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There is no doubt that the 2020/21 year has been 
the most extraordinary period for the entire world as 
all of us adapted our lives to respond to the Covid 19 
pandemic. I said in my Chair’s introduction last year the 
challenges of the Covid19 pandemic and how everyone 
at Involve responded so magnificently will feature 
much more in this year’s annual report and as you will 
see from our I update that is indeed the case.

Again, I could not start this year’s report without 
acknowledging the deeply personal impact Covid19 
will have had on many of our staff, volunteers, 
commissioners, partners and beneficiaries, and 
thank all our front line workers and volunteers who 
have continued to provide vital services to those in 
need in these unprecedented times. In saying this the 
Trustee Board and I recognise the significant strain 
Covid will have placed on the wellbeing of our staff 
delivering services and the personal sacrifice they 
will each have made to support others. I am proud 
of all that they have achieved outlined within this 
report; high quality services which clearly deliver real 
improvements in people’s lives. 

I want to acknowledge the powerful role of volunteers 
who maintained services to the most vulnerable, 
often with their own health worries, especially 
collections of prescriptions, shopping and driving. 
The quotes and case studies within this report tell the 
stories of a small number of our many thousands of 
beneficiaries, but illustrate well the terrible strain of 
the last year, and the power and benefit of listening, 
giving time, guidance and reconnecting people, to 
their communities and each other.

I also wanted to reflect on Involve Kent as a leader 
in our field and our ability to be agile, responsive 
and adaptable. Our shared core values really came 
to the fore in the last year with services maintained 
despite the restrictions and their impact on the 
most vulnerable. Our prior investment in digital 
improvements and flexible working enabled us to 
remain effective and resilient, and the expertise of 
our Trustee board, volunteers themselves of course, 
was invaluable in guiding the organisation through 
the innumerable challenges. 

The Trustee Board and I remain positive moving 
forward that we can continue to grow and innovate 
whilst learning to live with Covid. Involve has the 
potential to do more to tackle the challenges that lie 
ahead, we know our services are effective and we 
have confidence in our outstanding CEO, her senior 
team, staff and volunteers to support our growing 
number of beneficiaries moving forward.

Finally, I would like to thank everyone who has 
contributed to the success of Involve in the last year 
and I look forward to working with you all again in 
the coming year.

Stephen O’Connell 
Chair
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CEO’s Report
our staff as ‘life savers’ for their ability to maintain 
morale, provide comfort and connect to services, 
saying without this support they would be suicidal. 
“I honestly don’t think I would be here, I do believe  
that I would have taken my life because I was  
desperate and didn’t know where to turn. I feel 
incredible now and I have often have an exciting  
feeling in my gut about the future.”  
Involve client supported through the pandemic
Right from the beginning of the pandemic we took 
the decision to maintain all essential services and not 
move to a fully remote model. Carefully balancing risk 
on a day to day basis, we enabled staff and volunteers 
who wished to, to continue services in the community 
including; 
•  Working on site daily at the Maidstone and 

Tunbridge Wells hospitals supporting families with 
updates, information and discharge

•  Driving people to urgent healthcare appointments, 
such as cancer scans and chemotherapy

•  Helping people come home from hospital with 
equipment and furniture moves

•  Home visiting people who cannot use the 
telephone to provide support 

•  Collecting food and medication when no other 
services could be found.

Our volunteers made 4,828 trips this year, using 
their own cars to drive the most vulnerable and 
isolated to health appointments, and our HQ 
stayed open for staff unable to work from home. 
Our effective risk management meant we had 
zero Covid transmission and staff felt safe and 

supported, according to our anonymous workforce 
survey (96%). 

During this hugely disruptive period, we did not 
forget our strategic aims and mission, and continued 
to innovate and expand. In September we launched 
a brand new service, co-designed with GPs to 
provide support to children and young people with 
neurodevelopmental disorders (such as autism) 
and mental health needs. The Children’s Health 
and Wellbeing Navigator service has now been 
commissioned in 12 areas of Kent, and provides an 
integrated, supportive and proactive link for families 
to ensure that diagnosis, treatment and support 
services are joined up and personalised. Recognising 
the significant impact of childhood adversity on 
health and life expectancy, working with this age 
group is new for Involve but absolutely in line with our 
mission and vision to improve health through tackling 
root causes of inequality. 

In December, we were awarded our largest ever social 
care contract from Kent County Council, for universal 
wellbeing services in the community in West Kent, for 
people over 55. This new service, ‘Actively Involved’ 
will support 5000 people each year to stay connected 
to their communities, healthy and well, working with 
around 25 other charities and community groups.   

In March we reached the end of our hugely 
transformative three year social prescribing pilot 
funded by the NHS. This project started in 2018, 
with the aim of initiating social prescribing in five GP 
practices and collecting data to show an impact on 
the patient and the health system. By the end of the 
programme, we had implemented social prescribing 
in 87 GP practices, and an independent evaluation by 
the University of Kent stated ‘Overall, findings suggest 
those who engage with social prescribing report 
benefits across a range of psychosocial, physical 

and mental health outcomes’. Using pseudonymised 
NHS numbers, we were also able to show average 
reductions of 12% in unplanned hospital admissions, 
an 13% reduction in GP appointments, proving social 
prescribing benefits the system. 

“I called a lady who mentioned she had severe chest 
pains, pain in her arms and shortness of breath. She 
refused an ambulance, so I liaised with her GP practice 
and she did eventually agree to go to hospital. Her 
granddaughter called me to say thank you and let me 
know that she’s had a massive heart attack, but was 
ignoring the symptoms because she was worried about 
going to hospital because of corona virus.”  
Involve Link Worker

Now, we face even bigger challenges. Recent reports 
tell us inequality, mental ill health, frailty and isolation 
are increasing, something we are seeing daily. We 
know our approach; building on people’s own skills, 
resilience, and communities, can be part of the 
solution, and we have the evidence now to prove 
this. Our next task is to further embed, integrate 
and extend our work, so that everyone who needs 
to can access it, so that it is normal for a doctor, 
nurse, mental health worker or housing officer to 
think about social prescribing, and refer to us. We 
must hold on to that ingenuity, flexibility, bravery and 
collaboration we found during the pandemic to take 
us through this next phase, and onward. 

Charlotte Osborn-Forde 
CEO

In this year of extreme change, and challenge, never 
have I been more in awe of our staff and volunteers, 
and indeed our beneficiaries, for their resilience, 
ingenuity, compassion and determination. The 
pandemic was an incredible test for all charities; 
to adapt to continue to deliver services to the most 
vulnerable, whilst protecting staff and volunteers, 
in a climate of fear and constant change. Only 
through real collaboration; with each other, with 
other charities, agencies and with our volunteers 
and beneficiaries themselves, was this possible. 
Of course, we became far more digital, introducing 
teams and other tools to enable communication; 
our recent IT upgrade, which included a move to 
full ‘remote’ working for all staff completed just 
three months before the crisis, made this swift 
and relatively easy. We designed a ‘Safe and Well’ 
telephone service, with a triage process, pathways 
and package of support for all existing clients 
and opened this to GPs, social services and other 
partners who wished to refer. Over 4,000 people 
were supported during April- June, with emotional 
support, guidance and encouragement to stay 
active and well, and provision, often through links 
with local neighbourhood groups, of shopping 
and medication. For many, a weekly phone call 
was the only contact they now had, having stopped 
attending other services, popping out for shopping 
or chatting with neighbours. In some cases, lives 
were saved when staff called people who were alone 
and experiencing extremely poor health, but had not 
wished to bother their doctor; we ensured urgent 
medical care was provided. Many others described 

13% reduction in GP  
appointments 
(Involve Connect Well Project)  
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Where do I start? I was crying daily, felt 
anxious and was in a dark place. I did not 
want to do anything at home, not even 
housework. It was like I was living inside 
a body that was not alive. I cannot begin 
to tell you how life for me has changed 
thanks to Involve. The only way I can 
explain it is to say I have a spring in 
my step now. My mental wellbeing has 
completely changed, and it is like I am a 
new person. I always have a smile on my 
face now. 
My mental health being positive has 
completely changed my physical health.  
I now go out; I now do things and I do not 
just sit at home looking at the same  
4 walls.  
Involve client supported during  
the pandemic.

The last financial year ending 31 March 2021 saw 
turnover grow to £2.89m (£2.34m in 2019/20) largely 
as a result of continued growth in Social Prescribing, 
with new contracts secured with Primary Care 
Networks. Despite the entire period being impacted 
by Covid19 lock-down measures, Involve continued 
to support service users throughout. Activities 
were adapted to enable remote delivery and we 
were able to access additional charitable funding 
to support local and national activities at critical 
points. Although there were shortfalls in activity 
related income, such as contributions and donations 
for groups and trips, this was off-set by a very 
welcome additional grant from the National Lottery 
Community Fund. We also received a significant 
legacy from Mrs Eileen Ashby, who had used 
our services for many years including volunteer 
transport. Her kind gift provides the stability needed 
to enhance our services, enabling us to reach more 
people who can benefit from our support, and slowly 
we are reaching our ambition to build sufficient 
unrestricted reserves to cover our increasing 
operating costs. 

Expenditure was well controlled and regular 
dialogue with trustees ensured any variances were 
quickly understood and validated. Managing cash 
flow was prioritised with daily review and proactive 
planning. The year finished with the reassuring news 
we had secured another large social care contract 
with Kent County Council, providing further stability 
and growth. 

Having grown rapidly and during a turbulent and 
challenging time, we undertook a full review of 
finance practices and policies to ensure robust and 
resilient processes. With the support of professional 
advisors, controls and governance processes have 
been improved to ensure we have the right financial 
operating model to support our future growth. 

As our growth continues, we will ensure that the 
finance function grows too in order to support the 
needs of Involve and those we support in  
the community. 

My thanks to the team, particularly Charlotte and 
Gary who have managed several challenges during 
a tough year. 

Duncan Simmons  
Treasurer

Treasurer’s Report

£2,897,768  
Income

£2,628,200  
Expenditure
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Involve’s mission is to improve health, empowering 
people and communities to live well and tackling the 
root causes of ill health including isolation, loneliness, 
inequality, trauma and frailty. We deliver a wide 
range of services, groups and activities to help us 
deliver this, to people experiencing a diversity of 
issues, challenges and problems, but all our services 
share one thing in common; their purpose is to 
improve health and wellbeing. 

This year, we supported nearly 10,000 people in 
Kent, through services as varied as fall prevention 
exercise classes, art groups, transport, advice, 
meditation, emotional support, signposting and 
referral, brokering care, moving furniture, lawn 
mowing, growing vegetables, grants to buy a 
mattress, or a winter coat, telecare and mobility 
equipment, bereavement groups, training, benefit 
applications and moving house. Working holistically, 
our trained staff thoroughly assess each person’s 
needs, strengths, assets and goals to help them 
find a way forward, with support from us or over 
500 of our local partners, from Citizen’s Advice to 
Communigrow, and of course our partners in the 
NHS and local councils. All of our services recognise 
the benefits of belonging; of feeling connected to 
others, either those with similar issues, (such as 
caring for someone with mental illness or living with 
chronic pain) or their local neighbourhood, or shared 
passions such as fishing. 

Improving health and wellbeing 

Everyone who accesses our services is invited 
to complete a questionnaire, when they first join 
us, and then roughly 3 months later. This process 
has two purposes, firstly to help the person reflect 
and articulate their current situation and feelings, 
through numerically scoring how they feel about life. 
Secondly, to provide a baseline, to see the distance 
travelled once support is in place and the person 
has made changes in their life. We then anonymise 
and analyse these scores, to build a picture of the 
average changes our services make for people. This 
year, despite the pandemic, we reduced loneliness 
by 11%, and anxiety by 18%, significant achievements 
when circumstances were so challenging and none 
of us knew for certain when things would improve. 

Involve increased happiness by 26.7% on average 

This data, shown in the infographic, proves that 
our approach and the services we provide have a 
profound and meaningful impact on people;  
they are effective and we are achieving  
our vision; healthy connected people  
and communities. 

An Overview of 2021

9578 People Improved their 
Health and Wellbeing

Life worthwhileness
18.8% 
IMPROVEMENT

Life satisfaction
27.7% 
IMPROVEMENT

Loneliness 11.9% 
IMPROVEMENT

Happiness 26.7% 
IMPROVEMENT

Health overall 16.0% 
IMPROVEMENT

Physical activity
13.5% 
IMPROVEMENT

Anxiety
18.9% 
IMPROVEMENT

Average changes in health and wellbeing  
scores after 3 months

Problem solving
11.8% 
IMPROVEMENT
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Social Prescribing
Social prescribing means health and care professionals 
recognising the social and emotional needs of their 
patients, and referring them to a Link Worker to 
address their non-medical concerns and improve 
their wellbeing, making the most of services and 
community groups. Our social prescribing work 
developed significantly during this period, and adapted 
to support people during the pandemic. We now 
offer social prescribing in 87 GP practices in Kent, 
working collaboratively with the NHS, plus our team 
of 5 West Kent Link Workers supporting specialist 
health services, such as chronic pain and respiratory 
services, and focusing on health inequalities such as 
engagement with food banks and homeless services 
to reach the most socially excluded. We diversified 
our offer to include specialist roles such as Learning 
Disability Care Coordinators and Health Coaches, 
supporting people facing the most inequality. 

Social prescribing adapted in two ways in response 
to the pandemic; firstly to provide telephone support 
to people who were isolated, shielding or vulnerable, 
with weekly calls offering emotional support, 
practical advice and encouragement. Secondly, 
to support our NHS colleagues with roll out of the 
vaccination programme, especially supporting 
isolated people to access their vaccine. Our support to the wider voluntary and community 

sector focused on resilience and response to the 
pandemic. We held regular meetings, and forums 
with guest speakers to encourage information 
sharing; 217 people attended our various groups and 
session, which included ‘improving digital access  
for vulnerable people’, ‘Faith Awareness’ and  
‘Volunteer recruitment’.

 Our staff supported over 30,000 people  
to access their Covid vaccination 

“I would just like to mention whilst emailing, that  
the support we received from two of the Involve  
staff in particular, whilst helping to book our Covid  
Vaccination clinics was absolutely fantastic and  
very much appreciated.”  
NHS Operations Manager

We distributed £25,000 of NHS funding to local 
charitable groups, which provided 1292 placements 
for people struggling with bereavement, loneliness, 
visual impairment and domestic abuse, amongst 
other issues  and created 244 volunteer roles. We 
mapped over 300 local groups and initiatives to 
support people at the height of the pandemic, with 
shopping, prescription collection, hot meal delivery 
and urgent support, and supported Maidstone 
Borough Council with distributing £10,000 funding 
to 80 families in need over winter, with supermarket 
vouchers for food and winter clothing. 

“Our grant from Involve has helped us to start 
replicating our support services for vulnerable mums 
and their families in Tonbridge and Malling. We have 
started a brand new weekly Mums’ Hub at the River 
Centre in Tonbridge, so that mums in that area have 
access to Totcycle, our baby and toddler bank, as  
well as support from the Princess Project team. We  
are so grateful for the funding that has made this 
expansion possible!” 
Emma Tanner, Princess Project, 
Social Prescribing Grant Recipient  

“I found it useful talking to a professional who is neutral 
and that revived my confidence somewhat and helped 
me feel I was a successful human being after all.” 
Social Prescribing Patient from the Weald

”I would like to pass on my thanks to Sonia as she 
has been ringing me during this pandemic. I had my 
lovely Husband’s funeral in February this year and then 
Coronavirus stepped in. Had a lot more on my plate in 
the last 10 weeks or so but Sonia has been there for  
me and leaves me in a better place. So thanks you all  
and keep safe”  
Social Prescribing patient from Tonbridge 

“Thank you so much for your calls, I really do 
appreciate what you have done, ringing up to help me 
sort out my medication deliveries. If it was up to me, I 
would have let myself run out.” 
Social Prescribing patient from Tunbridge Wells

“I feel more than lucky to have you Ruth and now 
Lindsay as well. I knew you were ringing today and it’s 
like my safety net, giving me time to express myself. 
Although it’s just a phone call, to me it’s a lifeline”.  
Social Prescribing patient from Malling 

2193 People benefitted from 
Social Prescribing

“It’s incredible that in this time of social distancing and 
isolation I feel so connected and supported by my local 
community – thank you” 
Social Prescribing patient from the Weald
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Children’s Health and Wellbeing Navigation
This year saw the development of Involve’s first service 
focused on children, young people and families.  
Co-designed with GPs, the service is based within GP 
practices, to provide support to children and young 
people with neurodevelopmental disorders (such as 
autism and ADHD) and mental health issues. We now 
have 12 Navigators integrated with the NHS, education 
and social care to provide holistic support through 
diagnosis, treatment and access to community 
services and peer support, building skills, confidence 
and resilience so that families can thrive. 

I just wanted to say thank you for all the support you are 
giving to April and her family.  Your non judgemental 
approach alone, makes April feel comfortable and able 
to speak openly to you.  
You have been proactive in getting her and Ryan the 
support they need from various services, including 
chasing appointments up. I just wanted to let you know 
that we really appreciate your on going support.  
From a Grandparent

I just wanted to thank you for the help you have given 
Honor. I spoke to her last week and when I asked about 
school she said it was ‘all brilliant’ . I was amazed as she 
has struggled with anxiety at school for several years 
but she finally feels that the teachers are taking time 
to work out how to support her . It clearly has made a 
huge difference to her general outlook so a big thank 
you indeed! 
From a GP
I needed someone who could help with spearheading a 
multiagency approach regarding the total well-being of 
my son who has got a disability.  
The support I received was excellent and really 
impacted positively on my health and wellbeing.  
The service has promoted my trust in the  
healthcare system.  
I now have someone who I can liaise with.  
From a Parent

472 Families Supported

Parents / Carers supported  
by a Navigator were 

23% less anxious

Emma’s Story...
I had been experiencing continual anxiety and 
difficulty in gaining access to information and 
support from services for my youngest child.

Chloe is a friendly, supportive and non-
judgemental support that has been incredibly 
helpful at supporting me to gain information and 
referrals for services. NHS services for children 
with mental and behavioural challenges have 
a disproportionately negatively loaded referral 
stream, that blocks, declines and bounces back 
the majority of support requests that I have 
made.  Chloe helped me separate my worry and 
acted as a family focussed mediator. 

She has supported me with education, a listening 
ear; helping me move forward with a child who 
was referred to specialist services aged 2, yet at 
age 7 is still undiagnosed.  Chloe understands 
this struggle and helps appropriately. 

I feel a lot more relaxed, knowing that Chloe 
understands local service  provision and helps 
us navigate through.  She seeks feedback from 
declined referrals and provides a professional 
framework that teams respect. 

I am now aware that it is not required to use the 
GP, all concerns and requests go through Chloe. 
This frees up my GP for urgent healthcare.

I feel that Chloe may have helped us streamline 
Dylan’s initial assessments and access to 
specialist services. We have had more info about 
how to help him and could have reduced the 
distress we have faced as a family with a young 
child who has extreme difficulties in managing 
day to day life. 

Chloe signposted me to charities, online family 
support network and the local disability club. 
When lockdown is over, I hope to access these.

The ongoing, regular appointment based care 
has been so helpful. If I had had this when Dylan 
was 2, I might be out of services by now. I think 
we have been in the system for 5 years with 
no answers. 



Children’s Health and Wellbeing Navigation
This year saw the development of Involve’s first service 
focused on children, young people and families.  
Co-designed with GPs, the service is based within GP 
practices, to provide support to children and young 
people with neurodevelopmental disorders (such as 
autism and ADHD) and mental health issues. We now 
have 12 Navigators integrated with the NHS, education 
and social care to provide holistic support through 
diagnosis, treatment and access to community 
services and peer support, building skills, confidence 
and resilience so that families can thrive. 

I just wanted to say thank you for all the support you are 
giving to April and her family.  Your non judgemental 
approach alone, makes April feel comfortable and able 
to speak openly to you.  
You have been proactive in getting her and Ryan the 
support they need from various services, including 
chasing appointments up. I just wanted to let you know 
that we really appreciate your on going support.  
From a Grandparent

I just wanted to thank you for the help you have given 
Honor. I spoke to her last week and when I asked about 
school she said it was ‘all brilliant’ . I was amazed as she 
has struggled with anxiety at school for several years 
but she finally feels that the teachers are taking time 
to work out how to support her . It clearly has made a 
huge difference to her general outlook so a big thank 
you indeed! 
From a GP
I needed someone who could help with spearheading a 
multiagency approach regarding the total well-being of 
my son who has got a disability.  
The support I received was excellent and really 
impacted positively on my health and wellbeing.  
The service has promoted my trust in the  
healthcare system.  
I now have someone who I can liaise with.  
From a Parent

472 Families Supported

Parents / Carers supported  
by a Navigator were 

23% less anxious

Emma’s Story...
I had been experiencing continual anxiety and 
difficulty in gaining access to information and 
support from services for my youngest child.

Chloe is a friendly, supportive and non-
judgemental support that has been incredibly 
helpful at supporting me to gain information and 
referrals for services. NHS services for children 
with mental and behavioural challenges have 
a disproportionately negatively loaded referral 
stream, that blocks, declines and bounces back 
the majority of support requests that I have 
made.  Chloe helped me separate my worry and 
acted as a family focussed mediator. 

She has supported me with education, a listening 
ear; helping me move forward with a child who 
was referred to specialist services aged 2, yet at 
age 7 is still undiagnosed.  Chloe understands 
this struggle and helps appropriately. 

I feel a lot more relaxed, knowing that Chloe 
understands local service  provision and helps 
us navigate through.  She seeks feedback from 
declined referrals and provides a professional 
framework that teams respect. 

I am now aware that it is not required to use the 
GP, all concerns and requests go through Chloe. 
This frees up my GP for urgent healthcare.

I feel that Chloe may have helped us streamline 
Dylan’s initial assessments and access to 
specialist services. We have had more info about 
how to help him and could have reduced the 
distress we have faced as a family with a young 
child who has extreme difficulties in managing 
day to day life. 

Chloe signposted me to charities, online family 
support network and the local disability club. 
When lockdown is over, I hope to access these.

The ongoing, regular appointment based care 
has been so helpful. If I had had this when Dylan 
was 2, I might be out of services by now. I think 
we have been in the system for 5 years with 
no answers. 



Community Navigation is a Kent County Council 
commissioned service to support over 55s and those 
with complex health problems, and Carers (people 
looking after a family member or friend, unpaid). 
The service brings together care navigation and 
social prescribing; providing information, advice, 
guidance, and brokered support, it also includes the 
provision of Statutory Carers Assessments, assistive 
technology, and community equipment  
on behalf of KCC.

“It has been lovely working with you – in fact I feel it’s 
been a good example of joint working in partnership.”  
From Social Worker on KCC Sensory team

The service quickly adapted due to lockdown with all 
staff based at home. Home visits were still enabled 
with staff wearing appropriate PPE. for the most 
vulnerable either discharged from hospital or at risk 
of being admitted due to equipment and assistive 
technology needs. Our Navigators also worked 
with KCC to assess for and issue KARA technology 
phones to those most isolated and without 
technology for virtual welfare checks and contact 
with family. Navigators did urgent food shopping and 
prescription collection for the most vulnerable and 
assisted people ongoing with food deliveries and 
online delivery. 

“My Mum being referred for a KARA care phone; it has 
been amazing because I can see and speak to her.  She 
has really Benefitted from being able to see me when 
she phones”. 
From Daughter of Client

Our hospital navigators remained onsite at Maidstone 
and Tunbridge Wells hospitals and worked tirelessly 
with the integrated discharge team to ensure safe 
discharges, being the contact between family 
members who were not allowed onsite and patients.  
Carers Assessments were delivered by telephone 
during lockdown and those carers most isolated or at 
risk of carer breakdown continued to receive Keeping 
in Touch calls. Our Carer groups moved to zoom and 
support provided to digitally include Carers. 

“How wonderful the much-needed support offered by 
Involve is, I am particularly impressed by your Carer’s 
hospital discharge service, support for family members 
caring for someone and for those living alone.  I am 
a mental health OT and feel the telecare assistance 
offered at Involve is invaluable to my clients too.” 
Community Mental Health Team, Occupational 
Therapist

 
“You are incredibly 
easy to talk to, non-

judgemental, not wasting time. 
The way you ask questions  

and has helped me to  
articulate my answers.”

 
“As I am my father’s 

only child and shielded during 
this time, I really don’t know how 

I would have managed to support my 
father’s discharge from hospital  

without Involve’s  
fantastic input.”

 
“She is like an angel 

at the end of the phone.  She 
has listened and tried to help me resolve 

problems as they have arisen. If I phone her, 
I know that she will know who or what can help 

resolve the things I can’t resolve by myself.  A good 
description is that she is a bit like the trunk of a tree and 
that she can connect me to the branches of support  
that are available in the community.  Knowing I can  
access this support when needed takes some of  

the weight off my shoulders.  I always feel  
better after speaking to my  
Community Navigator.””

 
“All these 

months I have been 
struggling and you  
have now given  

me hope”

“Having an assessment  
has enabled me to step outside 
my situation and think creatively 

about what I need to address, to help 
maintain my wellbeing  
so I can continue caring  

for my parents.”

Community Navigation and Carers Feedback from clients... 

 
“Thank you for 

taking the time to 
 listen to me. Most people 
can’t wait to get you off  

the phone.”

2040 Benefitted from  
Community Navigation 
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Community Navigation and Carers
Susanne’s Story...
“I was living in my Mum’s home with my twins  
(age 5) after separating from an abusive partner. Mum 
has dementia and dual sensory loss. I was doing a lot 
to help Mum and had very little time to spend with the 
twins or time to myself. I had a part-time cleaning job 
as well as managing some rental properties. 

I found myself becoming very angry on a regular basis 
because I was struggling to cope and wondered if I 
might be depressed. I was taking anti-depressants 
but they did not seem to be having any impact. I did 
not want to increase them because I was worried 
I might become addicted to them. My brother was 
popping round for a couple of hours a week to do 
some practical tasks in the house, but he could not 
understand that I needed a break because I felt 
overwhelmed by trying to juggle looking after my 
children with caring for Mum.

I was offered a Statutory Carer’s Assessment to 
assess my needs. Feeling overwhelmed by junk and 
chaos (mental and physical) I didn’t know where to 
start to sort things out. I had very little time to spend 
with the twins or time to myself and I had lost touch 
with others. During lockdown I was home-schooling 
the children, caring for Mum and managing rental 
properties, as well as providing support to an elderly 
ex-neighbour. I did not have any coping strategies 
and my mood was very low even though I was taking 
anti-depressants. 

My Community Navigator emailed me my Carer’s 
Assessment and Support Plan with an extensive list 
of resources which I could make use of. Information 
listed included resources to address my personal 
needs to help improve my mental and physical 
wellbeing, my mother’s needs, and details of family 
and single-parent support. My Community Navigator 
kept in touch with me about the research she was 
doing on my behalf and encouraged me to prioritise 
making a GP appointment to discuss my low mood.

She made several referrals on my behalf:

Crossroads have been fantastic and are providing a 
weekly sitting service which gives me an opportunity 
to focus on other tasks I need to do whilst Mum is in 
safe hands.

My GP was very understanding and prescribed a 
different anti-depressant which is working very well. 
This has led to a significant increase in my mental 
wellbeing, confidence levels and ability to focus on 
what needs doing.

DAVSS provided information about a new course they 
are running and about a Facebook group for people 
with similar experiences to mine; I am finding this 
group extremely helpful.

Advice given by the Home Straight service was 
reassuring and helped me to realise that I was in 
fact doing the best I could in the circumstances. This 
helped to lift my mood which in turn has led to me 
becoming more motivated. 

I have stepped back from caring for an elderly  
ex-neighbour. I checked with her GP and another 
neighbour; they have reassured me that she has 
adequate support. That is one less thing for me to 
worry about.

My mental health has improved significantly, so I 
have started to be able to engage better with others 
and listen to their suggestions. That in turn has 
motivated me to make changes. I feel empowered 
and so much happier. I am accessing support from 
other organisations following the referrals made for 
me, and am making use of these resources to further 
improve my mental and physical wellbeing. I feel like I 
have got my life back.

I have found a property to rent and will be moving 
with my children in early April. This will give me an 

opportunity to have my own life with my twins, outside 
of caring for Mum. This feels a very positive move. 
When I drop the twins at school, I will spend some 
time with Mum in the daytime, then my brother has 
agreed to provide her with support in the evenings 
and to stay with Mum overnight.

I didn’t have the confidence or courage to reach 
out before I had my Carer’s Assessment but my 
Community Navigator encouraged me to take the 
first step. She didn’t pass judgement and we worked 
together to help me identify what I needed. One step 
at a time, I moved forwards, with regular checks to 
see how things were going. I am so grateful for the 
support I received. I’d still be stuck in the rut I was 
in, unable to see a way out or having a break from 
providing my Mum’s care. I would still feel depressed. 
Everything feels like a fresh start and I feel so much 
more positive. She was a lifesaver! It’s truly saved me. 
I have my life back to a big degree – I can see the light 
again! The difference she made is immeasurable”. 

1834 Carers Benefitted  
from Navigation
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Community Projects
Get Involved – Volunteer Gardening Service 

This year more than ever, our get Involved Project 
has provided vital support to both our vulnerable 
clients in the community and our supported 
volunteers. The project engages people who may feel 
socially excluded due to long term unemployment, 
convictions or poor mental health, supporting them 
to volunteer. We provide training and support to 
enable volunteers to help vulnerable members of the 
community live as independently as possible through 
garden work or home DIY projects. 

This year, our ‘Get Involved’ Gardening Service has 
been able to support 75 vulnerable clients to clear 
their garden. Through the challenges of COVID-19, 
our supported volunteers have been able to continue 
working outside, facilitated by our experienced 
Handyman. This has in turn, enabled those who have 
been too unwell to get out of their homes to find 
enjoyment in their garden again. 83.3% of clients 
reported feeling less isolated after receiving Get 
Involved Garden work and 60.7% of clients felt more 
able to manage living at home. 

Due to the pandemic and subsequent safety 
measures, the Get Involved Team were not able to 
complete any DIY jobs this year as this involved 
going into people homes. 

“Involve did great job of garden. Cheered me up. Less 
chance of slipping and tripping because leaves and 
debris and weeds removed from patio where I sit and 
put out my washing and also weeded my front pathway 
where I walk from front door to get to mobility car etc. 
My anxiety is less, I can relax more, helps with pain of 
osteoarthritis, seating in garden sunshine helps also 
helps with my depression and mental health” - Client

75 people now able to access 
their gardens 

Community Transport 

Community Transport offers a solution to the unmet 
transport needs of people living in the Maidstone 
& Malling areas. The Community Transport Team 
supports clients who may be unable to use public 
transport due to age, frailty, disability, illness, or 
injury to access provisions in their community and 
stay independent.  We have over 45 volunteer drivers, 
of which 8 continued to volunteer throughout the 
pandemic. Some drivers even made adjustments to 
their vehicles, such as Perspex dividers, to further 
ensure client safety. 

Over the last year, Community Transport has 
demonstrated its adaptability by providing several 
transport support options for clients throughout the 
COVID 19- pandemic, providing 4500 trips in total. 

A growing number of our clients who were shielding 
did not have family or friends close by who could 
assist with shopping and other essential tasks – 
we therefore were able to provide a ‘shop & drop’ 
service, making 227 shopping trips for those who 
were unable to do an online shop.  We also made 
258 prescription collections and a non-contact drop 
off trips as well as taking 118 clients to and from their 
COVID-19 vaccinations, enabling them to accept the 
vaccine that they would otherwise not be able to 
receive. 

“The drivers are so friendly and put the young carers 
at ease, Tracey is always willing to help by securing 
drivers for us, even at the last minute when needed, to 
ensure a young person gets to where they need to be.” 
Crossroads

Before

After

“It has been really rewarding to be able to continue 
running the transport service throughout the 
pandemic, though lonely & overwhelming at 
times, the support from my volunteers has been 
immeasurable”.  Transport Coordinator

4828 trips for shopping,  
prescriptions & vaccinations

“Thank you so much for helping, I live in the middle of 
nowhere – there are no buses – I don’t know what I do 
would without you. I am so thankful, the appointments 
are really important, and I could not get to them 
without you, as I have no family and am almost blind. 
You have taken the worry away from me, thank you 
again, I really appreciate it” - Client
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Community Projects
Cancer Support Service 

Our Cancer Support Service provides emotional and 
practical support as well as non-statutory advocacy 
for those, living in Maidstone and Malling, aged over 
55 and affected by cancer. 

We aim to provide a service that responds directly 
to individual needs and wishes, giving clients the 
resilience to cope. We strive to empower clients to 
make their own decisions and be in control. These 
can include practical or emotional issues that may 
not be met by statutory services.

•  1-to-1 Support from Cancer Support Coordinator 
and trained volunteers

• Access to information and guidance
• Group peer support
• I CAN (Involve Cancer) Exercise class
•  Attending NHS consultations to provide moral 

support and confidence, help with clarifications
•  Someone to act as a sounding board for decision 

making and future planning.
•  Someone to listen to help reduce feelings of fear, 

anxiety, loneliness and isolation

Our cancer support coordinator and specialist 
volunteers supported 65 clients this year, reducing 
their anxiety and concerns by an average of 62%.

This year, the Cancer Support Service was successful 
in securing funding to run a pilot Bereavement Group 
for the people of Maidstone and Malling. There are 
currently 8 clients enrolled onto this group with the 
aim of facilitating meaningful conversations around 
bereavement, incorporating shared experiences. 
Following the successful completion of this pilot 
group, we fully intend to incorporate a Bereavement 
Service into Community Projects’ offer.  

“I have found the support invaluable. A real lifeline in a 
turbulent sea. It has been wonderful to be supported by 
people who are totally there for me and my partner and 
who understand what we are going through. It has been 
invaluable to speak to calm, knowledgeable people who 
are independent of family and friends.”

Wellbeing and Volunteering

The wellbeing project supports people with mental 
health issues or criminal convictions who are socially 
excluded. Much like all the community Projects this 
year, our Wellbeing Project took a flexible approach 
in order to continue offering support and activities 
throughout the pandemic. 

During the first lockdown all creative members and 
supported volunteers received weekly or bi-monthly 
telephone support from the Wellbeing and Inclusion 
Lead. Craft groups within the hub and shed and 
gardening groups in the allotment were not able 
to run in the usual way. Therefore, activities were 

offered online such as a weekly quiz and a craft 
group. Participants were able to engage in vital 
social interaction whilst taking part in an activity.

When COVID-19 government restrictions started to 
relax, some activities were able to take place indoors 
such as peer support mental health group, social 
groups for supported volunteers, creative sessions, 
and indoor allotment sessions during the autumn. 

The wellbeing project supported 87 wellbeing 
members this year with over 175 sessions offered. 

In total, 20 wellbeing members were supported with 
the weekly online quiz and craft sessions.

“Being in contact with people has really helped me. It 
has given me a social confidence. Its also important to 
stay in touch with people. I’m looking forward to having 
my second vaccine as I feel I will be able to do more 
after this.”

Mental Health User Voice

The Wellbeing and Inclusion lead continues to work 
in partnership with EK360 to deliver the Mental 
Health User Voice service for Maidstone. This 
involves listening to service users experiences of 
mental health services in Maidstone to make positive 
change within these services. It was expected 
that there would be a reduction in the amount of 
feedback received during lock down, due to social 
distancing restrictions, but in fact feedback almost 

doubled throughout the last year. Local mental 
health network and engagement providers meetings 
went online successfully, and feedback was 
successfully gathered by phone and when social 
distancing restrictions allowed, face to face.

Hospital Discharge Service – Helping You Home 

The Hospital Discharge Service works in partnership 
with Maidstone Borough Council to provide home 
maintenance support to patients, allowing them to 
be discharged from hospital efficiently and prevent 
hospital admissions. 

345 unique hospital discharge jobs were undertaken 
this year. The hospital discharge team installed 133 key 
safes and 34 lifelines in this time period to safely and 
efficiently ensure a quicker discharge from hospital. 

We work with Maidstone Borough Council’s 
Temporary Accommodation properties helping with 
general maintenance and the Sanctuary Project 
which supports clients that have been subject to 
domestic abuse, helping them feel safe in their 
own homes by installing new locks, CCTV, fireproof 
letterboxes and window locks, and again many  
other tasks. 

This year, we completed 264 jobs for the Temporary 
Accommodation Service and 11 jobs for the 
Sanctuary project. 

“The speed in which from referral to completion of the 
work was amazing and helped me to feel safe again.  
I cannot thank the team enough for all of their hard  
work and help”.  Client

345 people supported with  
discharge from hospital

62% reduction in anxiety  
for cancer clients
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(West Kent Housing Assoc.)

Maidstone Borough Council

Maidstone Lions

Marsh Christian Trust 

National Lottery Reaching Communities 

Neighbourly Community Fund 

NHS West Kent Clinical Commissioning Group 

Plumwood Ltd

Shanly Foundation

Sir Jules Thorne Charitable Trust

Staplehurst Parish Council

Tesco Bags of Help

The D’Oyly Carte Charitable Trust

The Mall

The Worshipful Company of Gardeners

Thomas J Horne Memorial Trust

Tonbridge and Malling Borough Council

Waitrose Community Matters

Whitehead Monckton Charitable Foundation

Thank you to our Funders
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