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1) Introduction
This comprehensive report sets out the findings of our evaluation of our Recovery! Project.  Hillside Clubhouse service users are known as members and are referred to as such throughout this report.  

The report starts by showing how we conducted the evaluation - our methodology and how the evaluation was planned.  We go on to show our findings from the various evaluation tools to lead us to our conclusions in the final section of this report.   We also summarise the nature of interventions that the project has provided to members. 
The report demonstrates that the Recovery! Project continues to be a respected and valuable service to members who have used it and it has made a positive difference to the many people who have used it.  The project has been highly successful and overachieved on its aims and outcomes to date.   
Satisfaction levels can generally be seen to be very high with a small number of areas for improvement as could be expected in any evaluation like this.  There is a high level of need and demand over and above that anticipated and this is ongoing and unlikely to reduce. 
2) Methodology
Evaluation information has been collected both routinely and regularly during the course of the project from 1 July 2015 to 30 June 2018 as well as at key points during the life of the project.  
The evaluation tools used in this report are:

a) Individual recovery questionnaires: two forms are used to capture data: firstly at entry point to the project and then after six months.  The form aims to measure improvements in mental health, physical health, life/coping skills, self care, confidence/self esteem, social networks/contacts.  It also asks for project users’ overall opinion of the support received and suggestions for improvement.  Sample forms are at appendix A.
b) Annual satisfaction surveys.  The organisation conducts a comprehensive survey of all of its services on an annual basis and this tool has been adapted to include some questions that are specific to the Recovery! Project.  These questions  and the responses to those questions are at section 5 in this report. 
c) Since its inception on 1 July 2015 the project has had a small steering group of service users who meet quarterly and review progress.  The steering group has specifically reviewed the following questions:

· How project support has helped members achieve goals and wishes

· What has been the nature of interventions and problems addressed

· Whether mental and physical health have improved and how

· What hasn’t worked

· What additional supports might be needed.
The findings of the steering group are summarised in section 6.
d) The steering group also devised a questionnaire for in depth interviews to be conducted with a randomised sample of members. Peer member volunteers conducted these interviews with their peers who had used the project.  The results of these surveys are summarised at section 7.

e) Recovery! staff employed on the project and their views were elicited by way of a questionnaire.  Their opinions are reproduced in section 8.
f) We also include some illustrative micro case studies at section 9.
3) Summary of interventions
Background
Unfair benefit sanctions have increased demand for the Recovery! Project.  In addition to benefits advice and supporting the emotional and practical impacts of welfare reform th Recovery! Project also built on the success of the initial project and has provided a massive range of interventions and supports to members – more varied in type and in quantity than could ever have been imagined.  It has improved mental health, increased confidence and skills and supported people to avoid crises and have more fulfilled and included lives.  It has also overperformed in terms of the numbers of people worked with.  At the end of Year three (30 June 2018) the Project had worked with 307 people (overall target for three years was 225).  Of these 307 people many people had multiple interventions and while some were one-off many were complex and ongoing.  
Our project aim was to expand the range of supports we offered through a holistic approach to mental health needs.  We aimed for people to have better life chances, maintain good mental and physical health, improve lifeskills and be more active in communities.  We said we would provide:

· practical support/advocacy with problem solving (e.g. debt, benefits, housing, medication, tribunals, mental health support, disputes, addictions)

· emotional and therapeutic support during times of crisis and need

· advice and signposting

· basic skills support

· outreach support to people when unwell

· support to access mainstream activities including education, employment, community and leisure opportunities                                                                                                                                                               

· promotion and encouragement of healthy eating

· opportunities to develop confidence and skills by working on our voluntary Clubhouse Workday Programme to develop work and life skills
Having a holistic project that combines support to gain work and lifeskills but also is able to deal with personal crises at an early stage both practically and on a therapeutic basis makes a huge difference to wellbeing and mental health and enables people to improve life chances and become more active in their communities and more likely to achieve chosen outcomes including employment, education and social inclusion.  Feedback from members confirms that there are no other places that provide this..
Interventions
We have gathered data throughout the life of the project on the nature and types of interventions that have supported members and list these here:

· Support with writing a CV

· Support with over payment of salary from previous employment

· Help with getting on the housing register 

· Support with writing to a GP

· Help with renewing work visa

· Accompanying to benefits assessment 

· Support with accessing pension credit 

· Support with housing and possession order 

· Challenging late payment fine from HMRC

· Help with completing ESA form 

· Accompanying to housing department meeting 

· Support with purchasing half price Oyster card

· Made referral  to Camden Hub

· Attended meeting with employer to discuss long term absence 

· Emotional support with gender identity 

· Support with registering as self employed

· Help with setting up Home Swapper account and uploading photos to account 

· Contacting gas company to manage debt

· Arrange payment plan for TV license

· Support with arranging a replacement electricity meter

· Contacted borough council regarding child tax credits 

· Support with referral to Highbury Grove crisis house

· Support with contacting the police to report financial abuse 

· Support with time management 

· Support with dealing with eviction notice 

· Gave advice regarding bedroom tax

· Arranged for a sign language translator to enable access to a course

· Support with making a PIP claim

· Support with attending  a GP appointment 

· Supporting a hoarder to clear their home 

· Support with payment plan for rent arrears

· Help with applying for over 60’s freedom pass 

· Support  with reading a letter 

· Help with completing online car insurance  application 

· Liaised with mobile phone company to arrange a better value contract 

· Support with attending first aid course 

· Helped source funding for cooker and fridge 

· Supported with contacting council to arrange household repairs 

· Supported with CBT to tackle phobia of using the phone

· Support with writing letters to embassy 

· Help with reading and writing letters to a Turkish prison where a members partner is detained

· Support to sign up to job search website 

· Help with accessing counselling 

· Support with completing work capability form

· Helped to find solicitor and attend appointment

· Helped to get refund from Virgin trains for tickets purchased during a period of psychosis 

· Support with applying for and accessing backdated benefits 

· Arranged assessment for dementia 

· Supported to arrange parental contact with children 

· Helped to find non medical treatment for depression

· Supported hospital discharge after heart surgery  

· Support with revoking an ASBO

· Home visit to witness nuisance noise complaints from neighbours

· Referral to food bank 

· Support to make a complaint to the council 

· Support to write to MP regarding ongoing dispute with neighbours

· Arranged an occupational health visit to agree to install adaptions 

· Took photos of property as proof of damage for insurance claim  

· Supported with organising repairs to property after water damage

· Support with research and referral to addition service

· Help with successful application for ‘Warm Home Discount’ 

· Organising  a refund on a flight abroad 

· Support with making a complaint to Patient Advice and Liaison Service (PALS)

· Contacted bank ombudsman to challenge overdraft fees 

· Accompanying to a Haringey Migrant Centre 

· Support with telephone appointment with solicitors RE child custody

· Supported with referral to iCope 

· Support wit debt referral order (DRO) application

· Helped to find funding to pay for gym membership   

· Support with writing a blue badge application

· Help with setting up an email account 

· Applied for funding to support with cost of child’s schools uniform

· Support with applying for Carer’s Allowance

· Support with making a complaint to Vodafone regarding excessive phone bill amount 

· Supported with a self referral to the Reablement team 

This list is not exhaustive but gives a flavour of the range of interventions and we give some further in depth detail by way of micro case studies and feedback from the project steering group later in this report. 
In year one 192 people received an intervention (against a target of 75) so this target was massively exceeded.

In year two 68 people received an intervention (against a target of 75). Therefore the cumulative target for the period was exceeded by 110 individuals. 
Conclusion

By the end of year 3 the project had exceeded intervention targets by 82 individuals (307 against a target of 225). Many of those we worked with had multiple interventions that were complex and ongoing.  There is significant ongoing demand for interventions, which is unlikely to lessen. 
4) Individual recovery evaluations
Context

The Recovery! Project wanted not just to demonstrate the volume and range of interventions but also the direct effect of interventions on people’s wellbeing.  We had previously  used a tool known as the Recovery Star. The Recovery Star gave us quantitative data as to the positive effects of the Recovery! Project on the well being on our members. Although this data is useful, we wanted to collect qualitative information to give a richer, wider insight into the impact that the Recovery! Project had had on our members lives. 
106 Recovery questionnaires  were completed in year one, 93 Recovery questionnaires were completed in year two and 41 completed the questionnaire in year 3.  
(Initial recovery star reviews were found to be very time consuming and some members found them to be quite confusing.   We therefore renegotiated with Big Lottery Fund to use a simpler questionnaire tool from Year Two onwards which is included at appendix a).  The year Two evaluation was hence slightly different based on changes to the forms. 

Information from individual recovery evaluations with outcomes data from the application below. 

Year One datasets:

106 questionnaires were completed and:

92 people (86.8%) reported improved mental health. 12 people (11.3%) reported that their mental heath had stayed the same.  
88 (83%) people reported a reduction in levels of stress and anxiety. 17 people (16%) felt that there levels of stress and anxiety stayed the same. 
74 people (69.8%) claimed that the intervention they received from the Recovery! Project enabled them to avoid crisis.

81 people (76.4%) of people reported improved life skills
82 people (77.3%) reported that their work skills had improved 

86 people (81%) said that their self esteem and confidence had improved 
67 people (63.2%) report that they felt less isolated and had better social networks since accessing the project
Year Two datasets:
93 questionnaires were completed and:
92 people (99%) reported improved or stabilised mental health. Of these, 80 people (86%) felt that there mental health had improved. 
78 people (84%) reported that they felt lower levels of stress and anxiety

70 people (75%) were able to avoid a crisis as a result of assessing support from the project. 

78 people (84%) reported an improvement in their life skills.

79 people (85%) reported an improvement in their work skills

87 people (94%) said that their self esteem and confidence had improved

74 people (80%) reported that they felt less isolated and had better social networks 
Year Three datasets:

83 questionnaires were completed and:

81 people (97%) reported an improvement in their mental health (cumulative 277 v target of 225) 

78 people (94%) reported a reduction in stress and anxiety  (cumulative 230 v target 225)
77 people (93%) were able to avoid a crisis as a result of assessing support from the project (cumulative 221 v target 225)
70 people (85%) felt that their life skills had improved (cumulative 229 v target 225)
75 people (90%) reported that their work skills had improved (cumulative 236 v target 225) 

37 people (85%) said that their self-esteem and confidence had improved

62 people (74%) reported that they felt less isolated and had better social networks (cumulative 225 v target 180) 

Conclusion

In all the three years of the project the members reported improvements in all key areas of  wellbeing.  There is therefore evidence that the Project has made and continues to make a significant and positive difference to people’s lives.  
5) Annual satisfaction survey data
Hillside Clubhouse conducts a substantive annual satisfaction survey and evaluation.  In year one this gathered data on 70 information sets. In year two we gathered data on 68 sets. In year 3 we gathered information from 72 people. We reproduce the relevant (to the Recovery! Project) questions for each year followed by some summative qualitative quotes from Project users.  
Year one responses: 

76% members said they felt welcome when attending Clubhouse

76% members said they felt valued by the Clubhouse

93% members said they felt safe with the Clubhouse

89% members mostly felt able to participate in decision making at Clubhouse

95% members satisfied with help and support received from staff members

94% members satisfied with the information received from staff members

91% members said they were satisfied with staff attempts to engage and involve them at the Clubhouse 

74% members felt satisfied with the amount of experience of work activities and tasks at Clubhouse

81% members felt tasks and activities meaningful and suitable to future work or life ambitions at the clubhouse

74% members satisfied with available support to develop new skills if they wanted to at Clubhouse

96% members rated outreach from Clubhouse as satisfactory 

85% members rated the quality of training courses good available at Clubhouse

80% members rated the relevance of training good at Clubhouse

77% members rated practical support as good 

92% said the project had helped improved life skills, self care and confidence

89% said the project had supported them to remain mentally well 

We also reproduce some qualitative quotations about the Recovery! Project:

 ‘Very supportive and do not judge.’ ‘Great support and great motivators.’

‘You can’t have everything spoon fed into you, you need to do things for yourself. I think the help I’ve received from Clubhouse has put me in into life changing situation enabling me to improve my life in many ways.’

‘I think I fit in very well.’

‘I did a health and safety course and thoroughly enjoyed it. A large class but managed to have one to one service.’

‘All individuals have their own relationship with it. It is a hive of activity and seems to be a place people like me can come and evaluate their lives and decide on how to improve things in general.’
Year two responses:

86% members said they felt welcome when attending Clubhouse

89% members said they felt valued by the Clubhouse

94% members said they felt safe with the Clubhouse

92% members mostly felt able to participate in decision making at Clubhouse

100% members satisfied with help and support received from staff members

97% members satisfied with the information received from staff members

96% members said they were satisfied with staff attempts to engage and involve them at the Clubhouse 

90% members felt satisfied with the amount of experience of work activities and tasks at Clubhouse

92% members felt tasks and activities meaningful and suitable to future work or life ambitions at the clubhouse

81% members satisfied with available support to develop new skills if they wanted to at Clubhouse

95% members rated outreach from Clubhouse as satisfactory 

79% members rated the quality of training courses good available at Clubhouse

73% members rated the relevance of training good at Clubhouse

94% members rated practical support as good 

98% said the project had helped improved life skills, self care and confidence

97% said the project had supported them to remain mentally well 

We also reproduce some qualitative quotations about the Recovery! Project:

‘It made me want to become more involved in work again’.

‘They give us the opportunity to take responsibility for helping run Clubhouse with consideration to our individual abilities, this helps foster self confidence and a ‘can do attitude’

‘We are treated like people at work in the wider world, not like we’re in a day centre’

‘Socialising and being a part of a community that’s supportive is really helpful for mental health’

‘It gets me out of the house and active instead of sleeping all day’

‘Providing goals and assistance in achieving them, understanding and supportive of individual circumstances and friendly staff and member

‘Making peoples lives better’
Year three (2018) responses:
87% of members said they feel valued by the Clubhouse

92% of members said they prefer to come in 1-3 days a week

96% of members said they feel safe in the Clubhouse

88% of members were satisfied with staff attempts to engage them

81% of members felt that the level of activities was about right

85% of members were satisfied with the support to develop new skills

80% of members rated the quality of training courses as good

82% of members rated the relevance of training as good

92% of members thought Clubhouse offered enough healthy eating 

Choices

69% of members received practical support for problems and 81% rated this support as good

97% of members said Clubhouse had helped them to improve life skills

100% of members were satisfied with the help and support received from staff

98% of members were satisfied with the information received from staff members

79% of members felt Clubhouse had supported them to be physically well

96% of members felt Clubhouse had helped them to be mentally well

79% of members felt building was suitable for members needs

76% felt clubhouse was about right in terms of being busy

98% of members felt that Clubhouse was somewhere they would like to come

75% of members were happy with the clubhouse location

‘You excel yourself in supporting me. Without your help my mental health would be rocky.’

‘It has been good.  Having a home visit during a difficult time helped me vocalise my thoughts to an external person who wasn’t family.  This meeting resulted in my adviser talking to my employer and reducing my hours at work (that was causing this stress) and this meant I could cope much better.’

‘Magnificent.  It has sorted out issues that I wouldn’t have been able to tackle alone and that I have avoided for 40 years.’

‘Excellent.  Without it I would not have got my rebate of over £2000 and the benefits that I was entitled to.’

‘Good, you listen.  The calls help me because I have no one to talk to.’

‘Without [the Project] I don’t know what I would do.  I don’t have any other real support apart from [it].’

‘I have had a huge boost in confidence.  I have been given the support that I so needed to feel good about myself – perhaps for the first time in my life.’
Analysis
The Project consequently faced extremely high levels of demand.  
In year three all indicators had satisfaction levels of 75 per cent or above. Satisfaction amongst members remains high with 87% saying they feel valued by the Clubhouse and 100% of members saying they were satisfied with the help and support received from staff. This is especially pleasing and the project continues to be in high demand and has excelled in the number of people we support.
6) Steering group findings

The steering group was initially developed prior to the project’s inception there was wide consultation amongst the Clubhouse membership to ascertain the types of supports that members would like to see in addition to the Clubhouse’s employment related supports.  We found the feed back from this group to be extremely useful to support us to continually evaluate and improve the service. 

During  the lifetime of the project a small group of members have met on a quarterly basis to steer and develop the work.  

In year one the group considered five key questions:

a) How project support had helped members achieve goals and wishes – members can do courses to achieve some goals, hillside is a work focussed place so lots of members want to work or improve skills/education, they make an effort to get the goals sorted out, giving them advice, direction, support and encouragement, they have given me lots of advice, I always see them helping other members and hear members say they have positive outcomes, helped me receive ESA after years of fighting for it, I needed this and wouldn’t have got it without them, I’m not as depressed as anymore, big stress off my shoulders.  

b) Nature of interventions – a lot of coping, benefits advice and guidance on any of the issues members have, problems with my landlord and tenant being sorted out, other members have lots of help with benefits, housing, debt, reading letters, writing letters and many more issues with work, housing, building confidence and self – esteem, mental health problems and related issues, medical assessments, forms, applications and personal help with reading and writing.   

c) Stability in health – improved a little, for other members I hear they win appeals with support, self care is better for a lot of members, It’s getting slightly better, observing others I can see they are more active and have a relationship  with staff so they can talk about their issues, for me personally it’s the same. 

d) What hadn’t worked so well – too little staff, places that pretend to care, but that’s services outside of Hillside, going to places like COAT and other services, nothing.
e) What additional supports might be needed – the services I need I can be referred to, advice talking guidance and reassurance, due to staff pressure there should be another staff member for the work ordered day, I get all the support I need since I came here.  
Key lessons were therefore learned in year one

· an acknowledgment that changes in the benefits and welfare reform agenda continue to cause significant levels of stress and anxiety amongst members and staff are spending lots of their time supporting members with these issues
· Demand for the service remains high and members are conscious of the pressure on staff time 
In Year Two the group continued to consider these questions and considered areas for development 

a) How project support has helped members achieve goals and wishes? Members considered their own experiences.  All valued the fact that the Project’s intervention had directly solved problems with one saying it had resolved housing problems that had gone on for two years.  Others said that without the project they would not have been able to cope with problems at home and would have had nowhere else to turn.  They said it also helped manage their anxiety levels.  One to one talks with Project staff were highly valued as a way of reducing anxiety and dealing with problems.  People also found it valuable to be supported to develop volunteering and work skills and learn to use IT.  A number of group members said that the Project had also enabled them to secure money that they would not otherwise able have been able to access (including refunds, backdated payments, benefit entitlements)
---It’s really helped me a lot. It has helped me build my confidence and give me a routine.

---The staff at Hillside Clubhouse have been supporting me very much emotionally. Everyone here is nice. When I am here I feel better and happy. I know they can always help me.

---Promoted confidence and helped with finances and benefits

---By providing information and help

---By providing day to day support and confidence building

---Helped members gain confidence

b) Nature of interventions – these are again reported in detail at Section 3 of this report and covered a huge range of diverse issues.
---When I’m in pain with my leg and hips and cry, the staff are always helping me and make me feels better emotionally. That helps me because everybody is very supportive
---Financial, Benefits

---Housing support, general support, emotional support

---Alcohol prevention, debt

---Very good communication while sorting out problems. I have had a lot of housing support

c) Stability in health – high levels of stabilisation and/or improvements to mental and physical health built on the findings in Year One.  Some members even said it made all their stress go away.  Some people said the project helps people to have good mental health and did so by also supporting and encouraging people at times when mental health was less good by giving time to talk, by outreach, or by involving people in activities to take their minds off issues.  It was strongly felt that everyone was treated well by staff whether mental health was good or poor.  Others said mental health had improved because the project had supported them to do something constructive with their time and that had also built up self esteem.  Another point was made was that the Project by way of its supporting people to gain workplace skills also gave important structure by involving members in the day to day ‘work ordered day’ of the Clubhouse.
---Benefits, housing and my physical conditions. I get a lot of support and I feel happy as staff are helpful and generally kind, caring, friendly and supportive. I walk more and use the gym

---I feel less anxious due to support

---Discovering my strengths and weaknesses helped me better myself

---Emotional support and dealing with anxiety and motivation

---Health has improved, gaining a lot more confidence  
d) What hadn’t worked – the steering group responses through year two were very encouraging ranging from opinions like ‘for me there is nothing that hasn’t worked’, ‘nothing’, ‘can’t think of anything’ ‘all my problems have been supported and solved’.
---Nothing for me personally

---My physical health, that’s because my leg and hip are getting worse

---I am a closed off, private person

---When not attending Clubhouse

e) What additional supports might be needed – people valued an individual small grants programme we operate through another funder.  While this is separate to the Recovery! Project it had been felt helpful running this together (it had funded things like gym memberships where the Project had supported members to access such things).  Others said counselling and talking support was needed but many said that they didn’t feel any additional supports were necessary because the project was so flexible and holistic in its support.
---I feel like the project offers enough. Lots of different problems are dealt with.

---Not much. We have enough support. More fun activities

---More stress support

---Individual support – handling certain problems
In Year three the group continued to consider these questions and considered areas for development 

a)
How has the project support helped members achieve goals and wishes? Members considered their own experiences.  All valued the fact that the Project’s intervention had directly solved problems with one saying it had resolved housing problems that had gone on for two years.  Others said that without the project they would not have been able to cope with problems at home and would have had nowhere else to turn.  They said it also helped manage their anxiety levels.  One to one talks with Project staff were highly valued as a way of reducing anxiety and dealing with problems.  People also found it valuable to be supported to develop volunteering and work skills and learning to use IT.  A number of group members said that the Project had also enabled them to secure money that they would not otherwise able have been able to access (including refunds, backdated payments, benefit entitlements)

---Helped me to claim ESA after years of fighting for it. I can’t believe it and am beyond happy
---The support has helped me improve my confidence, lower my anxiety levels through helping me to take small steps through targeted goals

---In the time that I have been here it has been very important to me to be able to talk about very personal things knowing it is confidential and that staff are experienced and understanding
---By listening and understanding Individual needs. It helps by combining personal qualities and reachable goals with the knowledge of support
---By being supportive and focussed Hillside helps to achieve our goals

---Being proactive, listening to us and getting us to set ourselves realistic goals

---A variety of courses are offered to help with both mental welfare and confidence

---By providing personal/emotional support and helping to make progress and development with personal, housing and benefit issues
b)
Nature of interventions – these are again reported in detail at Section 3 of this report and covered a huge range of diverse issues. 
---Problems with my landlord are being sorted out. Other members I know have had lots of help with benefits, housing, debt, reading letters writing letters and much more

---I have received support with my divorce; they helped me find a solicitor who gave myself and staff advice on how to proceed

---Very good communication while sorting out problems. I have had a lot of housing support

---Helped me to cope with benefits issues, medical assessments form filling and job applications

---I have had anxiety and depression. The support I have received is tailored to what I can take on and handle while keeping my recovery as a target. I have received support with benefits and tribunals
---Social integration, fear of failure, lack of skills to find employment and difficulty understanding complex situations
---Help with many things like work and help with the benefits system

---Work experience, chats and support

---Debt and welfare benefits issues have been assisted with

---Hillside has helped by giving information, advice, support and helped to get issues and personal matters clear in order to sort them out

---Support with work and learning skills such as computer skills and working on reception
c)
Stability in health – high levels of stabilisation and/or improvements to mental and physical health built on the findings in Year Two.  Some members even said it made all their stress go away.  Some people said the project helps people to have good mental health and did so by also supporting and encouraging people at times when mental health was less good by giving time to talk, by outreach, or by involving people in activities to take their minds off issues.  It was strongly felt that everyone was treated well by staff whether mental health was good or poor.  Others said mental health had improved because the project had supported them to do something constructive with their time and that had also built up self esteem.  Another point that was made was that the Project by way of its supporting people to gain workplace skills also gave important structure by involving members in the day to day ‘work ordered day’ of the Clubhouse.

---My mental health has improved as I feel I have a place to go that gives me help and support

---Discovering my strengths and weaknesses has helped improve my mental health

---It has helped my mental health by socialising and keeping active. Clubhouse has given me a routine and structure to my day
---I get a lot of help with housing, benefits and my physical conditions 
---Staff are helpful, kind, caring, friendly and supportive
---Looking back I realise that I now feel much better and it is reassuring to know that my condition can improve and has improved with help from staff
---Conducting one to one interventions with clients, full support before and after employment and boosting confidence

---Attending Hillside has led to major improvements in both my mental and physical health

---My whole mood has changed for the positive and the future outlook on my life has changed!
---My confidence has improved due to social interactions resulting in overall improvement in mental health

---I can speak for myself and I can say that my mental and physical health has improved

d)
What hadn’t worked – the steering group responses through year two were very encouraging ranging from opinions like ‘for me there is nothing that hasn’t worked’, ‘nothing’, ‘can’t think of anything’ ‘all my problems have been supported and solved’.

--- Nothing I can think of; It’s all been good

---Too few staff for the amount of people you have to look after

---Places that pretend to care, but that is services external to Hillside
---Nothing

---Nothing I can think of

---I cannot think of anything 
e)
What additional supports might be needed – people valued an individual small grants programme we operate through another funder.  While this is separate to the Recovery! Project it had been felt helpful running this together (it had funded things like gym memberships where the Project had supported members to access such things).  Others said counselling and talking support was needed but many said that they didn’t feel any additional supports were necessary because the project was so flexible and holistic in its support. 

---I am sure my support worker will be able to support me with benefit changes

---I feel like the project offers enough; lots of different problems are dealt with

---You do enough, you do everything really. Since I came here you have helped me a lot
---Information sheets helping to explain certain aspects of how Clubhouse delivers different projects
---Nothing I can think of

---Just knowing Hillside is there for me and being welcomed back when needed

---Trained therapists would be an advantage for ongoing mental health improvement 

Conclusion

The project had helped members with goals and wishes. It had supported people to maintain good physical and mental health and increase social opportunities.  Members emphasised the importance of being able to quickly access the service. 
The project was accessible and known to all members. 

In year three there were overwhelmingly positive comments in the area of helping members achieve goals and wishes. In the area of interventions, comments reflect the diverse range of assistance provided showing the holistic nature of the project. Improvements to physical and mental health were built on the foundations of year two, with comments reflecting the importance of the ‘work ordered day’ and socialisation. In terms of what hadn’t worked so well there were some beliefs that the staffing ratio was too low. This reflects the high demand for the service and we are monitoring this closely.
7) Randomised in depth interviews

The Steering Group looked at questions and areas of development and formed a peer group of interviewers and interviewees to look at issues of relevance.  A cohort of project users was interviewed by peers and we reproduced the questions and responses to these interviews below:

What might have happened if you did not have the support?
---From having a very active and busy schedule in life, to life coming to a complete stop mental health became a very significant part of life. If the intervention and support of staff had not been at hand the question of what could have happened is one I don’t often like to think of.

---There would have been no progression; moreover there would have been stagnation in my condition.

---I would have backslid, drinking and smoking all day with friends and getting into trouble. I gained qualifications and things so staff became very proud of me.

---I don’t know. Life would be catastrophic and I would be suicidal.

---I would not have gained confidence. If I had not had any help with housing I   would have been more depressed and probably homeless now.

---If I didn’t have the support I would be depressed and anxious and with less chance of coming out of a dark tunnel.

---My mental health would be worse with all the stress and worry. I didn’t know how to do a lot of things on my own. I find it difficult to ask other people such as family because it’s private.
---I would have gone from 100mph to a stop. Life was very disorientating. Fear, anxiety and depression could have led me in a very different direction.

---Physically and mentally I would have taken major steps backwards in my recovery

---I would have most probably still been in a very dark place and would likely have split up with my wife

---I would have had a continual decline into despondency and a sense of isolation

I would imagine that my situation would not have improved as it has through the support I have received
Is there anywhere else you could have gone to for support? If so where?
---No, I am private and wouldn’t like to worry my family or discuss my mental health with the few friends I have got.

---Not sure where I would go, probably nowhere

---I couldn’t have gone anywhere else; before I got this help I wasn’t doing anything about my problems because I was too stressed and didn’t know where to start or what to do.

---I had no Idea of the journey my life would take. With the first place being Hillside my confidence and comfort with people I knew grew.

---There is no one close to Hillside Clubhouse

---No and what I like about Hillside is it’s local. I was scared when first coming to Hillside because I was shy. Now they all say I talk too much.

---No. Since I have been here this place has been my solid base for support.

---Not sure where I would have gone. Probably nowhere.
---At the time I was ready to find help Hillside was the only place I was told

---Not to my knowledge

---No as I looked into it and was told that I was not ill enough to get access to one service
---GP or one to one counselling, neither of which would have assisted in alleviating isolation
---I am not aware of any other support

How would you rate the support you received? (asked out of 10, 1 being lowest 10 being highest)
--- 10

--- 10

--- 9

--- 10; Any question or problem I had there was always someone there to help.

--- 10, very efficient

--- 10 

--- I have been able to receive the support all along the way and know that I am walking forwards not backwards.

--- 9

--- 10/10 I would say for Hillside
--- 10

--- 10

--- 10+, without any doubt

--- 9/10

--- 8/10
Is there anything we didn’t do right?
--- I cannot find at any point that something had been done wrong

--- Nothing actually wrong

--- No

--- Not for me

--- I cannot think of anything

--- Did nothing wrong, I got all the help I needed and am still being supported
--- No

--- No

--- No, Hillside addresses all my needs and requirements

--- I cannot think of anything

Is there anything we could have done better?
--- Nothing that I can think of

--- No. I like it exactly how it is

--- No

--- I don’t know; all good

--- No, everything’s perfect
--- No I can’t think of anything

--- No
--- I am not aware of anything

What other support could we offer?
--- No they do everything they can to help

--- I think you do enough

--- Not sure. We get enough support at Hillside Clubhouse. Perhaps more courses for people to attend and more space in classes.

--- They do everything they can to help.

--- None that I can think of

--- Perhaps more and different courses as we have the same courses regularly

--- I cannot think of anything
--- I think all bases are covered

--- Nothing

--- Just keep up the excellent work and support

--- Counselling/Therapy

--- I cannot think of anything right now
Conclusion

There is an overwhelmingly positive regard of the project with some minor suggestions for improvements which will be considered in business planning processes.  There is a clear message that the project is very busy but that service delivery is of high quality.
In year three, the comments given by participants were extremely positive. Participants gave a particularly vivid account of how Hillside Clubhouse had played an important part in the prevention of their anxiety, depression and suicidal ideation. The average rating for support received was a pleasing 9.6/10. One participant suggested that we provide more courses. We will explore this suggestion with our wider membership.
8) Staff opinions

Two staff were employed on the project and their views were sought on the effectiveness of the Recovery! Project as well as identifying issues needing attention/adjustment by way of a questionnaire (as well as through ongoing supervision during the project’s lifespan).  We reproduce these opinions in full below:

	RECOVERY! PROJECT

STAFF PERSPECTIVE EVALUATION QUESTIONNAIRE (1):

Staff name: 

1) How and why do you think outcomes have been achieved on the project?

2) The Recovery! project continues to support people with a large and varied number of issues and there is an ever-increasing demand for our service. Staff have the knowledge, experience and genuine empathy to support members to live healthier happier lives. I feel that over the past couple of years there has been a greater emphasis on enabling our members to do things for themselves. For example, instead of making a call for them supporting them to make the call themselves but being present to reduce anxiety. In the end they are able to make that call alone and this encourages independence.  I have found that taking this approach is very beneficial for the members and also enables us support workers to help more people. 

3) What has been the value and significance of the project to those it was intended to affect?
4) When members come to us with an issue it can be worsened by their mental health condition. Hillside is often the only place that some members are confident enough to come for help. It has helped many members feel stable in their mental health, less stressed & anxious. I believe that the Recovery! Project plays a significant part in the lives of the people we support. People come to us feeling anxious and depressed about their situation and we support them to get over their problems. Without the project their mental health would have suffered further. 

5) Has the project identified any additional and unanticipated outcomes?
6) Support networks. Members who regularly attend have made friends with other members and have created a peer support circle outside of Hillside. For example, the brother of one of our members recently passed away. When he first came here he couldn’t have coped with such bereavement. Since he has been coming to Hillside he has made some close friends who called him every day and went to his house to see that he was ok. Other members have found they have similar interests and have attended social events together. 

7) Was this the best way to do the work?

8) I think the delivery of the project could not have been done better on the resources we have. Sometimes demand is too high and we may be unable to support all external appointments. 

9) Would there be a better way?  Would you suggest any?
10) I think there could be a better referral process to Recovery!  Project. We need to be more consistent about how to access support. Support is available via appointment to members who regularly engage on the work ordered day at Hillside. 

11) I think having a limit for support may be beneficial i.e. three months for each issue. Sometimes the support we offer for a particular issue can take several months and, due to limited resources this means that other members may miss out.  We could also be more specific about support we offer so as to not take on more specialised cases these can often take much longer to resolve and, more importantly, may be better handled by a person or organisation with specialist knowledge of the issue. Although we are aware of signposting it can be difficult when members have severe anxiety and build trust they don’t want to go elsewhere or repeat themselves. If it was clearer from the outset what supports we offer we could be firmer in our dealings with situations.

12) Was the project, overall, worth carrying out?
13) 110%. The changes I have seen in many of the members we’ve supported has been amazing and wouldn’t have happened without Recovery! Support. 

14) Are there any needs that are not being met?
15) If we are unable to meet any needs members may have, they can be signposted to other services. We have formed good working relationships with many other agencies and organisations. This is beneficial to our members and has made us more aware of what specialist services are available and who to contact within those services. 

16) Is there anything that we could do differently?

17) Reporting process could be made easier (the main spreadsheet could be made simpler) although we have formed a way of collating the information it can be time-consuming when still having caseloads to deal with. 

18)  
19) Do you think there are any areas for future development?

None I can think of.
STAFF PERSPECTIVE EVALUATION QUESTIONNAIRE (2):

Staff name: 

How and why do you think outcomes have been achieved on the project?

The project has been running during a period of great change to the healthcare, social and benefits system. This has made our clients/members very uneasy, anxious and suspicious. The outcomes have been achieved because it’s a service that is vital to our members as they need and appreciate our support and the reassurance that the project offers.

What has been the value and significance of the project to those it was intended to affect?

The project is invaluable to our members as they find that they have a place that they can recover at their own pace, without having to be just a target to be achieved on a spreadsheet. 

Has the project identified any additional and unanticipated outcomes?
The biggest issue we have is providing emotional support to the members due the worry over receiving a DWP brown envelope through the door and then once we have helped them complete the forms in the envelope they worry about the interview, then the outcome of the interview

Was this the best way to do the work?

Yes most definitely. The fact that the members have a safe place to come to and shut the rubbish that is going in the their lives at the front door be able to do a work order day knowing that  the support is here waiting for them if they need it. It’s the holistic approach that makes hillside work.

Would there be a better way?  Would you suggest any refinements/improvements?

There are always ways to improve something, but overall the way that we work really works for the members.

Was the project, overall, worth carrying out?

Without doubt yes as a ex-member I can honestly say that I do not know where I would be in my recovery without hillside.

Are there any needs that are not being met?

Demand for the project is high and the fact that we only have two full time recovery! support workers means we can not always help people as quickly as they would like and they may feel that their needs are not being met.

Is there anything that we could do differently?

No not really

Do you think there are any areas for future development?

Yes expanding the ethos and the work of Hillside to help more people.

Any other comments/ideas?

No

Conclusion

Demand for the project remains high. We continue to support members with a wide variety issues. We are still supporting a significant number of members with anxieties over benefit issues. Demand for support with benefits remains high in the current climate due to major changes in this area.
	 

	 
	 


9) Micro case studies

Section 3 of this report (interventions) highlights the nature of interventions. The Project has made some substantial differences to members.  We therefore feel it helpful to reproduce a summary of a small amount of those as micro case studies below:

Member A: A was supported to attend a court appointment appealing his fine received from TFL. A has difficulty reading and therefore didn’t understand why this was happening to him. He received support in reading his letters and making a court date for him. A has learning difficulties and would struggle to find the court and understand any literature he received. A was accompanied to the court and supported with his anxiety of being somewhere unknown. His fine was wiped from his record and it significantly reduced his anxiety and depression.
Member B: B was supported for her ESA appeal. This had been going on for a year and made her severely anxious about disclosing her health conditions. She was not going to attended until offered accompaniment. Hillside supplied a letter to emphasise her difficulties with mental health and attended the appeal with her. Her appeal was successful and she will be able to provide for herself and foster daughter in future.
Member C: C was under severe stress due to her noisy neighbours. Hillside made her an appointment to speak to her landlord and give her evidence of this. She was supported with attending this appointment and ongoing support in writing follow up letters to various agencies to resolve this.
New member D is currently living a life of very low self-esteem, lack of confidence and stress. He has been diagnosed with depression and is a recovering alcoholic and substance misuser. He has recently lost his business and had three recent bereavements in his immediate family. His youngest sister has also been diagnosed with terminal cancer with less than a year to live. He is currently not eating well as he cannot cook; he relies on his daughter bringing him food and prompting him when to change his clothes and wash.
Member D survives only on ESA and cannot give the support to his sister that he would like during her treatment and many visits to hospital. Despite his protestations, I have identified that he should qualify for PIP. Member D says that no-one cares and that he can’t be bothered to apply for the benefit.

I have gathered the requisite forms and have convinced member D that this is worth doing. This was achieved through persistent encouragement and positive 1-1 meetings. The outcome is currently being decided but all indications are positive. Member D has more hope, his confidence has visibly improved and he is feeling more positive with his ability to support his sister.
Member E was not confident in his work prospects as his mental and physical health precluded positive thoughts. His engagement at Hillside Clubhouse has given him encouragement and support around his daily life. The work ordered day has helped keep him focussed on his future prospects and ultimately has given him the confidence to renew his permit enabling him to find security work. The permit was applied for and funded through the Catalyst Programme (part of the Cloudesley Partners Programme).
10)  Conclusion
There is significant ongoing demand for the Recovery! Project. When asked if there were any areas for improvement the only suggestion that members had was that there needs to be more staff on the project to meet the demand at busy times. At the end of year three the project had already exceeded it’s final intervention targets (307 against a target of 225).  Furthermore, many members had received more than one intervention and often these could be long, complex and ongoing.

In the development phase of the project we focused more on enabling people to be more independent and also worked more widely in partnership with external organisations. 

Comments from members such as, ‘You’re not spoon fed but you’re encouraged to do things for yourself’ demonstrate that members benefited from the approach of supporting independence.  Members also mentioned that they appreciated that support workers helped them to problem solve. There was further appreciation from members that Hillside did not feel like a day centre but somewhere members could come without feeling judged and urged to have a real say in how the day to day running of the organisation. 
Results from our satisfaction survey were extremely encouraging. In year one 95% of members stated that they were satisfied with the help and support they received from staff. This figure rose to 100% in year 2 and remained at 100% in year three. There was tremendously positive feedback about the staff on the Recovery! team. Words such as, ‘supportive’, ‘kind’, ‘professional’, ‘experienced’, ‘non judgmental’ and ‘focused’ were used by members to describe the project workers.   
Results from the questionnaires and the steering group show that there is ongoing anxiety amongst members around benefits and welfare reform.  A significant amount of time was spent by project workers supporting members with this. We have also noticed a rise in the amount of people who needed support with managing debt. We have been able to work with partner organisations such as Islington Law Centre and St Luke’s Community Centre in order to refer members to so that a higher number of people can be supported. We anticipate that the need for help with these particular issues will continue to increase.

The Project has also demonstrated a qualitative impact on people’s lives by improving overall mental health. In year one 87% reported that they felt their mental health had improved. This figure was 86% in year two and 97% by year three. 

Considering the wide ranging and varied interventions along with comments from members and the results of our satisfaction survey suggest that the project had a significant impact on the prevention of crisis.  That is likely also  to have had a positive impact on the demands that otherwise might have been made upon statutory services including the NHS where there might have been crisis mental health admissions costing large amounts of money were it not for our timely interventions. 
There is real evidence that the Recovery! Project is having a positive impact on reducing stress, anxiety and depression amongst our members. 
Our members feel highly valued and respected by the project staff and have developed independence and resilience. 
The project also supported with a huge variety of interventions and this has enabled many members to develop life skills and become more socially included in mainstream activities including work, education, volunteering and leisure. The Recovery! Project is crucial in maintaining and improving members’ wellbeing helping them to avoid crises and remain well.

11) Appendices
a) Individual recovery review forms

[image: image1.emf]  RECOVERY!  PROJECT   End of year questionnaire and evaluation   We are interested in finding out about how the support you have received from the  Recovery! Project has affected you and would be grateful if you could answer the  following questions.     a)   Do you  feel that your mental health has improved?  If so in what way?       b)   Do you feel that your physical health has improved?  If so in what way?       c)   Do you feel your life/coping skills have improved?  If so in what way?     d)   Would you rate your self care as better?  If  so in what way?       e)   Has your confidence/self esteem improved?  If so in what way?       f)   Have your social networks and contacts improved?  If so in what way.  Please  tell us about things you have become involved with?       g)   What is your overall opinion of the support   you have received from the  Recovery! Project     h)   Do you have any suggestions for how we could improve the project?    



[image: image2.emf]  RECOVERY!  PROJECT   Starting Questionnaire     a)   How would you describe your mental health currently?     b)   How is your physical health?     c)   How would you describe your life skills/coping skills?     d)   How is your self care currently?     e)   H ow is your confidence and self  esteem currently?     f)   How are your social networks  –   (friends, community etc)          
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