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Name of Commissioner: NHS Leeds South and East CCG     

Healthwatch Leeds 
Recommendation  

Commissioner Response (including any actions you 
will take)  

Who is 
responsible 

When will this be 
implemented by  

Commissioners should 
consider ways they can 
work with providers to 
ensure that 
communication and 
support offered during 
the wait is consistent 
across services. 

Waits for services will be shared within the Future in 
Mind: Leeds programme Board through the newly 
developed Programme Board matrix document.  In 
this way senior leaders from all providers will be 
aware of the variation in waiting times across the 
system.   
 
Work is underway during 2017/18 to enhance support 
for children, young people and parents while they 
wait for an appointment via health coaching and 
online mechanisms. 

Jane 
Mischenko 

September 2017 

Explore ways in which 
the MindMate website 
can be more widely 
publicised, and include 
more detailed, useful 
information.  

A plan for increase the use of the MindMate website 
using social media advertising and increased 
communication to professionals will go live from 
April 2017. 
 
Work with the young people and parent panels and 
with professionals continues.  These groups approve 
and enhance the information and resources on the 
website. 

Ruth Gordon December 2017 

Raise awareness and 
accessibility of 

The MindMate SPA was originally set up for referrals 
from professionals. Commissioners will review the 

Ruth Gordon December 2017 

Future in Mind: Leeds report March 2017 

Action plans from commissioners and providers 
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MindMate SPA amongst 
parents and young 
people. 

possibility of self-referral by parents and children 
and young people to the MindMate SPA during 
2017/18. 

Continue to evaluate 
MindMate SPA. Identify 
how referral pathways 
and communication with 
referrers and parents 
could be improved.  

Commissioners will continue to work with the 
MindMate SPA and professionals to ensure effective 
communication and promotion. 
HealthWatch and Common Room have been 
commissioned to undertake a detailed piece of 
evaluation with parents and carers and young people 
of the role of MindMate SPA.  

Ruth Gordon June 2017 

Ensure services build in 
ways (where 
appropriate) to support 
parents to help their 
children. 

A pilot of the on-line parenting support tool, Triple 
P, will begin in April 2017.  Initially this will be 
offered to parents of young people going through 
MindMate SPA.  If successful we will consider how to 
roll out to all parents of young people accessing or 
waiting for targeted and specialist SEMH services. 
 
The Future in Mind Programme Board will also 
consider how to further ensure parents are 
supported to help their children. 

Jane 
Mischenko 

March 2018 
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Name of Commissioner: NHS Leeds North CCG – Citywide Adult MH Commissioning Team (commissioners of aspire 
and IAPT for young people (Community Links)                                                        

Healthwatch Leeds 
Recommendation  

Commissioner Response (including any actions you 
will take)  

Who is 
responsible 

When will this be 
implemented by  

Commissioners should 
consider ways they can 
work with providers to 
ensure that 
communication and 
support offered during 
the wait is consistent 
across services. 

The YP IAPT service is part of the wider citywide 
IAPT service. We will request from the provider that 
they are clear what the process including wait times 
will be – and that the resources available on 
MindWell and MindMate to support self management 
are made known to people whilst they wait.  

Commissioni
ng & 
Performance 
Manager  
(post 
currently 
vacant but 
will be filled 
by then)  

 We will raise this 
at the next 
performance 
monitoring 
meeting in May 
2017.  

Ensure services build in 
ways (where 
appropriate) to support 
parents to help their 
children. 

We will work with the provider to agree best ways to 
share information to parents/carers – again with 
emphasis on what role MindWell might play in that.  

As above  As above  
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Name of Service: Leeds CAMHS 

Healthwatch Leeds 
Recommendation  

Service Provider Response (including any actions 
you will take)  

Who is 
responsible 

When will this 
be implemented 
by  

Explore ways in which 
assessment and diagnosis 
of autism and ADHD can 
be made quicker and 
easier. 
 

We are currently working hard at improving our 
waiting times for young people. We are particularly 
focusing on those children and young people waiting 
for an autism assessment. We have increased the 
number of autism assessment clinics and have 
trialled evening and Saturday clinics.  

Hannah 
Beal Shelley 
Robson  
 

December 2017 

Explore further ways in 
which young people can be 
supported while they wait 
for specialist services.   

We will continue to explore ways to support young 
people, parents and carers whist they are waiting  
for services this includes developing our CAMHS 
website and working with partners to develop the 
MindMate website, continuing to develop a digital 
APP and linking in with the Leeds City Council 
libraries to provide a bibliotherapy.   
 

Lydia 
Burfield  
Shelley 
Robson  
Hannah 
Beal  

December 2017 

Work towards offering 
more flexible appointment 
times (e.g. early evening 
slots)  

In summer 2016 we audited the percentage of 
appointments offered before and after school. We 
are encouraging staff to offer appointments at the 
end of the working day. 
We will re- audit this in summer 2017 to see whether 
we have increased the percentage of appointments 
offered before and after school.  

Penny 
Netherwood  

October 2017 

Raise awareness amongst 
staff and service users 

This recommendation is to be considered in team 
meetings with actions identified.  

Hannah 
Beal  

November 2017 
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about young people’s 
rights in relation to 
confidentiality, ensuring 
clear communication with 
young people when 
information needs to be 
shared. 

Consider information that is available to young 
people attending the service.  

Shelley 
Robson  

All services to consider 
ways of using more 
gender-sensitive 
approaches. Some good 
practice examples can be 
found in a recent NCB 
report on gender-sensitive 
approaches  

The NCB report will be circulated to all staff and 
discussed in team meetings with actions identified.  

Shelley 
Robson 
Hannah 
Beal  

November 2017 

All services to ensure 
there are different ways 
that young people can get 
in touch, not purely by 
phone. 

We are currently working with M:Habitat regarding 
ways that young people and parents/carers are able 
to get in touch. This includes looking at ways that 
young people, parents and carers want to contact 
the service and the feasibility of these. 

Lydia 
Burfield 
Shelley 
Robson  
Hannah 
Beal 

March 2018 
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Name of Service: The Market Place                                                        

Healthwatch Leeds 
Recommendation  

Service Provider Response (including any actions 
you will take)  

Who is 
responsible 

When will this be 
implemented by  

Consider ways to further 
raise awareness of the 
different aspects of 
provision at The Market 
Place amongst young 
people 

The Market Place is currently updating its website 
and social media presence. We have also updated 
our leaflets and are generating a broader mailing 
list to generate a wider mail shot audience. 

Staff team Ongoing  

Review communication 
with parents of younger 
service users.  

This will be discussed as an agenda item at a team 
managers meeting and appropriate changes 
implemented. 

Team 
Managers  

1st June 2017 

Review current self-
referral systems for one to 
one support, to increase 
access and improve young 
people’s experience of the 
process. 

This is a short term target within our CCG contract. 
It is also an internal target as it is a reoccurring 
issue due to the significant amount of referrals we 
receive at The Market Place. 

CEO August 2017 

All services to consider 
ways of using more 
gender-sensitive 
approaches. Some good 
practice examples can be 
found in a recent NCB 
report on gender-sensitive 
approaches  

Many of the staff at The Market Place have already 
attended various training sessions including trans 
awareness. The ethos of working at The Market 
Place is one of gender sensitivity rather than 
gender blindness. The Market Place have 4 staff 
development days a year and one of these will 
focus specifically on gender sensitive approaches. 

CEO and 
team 
managers 

April 2018 
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All services to ensure 
there are different ways 
that young people can get 
in touch, not purely by 
phone. 

Young people can currently contact The Market 
Place in person, by phone or email. We are 
currently exploring with commissioners and 
mHabitat the use of text messaging/WhatsApp and 
other forms of social media. 

CEO Oct 2017 
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Name of service:  IAPT for young people 

Name of service providers: Community Links                                                    

Healthwatch Leeds 
Recommendation  

Service Provider Response (including any actions 
you will take)  

Who is 
responsible 

When will this be 
implemented by  

Explore ways in which 
young people might be 
supported while they wait 
for support from IAPT eg. 
by providing information 
or signposting 

At the point of initial screening appointment, young 
people are generally provided with self-help 
materials as well as being signposted to other 
services for interim support/ information. We will 
review this to ensure it is consistently achieved.  
The IAPT consortium is developing an information 
handbook that will be sent to all clients at point of 
allocation onto any waiting list. This will be adapted 
to include specific young people’s 
information/advice. 

Soo Lincoln  
 
 
Jacks 
Hilaby 
(LCH) plus 
rep from 
Community 
Links (tbc)  

Quarter 1 2017 
 
 
 
 
 
 
Quarter 2 2017  

Explore ways of publicising 
the IAPT for young people 
service more widely 

Review of marketing will be undertaken in the 
coming year. In particular on Mindmate and 
Mindwell. Current young people specific publicity 
does not currently show the new online access route 
and this will be rectified. 
 

Soo Lincoln 
and Kellie 
McLoughlin 

Q2 2017 

All services to consider 
ways of using more 
gender-sensitive 
approaches. Some good 
practice examples can be 
found in a recent NCB 

NCB gender sensitive approaches report will form 
part of the team’s next service development away 
day in the coming year. Actions arising from this will 
be fed into our annual diversity impact assessment 
process.  
 

Soo Lincoln 
and Jane 
Gray 

Q2  2017 
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report on gender-sensitive 
approaches  

  

All services to ensure 
there are different ways 
that young people can get 
in touch, not purely by 
phone. 

Young people are able to refer themselves online as 
well as by telephone - this is a fairly recent 
development and will be publicised more widely to 
younger people by putting it onto our specific young 
people leaflets. However, if they refer themselves 
online they will not necessarily be dealt with by a 
member of the young people’s team as these online 
referrals are processed by the central consortium 
referral hub. On balance, ease of access is a priority. 
Action a review of the internal pathway so as to 
identify which young people are best served by 
coming into the young people’s team for their 
therapy. 
We are now able to text as well as telephone in 
order to make appointments.   

Soo Lincoln 
and Kellie 
McLoughlin 

Q2 2017 
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Name of service:  aspire 

Name of service providers: Community Links                                                    

Healthwatch Leeds 
Recommendation  

Service Provider Response (including any actions 
you will take)  

Who is 
responsible 

When will this be 
implemented by  

If not already in place, 
consider a service user 
engagement process which 
will help gain 
understanding of young 
people’s and families 
experience of aspire.   

aspire does have questionnaires that we utilise (ie 
annual and exit questionnaires) however Community 
Links already has a workstream in place looking at 
how to obtain feedback more creatively on an 
ongoing basis 

Service 
Manager 

Q2 2017-18 

All services to consider 
ways of using more 
gender-sensitive 
approaches. Some good 
practice examples can be 
found in a recent NCB 
report on gender-sensitive 
approaches  

We have a specialist LGBT* worker within the team 
and display a range of material in client accessible 
areas to demonstrate our commitment to supporting 
gender sensitive approaches.   Diversity training is 
mandatory within the organisation and specific 
transgender training for frontline staff is also 
encouraged  

Service 
Manager 

Ongoing 

All services to ensure 
there are different ways 
that young people can get 
in touch, not purely by 
phone. 

Alongside phoning and text, we also utilise social 
media (website, facebook page/twitter) to 
encourage service user engagement.    

Service 
Manager 

Ongoing 
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Name of service:  Therapeutic social work team 

Name of service providers: Leeds City Council                                                    

Healthwatch Leeds 
Recommendation  

Service Provider Response (including any actions 
you will take)  

Who is 
responsible 

When will this be 
implemented by  

Explore ways of increasing 
awareness amongst 
professionals about TSWT 
and how it works. 

We have established a working group to develop 
an updated document to share with professionals – 
primarily colleagues in CSWS but also Legal and 
outsourced psychologists and Children’s Guardians 
which will outline clear referral pathways and also 
indicators and contra-indicators to offering 
therapeutic support. This should increase 
awareness of the service offer and also manage 
expectations post referral. 
 
We deliver regular information sessions to CSWS to 
increase awareness of the TSWT, and to explain 
how to make a referral. 
 
We are also developing a TSWT specific page on 
the MINDMATE website and a children and young 
people’s animation which will increase awareness 
of ways in which to access the service and in 
which we offer support. 
New leaflets to advertise the services of the team 
to children, young people and their families are in 
the final stages of production. 

Katie Wrench 
& Jan Hext 
Team 
Managers 
 
 
 
As above 
 
 
 
 
 
As above in 
collaboration 
with 
MINDMATE 
and S&E 
Leeds CCG. 
 
Katie Wrench 
with Lindy 

September 2017 
 
 
 
 
 
 
 
 
 
 
 
Ongoing 
 
 
 
 
 
June 2017 
 



12 
	

 
Services users will be able to link to these leaflets 
through the MindMate website. 

Dark, Graphic 
Designer in 
LCC Creative 
Services 

If not already in place, 
consider a service user 
engagement process which 
will help gain 
understanding of young 
people’s and families 
experience of the TSWT 
provision.   

We have recently re-launched our satisfaction 
questionnaires (currently used across all clinics) 
and are piloting this new version until Easter 2017. 
 
Depending on the outcome of this pilot and 
feedback from service users, we plan to roll out 
the new evaluation tool across the service to 
replace the satisfaction questionnaires we are 
currently using. 
 
We also consistently use Goal Based Outcomes 
across the service both to measure therapeutic 
change and to understand young people and 
families experience of working with us.  

Katie Wrench 
& Jan Hext 
(Team 
Managers) 
and Dr Paul 
Walton 
(Clinical 
Psychologist). 
 
All data is 
analysed 
quarterly by 
Dr Walton to 
inform 
service 
development.  

 

All services to consider 
ways of using more 
gender-sensitive 
approaches. Some good 
practice examples can be 
found in a recent NCB 
report on gender-sensitive 

We will consider this report as a service and look 
at ways in which the team can embrace more 
gender sensitive approaches. 

Katie Wrench 
& Jan Hext 

July 2017 
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approaches  
All services to ensure 
there are different ways 
that young people can get 
in touch, not purely by 
phone. 

We have a generic email address and all workers 
have access to LCC mobile phones which they use 
to communicate by text where appropriate. 
 
We are looking at whether we will be able to use 
technologies like SKYPE to communicate with 
young people where appropriate. We will need to 
discuss this with Information Governance 
colleagues. 

All team 
members 
 
 
 
Katie Wrench 

Ongoing 
 
 
 
June 2017 

 


