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“When I talk to someone from SANE, it's like a window has
opened - and the view changes.” [Caller]

64% of people contacting us experience suicidal thoughts and feelings
78% of our callers feel depressed or anxious
83% feel lonely and/or isolated
For 44% of people, we are their only form of support.

SANE is a UK-wide charity working to improve quality of life for people affected by
mental illness. 

SANE has a vision of a time when no individual or family has to face the distress
or isolation that can result from coping with mental illness alone. We aim to
provide compassionate emotional support; help people access the mental health
system and tackle isolation. 33% of people we support have severe or enduring
mental illnesses. 

Our recent feedback survey revealed that: 

In March 2020, we adapted our support to enable us to call back people who left
us messages. We are delighted with how well this approach has worked and will
maintain this service alongside our crisis helpline. Our dedicated team of staff
and volunteers have supported thousands of people through our variety of
services: telephone and ongoing support (where people receive more than one
call), email support, Textcare and our online support forum. 

This report shares what our callers told us about our services and their mental
health, and the impact of the services we provide. 

 



of people would recommend
SANE's services to someone else92%

“My overall impression was that everyone was so kind; it was lovely
to have a sense of different people and what each person brings is
different. There’s always an underlying sense of warmth, strength
and encouragement coming from them.”

“I know that when I am talking to SANE, I am talking to somebody
who cares and that makes such a difference, it’s not just functional.
I know you won’t forget me and that you will keep in touch for as
long as I need, until I say that I am better.”

"Considering I am in a completely different mental state now to
when I first contacted SANE, I would 100% recommend SANE's
services to anyone needing help with their mental health
journey."

What those we support think of our services

 81% of our callers voted
7 and above

81% 50%

50% of our callers voted
10/10, meaning excellent

We asked our callers their overall impression of our services:



of our callers
felt they were
treated with
compassion and
understanding

90%

“I felt I was being acknowledged
and understood as a person, and
I’ve never felt judged for who I
am. They see and converse with
callers as individuals, not simply
diagnoses, as is often the case.
They do not patronise or offer
silly suggestions.”

“The most important part for
me is that they keep their
word and phone when they say
they will. For me, the days and
nights are long and sometimes
it feels like they won’t ever
end. For SANE to ring, it breaks
that.”

“I feel comfortable sharing how I
truly feel to the volunteers,
knowing I won’t panic them. I
would never say it to the NHS as
I’m scared they would section
me. I just want to get my
thoughts out.”

“SANE understands the
consequences for people of
living with psychosis like no
other service I have used.”

 

"The volunteers/staff were
very patient and
understanding. Their
compassion for people like
myself is beyond measure.”

 

We are reliable

We are confidential

We don't judge

We are compassionate
and understanding

We have good knowledge
of mental illness

What is most valued about the work we do



said their contact
with SANE positively
impacted their
mental health 

89%
What difference did we make? 

There were some commonly
referred to reasons as to why SANE
positively impacted our callers’
mental health. For many, it was the
human connection the volunteers
and staff provide. As callers told us: 

 
 

 

“Speaking to a real person, who
showed me nothing but
compassion, positively affected
my self-worth”. 

Last year, we supported Annie during an

acute episode of nightmares, self-harm and

suicidal feelings. Annie emailed looking for

a reason to stay alive. We recognised the

pain and suffering Annie experienced and

she told us that reading our words

challenged the critical and negative way

she viewed herself. Annie said that

through talking to us she’d gained

confidence to see that what she had been

through was not her fault. We helped her

access low-cost therapy. She recently wrote

to tell us that she was moved by our words

- and in feeling moved, she was able to

feel human again.

 

Annie's story

Callers often referred to the strength
that SANE’s support gave them to
find help and keep going with the
problem ahead of them:

“Speaking to SANE gave me
motivation to keep making
changes and make a plan for
myself to tackle my depression.
I feel better knowing I can turn
to SANE and that I have
support.”

 

Callers often mentioned that contact
with SANE helped them work through
their emotions:

“I wanted to speak to someone
separately to my family. I didn’t
really understand what was
making me sad and I needed to
speak to an outsider to help me
clarify my thoughts and
understand my feelings before I
felt able to bring it up to a loved
one. The people I spoke to at SANE
gave me the confidence to speak
about my mental health to other
people.”



"Sometimes it 
feels like all I've got - it 
means that for a few 

minutes every week or so, 
I get to feel like somebody

cares."

"It means I am trying
to help myself out of
difficult problems. It's

very nice to hear a
voice at the end of the
line and have human

contact."

"Your kind words 
always make me feel
better. Your amazing
work deserves to be

acknowledged."

"It’s one of the most
important things to me,
that if I’m in crisis, I can
turn to you and receive

good listening,
compassion and help.”

"Beyond words,
more than I can

muster the
words to tell."

"A safety net."

"It's contact with
sanity - it reminds

me that I'm not
completely alone."

"Everything! I
hope I have a
SANE friend in

my life forever."

We asked people what their contact with SANE  
means to them. Some responses below:


