
Impact 
Report
1st April 2020 to 31st March 2021



Contents
About Us

Our Mission, Vision, Values & Objectives

Our Voice - Our Resources From Guenever 
Pachent (Chair) and Jayne Stevens (CEO)

Our Time - Our Impact

Our Connections - Our Impact

Increasing parity of esteem

Making Our Voice Count

#AVeryDifferentConversation

Sharing our knowledge and information 

Connecting to share Five Ways to Wellbeing 

SUF Telephone peer support

LISTEN for Suicide Prevention

SUF inpatient mental health advocacy 

Our SUF trustee board

Looking Ahead to 2020/21

2.

3.

4.

5.

6.

7-8.

9-10.

11-12.

13-14.

15-16.

17-18.

19-20.

21-22.

23-24.

25-26.



About Us
Suffolk User Forum (SUF) is an independent mental health user-led involvement, peer support and 
advocacy organisation. All our staff and trustees have lived experience of mental health as a 
service user, family carer or mental health worker. We make a difference because people know we 
understand their experiences and genuinely care. Listening and giving people a voice is central to 
our work. We make positive change happen for individuals and we help drive service improvement.

Working as a critical friend we are respected and valued as a strategic partner that shares people’s 
stories, ensuring lived experience is at the heart of service planning, delivery, improvements, and 
commissioning.  Our publication ‘Making our Voice Count’ reports key themes and emerging 
trends. www.suffolkuserforum.co.uk/news/feedback-reports

We actively influence decision-making, support and facilitate user/family carer involvement in 
coproduction. Valuing individuals as active citizens ensures that their lived experience becomes an 
essential resource for service improvement.

We provide:

• Advocacy Together – inpatient mental health, non-statutory, peer-led advocacy, and support for
self-advocacy, promoting statutory rights, choices and options for mental and physical health
support and treatment, highlighting and reporting patient safety, inequalities, and discrimination.

• Peer telephone support - promoting connection, communities and reducing isolation.

• Healthy Together peer support for people living with Serious Mental Illness (SMI), supporting
physical healthcare needs and annual health checks, addressing health inequalities.

• Five Ways to Wellbeing – building wellbeing and self-care for those marginalised by NHS
services.

• Engagement and reporting services, gathering, and feeding back service user and family carer
experiences.

• Coproduction for meaningful involvement and service improvement.

• Suicide prevention, promoting the coproduced model LISTEN and key issues such as changing
the language for suicide prevention, networking, and partnerships, including promoting the Stay
Alive App and resources for suicide prevention.

• Signposting for support.

• Learning workshops exploring recovery and living well.
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Our Objectives
2020-2021
1. Increase parity of esteem by raising the profile of mental health and emotional wellbeing and
ensure people living with severe mental illness (SMI) have peer support to access the physical
healthcare that they need through the SUF Healthy Together Project.

2. Provide a platform for service users & family carers to have an equal voice in the local health &
care system in Suffolk.

3. Ensure that the voices of service users and family carers are at the heart of service
transformation through the development of the new Suffolk mental health strategy
#AVeryDifferentConversation and future implementation plans.

4. Use knowledge and feedback gained from service user and family carer engagement to
contribute to improving existing services and shaping the design of future models

5. Provide a service that gives individual service users and family carers an increased
understanding of the local mental health system and where they can access help and support.

6. Facilitate opportunities for mental health service users and family carers to meaningfully come
together; promoting communities, reducing isolation and lowering impact on statutory services.

7. Continue to contribute to the development of the suicide prevention plan in Suffolk drawing
from the insights and feedback from service users and family carers.

8. Deliver peer led independent mental health advocacy through drop-ins to mental health acute
wards in East and West Suffolk and forensic services in Ipswich.

Our Mission, Our Vision & Our Values
Our Mission is to be an inclusive and trusted mental 
health user led network that values, promotes, and 
strengthens the user voice for positive change, 
independence, human rights, choice and control.

Our Vision is to become the leading organisation in 
Suffolk, championing equal and valued partnerships 
between mental health service users, commissioners, 
and providers; combining mutual strengths and 
experience to improve services, achieving positive 
emotional and mental health for all.
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Our Voice - 
Our Impact
From Guenever 
Pachent, Chair & 
Jayne Stevens,CEO

J���� S����n�
CEO

G������� Pa���n�
Chair of Trustees

Chair of trustees Guenever Pachent (left) pictured with former 
SUF Chair of trustees Jeff Stern (right) 

Welcome to our Impact report for 2020/2021. It is hugely rewarding to present our 
achievements and to recognise the breadth and volume of our work and the huge impact we 
have made to people’s lives. 

Service users and family carers are the reason for the existence of SUF and we hope you know 
how much we at SUF appreciate and value you. We are so grateful for, and often humbled by, 
your accounts of your interactions with mental health services and your willingness to share 
such personal experiences, in the hope that, through sharing, the quality of these services may 
be maintained or improved for others.

We are very grateful to our staff for how rapidly they changed their way of working in 2020/21 
to find new ways of supporting service users during Covid-19 restrictions.  This was not always 
straightforward for them, and service users told us how much you appreciated their support. 
We know you will join us in thanking our staff for their hard work and commitment during this 
very difficult year.

SUF’s work would not be possible without the established support of funders, and we are 
hugely grateful for the core funding of the County Council and Clinical Commissioning Groups 
(CCGs) as well as specific CCG project funding. 

As a user-led organisation, most SUF trustees have lived experience of mental distress as 
service users or family carers, or as mental health workers. We are unpaid volunteers and 
combine the responsibilities of governing SUF with the demands of everyday life. A big thank 
you to our trustees for all that they do for SUF.  
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Our Time
Our Impact

711 Hours

Objective 1
Promoting equal 

access to 
physical and 

mental health, 
developing peer 

support for 
people with SMI

687 Hours

Objective 2 
Providing a 

platform for an 
equal voice in 

the local health 
& care system

852 Hours

Objective 3 
Ensuring 

service users & 
family carers 

are at the heart 
of mental 

health 
transformation

1122 Hours

Objective 4 
Using knowledge 

& feedback to 
contribute to 

improving services

 186 Hours

Objective 8 
Independent 

peer led mental 
health advocacy

846 Hours

Objective 7 
Active 

contribution 
and 

coproduction 
for suicide 
prevention

2981 Hours

Objective 6
COVID-19 

peer support 
to shielded 

persons and 
SUF members

697 Hours

Objective 5 
Increasing 

understanding 
about where to 
access help and 

support
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Our Connections
Our Impact

642 Shielded persons 
supported with Times 

Ten Together peer 
support

4000+ People spoken with 
at virtual events

133 Events & meetings 
attended

3200+ Individual pieces 
of feedback received

81 Advocacy 
interventions

43,000+ People in our 
community membership

22,703 Visits to our 
website

655,700 Twitter
impressions

790,000+ Facebook 
reach

80 SUF Members 
supported with weekly 
community COVID-19 

support
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Increasing parity of esteem
Promoting parity of esteem to enable equal access to physical and 
mental health services, developing the SUF Healthy Together peer 
support project for people living with Severe Mental Illness (SMI)
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This year we have delivered 711 hours of work to enable equal access to physical and 
mental health. This has included:

• Working with SUF members, supporting their involvement with East Suffolk and North 
East Essex NHS Foundation Trust (ESNEFT), and their quality improvement programme to 
become a mentally healthy acute trust. This has included supporting SUF members to 
become volunteers with ESNEFT, SUF attendance at Mental Health Steering Groups, 
Carers’ Steering Group, and support for the development of the Family Carers’ Passport. 

• Supporting the GP Federation with their work to reach out to as many women as 
possible for cervical screening, through the development of an enhanced service. This 
included providing longer appointment times and reasonable adjustments for women 
with mental health needs, and those who would appreciate support to attend 
appointments. 

“Healthy Together Peer Support is a blessing, it feels like someone has reached their hand into 
my darkness, thank you so much.”
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• Supporting shielded persons during lockdown to get healthcare appointments for their 
physical health needs and changes in their long-term conditions when they didn’t feel able 
to contact their General Practitioners or Consultants due to the pressures on the NHS due 
to the COVID-19 pandemic.

• Reporting back the needs of shielded persons to Suffolk County Council and the East and 
West Suffolk Clinical Commissioning Groups at strategic meetings, working to address 
health inequalities, isolation and a strategic response to people’s changing needs during 
the pandemic.

• Supporting shielded persons’ family carers to get mental health support during the 
pandemic from the voluntary sector as well as statutory service support.

• Working with the East and West Suffolk Clinical Commissioning Groups, Norfolk and 
Suffolk NHS Foundation Trust (NSFT) and SUF members in the autumn of 2020 to develop 
the SUF Healthy Together Peer Support Project. This pilot project started in February 
2021 and was funded through the Integrated Care System. Healthy Together is for people 
living with severe mental illness who would benefit from additional support in relation to 
their unmet health needs and wellbeing goals identified at their annual SMI health check.  

Our Healthy Together team provide individualised support to help people plan and to 
attend physical health care appointments, to achieve their physical health and wellbeing 
goals. By 31st March 2021, our Healthy Together Champions were already supporting 11 
people, with a range of health care support needs including COVID-19 vaccinations, cancer 
care, increasing hydration and exercise, health eating, physiotherapy appointments, 
diabetes appointments and living well with diabetes, support to register with a dentist. 
This is a pilot project that will continue through to July 2021.

What service users have told us about our Healthy Together Peer Support…

‘As someone who has gained physical disabilities along with mental health problems, can I say 
how pleased I am that Healthy Together is going ahead.’

‘Thank you, for supporting me to contact the physio, she has been great and really is helping 
me to sort out my issues, if you hadn’t supported me, I wouldn’t have made that first call or 

appointment. ‘

https://www.suffolkuserforum.co.uk/healthy-together-project/


Making Our Voice Count
Ensuring that service users and family carers have an 
equal voice in Suffolk’s local health and care system
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Listening and giving people a voice through conversations about mental health and 
emotional wellbeing, is at the heart of our organisation. We believe that people’s individual 
stories and feedback empowers service user leadership which is essential to improve 
services and to make a difference to the experience of others.

We have spent over 1800 hours listening and gathering people’s feedback about mental 
health and wellbeing services. We provide a platform for people’s stories and views to be 
heard. During 2020/21, we have collated and reported people’s experiences in our 
feedback publication called ‘Making Our Voice Count’. We have published five feedback 
reports in 2020/21, sharing over 3200 experiences of mental health and wellbeing services, 
including anonymised personal stories. Where we have received a range of feedback 
about a service, we have shared stories that describe both positive and negative 
experiences. Making Our Voice Count has been presented at strategic meetings including; 
Norfolk & Suffolk NHS Foundation Trust (NSFT), Overview and Assurance Group, NSFT 
Board of Governors, The Mental Health Alliance Implementation Group, NHS and Suffolk 
County Council COVID-19 Strategic Groups and the Care Quality Commission (CQC) .

‘Making Our Voice Count is extremely well written. Very thorough, informative, and honest.’

https://www.suffolkuserforum.co.uk/cqc-finds-improvements-in-services-run-by-norfolk-suffolk-foundation-trust-nsft-but-further-progress-is-needed/
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Our achievements include:

• Embedding the coproduced LISTEN Model into the commissioning of all Mental Health 
services. 
• Supporting service users to work in coproduction, informing mental health 
transformation and suicide prevention, including development of the new Personality 
Disorder and Complex Needs Service due to commence in June 2021; development of 
mental health crisis support services including the Suffolk First Response Service (FRS); 
improvements to Psychiatric Liaison Services; development of the new community 
model for mental health.
• Supporting the county’s response to our communities in COVID-19 providing 
communication about the resources and support across our communities to ensure 
they are clear and accessible; Identifying gaps and emerging needs due to the impact of 
COVID-19, working with partners to bring forward service users’ ideas and 
recommendations seeking to address them. 
• Coproduction at Wedgwood House (NSFT) with the service user group called the 
Supportive Friends, assisting in the ongoing improvements for inpatient care.
• In March 2021, providing service user feedback to inform the NSFT Board of Governors’ 
Annual plan for 2021/22. 
• Working strategically, we raised concerns about the disproportionate impact of 
COVID-19 for people from our ethnic minority communities, focusing with NSFT 
leadership on the needs and support for both BAME staff and service users. 
• Following service user concerns about local press articles reporting on deaths by suicide, 
or sudden and unexpected deaths, we have worked in partnership with the NSFT 
Communications Team and Archant (the local newspaper and magazine publishing 
company) to agree press statements that better support people who may be affected or 
distressed by the content contained in articles. 
• We have raised peoples’ experiences in three press publications in the East Anglian Daily 
Times and in June 2020 we gave an interview to BBC Radio Suffolk about the experiences 
of people shielding during the pandemic.

What service users have told us about Making our Voice Count…

‘I am really impressed with the SUF Making our Voice Count Report, it has made me realise my 
voice and experience can also make a difference. I have now shared my feedback with SUF.’

‘I was very impressed with your interview on BBC Radio Suffolk about the needs of shielded 
persons... The fact that SUF is there to listen to people is so important and sends the message 

that they are not alone.’

https://www.suffolkuserforum.co.uk/coproduction-projects/listen/
https://www.suffolkuserforum.co.uk/our-projects/covid-19-your-questions-answered/
www.suffolkuserforum.co.uk/our-feedback-to-nsft-governors-for-their-2021-22-annual-plan


#AVeryDifferentConversation
Ensuring the voices of service users and family carers are 
at the heart of mental health service transformation
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LISTEN, LANGUAGE, LEARNING – these are service user priorities for good mental health 
care.

In 2018, the Ipswich & East Suffolk and West Suffolk Clinical Commissioning Groups 
(CCGs) started working together with the other Suffolk NHS, voluntary and statutory 
organisations to design the new mental health strategy for East and West Suffolk for 
2019-2029. Since this time SUF has been an active coproduction partner working to 
ensure the voices of mental health service users, family and parent carers are at the 
heart of mental health transformation. 

This work has been known as #AVeryDifferentConversation and has involved
coproduction, service user, family/parent carer involvement, through meetings, surveys, 
and events. The start of the COVID-19 pandemic in March 2020 meant that the steps 
planned for 2020/21 were paused, as our local NHS adapted to meet the needs of people 
during the early part of pandemic.

The transformation programme recommenced via virtual meetings in late April 2020/May 
2020. SUF staff have delivered 852 hours representing the service user voice.



12

These included sharing user views at the following meetings:
 • Suffolk Mental Health Alliance Implementation Group Meeting (six weekly)
 • Personality Disorder and Complex Needs Pathway transformation (fortnightly)
 • Mental Health community steering group (fortnightly)
 • Crisis Steering Group (fortnightly)
 • Early Adopter for community mental health in primary care - Haverhill (weekly)

We have actively supported the following developments:
• Ensured that the coproduced LISTEN model is fully embedded in all mental health 
transformation, including the quality assurance framework and, staff training. We have 
recommended it is included in staff, supervision, and appraisal and in patient/service user 
feedback (Friends & Family test).
• Responding to the difficulties that NSFT service users experienced accessing the First 
Response Service (FRS) we have worked with NSFT to ensure there is clarity of 
information about who people call when in crisis. We have raised concerns and changes 
have been made to NSFT answer phone messages and public information, including the 
NSFT website, to confirm that all service users receiving NSFT services can call the FRS.
• Enabled SUF members and supporters to be directly involved in mental health 
transformation including being involved in providing feedback and/or attending meetings 
for the new Personality Disorder and Complex Needs service, crisis care pathways, 
community mental health care and planning for dementia care.
• Contributed to the training plan for mental health staff, recommending it includes 
training in coproduction, complaints, the LISTEN model, compassionate care, working and 
supporting people living with Personality Disorders and those with Eating Disorders, 
so that services can respond better to the increased mental health needs post COVID.

In addition, we have shared the user voice and views in meetings to link priorities across 
the mental health system; supporting key lines of enquiry to evaluate assurance on the 
proposed new services and the way in which they will be delivered. Our SUF CEO shared 
service user experiences of crisis services at the Eastern Region, NHS England Clinical 
Senate in November 2020. In the Autumn 2020 we promoted the East and West Suffolk 
CCG consultation and survey about the developing plans for new mental health services, 
inviting people to comment and share their views. In total 450 people provided feedback. 
Our SUF CEO took take part in live online question and answer sessions. As the year ends, 
we coproduced the outcomes people would like to experience through the changes being 
made in mental health services, using the Think Local Act Personal ‘I’ statements.

What service users have told us…

‘Thank you SUF team for always listening to me, and taking forward my views, the work you do 
is impressive, we need the system to help you do more.’

‘I don’t always want to go to meetings, but I want my views heard, I know I can trust SUF to do 
this for me.’

https://www.suffolkuserforum.co.uk/coproduction-projects/listen/
www.suffolkuserforum.co.uk/new-proposals-launched-have-your-say
https://www.suffolkuserforum.co.uk/wp-content/uploads/2021/06/SUF-Coproduced-Outcomes-in-Mental-Health_April2021-v2.pdf
https://www.thinklocalactpersonal.org.uk/makingitreal/


Sharing our knowledge and 
information
Help to access mental health services and community 
support
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“Your Facebook posts have been inspiring - thank you.”

One of the biggest problems that people face is understanding how our local mental 
health care system works and what support is available in our communities. 

Telephone support: Through our telephone support work for SUF members and shielded 
persons, mental health advocacy and contact from members of the public we have spent 
697 hours signposting 790 people to local Suffolk services and mental health and wellbeing 
organisations, including COVID-19 support.

Our website: During this year we updated our website to provide information about new 
services and support during the COVID-19 pandemic. With over 22,700 views, we have 
supported people to access information about a range of services, including our Thrive 
with Five series, based on the Five Ways Wellbeing. Connect, Be Active, Take Notice, Keep 
Learning and Give.

https://www.suffolkuserforum.co.uk/our-projects/covid-19-your-questions-answered/
https://www.suffolkuserforum.co.uk/our-projects/thrive-with-five/
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Our most viewed page has been Help Now which provides emergency information for 
people in menial health crisis. This page had over 2,170 views, an increase of 98 % from 
2019/20. Other ‘most viewed’ pages include:
• Covid-19 support (813 views)
• LGBTQ+ support (637 views)
• Suffolk County Council Customer First (529 views)
• Housing support (285 views)
• Mental health support by diagnosis (274)

Social Media: We continue to grow our social media presence year on year. Our SUF social 
media plays a crucial role in connecting people and developing our relationships. It also 
provides a great opportunity for people to find out information about mental health 
wellbeing and support and to share information that other may find helpful. Social media 
enables us to value people’s input, to answer questions and to listen to their feedback. 
This year we achieved:

Twitter: 2219 Twitter followers, showing an 11% increase in Twitter followers.
  655,700 Impressions.
Facebook: 1595 Facebook Likes, an 31.5% increase in Facebook likes. 793,746 reach.

Email and postal communication: The use of digital communication has been essential 
during the pandemic as we have been following the government’s COVID-19 guidance. 
We are aware that about 10% of our SUF community members do not have access to 
digital technologies including email/smart phones. As we have developed new digital ways 
of working through our website, Zoom, MS teams and using email, we have also ensured 
we share information and important news by post. This year we have introduced Chair’s 
update letters after each board meeting which brief our SUF community members on the 
work of the board.

What our SUF Community Members have told us…

‘I have just seen Thrive with Five. I think it’s lovely and very well written.’

‘The SUF Chairs Updates are excellent.‘

‘I do not have a computer or email address and I very much enjoy receiving the SUF letters and 
info through the post. I am a quiet member but really appreciate all SUF’s work for mental 

health.’

‘Thank you for the very comprehensive Information about being safe over Christmas – really 
helpful!’

https://www.suffolkuserforum.co.uk/emergency-help/
https://www.suffolkuserforum.co.uk/news/board-update/


Connecting to share Five 
Ways to Wellbeing
Thrive with Five
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SUF’s ‘Five Ways to Wellbeing’ course was developed in coproduction with SUF 
community members. Since 2019 this course has been delivered to five service user 
groups, where we have worked in partnership with our SUF community members, 
The ACE Project, Julian Support, and Iceni. 

With funding from the West Suffolk Clinical Commissioning Group’s Realise Ambitions 
Fund, our team successfully moved this five-week course to an online group in 2020. 
We ran two courses for service users, one in the autumn of 2020 and a second in late 
winter 2021.

Based on the ‘Five Ways to Wellbeing’ programme, our coproduced course focused on 
people’s individual needs and goals, enabling connections with local support. The course 
covers the five key areas for wellbeing; Connect, Be Active, Take Notice, Keep Learning 
and Give.

‘Thank you for your time and energy with this course and I am blessed to have taken part.’
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The skills that the course promotes include good sleep, nutrition, exercise, and relaxation 
and these have been important elements in coping with the huge changes that have taken 
place during 2020; keeping us strong and healthy in mind, body, and spirit.

The focus on setting small goals helps to make a big difference to our self-care and can tap 
into renewed energy and enthusiasm.

To support this course this year we coproduced in 2020/21 our Thrive with Five series of 
booklets which are also based on the Five Ways to Wellbeing programme. These can be 
downloaded from our website and contain links for support in East and West Suffolk.

What service user’s attendees have told us about our Thrive with Series and 
Five Ways to Wellbeing course...

‘Thank you so much for such a wonderful course and taking the time to learn and to educate 
me about the areas we covered on the course.’

‘It was such an informative course, which was well ran and service user lead.’

‘Each week you gave me loads of material that I could use! I understood the information and I 
was able to do it in my daily life, often changing the way I lived my life. This has added to me 

being able to live my life as full filled as possible, living with depression and anxiety.’

‘The topics chosen were useful and related to my struggles wholeheartedly.’

‘I engaged with the fact that we were all different, but we shared lived experiences, this was 
really helpful.’

‘In all honesty I can say that this course has taught me to be kind to myself and not to be too 
self-critical. This course saw me on a week that I was really doubting myself and felt quite 

unwell and SUF saved me from myself, as I was able to talk things through with someone who 
cared enough to spare the time for me, giving me good advice and the number to First 

Response Service.’

‘The thing that I will remember from the course is the breathing technique I have learnt. I 
cannot tell you how wonderful it is to finally find something that fits. This works for me…I now 

use this all the time.’

‘I think the best was week five and we talked about ‘Give’, we had some really good quotes 
which we discussed and in recent months I have become able to really love quotes and really 

benefit from them.’

https://www.suffolkuserforum.co.uk/our-projects/thrive-with-five/


SUF Telephone peer support 
COVID-19 support to shielded persons and SUF 
community members. A lifeline during the pandemic
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‘At the beginning of the pandemic, I was very vulnerable, that was when I had the most need, 
your calls helped me so much.’

When the COVID-19 lockdown started in March 2020, we made it a priority to contact our 
SUF community members and to offer regular telephone peer support. We were pleased 
that Suffolk County Council recognised the importance of this work and supported us with 
additional funding. We were also able to extend our support to some GP surgeries with 
short-term funding from the Ipswich and East NHS Clinical Commissioning Group (CCG). 
With this additional funding we delivered 2981 hours of telephone peer support 
throughout 2020/21.

Between April and July 2020, we spoke with over 1500 people, delivering Times Ten 
Together peer support for 642 people who were shielding. As well as providing telephone 
support, we ensured people had the information they needed to receive their essential 
supplies including medication and food. We provided signposting for additional support, 
including family, parent and young carers’ support, and we also ensured that people 
received medical support for their changing healthcare needs by making referrals back to 
their GPs and hospital consultants.
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We arranged ongoing weekly peer support to 80 SUF community members, providing a 
reassuring and supportive voice. Our work included supporting people during mental 
health crises and enabling people to focus on their own weekly personal wellbeing goals.

Shielded persons greatly valued our telephone contact, which was made on behalf of their 
GP surgeries, saying that they felt cared for and supported at a very difficult and worrying 
time. The 80 people receiving our regular peer support have all told us that our regular 
calls had been a lifeline during the pandemic. Many have specifically thanked our 
individual SUF staff. They have said that our support made them feel valued. Having 
regular contact with us reduced their isolation, provided the opportunity to talk through 
their worries and to achieve incremental goals to support their wellbeing. 

What shielded persons and SUF community members have told us about 
our telephone peer support…

‘Your calls are something I look forward to each week, I feel it is more than a phone call, it has 
been vital to me, just to spend a few minutes talking to someone who feels I am important, 

I really appreciate it. It has made a big difference to me.’

‘You have been the most valuable person in my life since lockdown. A friendly voice that I look 
forward to. It has been reassuring knowing that someone is looking out for me.‘

‘It is great to have someone call me to find out how I am outside of my friendship group. It is 
like having mental health support without it being on a professional basis. It is comforting to 

know that I am not totally alone.’

‘Over the last 10 months being able to talk to a member of your team has really helped. I don’t 
know where I would have been without this support.’

‘Your calls have been so helpful. 100 times thank you.’

'I sit here some days gazing into space, it’s been so nice to have someone to talk to. It always 
makes me smile'.

'I can't tell you how much it has helped me. When you live alone you almost forget how to talk.  
It has made a huge difference and I have found it valuable. You have been like a friend I can 

trust'.

‘The SUF calls have always been very friendly and supportive. They have perked me up no end! 
Thank you to everyone in SUF. You are really doing a brilliant, vital job.’



LISTEN for Suicide Prevention
Coproduction for suicide prevention
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‘SUF do a great job and I couldn’t do my job in NSFT without SUF and your important work for 
suicide prevention.’

This year we have spent 846 hours supporting suicide prevention in Suffolk. In the Autumn 
of 2020, we bought together SUF community members who spoke to us about living with 
suicidal thoughts and suicide prevention. Meeting in small groups on Zoom and in 
one-to-one conversations, people shared 142 experiences, helping us to understand what 
works well to support people in extreme distress and what really does not help. This has 
identified further suicide-prevention work which we have taken forward this year with the 
North East Essex and Suffolk Suicide Prevention Steering Group. 

Twenty experiences related to the response received at Accident and Emergency (A&E) 
departments in Suffolk and from Psychiatric Liaison teams (the mental health crisis service 
provided in acute trusts by Norfolk and Suffolk NHS Foundation Trust (NSFT)). We have 
already started working with NSFT who have welcomed SUF and two of our service user 
members as partners at their Crisis Steering Group. This means that we can work together 
to ensure that LISTEN is used to better support people and to coproduce improved 
outcomes for people receiving crisis support in A&E. With the reported increase in mental 
health crises as COVID-19 rules ease, this is an important area for development in 
2021/22, alongside working with commissioners to plan alternative responses such as 
crisis cafés. For World Suicide Prevention Day (10th September 2020) we promoted the 
importance of staying connected through our coproduced publication LISTEN for Suicide 
Prevention. 

Picture Credit: Delmaine Donson

https://www.suffolkuserforum.co.uk/wp-content/uploads/2021/06/Coproducing-for-Suffolk-Suicide-Prevention_V7.pdf
https://www.eadt.co.uk/news/crime/how-many-mental-health-reports-to-suffolk-police-8140296
https://www.suffolkuserforum.co.uk/listen-for-suicide-prevention/
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Service users with lived experience of suicidal thoughts and distress worked with us to 
develop this helpful approach for anyone to use. 

Our SUF Suicide Prevention Lead this year supported two SUF members to share their 
personal experiences of living with suicidal thoughts through videos and podcasts on 
YouTube. This work complements the award-winning StayAlive App, which SUF bought to 
Suffolk in 2019, now has 1400 users in the county. The stories in these videos and podcasts 
have been promoted by the North East Essex and Suffolk Suicide Prevention Steering 
Group and can be seen on our SUF website. They provide powerful insights and help build 
an understanding of what it can be like when living with suicidal thoughts. The material 
also sets out what is helpful and supportive, how to recover and where to get support. 
Their stories include:

• Two personal podcasts, Part 1, and Part 2.
• Stay Alive 1 – When suicide is on your mind.
• Stay Alive 2 – Things that do and do not help when someone is suicidal.
• Stay Alive 3 – How to protect your mental health when feeling suicidal.
• Stay Alive 4 – Break the stigma.

Our other suicide prevention work includes supporting service users to be involved in 
action in relation to locations that present a higher suicide risk. This has included working 
with strategic partners in Suffolk County Council and Highways England, exploring the 
opportunity to make some areas safer with the installation of new Samaritan signs, 
relocation of Samaritan telephone boxes, increasing safety through permanent closure of 
high-risk laybys and the possible installation of ‘happy to talk’ benches.

Our SUF Suicide Prevention Lead has worked closely with the Public Health team in 
Suffolk County Council to involve service users in the coproduction of support leaflets and 
to ensure families and people in local communities are offered emotional and practical 
support following deaths by suicide. We have also supported local organisations with their 
work on suicide prevention. This has included raising the profile of mental health 
awareness, suicide prevention training and Suffolk Life Savers with local construction 
companies, football associations and farming communities. Our SUF Advocate has 
worked closely with NSFT, supporting, and participating in their monthly suicide 
prevention webinars throughout 2020/21.

What shielded persons and SUF community members have told us about 
our suicide prevention…

‘LISTEN for Suicide Prevention has helped me so much, thank you to SUF and everyone 
involved in writing this.’

‘Thank you for being a great listener, you really helped me by giving me hope.’

https://www.suffolkuserforum.co.uk/stay-alive-app-for-suffolk/
https://www.suffolkuserforum.co.uk/suf-members-podcasts-and-videos/
https://www.healthysuffolk.org.uk/projects/suffolk-lives-matter/your-suffolk-life-saver-pledge


SUF inpatient mental health 
peer advocacy
Working together as peers to make your voice heard
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‘On admission I worried about everything. SUF peer advocacy helped me understand my 
options and gave me confidence to ask for what I needed’

This year our we have delivered 186 hours of peer led, non-statutory inpatient 
Independent Mental Health Advocacy (IMHA), and 81 individual advocacy interventions. 
We have delivered this work as an advocacy partner within the Total Voice Advocacy 
Contract.

Due to the COVID-19 pandemic we were unable to undertake our regular weekly advocacy 
ward drop ins at Woodlands and Wedgwood House, or our monthly drop ins at Foxhall 
House. We quickly adapted our advocacy service to provide support by phone and to 
ensure that we had weekly contact with inpatients by attending the ward community 
meetings virtually using Microsoft Office Teams. 

We have valued the support from staff at Wedgwood House, Woodlands and Foxhall 
House, who worked hard to be inclusive and to support our advocacy role through virtual 
meetings during the pandemic restrictions. Our SUF Peer Advocate has also supported 
people in community groups and through individual advocacy interventions. 

https://www.suffolkuserforum.co.uk/advocacy/
https://www.voiceability.org/support-and-help/services-by-location/suffolk
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This has included:
• Support for people to know their legal rights and the basis for people’s admission, 
as either a detained or voluntary patient.
• Information about people’s care and treatment, including care plans.
• Information and support for inpatients to get permission, called authorisation, to 
leave the ward for what is called ‘authorised leave’. 
• Support to have one-to-one time with a named nurse. 
• Support for queries about medication, test results and appointments.
• Signposting for other support for example support groups and recovery groups so 
people feel more connected once they are discharged.
• Referral to an Independent Mental Health Advocate for support to appeal 
detention where people meet the criteria for statutory advocacy including 
Independent Mental Health Advocacy (IMHA) or Independent Mental Health Capacity Act 
Advocacy (IMCA).

As part of the improvement work for Wedgwood House, the SUF Advocate was asked in 
early May 2020, by the lead nurse of the West Suffolk Care Group, if they could be involved 
in a new initiative called the Supportive Friends which was starting in Wedgwood House. 
This initiative invited experts by experience (ex-NSFT service users) to evaluate the quality 
of inpatient care. During 2020/21 we have worked with the Supportive Friends and valued 
both their support of inpatients and of our SUF peer advocacy role. They have stayed in 
regular contact with our peer advocate through virtual meetings and regular catch ups, 
updating us about the quality improvement work at the inpatient unit. 

We have recommended that this model also be adopted at Woodlands. As the year comes 
to an end, Woodlands are in the process of recruiting a peer support worker and family 
carer lead. Our SUF Advocate looks forward to developing these relationships to further 
support the inpatient quality improvement work. We look forward to returning to our in 
person drop-in visits from 19th April 2021. Our peer advocacy service adheres to the 
definition and principles of the Advocacy Charter. We have coproduced our advocacy 
commitments this year to ensure our advocacy delivery works in true partnership with 
people, with clarity of purpose, upholding people’s rights and promoting social inclusion.

What people have said about our inpatient peer advocacy at Wedgwood, 
Woodlands and Foxhall House…

‘I needed someone by my side, who really knew and understood how I felt. The SUF peer 
advocate understood me, and I knew I could trust them.’

‘It was reassuring to know I could talk to the peer advocate from SUF.’

‘If it were not for SUF's advocacy support, I know I would be even more unwell, sometimes 
I dread to think what would have happened.’

https://www.ndti.org.uk/resources/new-advocacy-charter
https://www.suffolkuserforum.co.uk/advocacy/


Our SUF trustee board
Promoting transparency, governance, and our strategic 
objectives
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‘As a new trustee I was amazed to find how much SUF does - and with such a small budget. It’s 
rewarding to support a team which is making a big difference to so many people in Suffolk.’

Our trustees have dedicated over 2500+ hours volunteering for SUF this year. Together 
they have contributed volunteering time worth over £110,00, highlighting the financial 
value that volunteering has provided to our charity.

Our Trustee Board met eleven times in 2020/21, including nine board meetings and two 
sub group meetings. The Board meeting dates are provided in the SUF website events 
calendar, and a Chair’s update is provided after each board meeting to SUF community 
members.

Our Trustee Board’s responsibilities are to:
• Ensure SUF is carrying out its purposes for the public benefit.
• Comply with SUF’s governing document and the law.
• Act in SUF’s best interests.
• Manage SUF’s resources responsibly.
• Act with reasonable care and skill.
• Ensure SUF is accountable.

As part of this accountability our trustees declare any possible conflicts of interest in the 
SUF Trustees’ Declarations of Interests. This record is available to view on the SUF 
website and is reviewed regularly. 

https://www.suffolkuserforum.co.uk/news/board-update/
https://www.suffolkuserforum.co.uk/wp-content/uploads/2021/07/TrusteesDeclarationsofInterest21Jun2021.pdf
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We would like to thank all our volunteers for their continued commitment and outstanding 
support. They have actively supported us to achieve our mission and strategic objectives, 
bringing a more diverse range of skills, lived experience and knowledge; raising awareness 
about SUF and mental health; building valuable relationships within our networks, 
partnerships, community and ultimately our work supporting others. Our Trustee Board 
would like to extend its gratitude to our volunteer Ken Burr, who has been a key part of the 
SUF leadership team for the last two years as Company Secretary (1/04/2018-31/7/2020) 
and as our volunteering accountant. Ken stood down in February 2021. During his tenure 
with SUF he made significant developments to our financial recording and reporting 
systems. 

Our trustees play a vital role in ensuring that SUF is managed to the highest standard, 
promoting transparency, ensuring good governance, and driving forward our strategic 
objectives. We are delighted in 2020/21 to have strengthened our trustee board with the 
appointment of three new Trustees, Beverley Griggs and Charley Maher appointed in 
October 2020 and Martin Wright, appointed in November 2020. The SUF Board would like 
to express its thanks to Dan Pennock, who has made a valuable contribution as a SUF 
trustee for the last three years, retiring from our Board in October 2020.

In August 2020 the SUF trustee board appointed Robert Nesbit as Company Secretary. 
In October 2020 our Chair Jeff Stern also stepped down and our Vice Chair Guenever 
Pachent was appointed as the SUF Chair of Trustees. The Trustee Board is still working to 
recruit a trustee from our local ethnic minority community and seeks to appoint a 
Treasurer and Vice Chair. As the year ends the SUF trustee board is in the process of 
appointing Mark White as a trustee. If successfully appointed there will be two trustee 
vacancies, with ten out of twelve positions filled. 

On behalf of everyone in Suffolk User Forum we would like to thank…

Our donors - Thank you for being our partner, for your generosity, confidence, and appreciation 
of our support to vulnerable people and mental service users during the pandemic. We truly 

appreciate your support. 

Our SUF community members and supporters – Thank you for trusting us to share your very 
personal lived experiences of mental health. Thank you for your time, involvement, feedback, 
and support in all our work for mental health and suicide prevention. Your support has been 

invaluable to us.

 Our SUF team – Our achievements this year would not have been possible without the 
dedicated efforts and inspired vision by our SUF team and leadership. We would like to thank 
our SUF staff, trustees, and volunteers, who have worked exceptionally hard throughout this 

year.

https://www.suffolkuserforum.co.uk/our-trustees/


Looking Ahead to 2021/22
Our goals and commitments for the coming year
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Service user leadership, involvement and coproduction are at the heart of our values and shape 
every aspect of our work. 

As we start the new fiscal year 2021/22, we enter the third year of a three-year partnership 
and funding agreement. Our top priority for this year is to secure sustainable, long-term 
funding. This will mean that we will be able to continue to our work enhancing and 
advancing the voices of people living with mental ill-health. We are committed to service 
user leadership, involvement, personalisation, and co-production with our local statutory 
partners – Suffolk County Council and the NHS. We plan to continue to grow our mental 
health user-led network, to help improve mental health services and prevent prevention. 

Our priorities for the next period include: 

1. Making Our Voice Count – continuing to raise the profile of people’s voices and lived 
experience to ensure mental health services, organisations and policies are led and shaped 
by the people best placed to know what works. People who use mental health services are 
experts by experience.
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2.  To continue promoting service user priority areas for mental health improvement, 
including:

•  The LISTEN model.
• ‘Suicide is not a choice Change the language Save a life. Be the change.’
• Personalisation and reasonable adjustments for mental health service users, 
including how these are embedded within our system’s zero tolerance policies.

3.  To continue to build our partnerships to support the County Council and the local NHS 
to discharge their statutory responsibilities. These include involvement, coproduction, 
information, assistance, and advocacy in relation to adult mental health service users.

4.  To secure funding for SUF peer advocacy which provides help at a critical moment to 
mental health inpatients.

5.  To expand the SUF Healthy Together Project, promoting the healthcare rights of people 
living with severe mental illness (SMI).

6.  To widen the expertise and lived experience of our trustee board, to include financial 
and accountancy skills and welcoming trustees from our local ethnic minority 
communities.

Our key commitments are:

1. To promote equalities, diversity and inclusion in all our work, increasing individual
membership from among ethnic minorities, men and people who are LGBTBQ+, and
working more extensively with group members.

2. To develop service user leadership and volunteer roles within our charity, supporting
people to gain skills as active citizens.

“Service-user leadership is fundamental to designing, delivering, and checking services that 
support people to fulfil their potential. Only by transforming services in the way that the people 

who use them want us to, can better outcomes be achieved...”

Dr Geraldine Strathdee 
National Clinical Director for Mental Health, NHS England.

‘There is only one organisation I would ever recommend to people who have mental health and 
need help. That is Suffolk User Forum.‘

SUF Member



Suffolk User Forum (SUF) is a 
Registered Company Number 
06946785 and a Charity 
Number 1133457.
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