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S 
ince the sociological and health impacts of the global Covid-19 pandemic, really 

started to bite back in March 2020, Conwy Mind has undergone many transformative 

changes in order to continue delivering services, to those impacted by mental health 

problems, associated with the pandemic or otherwise.   

 

This has involved a wholesale revision of our philosophy of service delivery.  Previously our 

services were very much focused in the Llandudno area, but during the pandemic we moved 

to online and digital platforms enabling us to expand our reach and support people across the 

whole of Conwy County. 

 

Due to the ‘lockdowns’ our staff have been primarily working from home, delivering online and 

telephone support services and consequently have had a far greater reach than previously. 

 

Staff and Volunteers are now returning to the workplace, and we are recommencing the roll 

out of a number of new initiatives for both adults and young people across Conwy County. 

We can, now, look forward to the future with confidence, working with National Mind, our 

adjacent Local Mind Associations and other statutory and voluntary sector partners, 

continuously improving the support available to our communities. 

 

I must place on record my thanks to our CEO, Denise, her staff and volunteers for their 

tireless efforts in the face of adversity.  Thank you, also, to our small band of volunteer 

Trustees who have gone beyond what would be normally expected to offer their support 

and wisdom to the charity during 2020 and 2021. 

 

Robin Holden 

Chair of Trustees 

17th November 2021 
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I 
t has been an extremely busy and challenging 

year but with a dedicated team of staff and 

volunteers Conwy Mind rose to that challenge. 

During the year the organisation experienced a period 

of growth and change.  We increased our staff team, 

expanded our range of services to support the 

growing numbers of people wanting to access 

support and adapted to the challenge of delivering 

services digitally. 

 

We focused on building connections with other 

organisations and communities to help us offer better 

support to people. 

 

Covid is not over, its legacy means an ever-increasing 

number of people needing our help and support and 

we will continue to adapt and change to meet that 

need. 

 

Denise Roberts 

Chief Executive Officer 
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Organisational Services 
Snapshot of 

Covid-related issues 

Introduced new IT systems to 
deliver service virtually including 
GloCom, Teams and Zoom. 

Created virtual induction and 
training for staff. 

Took on new staff including: Hub 
Workers, Active Monitoring 
Practitioners, Counsellors, 
Business Support Officer and a 
Trainer to meet increased 
demand. 

Introduced new Lamplight 
database. 

Established a SPOA for all 
referrals and enquiries. 

Set up a new telephone 
counselling service. 

Set up our virtual hub and offered 
regular support calls. 

Launched our AM service. 

Took over the ICAN volunteer 
service and introduced befriending 
service. 

Remodelled groups to be 
delivered online. 

Change in situation. 

Loss of family member or friend. 

Restrictions to funerals and 
hospital visits. 

Carer burden due to loss of support 
networks.  

Birth – not able to have partner 
there. 

Isolation – not able to see family 
especially with lockdown in Wales, 
unable to attend groups. 

Loss of job or money as a result of 
lockdown. 

Usual MH support not available. 

Worries about hospital stays or 
operations. 

Loss of routine. 

Feeling restricted. 

Health anxiety or OCD in relation to 
Covid. 
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ICAN Community Hub 

The support helped me to start finding 
my way out of a very deep hole and gave 
me the strength to start fighting 
back to better days. 

I was made to feel heard and validated 
and offered great support in a 
truly difficult time. 

Future of the Community Hub 

This change in our way of working has meant we have been 
able to reduce barriers which existed before and 
significantly extend our reach.  

In response we have revised our original plans for a 
physical hub and will be holding mobile hubs in community 
venues across Conwy County to take the service to the 
clients and improve accessibility. 

Mental Health Issues Supported: Depression  Anxiety  Isolation and loneliness 

Low self-esteem  Sleep Problems  Stress  Suicidal thoughts 

O ur ICAN Community Hub provides easy to access 

early support for people struggling with their 

mental health and wellbeing. 

Set up in early 2020, the hub was initially offered as a 

drop-in service located in Llandudno. However, the spread 

of COVID forced a complete re-think of delivery, with all 

services switched to an offer of virtual support, either 

online or over the phone. With a huge increase in referrals 

during the pandemic, the Community Hub has become 

Conwy Mind’s first point of contact for people across the 

county. 

If people are unsure, where to find support, need 

information or want to access one of our services, they 

can get in touch with our ICAN Connectors who will talk 

them through what’s available and support the client to 

find the best way forward. If our services aren’t the best 

fit then our Connectors will link their client in with other 

agencies and organisations to ensure they can reach the 

support they need. 
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Active Monitoring 

Mental Health Issues Supported: Anxiety  Difficult, critical thoughts  Depression 

Low self-esteem  Poor sleep  Low motivation  Managing anger  Loss  Stress  Isolation 

A ctive Monitoring is a six-week guided self-help service 

designed to support people with low to moderate 

mental health issues. It offers support and techniques 

through telephone calls and information booklets to help 

the participant develop coping strategies to better 

manage their situation. 

During the pandemic Conwy Mind joined with other Local 

Minds across Wales to deliver an adapted Active 

Monitoring service which could be offered by phone or 

online rather than face to face. 

The introduction of Active Monitoring led to an increase in 

both referrals and reach across the County of Conwy and 

provided much needed support which enabled people to 

continue to access a service whilst restrictions were in 

place. 

86% 
of people said their depression 

had reduced after AM support 

86% 
of people said their anxiety 

had reduced after AM support 

93% 
of people said their wellbeing 

had improved after AM support 

The support I received helped me to 
feel more optimistic about my future 

and my target goals… I learned different 
coping mechanisms and techniques which 
has come in useful in day-to-day life 
especially the breathing techniques. 

            This is exactly what I needed, and the 
            practitioner was easy to talk to. They 
listened well, offered me guidance which wasn’t 
pushy. Excellent mental health support 
with empathy as well. 
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Counselling 

In April 2020 I left hospital after a 
two week stay while ill with Covid-19. 
My care package included telephone 
sessions with a counsellor from Mind 
Conwy. This not only helped with the 
after-effects of dealing with Covid, it 
also helped me to come to terms with 
other things which were wrong 
with my life. The sessions were 
a lifeline. 

Mental Health Issues Supported: Diagnosed MH conditions  Bereavement  Anxiety around Covid 

Relationship/family issues  Health anxiety  OCD  Loss of identity, routine or job 

O ur counselling service is designed to support, listen 

and to create a safe place for a client to explore 

issues that are going on in their life and to find a way 

forward.   

Our Counselling service had to undergo a huge change in 

response to lockdown, with the inability to offer face to 

face counselling.  

However, vital Covid funding allowed us to employ more 

counsellors to cope with the ever-growing demand for 

this service. It has also enabled essential training for the 

counsellors to work effectively online and on the 

telephone. So by April 2020 we had successfully 

established a new virtual counselling service. 

 

Just someone to listen without judgement. 
Someone that really listens to what 
you are saying and being supportive. 

            I was very apprehensive about  
            talking to someone over the phone, 
but [my counsellor] made me feel 
comfortable and after a short period 
of time I forgot that it was a phone 
session. 
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Training 

D uring 2020-2021 we developed our training hub, 

investing in offering training in Mental Health First 

Aid, responding to the covid crisis by designing courses 

aimed at people working from hone to help their mental 

health.  

In this period we successfully ran the following courses: 

 6 Mental Health First Aid courses  

 3 Five Ways to Wellbeing courses  

 4 Five Ways to Wellbeing courses specifically for 

Llandrillo College. 

           It exceeded my   
           expectations as 
I thought it would be 
basic mental health 
but it went into a lot 
more detail than I 
expected and I learnt 
a lot, from different 
aspects. 

           I thought I had no   
           stigma when it came 
to talking to someone 
experiencing difficulties with 
their mental health but 
through this course I realised I 
would definitely not have asked 
directly about suicidal 
thoughts before, which 
I would now. 

          Puts something like 5   
          ways into perspective 
and that it can be simple and 
achievable to all. Good for 
others to get out of their 
comfort zone and to try 
something new and feel that 
they have done something, 
however simple/small. 
Thank you. 
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85% 
of people said 

their depression had 

reduced following 
support from 

the hub 

85% 
of people said 

their anxiety had 

reduced following 
support from 

the hub 

89% 
of people said 

their wellbeing had 

improved following 
support from 

the hub 

We provided 
819 

hours 
of counselling 

during this 
time 

100% 
of participants said 

the 5 Ways to 

Wellbeing course 

was excellent 

248 
people were referred 
to the counselling 

service 

90% 
of clients felt the 
service had met 

their needs 

We reached people 

in all but two 
postcode areas 

in Conwy County 

80% 
of service users 

would recommend 

Conwy Mind services 
to friends and 

family 

80% 
of service users felt 

accessing the service 
had helped them to 

resolve issues  
in their lives 

99% 
of service users accessing 
Conwy Mind counselling 
services would be likely 

to access other Conwy 

Mind services if they 
needed them 

95% 
of service users felt 

they would be likely to 

access Conwy Mind 

services again 

if needed 
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Evaluation 

W e were keen to measure our performance and get feedback from 

our service users during this period.  During this time we 

establish a new feedback system, making it easier for people who 

accessed our service to tell us what they thought.  

 

What did we do? 

 Sent feedback forms to anyone who accessed our services, either 

electronically or by post 

 Those who were happy to complete over the phone had the 

opportunity to speak to a member of staff and complete the form 

 Included contact form on website to encourage feedback online. 

 

People told us... 

They liked the 
flexibility of the 

telephone/digital 

counselling and were 
keen to see this continue. 
Choice of the delivery 
method of counselling 
was very important and 
something we will 
continue.  

 
More Face-to-face 

services – we want to get 
back to offering face to face 
services, Covid restrictions 
permitting. We are working hard 
to establish our Community 
Hubs across Conwy and offer 
face to face groups such as 
Mums Matter, My Generation 
and Living life to the full. 

 
Offer Services for 

Younger People – we 
have put this as a key priority 
to develop our services for 
younger people. We have 
secured funding to develop 
Active Monitoring for Young 
People, counselling, and 
Groups. This is a key area of 
development for us in 2021. 

 
More 

counselling 

sessions and a 

quicker response 

time – increased 
counselling offer, 
recruited two new 
counsellors and 
introduced student 
counsellors. 
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Referrals 

W e have supported service users from a much wider 

reach than ever before. Traditionally most of the 

service users have come from Llandudno as this was where 

the office was based. Over the past 12 months, we have 

reached people across all but 2 of the postcode areas in 

Conwy County (both of which are very rural areas. 

We have supported people from the age of 16 to the age 

of 92 years, with some support for younger people in 

terms of the Family Wellbeing Worker role.  

The majority of people supported over the past 12 months 

have been from the working age groups. Less that 10% of 

service users are aged 65 years and over. About 15% of 

service users are under 25 years old.  

Referral Routes 

 Self-referral 

 GP 

 CMHT 

 Family Worker 

 National Mind 

 Social Worker 

 

Social Issues Supported 

 Debt 

 Housing 

 Physical health 

 Work issues 

 Relationship breakdown 
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Thank You 

Funders 

 Steve Morgan Foundation 

 Community Foundation Wales 

 Lloyds Bank Foundation 

 Awards for All 

 Garfield Weston Foundation 

 Moondance Foundation 

 People’s Postcode Trust 

 Media Trust Headlining Mental 
Health programme 

 Co-Op Local Communities Fund 

People to Thank in Terms of 

Increased Engagement 

 Simon Wynne and the 
volunteers at Bayside Radio – 
Radio coverage, marketing and 
publicity, new audience 

 Estelle Nock – Newsletter and 
early marketing involvement 

 Michael Markie – IT volunteer, 
created graphics and managed 
website 

 Linda Tavernor – Abergele 
Youth Shed, Itaca, and Ysgol 
Emrys 

 Cat Whitehouse and team at 
Media Trust 

 Livetech – website 
development 

Local Minds we Liaised With for 

Development and Building 

Engagement 

 Leeds Mind (Peer support) 

 Burton and District Mind 
(Counselling service and income 
generation) 

 Hull and East Yorkshire Mind 
(marketing and publicity) – 
Special thanks to Jack Moore 
for support with recruitment, 
mentoring and resources 

 Wirral Mind (Property 
Investment) 

 NEW Mind (Training income 
generation) 

 Vale of Clwyd Mind (Active 
Monitoring joint tender) 


