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Chair of Trustees Report
It has been another extraordinary year at Lifecraft, and
for the rest of the world of course!
The period of this report dates from 1 April 2020 to 31
March 2021, and March 2020 was the first month our
new CEO, Gemma Barron, beginning work at Lifecraft. It
was tremendously busy for Gemma as she learnt about
Lifecraft, its operations and its staff, initially mostly on
a virtual basis and without seeing staff in the office,
and then supporting all the adjustments necessary
to working in the different phases of opening up in
the pandemic context. During this time we have seen
notable expansion and extension of our telephone
support service Lifeline, and indeed some wonderful 21st
birthday celebrations for Lifeline. Gemma is now well
known to all who have contact with Lifecraft, and central
to the development and its identity as an organisation.
The trustees would like to thank her, and indeed all staff
and volunteers at Lifecraft, for all that they have done
this year, and the amazing levels of flexibility, creativity
and positivity shown throughout.
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The Trustees have given support in significant
contributions throughout the year to developing new
strategy, supporting the leadership in developing
expansion of existing services and considering new
ones, and supporting reorganisation of systems. In
particular we outlined in the last AGM annual report the
need to move from being a charity by association and
without incorporation, to an incorporated charity. We
had a workshop and a members’ meeting in February
and March 2020 to discuss why and how to do this, and
Trustees took the results forward so that by April 2021
we had agreed a constitution and submission to the
Charity Commission to enable us to change form. That
submission was finally successful in August this year.

“Despite the adverse
circumstances of the
pandemic, Lifecraft can
look forward to a much
more secure future this
year than it faced last year”
The advantages of the change to incorporation are
considerable in terms of giving Lifecraft legal standing
as an organisation so that it has greater stability and
continuity, and can assume responsibilities and take
actions which otherwise it could not. If members agree
at this current AGM, we can start the process of transfer
into this new form by spring 2022. Despite the adverse
circumstances of the pandemic, Lifecraft can look
forward to a much more secure future this year than it
faced last year.

There have been many gains this year, but also some
sad losses. We remember Caroline Nicolson, who left
the Board of Trustees in November 2019 but had been
a member trustee for a considerable time, who sadly
passed away in January this year. The Board would like
to thank Adam Shakir for re-joining as a member trustee
in May until the end of this year to work alongside Sarah
Kelly who is the only other current member trustee. Once
Lifecraft takes up its new incorporated form we will need
a recruitment drive to find new trustees, and particularly
new member trustees. Having members at the heart
of what we do is central to Lifecraft, and if any other
members are interested in becoming trustees please do
contact Kezia, Sarah, Gemma or me to talk it over.
Troy Cooper, Chair of the Board of Trustees
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Financial Review
Despite the pandemic, following the increase in service offerings, notably Lifeline’s extended
hours as outlined in the Annual Review Lifecraft increased its income to around £340,000
(2020: £243,000) during the year to 31 March 2021. Included within this was a £10,000
discretionary grant from Cambridge City Council. We continue to rely on the generous regular
giving of our Friends and Members, and this unrestricted income continues to go a long way.
In a year without face-to-face events, or Mill Road Winter Fair, maintaining donation income,
let along increasing it, has been difficult.
As expected with the increase in activities, our costs have similarly grown and our biggest
costs remain our staff, our greatest asset. They have continued to work tirelessly with limited
resources. The £10,000 grant will be used to refurbish their working environment, as well as
the community areas, so they have a better place to collaborate when home working reduces.
A number of services planned for during 2020/21 were delayed due to the pandemic and
funds for these will be carried forward and we hope to deliver these as soon as we are able.
Overall, the Charity anticipates reporting a small surplus for the year. Cash balances at 31
March 2021 were £215,000, an increase of £94,000 during the period.
Michael Hewett, Treasurer
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Chief Executive’s Report
Last years’ annual report covered the period into the first
Covid-19 lockdown of 2020. We reflected on the amount
of change that had occurred during the year, but little did
we know at the time that the pandemic would affect the
whole of 2020/21 and beyond…

Thank you to the volunteers, who continued to volunteer
throughout and stepped in to do more when needed.
Thank you to our amazing members and service users,
who were understanding and supportive as we had to
make some very difficult decisions.

The past year has brought bucket loads of uncertainty
for each and every one of us, as well as a roller coaster
of emotions. We have lost loved ones, ‘normal’ life
went out of the window and we have experienced a
multitude of struggles. At Lifecraft we adapted quickly
to the changing and challenging circumstances, working
closely with other organisations to respond to the
situation we found ourselves in, and we supported as
many people as we feasibly could. Were there things
we could have done better? – undoubtedly there were,
however, we can be proud to say that, hand on heart,
we did everything we could and truly believe that all the
decisions we made were the right decisions given the
information that was available at the time.

Thank you to our funders, commissioners and donors,
who allowed us to be flexible with our funding and
provided additional support.

Thank you to the trustees, who met more frequently than
usual during the year, continued developing Lifecraft’s
strategic direction and went the extra mile to guide the
organisation through the year.

And finally, thank you to the staff, who have worked
harder and longer than they ever thought possible.
Without this amazing team we wouldn’t have been able
to adapt and extend services, develop new services,
streamline back office processes and continue with
‘normal’ operations as much as we did.
This annual review will hopefully give you a flavour of
what Lifecraft was up to during this extraordinary year.
Hopefully, as you all look back over this period, you will
be proud of what we’ve achieved in such exceptional
circumstances.
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Overview of the Year
APRIL

•
•
•
•

MAY

• We celebrated 21 years of Lifeline
• CPSL Mind helped to further extend
Lifeline, taking calls from 9am to 2pm

JUNE

• Increase in welfare calls to members
• Counselling service receives BACP
Accreditation

JULY/
AUGUST

• Launch of Meditation and Mindfulness
Group online

SEPTEMBER

• First Art for Wellness Course begins online

OCTOBER/
NOVEMBER

• Lifecraft now operating Lifeline from 11am
to 11pm every day
• Launch of Resilience Group online
• Closure event at Newmarket Hub

DECEMBER

Launch of Virtual Lifecraft newsletter
Began online and telephone counselling
Extension of Lifeline from 2pm to 11pm
Suicide Bereavement Service moves to
telephone support

• Online thank you event for staff and
volunteers
• Christmas cards and a small chocolate treat
sent to members

JANUARY

• Virtual Lifecraft rebranded as The Beacon
• Second Art for Wellness Course begins
online

FEBRUARY

• Start telephone support service for people
at risk of admission to psychiatric hospital

MARCH

• Launch of corporate partnership with AVEVA
• Increase in welfare calls to members
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Membership Services
With face-to-face groups and activities unavailable throughout
the year, we, like many other organisations, moved to providing
telephone and online support to members. We spoke to lots
of members throughout the year, but very much missed seeing
everyone in-person. We reached out, providing ideas for activities
and highlighting useful information, via Virtual Lifecraft and then The
Beacon, our weekly e-newsletter for members. We ran a few online
groups, including two newly developed Art for Wellness courses, and
members were encouraged to call Lifeline if they needed support.

Counselling Service
Our biggest achievement during the year was to be granted
accreditation status by BACP (British Association of Counselling and
Psychotherapy) following months of reviewing all our policies and
procedures and ensuring we met the necessary criteria. Accreditation
means that the Lifecraft Counselling Service is recognised as
operating to a professional standard and is one of only two in the
county to achieve this status.
Moving the counselling service online and via telephone worked
incredibly well, despite our initial reservations and concerns. The
majority of members were happy to remain engaged despite the
change and attendance rates remained similar to usual.

14

1134
counselling
sessions

80%
appointments
attended

members
entered
treatment

39

members
supported during
the year

48

13

members
completed
treatment

17

assessments
carried out

members on
the waiting
list

We continue to offer both talking therapies and arts therapy. The arts were particularly
challenging to deliver online but everyone rose to the challenge and sessions went well. Five
new counsellors were recruited during the year following training sessions held between
lockdowns. Negotiations and further training with colleges and with the BACP allowed the
new counsellors to begin working remotely. This has worked well but counsellors are looking
forward to getting back to face-to-face as soon as possible and meeting their clients in
person - some of them for the first time!

“Moving the
counselling service
online and via
telephone worked
incredibly well,
despite our initial
reservations and
concerns”
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“Through Lifeline, we
were able to spring
into responding to
the pandemic within
a couple of weeks,
increasing the operating
hours by 125% almost
immediately”
Lifeline
Through Lifeline, we were able to spring into responding to the pandemic within a couple of
weeks, increasing the operating hours by 125% almost immediately. Through a partnership
arrangement developed with CPSL Mind, and additional funding from the Cambridgeshire
and Peterborough Clinical Commissioning Group and grant funding, the line was able to
further expand by another five hours, meaning that Lifeline was available to receive calls
for 14 hours a day for six months of the year and has been operating for 12 hours a day,
completely run by Lifecraft, since November 2020.
During the year, we have continued to receive a lot more calls than in previous years from the
Peterborough area, which we believe is due to the active promotion of the service by social
prescribers. We also received some good publicity from our 21st birthday celebrations, as
well as through the countywide ‘Let’s Talk’ campaign and information being shared by the
Covid-19 Community Hubs.
As the first and second lockdowns continued it became clear that people were struggling
more and becoming more unwell. We received feedback from many callers about how much
they appreciated the extended availability.

6077

Lifeline calls taken

5502

Lifeline calls taken
by Lifecraft

3738

Numbers of hours
Lifecraft operated
the line

2904
Hours given by
volunteers
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Support for People at Risk of Admission to Hospital
At the end of the year, we helped the local mental health
system through piloting a short-term telephone support
service for people identified as being at risk of admission
to hospital. The aim of the service was to provide regular
listening support so they hopefully wouldn’t need to be
admitted, especially at a time when the NHS was still
overwhelmed.
Over a period of nearly three months, 14 people
were regularly supported by the service. Individuals
received calls either daily, twice-weekly or weekly
depending on need, and, where applicable, in line
with recommendations from the Cambridgeshire and
Peterborough Foundation Trust’s locality teams.

Feedback from services users was very positive, with
nine of the 14 service users providing us with their views
on the service. Two-thirds of those providing feedback
were happy with the frequency of calls. The remaining
third, all who received weekly calls, stated that they with
would have liked at least twice-weekly calls. The only
suggested improvements, other than more calls, was for
a longer-term service. All individuals were encouraged to
call Lifeline if they needed further listening support after
the service concluded.
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Suicide Bereavement Support Service
As with other services, the Suicide Bereavement Support Service quickly responded to social
distancing measures and, following consultation with clients, moved to providing telephone
support. We adapted our model, which had previously included some home visits, to offering
more frequent calls to help people as they struggled in the absence of being able to attend
support groups and see friends and family.
Over the year:

We supported

We had a total of 1,642 contacts with clients

61
clients

405 phone calls

297 emails

940 text messages

Working closely with other local organisations, we have been a key partner in the
Cambridgeshire and Peterborough Real Time Surveillance System pilot, which has enabled
different parties to come together to share data about a suspected suicide when it happens.
We continue to take an active role in the surveillance community and our priority remains to
provide quality support to those who have been bereaved by suicide.
In addition, we are pleased to have been able to roll out suicide bereavement training for all
Lifeline volunteers and supervisors via three online training events in March 2021. The aim
of the training was to provide information about suicide and to build confidence and skills in
those who provide support to people bereaved by suicide. The content covered: the definition
of suicide, risk factors for suicidal behaviours, high risk groups, the stigma of suicide,
statistics, and the latest research. Our focus was on how to communicate sensitively, knowing
who to signpost to and sharing key supportive resources.
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Looking Ahead
We have all learnt a lot during the year. We have learnt to become
a bit more resilient as individuals and as an organisation. We
have managed change, coped with change, and even looked for
opportunities amongst the changes.
We have hopes for a strong and thriving future. We are excited to
be back to meeting face-to-face, with the picnics over the summer
months (for those hardy enough to picnic during a British summer!)
and groups and counselling getting back to being in person.
Gemma Barron, Chief Executive
Carole Morgan and Cathy Fusniak, Joint Operations Managers
and The Lifecraft Staff Team
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Lifeline

The Bath House, Gwydir Street
Cambridge, CB1 2LW

Cambridgeshire and Peterborough
Mental Health Helpline

Tel 01223 566957

Freephone 0808 808 21 21

www.lifecraft.org.uk

11am – 11pm, 365 days a year

