
Digital mental health and well-being 

services working with the offline world

CONNECTED
COUNSELLING



“Last year and this year I suffered 

with depression and anger issues so I 

started using Kooth. Since then I have 

improved. I feel so much happier and 

I have no more anger issues. I have 

become more confident and proud of 

myself and it’s all thanks to you guys.”
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XenZone
XenZone was founded in 2001 to make it easy  

and safe for all generations to access the best 

mental health and emotional well-being services 

as and when they need them. 

We use technology to remove the barriers hindering children, young 
people and adults from seeking mental health support. Technology  
helps to increase access and removes the stigma associated with reaching 
out for help. We work closely with the NHS, CCGs, local authorities  
and other health and social well-being organisations to deliver an 
innovative approach to mental health delivery. 

We are pioneers of online counselling and emotional well-being 
support. In 2004, we founded Kooth, the first online counselling  
and therapy service for children and young people in the UK.  
Following on from Kooth’s success we launched our online  
counselling and well-being platform for adults, Qwell.

Digital is at the heart of all we do, underpinned by our deep-rooted 
philosophy of co-production and joining-up with traditional services. 
While digital increases accessibility, is native to many young people 
and convenient for all, there are times when face-to-face is more 
appropriate. We work with stakeholders, commissioners and partners 
to develop an integrated approach, taking the benefits of digital and 
coupling them with face-to-face services.

Find out more at xenzone.com/about-us

“We see Kooth’s online counselling  

as an essential component in our 

drive to provide help for every child 

and young person in Nottingham 

City who need mental health 

support. Our young people are 

extremely comfortable online.”

Hayley Bipin, Commissioning Officer (Children),  
NHS Nottingham City Clinical Commissioning Group

https://xenzone.com/about-us/
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One in 10 children and young people (aged 5-16) 

have a clinically diagnosable mental health 

problem, yet 70% of those have not sought 

appropriate interventions. 

Kooth is an online counselling and emotional well-being service for 
children and young people up to 25 years old, available free at the  
point of need. An early intervention solution, Kooth helps to reduce 
waiting times for young people seeking help while removing the  
stigma associated with accessing mental health support.

Kooth is a safe, confidential and anonymous service available through  
a smart phone, tablet or computer. Children and young people logging 
in can access:
• Online counsellors 365 days a year up to 10pm, through either  

drop-in sessions or scheduled sessions
• Self-help materials co-produced by other young people 
• Fully-moderated peer-to-peer support forums
• Personal goal-based journal 

XenZone’s team of accredited counsellors, therapists and support 
workers provide guided, outcome-focused help for each individual.  
We collaborate with local authorities, CCGs, mental health trusts, 
charities and other organisations to provide early intervention  
support with clear escalation and de-escalation pathways. 

Watch the Kooth video at vimeo.com/xenzone/kooth
Find out more at xenzone.com/kooth

Kooth users

85%
prefer counselling 
online compared 

to face-to-face

70% 
log in outside  
office hours

97%
would recommend 

Kooth to a friend

97%
plan to return  
to Kooth soon

https://vimeo.com/180771766
http://xenzone.com/kooth
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LINCOLNSHIRE COUNTY COUNCIL

Following a successful pilot, XenZone was commissioned to 
provide online counselling for children and young people 
in Lincolnshire through Kooth. To date, there are more than 
5,000 children and young people registered with Kooth in 
Lincolnshire. When they start counselling sessions, children 
and young people typically identify a number of goals and 
score their progress on each out of ten. The average increase 
against each goal during 2016 was seven points – indicative 
of the success of the programme and the real benefits being 
felt by the young people of Lincolnshire.

“Kooth is at the heart of our focus on 

early intervention and prevention.  

It is providing an excellent service  

to the children and young people in 

Lincolnshire who clearly value the 

professional help it offers and who  

feel well supported.”

Catherine Southcott, Senior Commissioning Officer,  
Children’s Services, Strategic Commissioning–Commercial  

Services, Lincolnshire County Council
03
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A blended approach  
to service delivery

Kooth is offered as a digital only service with pathways into local 
face-to-face services, and also as a blended service where face-to-face 
counselling is delivered by XenZone counsellors and therapists.  

As well as providing, or working closely with, school and community 
based counselling services, we have pioneered a range of face-to-face 
interventions for specific groups. These include DBT (Dialectical 
Behaviour Therapy) skills for individuals self-harming and Theraplay 
for looked after children and foster carers to build and develop  
healthy attachment.  

We always work closely with our commissioners and partners to ensure 
digital is part of a whole system transformation. We understand the need 
for an integrated and robust “Tier 2” set of services with a single point of 
entry, clearly defined and well-trodden pathways between services and 
strong links to Tier 3 CAMHS provision. Breaking down these tiers and 
integrating access is at the heart of the THRIVE model (see page 6).

Working with schools and other agencies, we provide in-reach and 
emotional resilience programmes to promote and educate users, teachers 
and other professionals on the benefits of online support and therapy. 
Kooth works alongside traditional services, offering online out of 
hours’ support for those on waiting lists or who do not meet referral 
thresholds. As a self-referral service, Kooth offers young people the 
choice and autonomy they need, while providing an easy route to  
face-to-face counselling and other local services.

Kooth and Universities 

80% of students say stigma is a barrier to getting 

mental health support.

Kooth provides students with an early intervention solution  
readily available outside of regular student support service hours.  
It integrates easily with existing services and helps to reduce the  
strain on face-to-face university counselling. 

Kooth removes stigma and opens doors for hard to reach students, 
by providing an anonymous and confidential way to access support. 
Universities receive full aggregated reporting on usage, presenting 
issues, service interaction and outcomes.
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“Kooth works seamlessly with the other 

agencies in our partnership, providing 

professional help at the point of need.  

This demonstrates the value of digital 

services in helping children and young 

people find early help in a way that makes 

them feel listened to, safe and supported.”

Linda McQuaid, Interim Director, Children and Young  
People Services, SABP NHS Foundation Trust

SURREY AND BORDERS PARTNERSHIP  
NHS FOUNDATION TRUST

XenZone began working with Surrey and Borders Partnership 
(SABP) NHS Foundation Trust in 2016. Today, through  
Kooth, we are part of an innovative partnership of 15 
national and local voluntary, statutory and private providers 
working with Surrey’s NHS Clinical Commissioning Groups. 
Building well-being and resilience in young people is key – 
and that’s where Kooth’s free, no-referral, online counselling 
service comes in. Our multi-professional team, including 
BACP-accredited counsellors, media workers and senior 
emotional well-being practitioners, ensure we offer a safe 
and supportive service in a non-stigmatising environment. 
The benefits of such a service are already being felt:   
children and young people aged 11-19 in Surrey accessed 
Kooth more than 1,500 times between the launch in April 
2016 and the end of that year.
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The Anna Freud Centre’s THRIVE framework conceptualises varying 
needs of children, young people and their families. It highlights the 
breadth of services required to support these needs. Kooth is a robust, 
collaborative and flexible platform, and works alongside the i-THRIVE 
model of care to ensure each young person has timely access to mental 
health and emotional well-being support based on their individual needs.

This framework follows through into the work we do with adults on 
Qwell. The principle that mental health needs change on a daily basis  
is valid across all age groups. Through our flexible platform, adults  
have access to the most relevant type of support, be that self-help 
resources or structured counselling sessions, as and when they need it. 

A person-centred 
and needs-led 
approach

Kooth 
Ambassador 
programme

Emotional 
resilience 

training in 
schools

Getting 
Help

Getting 
Advice

Getting Risk 
Support

Getting 
More Help

THRIVING

Drop-in support 365 days a 
year till 10pm

Live moderated forums 
which facilitates peer support

Self-help resources

•

•

•

Out-of-hours risk 
management

Link into social care 
to promote safety

•

•

Structured 1-1 counselling and 
psychotherapy with an elected 
practitioner

Mentoring for emotional resilience

•

•

Out-of-hours support from 
highly-skilled practitioners 

Link up with specialist CAMHS 
for wrap around support

•

•

Integrated with 
face-to-face services

Goal-oriented and 
outcome-informed 
therapy and support

Courtesy of
Anna Freud Centre
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One in four people in the UK will experience a 

mental health problem each year.

Qwell is an early intervention online counselling and emotional well-
being service for adults and those in carer roles. Qwell removes many of 
the barriers to accessing mental health support, from associated stigma, 
cost, to feelings that symptoms are not severe enough to warrant help.

Timely access to services is a top three priority for adults looking for 
mental health support with one in three people wanting to choose 
their own method of treatment. Qwell meets both of these needs as 
counsellors are online 365 days a year up to 10pm, to provide readily 
available mental health support through any connected device.

Qwell provides local authorities and CCGs with an innovative, 
effective and outcome-focused solution for adult mental health early 
intervention. The service gives users access to self-help materials and 
resources, peer-to-peer support and live moderated forums, as well as 
drop-in counselling and regular structured counselling sessions, free  
at the point of need. Counselling is evidence-based and uses outcome 
tools to track progress. 

Qwell provides emotional support, counselling and online community 
support to the  one in eight adults who look after an ill, older or disabled 
family member, friend or partner.

“As a provider we have found XenZone 

responsive, flexible, principled and 

ethical which makes the task of 

commissioning very easy and without 

some of the tensions that can exist 

between commissioner and provider.”

Dominique Jones, Senior Partnership Manager,  
Powys Children and Young People’s Partnership

Find out more at xenzone.com/qwell

http://xenzone.com/kooth
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“In Devon, our vision is for the 

best mental health care to be 

available to young people as soon 

as they need it.  Online counselling, 

especially for children and young 

adults, is an important component 

of this vision. In fact, it’s vital.”

Charlene Stagon, Commissioning Officer,  
Public Health Devon

DEVON COUNTY COUNCIL

XenZone is an integral part of the Early Help for Mental 
Health (EH4MH) service in Devon, delivering early 
intervention online support for young people aged 11-18.  
In the first 15 months, more than 2,500 children and 
young people logged in to the service, getting the  
vital support they need, where and when they need it. 
Kooth users in Devon ascribing points out of ten against 
specific personal goals have, on average, seen these 
increase by over seven and a half points over this period. 
Of those that responded to a recent survey, 93% would 
recommend Kooth to a friend, showing how valued the 
service has become to young people in Devon.
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Case management system

XenZone’s comprehensive case management system securely records 
all counselling notes, records and outcomes and includes a Significant 
Incident reporting system and risk assessment methodology. 

Reporting 

Commissioners receive in-depth, insight-based reporting on both 
quantitative and qualitative data including:

• New user behaviour 
• User demographics 
• Platform use and interaction
• Presenting issues
• Outcomes and goals
• Feedback

Measuring outcomes

ANXIETY/STRESS

30%

FAMILY
RELATIONSHIPS

20%

DEPRESSION

15%

SELF-HARM

10%

FRIENDSHIPS

10%

SELF-WORTH

5%

LONELINESS

5%

EATING 
DIFFICULTIES

2%

SEXUALITY

2%

TRAUMA

1%

Presenting issues

Login hours heat map
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0:00 - 1:00

1:00 - 2:00

2:00 - 3:00
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5:00 - 6:00

6:00 - 7:00
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8:00 - 9:00
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Kooth is accredited by the BACP.

Get in touch

0845 330 7090
contact@xenzone.com

xenzone.com
kooth.com
qwellcounselling.com

Sign up to our e-newsletter  
via our website

https://twitter.com/Xenzone_UK
https://www.facebook.com/Xenzone-Ltd-173008842773108/
https://www.linkedin.com/company/xenzone
https://www.youtube.com/channel/UCAfWQjAUiKo3fIWi5oNWNiA
http://xenzone.com/kooth
http://kooth.com
http://qwellcounselling.com

