Real relationships are the foundation of engagement
#walkthefrontline

“Stepping forward and engaging with support services is
difficult. Whether it’s stigma, a fear of leaving the current
norm or the influence of people around the individual, the
forces often collectively work against change. These are
only overcome by real relationships, built on a foundation
of respect.”

“Supporting him to engage in the right support services and to
build from there to establish a turning point for his life could
benefit him and those who surround him in the wider system,”
continued Karen, “but so far it appears he only trusts the
Lead Worker who I was with. The purpose of our visit was to
maintain the relationship and use it to support him to
actively engage.

Karen Edwards

"Change doesn’t happen to someone, the individual has to
take responsibility for it themselves, but that’s hard to do if
there is no trust in services, especially knowing that who you
engage with are those you know nothing about. I was a
little surprised by the depth of his apparent fear and
anxiety; my attitude towards those with such complex needs
who don’t engage shifted as a result."

“I work in the field of mental health, in the areas of
early intervention in psychosis, crisis care and suicide
prevention, across a wide geography,” explained Karen.
“Understanding why some people may choose not to
engage with available services is important and one
way
to
gain
further
understanding was to
#walkthefrontline.”
In the morning of her visit, Karen accompanied a Lead
Worker to see a client in sheltered accommodation in
Handsworth, where
he
had
been
living
for
approximately six months. Suffering depression and
paranoia, the man is addicted to drugs and offending to
pay for his habit. He was under the influence when they
arrived.

“

“It appeared the Lead Worker was the only person he would
speak to and it’s easy to see why. Her approach is client
centred not criteria based. She has invested time in getting
to know him and his particular needs and by visiting
to say ‘hello’ and catch up, she was strengthening their
relationship. She used it to encourage him to commit to
registering with a GP, the first step forward. Her approach
was always positive and forward looking. There was no
criticism, overt or implied, of any reticence on his part, no
judgement and no authoritarian attitude. But equally this
approach was not soft-touch; the focus was relentlessly on
the next step forward.”

“

Karen Edwards is a Network Quality Improvement
Officer in Mental Health for the West Midlands Clinical
Networks and Clinical Senate, in NHS England. Karen
chose
to
#walkthefrontline
with
Birmingham
Changing Futures Together’s Lead Worker Peer Mentor
service to gain an insight into the day-to-day lives of people
with multiple and complex needs (mental health, offending
behaviour, substance misuse and homelessness).

Later in the day Karen shadowed a Lead Worker at a client’s
‘check-up’ appointment. The young man was alcohol
dependent and a methadone user. He had been homeless but
was now living in sheltered accommodation.
Karen
explained: “The gentleman had willingly said that with
misguided encouragement from those around him he had
decided to ‘go cold turkey’ and ended up in A&E as a
result. He really wanted to be “clean” but the Lead Worker
explained this was not the way to do it. Again, building on
the relationship that’s been developed, our job on the day
was to support him to engage productively with the wider
support services which are available.”
“I left with a deeper understanding of the variations of
complex needs and the difficulties people face in engaging
with services, continued Karen. “Each person is an individual
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with diverse needs. It may be hackneyed but it’s true and if we
wish to foster engagement we have to remember this. There
are many different reasons why people are in the situations
that they are in. This includes their health, whether mental
or physical health issues, societal changes, the people who we
associate ourselves with and the impact of the ‘anonymous’
wider system. The system needs to recognise this and adapt
to make it easier for people who have complex needs to gain
the support needed.

The Birmingham Changing Futures
Together Programme
Birmingham Changing Futures Together is part
of an England-wide programme set up by the Big
Lottery Fund using money raised by National
Lottery players. It improves the effectiveness
of service provision to those with multiple and
complex needs by bringing together organisations
in the sector, identifying and sharing best practice
and establishing new approaches.

The No Wrong Door Network
At the heart of the Changing
Futures approach, the No
Wrong Door Network is a
group of organisations working
together to ensure service users
can access a whole system of
support through one referral.

Lead Work Peer Mentor
“I would welcome the opportunity to
#walkthefrontline again and advise colleagues
who can, to do so to gain further understanding.”

Our dedicated Lead Workers, skilled in helping
people navigate the support services available,
work alongside Peer Mentors with lived
experience. This unique combination creates a
tailored and empathetic approach, which bridges
the gap between services and those who use them.

Contact the BVSC Birmingham Changing
Futures Together team for more information.
www.changingfuturesbham.co.uk
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