Your Health Care, Your Say
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1. Introduction

LINK's Your Healthcare, Your Say event was held as part of LINk’s Young People’s Project.
This project has involved engaging with young people from across North Tyneside to identify
health care issues and concerns. LINk has undertaken targeted work with young people
since October 2009. This has included conducting a Young People’s Survey, which was
completed by 160 young people. The survey report can be found at Appendix 2.

The aim of the event was to listen to young people’s experiences of health services and to
consider what would make these more positive experiences. This information was captured
and will be used to inform LINK’s work plan as well as being shared with young people’s
health services and organisations across North Tyneside.

The event was supported by staff from Northumbria Healthcare NHS Foundation Trust,
YMCA North Tyneside, N2L (Never 2 Late) and the One to One clinic. LINk worked closely
with the Youth Action Team from VODA's Volunteer Centre to plan this event.

2. Context

The NHS Operating Framework for 2010-11, published on 16 December 2009, sets out the
priorities for the NHS for the year ahead and, for the third year running, these remain the
same:

% improving cleanliness and reducing healthcare associated infections

« improving access to services

% keeping adults and children well

« improving their health and reducing health inequalities

% improving patient experience, staff satisfaction and engagement

% preparing to respond in a state of emergency by learning from our experience of
swine flu

Young people’s opinions and input are important in addressing these priorities, particularly in
regard to access to services, reducing inequalities and improving the patient experience.



The Department of Health’s You're Welcome quality criteria (2007) aims to make health
services young people friendly. It sets out ten areas, from accessibility and publicity to
involvement of young people and mental health services, in which it describes principles that
should help health services become more young people friendly. Northumbria Healthcare
Foundation Trust are currently looking at their services to ensure that they adhere to this
criteria and have been working with a number of young people to identify issues and make
improvements.

3. Event Overview

Fifteen young people attended the event on Saturday 13 March, which took place at North
Shields YMCA. As well as taking part in discussion groups, the day was an opportunity to get
to know other young people with an interest in health, take part in some fun and healthy
activities and to learn about some services for young people in North Tyneside.

(See Event Agenda, Appendix 1).
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4. Discussion Groups

Six topics were identified as priorities from LINks’ Young People’s Survey and the You're
Welcome criteria. These six were divided into two workshops. Young people at the event
were able to choose which discussion group they wanted to be part of.

Group 1:
« Staff attitudes
e Access to services
e Nutrition and Weight

Group 2:
e Mental Health
e Information and Publicity
e Involvement and consultation



5. Summary of Discussions

Staff Attitudes

Young people in this group had a variety of both positive and negative experiences. All
agreed that it is not just the attitude of the professional you are seeing that impacts on your
experience of healthcare, but of also that of everyone else involved such as the receptionist
or healthcare assistant. The worst experiences were those where the doctor or consultant
only spoke with the young person’s parents, and not directly to the young person. Some
young people felt intimidated by health professionals, particularly consultants in hospitals,
who did not take time to explain things clearly

“l once had a consultant who | found very intimidating.
Her frame of mind seemed superior — | didn'’t like it.”

All agreed that the most important thing staff can do to make you feel relaxed and welcome is
to smile and to listen to you.

Access to Services

Again, experiences varied in this group. Particular problems were that hospital appointments
tend to only be available during the day time, which means missing school or college, and
that many people have to travel outside of North Tyneside in order to see an NHS dentist.
People found that on the whole they could get GP appointments outside of school hours.
There was also a comment that GP surgeries tend to be quite accessible by public transport.

Nutrition and Weight

Although this topic was picked up from the LINk survey, most people in the group did not
think that this was a priority issue. Most felt that they did have some understanding of how to
live a healthy lifestyle and got this information from school/college, their parents, the media
and information in shops (such as food labels). Although most young people in the group did
not feel that they take enough exercise, with few doing more than two hours at school each
week, some also felt that they couldn’t ask the doctor about general healthy lifestyles as they
can only discuss specific health conditions.

Mental Health

The young people at the event were very concerned about mental health issues and the
negative social stigma attached to both being a young person and having a mental health
condition. There was a general feeling that there needs to be more publicity about mental
health issues affecting young people and how to access services. People said that
counselling and nurses need to be more accessible and visible in schools. Young people in
the group thought that nurses are only in schools irregularly and that many young people do
not know what health services are available through schools. Churchill Community College
was mentioned as a having particularly good practice around this issue, this service could be
used to help other schools become better at addressing mental health issues. The group felt
that young people with mental health concerns want to speak to a friendly professional face
to face, not be given leaflets or speak to someone over the telephone.

Information and Publicity

Young people were well aware of some health campaigns, the Chlamydia campaign in
particular appears to be “everywhere”. Following on from the discussion around mental
health, the group commented that there is nowhere near the same amount of publicity for this



issue as there is for sexual health and drugs and alcohol. The group said that in order to
make publicity and information relevant, young people have to be involved in the design and
planning. The group also agreed that publicity must be memorable, and making information
interactive is one way of doing this.

Involvement and consultation

Young people like having their say and being involved. The group felt that working together
with professionals would bring down barriers and make professionals more understanding of
young people’s needs and expectations. However, it was felt that lots of professionals are not
really interested in getting young people involved and these attitudes need to change. The
group also felt that getting involved in health services also gives young people the
opportunity to meet other young people who have had similar experiences. The group felt
that there need to be more opportunities for young people to get involved, and that these
need to be made fun as well as informative to encourage them to take part.

Other issues discussed were:

» Websites
The group said that most young people use the internet to find information.
However, lots of information is not from reliable sources, local or up to date. It was
suggested that a website be created specifically for North Tyneside that would have
links to local services and health conditions, from trustworthy sources. It was pointed
out that Connexions has a local webpage that offers similar information and staff
would be happy to discuss this with interested young people and organisations.

» Multiple health issues
There was a discussion around mental health issues for people with drug and
alcohol problems. The point was raised that where people have multiple health
issues they should be looked at holistically and not have each issue treated
individually, as is the current case.

» The Portrayal of Young People/lmage
As previously mentioned, the young people in this group felt that they are portrayed
negatively in the media. The Youth Council has a scrutiny group about the image of
young people — this could be something they monitor and report on.

» Transition from Children’s to Adult’s Services
There were concerns for young people transferring from child to adult health
services. Young people want to be seen as young people, not a child or an adult, as
they have specific needs and expectations and do not necessarily fit into these two
categories. It was suggested that there needs to be specific teams/ services for this
age group. It was pointed out that LINk has commissioned a piece of research on
this topic.

» Volunteering
Some young people felt that there are not enough volunteering opportunities for
young people, especially those who have an interest in health.




6. Priorities

Following the discussions attendees were asked to vote on their priority topics, giving three
dots to their priority, two to their second choice and onel to their third choice priority.

The two clear priorities (by over 10 votes) were Mental Health (20 votes) and Staff Attitudes
(22 votes). Suggestions for improving services included:

Mental Health (20 votes)

% Easier opportunities to talk about how you feel e.g. after school sessions, drop ins,
looking to colleges and other institutions that have good practices

% More holistic/user-led approach to treating mental health and related problems such
as self harming, drugs and alcohol

% Awareness raising on national media/local level about mental health issues and trying
to address the stigma that is often attached

Staff attitudes (22 votes)

+» Staff should smile and be friendly

o,

% Staff should talk to the patients and treat them as individuals

7. Next Steps

A number of young people and organisations are interested in being involved in further work
generated from the day’s activities. This is very positive and LINk welcomes and encourages
collaborative partnership work.

The first step will be to distribute this report widely amongst young people’s organisations
and the NHS and PCT in North Tyneside. LINk is already working with NHS Northumbria’s
Child Health Action Team (CHAT) and is keen for commissioners of children’s and young
people’s health services to be involved, as well as those who deliver child and adolescent
mental health services (CAMHS) in North Tyneside.

LINK will bring together a smaller group of young people who are interested in presenting
these issues to service providers and commissioners and working with them to bring about
improvements. The issues that will be taken forward by this group will be

s Mental Health: LINK will contact CAMHS to be involved in this piece of work as well
as looking at school services and the good practice at Churchill Community College.

s Staff attitudes: This will be looked at with Northumbria Healthcare and North
Tyneside PCT.

s The possibility of a local website for young people’s services. This will be looked at
with Connexions and Northumbria Healthcare.



8. LINks’ Seldom Heard Project:

To date LINk has targeted young people through the Learning Platform, local secondary
schools, TyneMet College, through LINk members who deliver services to young people and
the Youth Action Team. We are also interested in speaking to seldom heard and harder to
reach young people. LINK is beginning this work by holding focus groups with clients at De
Paul UK, based in Whitley Bay, and hopes to speak to other groups such as young
offenders, young carers and young people with disabilities. This project is currently being
developed and more information will soon be available from the LINk website.

9. Feedback/Evaluation

Feedback from the day was extremely positive. All of those who completed an evaluation
form (13 young people plus four members of staff) agreed that the day had been very
enjoyable. All rated the morning discussion groups as ‘Good’ or ‘Excellent’ and all rated the
afternoon healthy activities as ‘Excellent’.

Almost all the attendees felt that they had said everything they wanted to say in the
discussion groups. Only one person said ‘Well, | said most things | wanted to say.’

When asked what they thought was the most important thing discussed at the event there
were a variety of responses;

“Making sure young people get their say”
“Everything we discussed because it all matters, but | think that it is important
that all doctors acknowledge patients and not just their parents and it is important

for people to be more aware of mental illnesses”

“The most important thing was staff attitudes because | feel that it should
be changed very soon”

“Children and adults both having the same rights”

“I think that staff should be more considerate and that doctors
should take more notice of confidentiality”
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Zumba Dance Demonstration Animation Worksop

LINk would like to acknowledge and thank the following organisations for their involvement in
this event:

North Tyneside Youth Action Team (YAT)
CHAT (Child Health Action Team)

North Tyneside Volunteer Centre Team
N2L (Never 2 Late)

Sexual Health Outreach Team

North Tyneside Carers centre
Connexions

YMCA North Tyneside
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Appendix 1

Your Health Care, Your Say Agenda
Saturday 13 February 2010, YMCA

Registration
Welcome

Wake Up exercise
Discussion Groups
Lunch and voting

Information from CHAT and YMCA
Feedback for discussion groups

Activities:

Market Place

Dance

Fruit cocktail making
Animation session

Prize draw

Close.



