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Foreword
The best part of 2021 and a large part of our goals for 
the year was that we were able to grow the organisation. 
Adding to your community is always an opportunity to 
bring in new ideas and perspectives, and the new 
members of the team lived up to this. We have had 
tremendous support throughout the year to identify
how to expand our services and impact, and in turn, we 
leapt to bring back volunteers onto the helpline. As the 
helpline team grows, we’ll see more calls answered 
and have the scope to reach more young people. By the
end of 2021, we introduced a volunteer coordinator to 
support and guide our volunteers on the helpline. 

Each change in 2021 achieved a more impactful service. Our new 
website was user-friendly, guiding our service users to help in the 
easiest and fastest route. We’ve added resources to guide young 
people who find it hard to talk about their personal struggles. Our 
volunteers are from across the UK, so we’re more representative 
than ever before. 

We’re adapting our services, so any young person finds us helpful 
and approachable in their time of need because if the last two 
years have taught us anything, our young people need this service, 
and we need to be ready for them. 

Beyond the helpline, we’ve continued our work as a critical channel 
to voice the concerns of our service users. With almost 8,000 inter-
actions with young people in 2021, our data tells a story unique to 
our young 
people, and their voices must reach the right people. Our work 
behind the scenes takes us to student bodies, statutory services 
and community groups to advocate for better access, experience 
and outcomes for 
our community. 

Thank you for everything you did in 2021. Your support doesn’t 
just help us continue our work, but it shows young people you care 
about them and their wellbeing; that’s a big gesture, and the jour-
ney to get here has been worth it. So let’s make 2022 as impactful. 

Maaria Mahmood
Director
Muslim Youth Helpline

2021 was an exciting and fruitful year at Muslim Youth Helpline. 
Last year, our team worked hard to meet the needs of our callers 
in an ever-changing world, with lockdown announcements and 
restrictions causing panic among many. While adapting, we identi-
fied many ways our organisation could change and grow. 
Coming out of my first year at the organisation, I was excited to 
get the ball rolling on larger projects alongside our team. One of 
our big projects was expanding our helpline, with an amazing 
team of volunteers and helpline officers. As our team grew, we 
handled and responded to more inquiries than ever before, with 
approximately 8000 young people supported. 

We are observing how our team has responded. The needs of 
young Muslims shine a light on how important mental health is 
and how impactful a culturally- and religiously-sensitive helpline 
can be. We hope to see rising support in mental health services in 
2022 and thank you all for the support you have shown us over 
the years. 

Hadil Nour
Helpline Manager
Muslim Youth Helpline



Enhancing the Young 
Muslim Voice through:

Our organisational achievements

Partnerships 

Education and Workshops

Our signposting list 

Introduction 

Muslim Youth Helpline is a national, award-winning listening service that sup-
ports young Muslims in the UK. Our mission is to provide a non-judgmental, 
non-directional service that empowers young people to take control of their 
‘story’.
 
We provide a faith and culturally sensitive and accessible helpline service for 
young people at the forefront of the service. 
In 2021, we entered the second year of the pandemic. The world continued lock-
ing down, and unfortunately, many individuals found their mental health deterio-
rating. It became challenging to envision the light at the end of the tunnel. While 
we had a 300% increase last year, our helpline continued scaling up, with a total 
of 7991 individuals accessing our helpline during 2021

In line with what we saw in 2020, our helpline continued to be accessed by individ-
uals seeking support for family issues, anxiety, depression, and suicide. 
Our helpline team worked hard to meet this demand, and as an organisation, we 
continued to work hard to support as many young people as possible. 

Impact Points

Supporting our users by:

Meeting our call demand

Providing a satisfactory service

Diversifying and expanding our 
team

11 - 69

11 - 29

COMMUNICATION TOTAL: 7991

3333 863 127 3668

PHONE EMAIL WHATSAPP WEBCHAT

27+ CITIES

London
Birmingham
Manchester
Leicester
Liverpool
Bristol
Cardiff

AGES
Majority between
 

GENDER

2176 Female (59%)
1467 Male (41%)
4348 Uknown/Other

94% of users would access our helpline again 

15% Increase in users in 2021 compared to 2020

 Spent 2190 hours engaging with service users 

Our Year at a Glance



Info About MYH 

Family Issues

Religious Advice

Relationships

Health/Disability

Anxiety

Depression

Stress

Addiction

Other Mental Health

Abuse

Financial Support

Marriage

14.4%

11.2%

19.2%

7.5%

2.8%

7.1%

6.6%

3%

3.8%

4.2%

5.3%

5.5%

6.7%

Concern

Information About MYH 
Many individuals accessing Muslim Youth Helpline for the first time come with many questions. Because 
of the uniqueness of our service, they may have little to no experience with similar organisations. Many 
of these enquiries come from young people, concerned friends, and parents who would like support, but 
don’t know where to begin. 

Family Issues
Family issues is one the top enquiries we see on an annual basis. With the rise in mental health concerns, 
many individuals struggle to relay information or their experience with their families, who may be unwill-
ing or unable to understand what these young people are experiencing. 

Religious Advice, Faith, and Spirituality
Due to our nature, our helpline receives many enquiries from young people who may struggle with their 
faith, or have questions about religion they do not feel comfortable asking due to fear of judgment, or 
being punished. They appreciate the anonymity of our helpline, along with the lack of judgment. We often 
try to understand the underlying issues these young people are experiencing, while also signposting to 
trusted and qualified Islamic services who can answer their questions. 

Relationships
Many young people may struggle with relationships they are unable to tell their families about and have 
no one to turn to. They may also struggle with platonic friendships, or work relationships. Our helpline 
provides a listening ear, while also empowering young people to decide what is best for themselves. 

Anxiety
Anxiety was our top mental health concern in 2021. With the continuation of covid restrictions, many felt 
uncertain about the long-term impacts of this disease, alongside uncertainty with jobs, education, and 
housing. 

Marriage
Marriage continues to be one of our top concerns, which we can often signpost to culturally sensitive 
family counselling and mediation services. 

Depression
With the lack of culturally sensitive mental health support available, many young people turned to our 
helpline as they dealt with these difficult feelings and mental health concerns. We provided individuals 
with support, while also signposting to organisations and counsellors that could provide the support they 
required. 

Financial Support
We continued to see financial support as a top concern in 2021, with many jobs lost due to Covid. This 
caused high stress among our service users, and had a negative impact on their mental health. 

Other Mental Health 
Our helpline workers worked with many individuals living with mental health concerns. During Ramadan, 
a significant concern we noticed was the number of young people accessing our helpline with eating 
disorders.  

Top Primary Concerns in 2021



Total Enquiries in  2021

Meeting our call demand

In 2020, we had a record number of enquiries, with a 313% increase in 
enquiries to the helpline after lockdown was announced. This number 
was surpassed by approximately 15% in 2021, meaning we had more 
enquiries than ever before. 
As we adapted and became more comfortable working from home, we 
also ensured we were equipped to deal with the changing landscape of 
support services. 
We also ensured we were missing less calls than ever before by expand-
ing our team. With nearly 8000 service users accessing our helpline in 
2021, we were able to answer more than 80% of our enquiries. 

We continue to work hard to meet our service users needs by keeping up 
with data and trends on the helpline, and ensuring our helpline workers 
are well-equipped to provide a non-judgmental and supportive service. 

Calls Answered 

Calls Missed

Webchats

Webchats

Email

25.2%

12.4%

44.3%

6.1%

12%

Supporting our users

At Muslim Youth Helpline, our service users are at the heart of everything 
we do. We work hard to ensure we are showing up for them and provid-
ing a valuable and needed service. In 2021, we introduced surveys on our 
website, expanded our team, and worked to meet our call demand to 
best support our users. 



User Feedback

Diversifying and Expanding our Team

Our team now consists of both paid staff and volunteers. We recruited and trained 
volunteers to join the helpline to meet the rising demand of enquiries. We also diver-
sified our team in order for our service users to relate to those they are speaking 
with. 
Our team now includes both males and females from many cultural backgrounds. 
Working from home has also allowed us to recruit nationally, so our volunteers oper-
ate from living rooms and offices throughout the UK! 
Our plans for 2022 include expanding our volunteer team, with more volunteers than 
ever before. We have also hired a volunteer coordinator, to ensure our volunteers are 
well-supported. 

“Thank you for listening. 
Talking has made me feel 
better - sometimes I just 
need to talk - and I've 
noticed I don't have suicidal 
thoughts anymore.”

“I know you didn't tell me 
what to do but the fact that 
I was able to speak with you 
was amazing. You're a great 
listener and that's what I 
needed. Sometimes listening 
is much more important 
than talking. Thank you.”

“I usually feel instantly 
better when I call MYH. I feel 
a lot of clarity after speaking 
with you. I want to say 
thank you for your 
patience.”

“I'm feeling much better 
now. There aren't that many 
Muslims I can talk to. It's 
great having someone who 
appreciates the dynamics. 
Thank you.”

At MYH, we pride ourselves on providing excellent service to our users. This year, we 
introduced a survey on our website, where our users could anonymously provide 
feedback on the interactions they had with our helpline workers, in addition to rating 
our service. Our results showed that: 
94% would access our service again
94% would recommend our service to a friend
82% Felt helped and understood at the end of their conversation with MYH

We hope to provide even more exemplary service in 2022 and will continue to priori-
tise our users in everything we do. 
https://myh.org.uk/get-involved/myh-helpline-survey/. 

"Fantastic community. It's 
like such a safe space. 
Nobody judges, everyone is 
compassionate and friendly 
and very helpful. I think 
that's very valuable."

"After completing all the 
different trainings, I came to 
realise that this is more 
than a simple volunteer job, 
this is a place where people 
come to seek comfort, 'a 
shoulder to lay on', and in 
some cases, a lifebuoy of 
last hope."

Providing a satisfactory service
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Our Organisational 
Achievements
 

Website

We introduced a new website in 2021 to provide a 
more user-friendly interface and a more informative 
space for individuals who may be accessing our help-
line for the first time. We wanted to make it easier to 
find information such as how and when to contact us 
and a walk-through of what happens when you access 
our service, so young people are aware of what to 
expect. 
We also wanted to ensure our website went beyond 
just providing information on accessing our service. 
We wanted individuals to access resources and infor-
mation on a number of different topics we noticed on 
our helpline. This includes:
 
           Self Love

           Reducing Social Media Usage

           Managing Mental Health for University 
           Students
 
           Student Wellbeing Guide 

20th Anniversary 

Excitingly, we celebrated our 20th anniversary in 2021. 
The Muslim Youth Helpline began as a three-person 
organisation in 2001 and has grown to include man-
agement, helpline workers and volunteers, a board of 
trustees, and many young people who access our 
helpline daily. 
We hosted a month worth of events to mark our anni-
versary, including workshops, fundraising, and special 
posts on our social media. We were joined by our key 
supporters who have helped us in the last 20 years 
and those who help run our services in a small video to 
celebrate the milestone. 

In 2021, we partnered with several recognised organisations to participate 
in many projects. These include: 

Enhancing the Young Muslim Voice

Barnardo’s Health and Wellbeing Alliance - Last year, we 
joined the alliance as part of a joint effort between healthcare 
services and VCSE organisations to improve ways of delivering 
services that are accessible to everyone. Making it easier for all 
communities to access services will reduce health inequalities. 
MYH lends its ideas to the alliance on young people’s access to 
mental health services. 

Advancing Mental Health Equality - In 2021, MYH joined as a 
vital member of the AMHE Collaborative Expert Reference 
Group to identify and reduce health inequalities in access, expe-
rience and outcomes so that high-quality mental health care is 
delivered to anyone in need. In addition, we work with other 
expert groups to support them to evaluate and review their 
services and identifying areas of improvement. 

YourBestFriend - MYH has been a critical partner in the YBF 
project since 2020. The project brings together service providers 
representing young women from England and Wales to help 
shape a [owerful future, empowering 10,000+ young women 
with knowledge and confidence to act before someone harms 
or is harmed, to keep themselves and their friends safe. 2022 
will be the final chapter of the project, where we hope to see 
the real impact of our work on Young Women.

Partnerships & Supporters



Education

Because our organisation focuses on young people, we knew education would be an 
important project during 2021. One of the unique parts of working with Muslim Youth 
is the stigma many service users face from their families or communities. To help 
tackle a large issue, we worked to educate and partnered with Student Space to 
access as many young people as possible. 

Student space is an organisation run by Student Minds to empower students and 
university community members to look after their own mental health, support 
others, and change. By partnering with Student Space, we could access more 
students who may not have heard of us in the past. In turn, we also ensured we had 
the resources to meet the needs of students accessing our service by expanding our 
signposting list and understanding the unique needs students were facing. These 
include relationships, anxiety, faith and spirituality, and depression. Well into 2022, 
we continue to be the chosen Mental Health support for Muslim students up and 
down the UK.

Workshop
We worked to educate by running workshops, joining news segments and appearing 
on podcasts where we discussed the issues young Muslims face and how we can help 
tackle them significantly. This includes:

Muslim Mental Health in an Unequal World 

We invited young people who have worked with or experienced mental health issues 
from Muslim backgrounds during this panel. We gave the young people the space to 
share their stories with practitioners, community leaders, and educators about the 
needs and challenges young Muslims face with their mental health.

Good Thinking NHS  

Good Thinking invited us to discuss the unique challenges young Muslims in Britain 
face regarding their mental health. While Good Thinking provides a number of valued 
resources, such as dealing with anxiety, depression, and a number of other mental 
health concerns, they wanted to expand their understanding and resources for indi-
viduals from different cultures or religions. MYH shared their insights on the idea of 
forgiveness in dealing with mental health. 

Faith and Child Safeguarding Summit 

MYH were on the Youth Empowerment panel discussing how we use insights from 
our service users to improve safeguarding on the helpline. The event was an opportu-
nity for religious institutions, faith-based organisations, academics and world leaders 
to come together and exchange insights and best practices on child safeguarding in 
religious and faith-based contexts. 

Our Team 

During the first lockdown, we were reduced to our core 
team of helpline officers. Now that our helpline has ex-
panded and more people are reaching us, we began re-
cruiting a great group of volunteers. As a result, we’ve 
been able to handle more enquiries now, and with the 
success of our first recruitment round, we will be recruit-
ing our largest number of volunteers in 2022. 

Volunteer Coordinator 

With our team changing and expanding, we are recruiting 
more volunteers than we ever have. To ensure our volun-
teers are working successfully, we have recruited a volun-
teer coordinator for the first time. Our volunteer coordi-
nator will be responsible for our volunteer team while also 
ensuring their wellbeing is being prioritised. 

Outreach 

One of our goals for 2022 is to reach young people all 
over the UK, so we are doubling down on our outreach 
projects. These include workshops, reaching out to the 
community and religious groups, and partnering with or-
ganisations with similar values all over the UK. 

Education & Workshops Our Year Ahead



Other organisations our service users were signposted to 
At Muslim Youth Helpline, we work our best to meet our service users’ needs. One of the 
ways we do this is by expanding our signposting list. Some of the organisations we added in 
the past year include: 

New Referrals Organisations 
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