition, we have seen an increase in donations, these have been received from a range
of sources. Donations increased fourfold and this unrestricted funding contributes towards
service delivery, particularly our one to one listening service which is at the heart of what
we do but remains an unfunded service.

Reserves

Telford Mind’s Board of Trustees agreed that the level of reserves that should be held are a
minimum of three months’ expenditure.

Telford Mind hold £146,000 in reserves as at 31 March 2021

If the level of the reserves fund falls below the agreed level the trustees will review Telford
Mind’s  expenditure  and look for  opportunities to  make savings.   If  this  is  not possible
Telford Mind will add to its reserves, when the opportunity arises, until the agreed level of
reserves is met.

Volunteers

Telford Mind continues to be supported by a team of passionate and dedicated volunteers.
All volunteers are DBS checked to an enhanced level and have completed the Telford Mind
mandatory induction training.  

Chairperson’s Report 2021

Covid  has  provided  a  unique  set  of  challenges  for  many  organisations,  Telford  Mind
included. The introduction of a national lock-down meant we had to adapt rapidly in order
to continue to support our services users. With the help of a number of organisations, not
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least  national  Mind,  we received funding to  enable  all  staff to  work from home whilst
maintaining a core management function in the medical practice.

Being sited in a medical practice gave us access to PPE and to the right advice in real time
which enabled us to react in a timely manner to changes in circumstances. Staff showed
incredible resilience and compassion by the way in which they adapted and continued to
support services users.

As chair, I would like to place on record my thanks for Telford Mind staff and volunteers who
continued to  support  people  under very difficult  circumstances.  In  addition,  the  senior
management  team  without  whom  the  organisation  could  not  have  functioned  and
continued. They showed great leadership and commitment to the organisation and are to
be commended for this.
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