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About ‘Make Our Voice Count’ 

Welcome to "Making Our Voice Count," our feedback report on the experiences of 

service users and family and parent carers regarding mental health and wellbeing 

services in East and West Suffolk.  

In addition to producing regular themed reports on various specific topics, we 

summarise real-time feedback that helps us identify areas for improvement and 

emerging concerns. 

This feedback was collected from eight participants at an in-person event on Friday 9 

February 2024.  The event was to comment on and review the Healthy Suffolk website 

- Healthy Suffolk - Healthy Suffolk 

 

Executive Summary 

What did we learn? 

• The group considered all aspects of the Healthy Suffolk website. Most of the 
group had looked at the site before the session. 

• Most of the session was user-led and focused on the advice pages on mental 
health and wellbeing.  

• Feedback on the Menti survey (See graphs below) the group completed showed 
that the positives about the site are that it is relatively easy to navigate and has 
a simple design. 

• Feedback also showed that there is not enough content on the site to direct 
people to services that are most relevant to them e.g. “where is the list/directory 
of support for mental health and other Suffolk services?” 

• The group said that people in a mental health crisis would not necessarily think 
about using a website as the first point of information. 

• There is currently no support for anyone in crisis, so this should be more clearly 
signposted. 

• The main features the group said would improve the site and general navigation 
were:  

o A list or directory of health and wellbeing support and services in Suffolk. 
o More detailed information under the ‘Healthy You’ section to describe 

mental health support. 
o Better links to other partner initiatives e.g. Suffolk Police’s Right Care, 

Right Person’ initiative.  
o Better use of plain English and avoiding jargon especially the JSNA 

section and being clear about the Health & Wellbeing Board section (as 
opposed to ‘Board’ which is unclear in the main menu bar). 

 

 

https://www.healthysuffolk.org.uk/
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Menti Survey - Summary  
 
 

 
 

Average scores on a scale of 1-4  

where 1 = strongly disagree and 4 = strongly agree. 
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Website Scenarios 

The group was asked to consider three scenarios and to record where they would 
look and how they would find the relevant information in each case. 
 

A) Imagine you are a Suffolk family/parent carer trying to find tips for your child’s 
dental health (how often to brush, what support is available, etc). 

B) Imagine you are a Suffolk resident and need help to stop smoking. 
C) Imagine you are looking for information about drinking less alcohol on behalf of 

a friend who lives in Suffolk. 

 
Summary of findings from scenario exercise: 
 

• Many would use a search engine such as Google, so Healthy Suffolk must be 
among the top three results to encourage people to visit. 

• The NHS website was mentioned as a trusted source. 

• Feel Good Suffolk would be a helpful website for smoking cessation information, 
but it needs to be promoted better. 
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• Word of mouth is important – looking for positive testimonials from others. 

• Supermarkets are important for finding out information e.g. display posters, 
leaflets, etc in these settings.). 

 
 

 
 
 

Card sorting exercise 
 
The group was asked to consider a set of coloured cards that matched the menu 
headings and sub-headings on the Healthy Suffolk website. The task aimed to either 
a) re-sort the cards to make the navigation more logical/user-friendly and/or b) add 
new cards to represent any information gaps. 
 

 

Above: post-it note comments in full. 



5 
 

 

Summary of findings from card sorting exercise: 
 

• Both ‘Board’ and ‘JSNA’ are unclear headings – it should be clear what is meant. 

• Suggested additions to the ‘Healthy You’ section included: 
o Dentistry. 
o Autism. 
o Links to police services especially mental health. 

• ‘What is the JSNA about?’ should be first sub-heading under JSNA section. 

• Adding a complete list/directory of all support services in Suffolk (the group 
discussed a search function that connects to the Suffolk InfoLink directory to 
invite people to make a quick search by topic/postcode etc.) and if this was 
possible. 

• Under the ‘Contact’ section, it needs a direct phone number and email with a 
guaranteed 12-hour response. 

• The group wanted to know statistics about mental health in Suffolk but did not 
know it would be under JSNA, or that it would be available on Healthy Suffolk – 
suggested adding links from the service pages.  

 

Next Steps 

The group’s feedback has been an invaluable part of the broader user testing for 
identifying areas of improvement to the Healthy Suffolk website. Over the next month, 
there will be further user testing with web users (public and professional) which will 
inform an action plan for detailed improvements to the site. 

It would be helpful to come together again to review the new website and compare 
feedback to see if the group feels their feedback has led to an improvement to the 
site.   

 

For more information 

Contact Chris Pyburn at chris.pyburn@suffolk.gov.uk or call 01473 263742 

 
 

mailto:chris.pyburn@suffolk.gov.uk
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