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Primary Care support in 20 years.” 
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Why are Link Workers needed?
Primary Care services are increasingly under pressure. 

General Practices are over-stretched, not helped by a fall in the number of 
GPs and the number of GPs recruited and retained in Scotland. 

At the same time, there has been a rise in what are sometimes called 
modern epidemics including depression, anxiety, dementia, obesity, drug 
use, alcohol dependency, diabetes, chronic illnesses and a wide range of 
mental health issues. Patients visiting practices with these conditions are 
many times also experiencing social issues. In some cases, both social 
and medical issues are conflated by the patient visiting the practice.

The existing consultation model often comes unstuck in fielding and 
treating these enquiries.

Community 
Renewal & 

Primary Care
Putting people in the driving 
seat of their own well being

Consult for 
10 minutes

Treat

Refer

The individual requires a 
number of varied solutions 

– clinical and other. 
Therefore, Primary Care 
must transform or fail.



The framework for change has been set out 
nationally
Drive for Public Reform from:

• Scottish Government’s 
 2020 Vision
• The National Clinical   
 Strategy for Scotland
• The Christie Commission
 findings

Community Renewal Trust’s Solution
Reimagine yourself in a future where life has significantly improved

Community Renewal Trust is an anti-poverty charity which has been 
transforming neighbourhoods across Scotland for over 20 years, focusing 
on employability, community engagement, health and wellbeing.

Since 2006, they have undertaken pioneering work in modernising 
Primary Care. Their approach is rooted in the belief that people know 
deep-down what they want and what will improve their life. Through 
compassionate listening, facilitated by trained Health Case Managers 
(to become Link Workers), the individual can sort and prioritise their 
own medical and non-medical / social problems. They nurture people’s 
capacity for self-care and self-management, sticking with them as long as 
they need help.

Community Renewal’s Modernising Primary Care model was 
implemented, tested and evaluated when they spent two and a half years 
supporting six GPs in Grampian with positive results. 

The success of this change management programme contributed to 
Community Renewal being appointed to deliver the Mental Health Link 
Worker Contract as part of a consortium with Penumbra.

The way is 
paved to 
reassess how 
patients are 
treated and 
engaged

Promotion 
of Realistic 
Medicine by 
The Chief 
Medical 
Officer



Meeting the Link Worker
  

“Tell me about your week.”

A conversation then naturally 
follows about their present and 
past circumstances. Towards 
the end the Link Worker will ask

“What would you need to 
change to make your life 
better?”

In this conversation, the 
individual identifies their own 
challenges and began to find 
their way to real solutions.

Moray Link Workers April 2017 – November 2018

Moray HSCP Mental Health Strategy – “Good Mental Health for ALL in 
Moray 2016” – named recovery focused principles and practice as a key 
strategic priority in their Mental Health Policy. As a result, Moray Health 
and Social Care Partnership sub-contracted Community Renewal’s 
Modernising Primary Care & Community Link Worker service (from now 
on known as Mental Health Link Worker – MH Link Worker) alongside 
Penumbra and the Moray Mental Health and Wellness Centre to support 
under-pressure services in the local authority. The service ran from April 
2017 to November 2018.

The Holistic 
Assessment™

Walking the journey with 
the individual

Each Link Worker is trained 
in Community Renewal’s 
methodologies including the 
Holistic Assessment™ tool. 

The goal of the assessment is to 
find out how the individual can 
help themselves. A conversation 
takes place which naturally leads 
the person to divulge information 
about their life and bring to light 
any challenges they are facing. 
The Link Worker then asks them 
to score those challenges on how 
much they are affecting them and 
together they discuss and prioritise 
solutions. The Link Worker doesn’t 
tell them what to do or does 
anything for them. They provide 
advice on the resource available 
and, where possible, encouraged 
the individual to make contact 
themselves.



About the Mental Health Link Workers 
in Moray

All MH Link Workers brought a high level of experience of 1-1 work 
consultations, having been recruited from a range of different sectors, 
including mental health, drugs and alcohol and Women’s Aid. 

The process was as follows

6 MH Link Workers engaged across 13 practices in Moray 

Individual referred 
to a MH Link Worker

• MH Link Worker 
undertakes Holistic 
Assessment 

• MH Link Worker 
provides ongoing 
case management 
support

Individual supported by other 
organisations recommended by the 
MH Link Worker but then returning to 
begin next stage in their journey

Tapered support with some choosing 
to keep a thread of connection via 
text message

Individual disengaged without saying 
why 

The door always remained open for 
those that wanted it, whilst those who 
disengaged could reconnect via a GP 
referral

Community Services in the area
An integral part of the process was the relationship the MH Link Workers 
had with community organisations by way of: 
 

signposting + connecting + linking + case management 

As a result, agencies in Moray demonstrated more people were accessing 
their services.



Anonymised Case Studies

Quotes from 
individuals describing 
their situation as 
support commenced

“I was like a tramp. I’d 
let myself go.”  

“I was going about in 
a confused state. My 
way out was to get 
drunk.”

“I was a hermit in the 
house. I wasn’t going 
out. I wasn’t seeing 
anybody.”

“I was signed off work. 
I was so incredibly 
low.”

“I was in a big hole 
and falling deeper 
and deeper into 
depression. I was 
miserable, spending 
all day in my dressing 
gown, curtains closed. 
I wouldn’t eat. I was 
minutes off suicide.”

People’s experiences 
of their Mental Health 
Link Worker

“You can’t see the 
wood for the trees. 
You’re all tangled up 
like spaghetti or wool 
- [the MH Link Worker] 
unravels it.”

“They put me at ease 
straightaway…down to 
earth…nothing phases 
[the MH Link Worker] 
…so comfortable “

“[The MH Link Worker] 
came to the house on 
a few occasions. That 
was important to me 
at that time.”

“Always positive, kind 
and gentle so you 
relax and open your 
heart, they changed 
my thinking.”

Examples of goals set 
by the people

“I signed up for an 
evening art course. 
It’s given me extra 
confidence to find 
these things for 
myself.” 

“I had a lightbulb 
moment when I wrote 
stuff down…pros 
and cons…they got 
introduced early. It 
frames a situation in a 
different way.” 

“It was small steps of 
doing things. Like start 
by walking to the Post 
Office and being ready 
with ways to cope if 
I met someone from 
my family.” 

“Techniques, 
breathing exercises. I 
still use sometimes. I 
thought it would be a 
waste of time, but it 
did help.”

These goals may seem simple – even obvious – but to an individual 
facing multiple social, mental and medical issues in their life, the answer 
is obscured. The role of the MH Link Worker is to ask the right questions 
which lead the individual to their own solution.



“Most [service users] have made good progress in whatever challenges 
they were facing.” 

“There was a definite difference in the patients referred. Some of them 
were taking care of themselves more and others, I no longer see or see 
at a reduced frequency.” 

“This is the best experience of accessible Primary Care support in 20 years.” 

“This fully integrated holistic service offers a clear pathway if someone 
does need help and is ready to change – a shining example of good 
practice.”

The Benefits to GPs

...on the individual
As the focus of the 
treatment was wholly 
focused on recovery, 
many of the people 
interviewed reported 
feeling in control 
of their lives. Whilst 
they recognised that 
they may face future 
challenges, they also 
felt better placed to 
face these because 
of a greater self-belief 
and renewed ability to 
cope.

...on Medical Services
As more people 
were in control of 
their own care, GP’s 
were contacted only 
for medical matters 
therefore reducing 
the pressure on their 
services

...on wider 
Community Services
A high number of 
referrals to other local 
organisations and 
support.

Real Results...
From the period when the contract was delivered by Community Renewal

3538 
APPOINTMENTS 

WITH THE MH LINK 
WORKERS

537 
PEOPLE SEEN

4261 
REFERRALS TO 

377 
EXTERNAL SUPPORT 

SERVICES

GPs workload reduced + 
overwhelming positive feedback for 
the MH Link Worker Project + desire 
for the service to be expanded

GPs focus on medical 
issues + previous 
regular visitors to the 
surgery visit less 

 



Evaluation Summary
Animate Consulting were commissioned to review the service in Moray. 
They concluded...

In conclusion the evaluation finds that the Community Renewal Mental 
Health Link Worker service aligns strongly with national and local strategy 
and with current thinking around future healthcare systems because of 
the way that individuals become involved in decision-making around their 
own health with outcomes that lead to recovery and a more active role 
in determining their health and wellbeing. It clearly evidences the value of 
support beyond signposting through a holistic therapeutic service which 
both stabilises lives and begins to impact on wider delivery of healthcare.

Find out more
The full evaluation can be downloaded from 

www.communityrenewal.org.uk

Anonymised  
Patient Case Study
Gary was referred to the MH 
Link Worker having experienced 
several impactful life events over a short 
space in time; chronic pain, surgery, time 
off work, job loss, and a marriage split.

He attended sessions which led him to 
create a plan of action; he got in touch 
with a chronic pain organisation who could advise him on some of his 
difficulties. He also began attending wellbeing courses which provided 
him with techniques for better ways of living. The result of these was 
that Gary felt that he could “see light at the end of the tunnel” and on a 
practical level they helped him “get tools to cope.” As Gary’s ability to cope 
improved, he was able to play a part in restoring some family relationships 
which had become difficult. He also felt inspired and confident enough to 
begin volunteering in a health-related role with his new-found insight into 
his own condition. 

He now offers peer support to others facing some of the difficulties 
he himself has made significant progress in overcoming. Without his 
involvement with a Mental Health Link Worker, Gary says there is no 
way he would be contributing in this way and looking ahead to future 
opportunities.


