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Introduction

The Market Place project (TMP) in Leeds City Centre is a voluntary organisation providing free confidential support, counselling and information for young people aged 13-25 in the Leeds area. 

Aims and Purpose

The Market Place aims to provide a range of early intervention services that support young people in a holistic way on issues that affect their emotional, physical and spiritual well-being, in an appropriate, welcoming and confidential environment. The multi functional centre works in a variety of ways, assisting and involving the young person in the process of identifying their needs, working through their options and supporting their choices. 

Young people access information and support on a range of issues - these may be practical or emotional, and are dealt with in relation to the whole person, acknowledging the impact of any concerns the young person may have on their overall well being. Practical presenting issues include emergency and long-term housing needs, furniture referrals, free pregnancy testing and condoms, careers and training information, generic and specialist health issues.  Young people are also able to access support for issues that may be causing general or specific stress and anxiety and may be manifesting in different ways, e.g. self-harm, strong emotions. Common presenting issues are family and relationship issues, loss and bereavement, work or school related issues, physical, emotional and sexual abuse, accidents and illness.  

The work is done on many levels - both informally in the Drop-in space and Individual Support work, and more formally in counselling - depending on the individual choice. It’s delivered in a safe space, working at the young person’s pace and supporting them to access what they need from the range of services or elsewhere, or working with a combination of both internal and external service provision.  

The History

Originating from the Market District Boys Club which was established in 1896 by Leeds Parish Church, The Market Place as we know it today was founded in 1989 as a Drop In and Counselling service to meet the needs of young people in Leeds.  Increasing demand has seen this work grow and develop, particularly over the last six years, culminating in a move to larger premises at 28 Kirkgate, Leeds City Centre.

In 1997 the ‘Troubled & Troubling Children’ report from the University of Leeds outlined gaps in current statutory Child and Adolescent Mental Health Services in Leeds. One such gap was for young adults… ‘There is a need for counselling/therapy services…which are appropriate and accessible’, and pinpointed the need for early intervention within the overall framework.  The report also mentions on several occasions the need for a ‘multi-functional young people’s centre…which should be young-person centred, and offer a wide range of services which are appropriate to young people’s needs.’ 

The Market Place is involved in local forums and inter-agency groups across the city - and works in partnership with Leeds City Council and Leeds Careers Guidance. The Therapeutic Social Work team runs a weekly young women’s session and other agencies book rooms for use at different times, e.g. the STAR Project (surviving trauma after rape).  Training is provided to staff, often organised jointly with other agencies, such as Base 10. In January, TMP began a new initiative funded through the Neighbourhood Support Fund – this will allow young people to set up their own personal development plan with support from the various services at TMP.

The services

The Market Place offers a daily 4-hour Drop in service – Monday - Saturday.  Counselling is provided on weekdays and some evenings. Individual Support Work is arranged on an individual basis during the week.

User Involvement at TMP 

Since its set-up, TMP has encouraged user involvement in several areas -  

· Several young people took part in an open day which aimed to raise awareness about TMP – aimed at agencies in Leeds who are interested in work with young people.

· Eight regular users of the drop-in service formed an interview panel, playing a part in the selection of the current Project Manager.

· Three young people planned work to present to TMP Board of Directors at a staff focus day, one of which attended and presented his work

· Ongoing participation in the drop-in has informed decisions within the project such as designs of promotional leaflets, and decoration of the building.

· A handful of young people have donated poems and art work for use in promotional literature at TMP

TMP monitors usage of its services by young people, recording a whole range of information about who is accessing the services provided. But is it enough to know that 70 young people accessed the drop in and 35 young people attended counselling in a given month? We also need to learn about the quality of this support, to measure the soft outcomes. Was the support effective? And are we meeting our aims and objectives as an organisation?

During Autumn 2001, young people who have used one or more of the various services offered at TMP were consulted for feedback about their experiences.

So, why consult young people who use our service?

The reasons for ongoing participation are as much about young people’s benefits as the project’s. Of course we need to gain information from the people who actually use the service in order to grow in a positive way, but TMP also hopes that young people find this participation a positive and rewarding experience. It is crucial to our person-centred approach, which aims to be, first and foremost, empowering. It’s also a chance for young people to reflect on why they came to TMP and how it did or didn’t help.

By asking open questions about how coming to the TMP felt, and then really listening to the answers, we hope to learn from young people about the beneficial and disappointing aspects of our service. This could act as a measure of our success, but also take on board areas which need addressing to make it a better service in the future. Hopefully the feedback will allow workers at the project an opportunity to be proud of work they are doing well. Furthermore, it is important that personal accounts about young people’s experiences of services such as TMP inform policy development on a local and national scale.

This aims to be a qualitative study, concerned not with numbers and percentages but with individual experiences of the young people, in their own words. 

The aims of this evaluation…

· To give young people a voice and encourage them to reflect on what is helpful to them

· To address the quality of the service provision at TMP

· To learn from service users about their experiences of the support they received from TMP and elsewhere in the city, and think about how TMP fits into young people’s services in Leeds

· To facilitate the process of young people’s ideas and experiences informing future developments within the project

· To be able to feedback to the staff delivering the service about the impact of their work

The objectives…

· To ask young people why they chose to come to TMP

· To ask young people whether the support has been useful and how

· To encourage young people to think critically about the set-up of the project, and to imagine how their ‘ideal’ support service might be (i.e. to find out if young people have ideas on what kind of support they need but they’re not getting)

· To explore the idea of stigma around counselling, mental health and TMP

· If appropriate, to explore young people’s experience of alternative support in the city, and what was helpful/unhelpful about this.

The Method…

Questionnaires were sent out to all TMP’s Counselling and Individual Support clients who had finished between two months and two years previously. Questionnaires were also distributed within the drop-in centre.

All these questionnaires invited young people to come into TMP and talk in more detail about the areas covered. 

Follow-up Interviews took place at TMP and lasted up to one hour. A payment of £5.00 was offered to the young person to show appreciation of their commitment and to cover expenses. The interviewer asked young people to give consent to the interview being taped, and also provided a counsellor on hand in case the interview became personally distressing. All interviewees were offered the chance to receive a copy of the report. 

For examples of questionnaires and interview questions see appendix.

      The Subjects…

	
	Young people who have used TMP counselling/ Individual support service

	Young people who have used/are using TMP drop-in service

	Number of Questionnaires completed………………

Total – 30
	Male………………………5

Female………………….13

Total……………………18 

(Of which ISW………...1)
	Male………………………….7

Female……………………….5

Total………………………..12  

(Of which use ISW…………5)

(Of which use couns.……..1)



	Number of Interviews completed……………. 
Total – 11 (all consented to being taped
	Male………………………2

Female…………………..2

Total…………………..…4


	Male…………………………..5

Female………………………..2

Total………………………....7
(of which use ISW…….……5)

	Total number of project users consulted..…….30




Putting the young people who gave feedback into context.

	
	Counselling service users 
	Drop-in service users

	How did you hear about TMP?
	This covered a whole range including yellow pages, word of mouth, police advice, and a friend. Four young people were given the number by parents, and five of the eighteen were advised by their GP to come to TMP.
	Six of the twelve had been introduced to the project through a friend, others answered; school, walking past, and outside agencies

	How much do you/ did you use the project?
	The majority of clients had attended weekly for between 1 and 6 months, but the attendance ranged from 2 weeks to 17 months.
	Nearly all answered that they attend everyday or 4 or 5 times per week. Nobody claimed to attend less than 3 times per week. They reported to have been using the drop-in for between 3 - 4 months and 10 years, the highest numbers being between 1 and 2 years



	Why did you choose to come to TMP instead of somewhere else?
	The reasons given, in order of frequency -

It’s specifically for young people (6)

It was recommended / it has a good reputation (5)

It seemed informal/welcoming/safe (4)

It’s in the city centre/ the location was good (4)

It’s free (3), Didn’t know where else to go (3)

It’s confidential (2), Already knew the project (2)
	The most frequently given answer referred to TMP staff, e.g. ‘helpful’, ‘friendly’, ‘non-judgemental’. Other answers included, “it’s the only place I knew of”, and references to the city centre location, client age range, feeling safe and being advised by friends. 



	What support have you accessed elsewhere in the city?
	Psychiatrist? (3)

Social Worker? (none)

Community Psychiatric Nurse? (none)

Housing Support Worker? (none)

Other professional worker? -

Dept counselling worker (1)

School welfare officer (1)

           Counsellor (1)
	(6 out of 12 left this space blank)

Psychiatrist? (3)

Social Worker? (2)

Community Psychiatric Nurse? (1)
Housing Support Worker (6)

Other professional worker? -

                   Community worker  (1)


In their own words…

The following feedback has been broken down into manageable themes, where quotes given also indicate the age and gender of the speaker, e.g. M, 16 (male, 16 years). The aim of this breakdown is to present what young people said in a format which is easy to read as well as trying to convey the most significant points made, particularly where ideas and themes have been repeated by different speakers. The data is taken from answers given on questionnaires as well as transcriptions from interviews, and looks at…

· What’s important to Young People?

· Asking for help

· General feelings about The Market Place

· Drop-in Service

· Counselling Service

· Individual Support Service

· Suggestions for improvements to The Market Place

· Experiences of other services in Leeds

· What might an ideal service for young people look like?




                               













                 

Feedback on The Market Place and its services…
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Beyond The Market Place…

 























                                                                     



Discussion

What is immediately apparent from the many pages of transcriptions and written questionnaires is how very good our participants are at expressing themselves, particularly given that the subject matter is a sensitive one and not often discussed. We ought to then congratulate these young people on this and learn from the language and ideas that they use to articulate their thoughts and feelings. My main challenge in this piece of work was by far the process of selecting which data to include and which to leave out. I hope I have made the right choices, and done these young people justice by painting a true picture of what they were trying to say.

Some general points 

We can see some clear themes which run throughout the feedback, which tell us about what is helpful support for young people – the idea of being in control of the support which is given, having choices, feeling safe, being accepted, listened to and taken seriously. These themes are central to the person-centred model and echo themes pulled out of other consultations with young people, e.g. ‘Breaking Down the Barriers’, Youth Access, 2001, ‘Hear Me!’ Mental Health Foundation, 1998, ‘Stressed Out’ – A Childline Study, 1996.

There have been many points made about the stigma attached to asking for help, in particular with reference to counselling, and how difficult it can be to walk into a project like The Market Place. It is crucial to note that, despite these obstacles, young people still chose to use the project. Many of them didn’t know what to expect, were nervous or embarrassed, and yet they still made appointments and turned up. This is surely a demonstration of a high level of need, and we can assume that there are many more young people in need who simply find it too daunting to ask for help (many do of course make appointments which they don’t attend).

More than half of those interviewed have requested copies of the finished report, and two refused to take the payment for their time. This implies that being involved in a project like TMP, and being able to feedback, was a meaningful exercise for them.

Some considerations…

The techniques of sending out questionnaires and conducting interviews has proved useful but does have limitations; in terms of the numbers responding, and the difficulties with answering questions. There may well be other ways of recording data which sit more comfortably with young people.

It is also important not to forget young people who weren’t able or chose not to give feedback. For example, those who took part from the drop-in service are all regular users, and don’t represent the overall client group. There are many more who use the drop-in in different ways, some of whom only come once. We also need to consider that those who offer feedback are likely to be those most satisfied with the service. Those unhappy with services are much less likely to reply, however reasons for not interviewing might be positive, for example one young woman who wrote, “ I feel like I’ve left that part of my life behind now, it’s OK but I don’t really want to come and talk about it” (f, 22).

Overall 140 questionnaires were sent out and a total of 30 were completed and returned. Those particularly low on response were from Individual Support clients outside the drop-in, possibly because these are likely to be people who came for short periods of time, but there may be other reasons. Counselling clients were more likely to respond, perhaps because these are people who have already committed to a long-term relationship within the project.

A total of 21 young people offered to come back to TMP for an interview. 11 of these were actually interviewed. Reasons for not interviewing the remaining 10 were; difficulties in setting up times for interviews, difficulties contacting interviewees and non-attendances. Given that young people are often perceived as an unpredictable group who lead chaotic lifestyles, I suggest that the response rate has been very encouraging, and shows a commitment to and respect for the project.

In interviews, the questions which seemed hardest for young people to answer were those which asked for ideas on improvements to a service. The last question posed particular problems with some… “Imagine there is a brand new service being opened in Leeds specifically to support young people in distress or crisis…What would this service be like in an ideal world…?” The difficulties in answering this question implied that many are not encouraged to think creatively about how things might be different. Most tended just to develop or build on TMP model, instead of coming up with new and different ideas.  It may be that young people need more support and ‘training’ to address this, for example a facilitated focus group.

Some further points…

The feedback from those who had used the Individual Support service at TMP was encouraging. It demonstrates that this pilot is being used for the reasons it was set up, i.e. because it offers flexibility and provides slightly different support from that of the drop-in and in counselling sessions, and therefore offering more choice to young people. The person centred themes came up within this context again – not being judged, being in control - but what was different for people is that they had somewhere private where they could get one to one support, but which didn’t have to be used on a regular basis.

Those who did have ideas on ideal services for young people talked mostly around the idea of accessibility. A picture was painted of a big centre for young people, which is easy to get to, and which houses a range of services. This would mean maximum choice and young people wouldn’t keep moving from one service to another, having to retell their story. In this ideal service, all types of support are interconnected, with specialist staff who understand issues faced by young people. Young people are clear that there needs to be support round the clock, again emphasising the importance of accessibility.  Is there a lesson here for professionals in Leeds about networking and working more closely and collaboratively? 

Young people have proved excellent at articulating what is helpful about coming to counselling at TMP. There is a whole catalogue of accounts of why this process has been effective, running through basic themes of being in control, increasing self-awareness and talking and being listened to. This practise-based evidence should carry a lot of weight in terms of the efficacy of counselling as a useful discipline for young people with a whole range of issues, from young people with anxiety through to those accessing mainstream psychiatric services on a long-term basis.  

The feedback given about other support services in the city mostly express feelings of disappointments. While taking on board the comments made, we need to keep this in perspective, given that these were people who’d chosen alternative support and don’t represent all young people who use these various services. Many of the comments referred not so much to what the service was offering, but more to the qualities of the individual they came into contact with, i.e. whether they were friendly, approachable or understanding.

Recommendations to The Market Place

Using the data

Make maximum use of the feedback given in this exercise by…

· Using quotes and elements of the report to inform other young people and professionals about what we do – by including them on promotional leaflets and posters, on the website, at open days, on adverts, in presentations, in funding bids.

· Encourage all staff including volunteers to read the report, and feedback to relevant departments particular parts of the feedback for encouragement to workers delivering the service. Build in elements of this feedback into the induction package for new staff

· Send copies of this report to local relevant agencies, e.g. members of Leeds CAMHS SDG group, Leeds Alliance of Voluntary Counselling Agencies
· Present findings in relevant national publications, e.g. Young Minds, Counselling and Psychotherapy Journal, Open Mind.
· Use information to develop policies and best practice (see below) 

Developing policies and practice

· Address the intimidating nature of the building’s front entrance by raising awareness of this amongst the staff who work in this space. Encourage the team to think about how to minimise this intimidation with the resources available.

· Incorporate a possible move of premises into the long term plans of the project, to a building with a reception area and disabled access.

· Explore the setting up of groups at TMP, building on suggestions given in this feedback.

· Explore the idea of taking TMP services to community areas – look at piloting a counsellor/individual support worker/drop-in in one area of Leeds. This could be done in partnership with existing services to minimise costs, using the city centre as an administrative base. 

· Continue to link with relevant organisations and professionals around the city and consider how best to benefit young people through collaborative working.

Raising awareness

· Work on reducing the stigma and confusion around counselling through promotional literature – information leaflets and posters aimed at young people could be more proactive in dispelling myths, e.g. saying what counselling is, and what it isn’t by using direct quotes from this report.

· Use the website to give more detailed information about what young people can expect from TMP.

· Make sure the initial assessment introduces counselling/one-to-one work in a very clear way - what exactly to expect

· Continue to raise awareness about the project via links with other professionals in the city, but also use suggestions from young people about how best to promote a service (see page 32).

Further consultations with users of TMP

· Consult young people on a regular basis continuing to evaluate the quality of the services being provided – this could be yearly or every two years. Write this into the budgeting for future work, so that the staff responsible for evaluating have plenty of allocated time to spend on the process, to make maximum use of the data collected. 

· Explore different ways of getting feedback which is appropriate to young people. This could involve asking young people themselves how they would like to feedback their experiences. There are many other methods available which don’t involve questionnaires; such as making videos, story telling, focus groups. 

· Use this contact with users of the service to introduce the idea of involvement in the project, which could take other forms.

· Explore ways of getting feedback from clients who are infrequent or one-off users of the drop-in, IS clients who don’t use the drop-in - feedback forms could be sent off to these clients more regularly.

Continue an ongoing feedback system in the project so that users can easily give comments, and expand on this.

· Recommendations to Professionals in Leeds working with Young People
· Acknowledge that young people are very good at saying what they find helpful, and celebrate this. Also be aware that this is a sensitive, often vulnerable client group who need to feel safe to do so. It is a valid exercise to regularly consult them on the type of support they want to receive.

· Acknowledge the benefits of a person-centred approach for young people in distress, and take on board what young people have themselves said they find helpful, i.e. being in control, not being judged or labelled and support which is flexible. 

· Ensure that this way of working has its place in the overall service provision for young people in the city.

· Acknowledge that counselling and asking for help carries lots of stigma and misconceptions among the general public (young people included), and it is all our jobs to work to dispel the myths.

· Strive to work as collaboratively as possible, and learn from each other about effective ways to work positively with young people.


Appendix A.  

Example of covering letter distributed to drop-in users

August 2001

We’re always trying to make The Market Place better for young people who use it.  We thought the best way to get ideas for developments is to ask people who’ve actually used the service.  

If you have the time, it would be really helpful if you could give us some feedback by filling in this short questionnaire. It asks questions about how you feel about the support you get from The Market Place. Anything you write is confidential, as you don’t need to tell us your name. Don’t worry if what you write sounds negative, we’ll take it as constructive criticism!

Thanks a lot for your time, your comments are really valuable to us. 

Thanks a lot, 

Liz Neill, Development Worker.

Appendix A:2

Example of questionnaire distributed to drop-in users

Age…………………….      Sex……………………….                

How did you hear about the Market Place?

How often do you come to The Market Place (roughly)?

How long have you been coming for (roughly)?

Why did you choose to come to The Market Place instead of somewhere else?

Was it what you were expecting? Why?

What do you get from coming to The Market Place?  List as many things as you like

Is The Market Place helping you cope with any issues/problems better? If yes, how? If no, can you say why?

Could we do anything to make it more comfortable for you, or easier to access?

Do you access individual support work or counselling at The Market Place? Please state which. 

Would you recommend the Market Place to a friend in distress?

Do you have (or have had recently) any of the following (please tick):

· Psychiatrist

· Social Worker

· Worker from the Youth Offending Team

· Community Psychiatric Nurse (CPN)

· Housing Support Worker

· Other professional worker (please state) 

Is there anything else you want to add? Please use as much space as you need.

 *All information given will be treated confidentially and with respect
*** This questionnaire includes a sheet on ‘Talking to me in more detail…’ (as given in apprendix C)

Appendix B. 

Example of interview with drop-in users

Introduction

(as in appendix D)

(START TAPE)

We have plenty of time to answer these questions. 

The first is about what’s good and bad about the Market Place drop-in service

1. How often do you come to TMP? Have you used our other services?

2. why do you choose to come to the Market Place instead of somewhere else?

3. can you think about  specific things you gain from 

4. using the drop-in here. 

5. can you think about ways the support in the drop-in could be better for you or other young people?

6. do you use any of the other services at TMP?  *

* if yes,  ask which service - ISW/counselling, and ask
· how often do you use the ISW / counselling service?

· what is good about it – prompt answer in more detail

· what could be better about this service?

· does it help you cope when faced with difficult situations? How?

7. Where do you see yourself in a years’ time? And do you think that TMP will help you get there?

(continue with question about image of TMP, as given in appendix D)


Appendix C.

Example of covering letter sent to counselling/Individual Support clients.

Sep 2001

Dear                       

I understand you have been coming to the Market Place for counselling/ indivdual support sessions, and wondered if you would have the time to help us with some feedback. We’re always trying to make the service better for young people who use it, so we thought the best way to get ideas for developments is to ask people who’ve actually used the service.

I’m sending you a short questionnaire. It asks questions about how you feel about the support you got from the Market Place. Anything you write is confidential, as you don’t need to tell us your name, or which counsellor/ worker you met with. Don’t worry if what you write sounds negative, we’ll take it as constructive criticism!

Thanks a lot for your time, your comments are really valuable to us. I’m sending a stamped addressed envelope to return the form. Also, don’t forget that until your 26th birthday you can use any of the services at the Market Place for support and information.

Thanks a lot, 

Liz Neill, Development Worker.

Appendix C:2 

Example of questionnaire for Individual Support and Counselling clients

How did you hear about the Market Place?

How many counselling/Individual Support sessions at the Market Place did you attend (roughly)?

Why did you choose to come to TMP instead of somewhere else?

Was it what you were expecting? Why?

Do you feel counselling/Individual Support has helped you to cope with your issues/problems better? In what way?

Could we have done anything to make it more comfortable for you, or easier to access?

Do you feel like you still need support of some kind? 

Are you getting this support? (and if yes, how?)

Would you recommend the Market Place to a friend in distress?

Do you have (or have had recently) any of the following (please tick):

· Psychiatrist

· Social Worker

· Worker from the Youth Offending Team

· Community Psychiatric Nurse (CPN)

· Housing Support Worker

Other professional worker (please state) ……………………………………………………………..

Is there anything else you want to add? Please use as much space as you need.

 Thank you. Please return in the envelope provided. *All information given will be treated confidentially and with respect.

Appendix C:3

Talking to me in more detail…

It is very helpful for us at the Market Place to be able speak face to face with young people (confidentially of course) about how they found our service. Are you interested in meeting up with me to talk in more detail about the sorts of questions on this form? This wouldn’t mean talking about specific issues or problems, but more about general kinds of support. I would be particularly interested to hear from you if you’ve had experiences of other services in the city (e.g. doctor/psychiatrist/other young people’s services).

If you could spend an hour or so giving feedback (this could be at The Market Place or somewhere else), write your name and telephone number in the space underneath. We’ll pay your bus fares and reimburse you for your time with £5.00 cash. There are limited places and so unfortunately I can’t promise everyone a slot who replies.

Name…………………………..………………………………………………………….……………………………………

Telephone number (mobile number if you prefer)…………………………………………….

Please return in the envelope provided, thanks. 

*All information given will be treated confidentially and with respect.
Appendix D.

Example of interview with counselling/Individual Support clients

Introduction

Hi, thanks for coming (introduce myself)…I’ll just take a few minutes to explain what this is all about. I’m going to ask a few questions which will take less than an hour, some of which will already have been touched upon in the questionnaire I sent you. 

I’m trying to get a picture of what it’s like to actually use the Market Place services, to find out what’s good and bad about what we do. This could result in making positive changes to the service, or help us get funding for the project.

I need to stress that this isn’t a therapy session and so I won’t be asking questions about your particular issues/problems. What you tell me will be totally confidential.

The stuff covered in this interview will help me write reports which evaluate the Market Place project, and so I need your permission to use information that you give me in my report. I’d like to get this by using a tape recorder because it makes my job much easier, but I need your permission. I will be the only person who listens to the tape, and when I no longer need it it will be deleted.

So, how do you feel about being taped?…………….

Do you give consent to this interview being taped? (you can change your mind later). Do you give consent to me using quotes from the tape in reports?……………

Thank you.

(START TAPE)

We have plenty of time to answer these questions. 

The first is about what’s good and bad about the Market Place drop-in service
8. How long is it since you came to counselling/Individual support here?

9. why did you choose to come to the Market Place instead of somewhere else?

10. can you think about things you gained from coming to counselling/IS here. Prompt – do you feel that counselling has helped you cope generally with difficult issues?) 

11. can you think about ways you were disappointed with the support you got here.

12. Would you use counselling again to explore issues which are difficult to cope with?

13. How do you think we could improve the service here for young people?

The next questions are about the image of the Market Place

1. How would you describe the Market Place to someone who’s never heard of us? (prompt – is this good or bad)

2. Do you think that coming to counselling at TMP carries any stigma? 

3. do you think that the project is an embarrassing place to come?

4. (If yes) how could we go about tackling that?

Appendix D:2

The next section is about other services for young people in Leeds. 

In your questionnaire you were given this list. Which of these services are you in contact with? Do you go to any other services for support?

(For each service mentioned ask…)

1. What was your general overall feeling about the support you got?

2. was it easy to get an appointment and how long did you wait?

3. did you feel you had a say about what kind of support you got?

4. did you feel safe to discuss personal issues?

5. any other comments you’d like to make about this service?

The last section is about an ideal service for young people in distress

I want you to imagine there is a brand new service being opened in Leeds specifically to support young people in distress or crisis. There is no limit on money or resources for this project. What would this service be like in an ideal world?

What kind of staff would be employed? (Prompt – how would they work?)

Where would it be based?  (prompt – to suit you)

When would it be open? (Prompt – weekends? Times? )

How would it promote itself to reach all young people? (Prompt – where would it put leaflets/posters/or do talks?) 

E. Would you like to add anything else in relation to what we have been discussing?
Debrief

I would like to stress again that all the stuff we’ve talked about is confidential, and that any material I use will not identify you. You are still entitled to withdraw your consent now, and that’s fine. 

Do you still give consent to me using the information on this tape for my research? 

Would you like a copy of my report when it’s written? (if yes get address/place to contact)

(TURN TAPE OFF)

Was that OK? (if appropriate offer a chance to talk to a counsellor to explore feelings of distress as the result of interview) 

Thanks so much for coming, and remember that until your 26th birthday you’re welcome to use any of the services here. Would you like more information about any of our services? …

(Close interview)







“In a decent flat, where I’m not sharing and I can call it mine, and a job” (f, 19)








“Moved out into my own flat, happy” (f, 17)





“I don’t know cause at the moment I’ve having quite a shit time, so I’m just taking it day to day.” (m, 25)





“Hopefully in a stable job, steady relationship, and more secure about my self appearance.” (m, 18)





“Hopefully with either a job or a college course” (m, 20)





Where do you want to be in a year’s time?  





About TMP Drop-in service…





“You can sit down with a worker, and look at your choices and options…and I’ve gained a lot of trust in the staff…” (m, 25)





“Since I’ve been coming here I can talk to people more freely, I’ve got more confidence with talking to people that I didn’t know” 


(m, 18)








What do you gain from using the drop-in?





“I come here because it’s a general drop-in and you don’t know what you’re gonna get from one day to another, cause I’ve got mental health problems it’s good to get away from the mental health bit so you can just choose what you want to talk about…” (m, 25)








“I can talk to somebody, and I can go away feeling better about myself…it’s just a stress relief, to be able to talk to somebody in confidence if I need it, so I generally just feel better” (m, 18)





“I see it as something quite informal, and not necessarily to have a specific agenda. Speaking in here you feel justified in being able to talk about anything you want” (m, 20)





“I can talk about my issues when I want to and not when others want you to.” (m, 16)











About TMP Drop-in service…





“I just come here for emotional support really… I’ve gained some confidence since I’ve been coming to TMP, talking to people and stuff, if you need any help you can relax – offload…cause it’s friendly.” (m, 19)








“before I came to TMP I used to blame myself for everything and injure myself and I no longer do that.” (f, 18)








“I got the impression that it’s non-judgemental and there wasn’t just one look – not one look but I think it looked like everyone looked like they were fairly comfortable with being as they are, and so I used to feel like I wasn’t being judged by anyone else when I went through there. I think the big windows help as well – it’s good cause you can check it out before you go in.” (m, 20)





“I feel safe, you know you can talk about stuff and it’s not going to be judged.” (m, 17)








“I can be myself, and feel like I don’t have to be somebody I’m not…” (m, 17)





“I was spoken to as a person and not just another client.” (f, 17)











“Here I feel I’m accepted and I don’t get picked on for what I say or think. Quite different people come to The Market Place, doesn’t matter what you’re like.”(f, 19)





“I feel The Market Place is a lifeline of support for young people” (f, 17)





What’s good about TMP?





“I feel safe, and I know if I do come here I can leave my problems at the door and relax, no worries. The staff are friendly…if you’ve got a problem they’ll talk it through with you, they won’t judge, they’re a listening ear, if you’ve done something wrong they don’t judge you for what you’ve done, they’ll try and help you solve the problem” (m, 20)








“It was the only place I felt I could talk truthfully” (f, 15)








“There’s a nice atmosphere, with no worries of your parents knowing.” (m, 19)





“It feels sociable and informal and there’s an acceptance there – you don’t have to come for one big problem in your life” (m, 20)





“Non-judgemental, relaxed, friendly.” (m, 25)





“It’s not like a doctor’s surgery or anything…it’s not intimidating at all.. It’s just something to help you get over your problems and understand them… it’s centred around young people… really helpful.” (f, 16)





“It’s the nucleus of a lot of activity and it seems quite dynamic and welcoming I think…the attitude I found was quite accepting over all, and everyone was prepared to listen.” 


(m, 22)





“The place was comfortable, laid back and it didn’t feel like a hospital” (f, 14)





How would you describe The Market Place?





“Help, support, counselling, info”  (m, 20)





“There’s a friendly atmosphere… and you can just basically come and go as you want, like the way you dress, what you do, and people don’t discriminate against your past, a really nice place to be if you’re in trouble… it offers security in some way, if you need someone to talk to.” (m, 21)





“It’s the way people dress at The Market Place - casual clothes, and just different people, different backgrounds” (f,16)








“A lot of my friends always thought I was the strong one and they came to me for advice…I didn’t want to go to anyone because they might think I’m not the same anymore ‘cause I can’t cope” (f, 16)








“I wasn’t sure about walking through the door initially…I walked across the road and waited in the pet shop for a while, I was pretty nervous,” (m, 20)








What’s it like asking for help?





“For early to mid teens and probably beyond, yeah, it’s embarrassing… it takes a lot of strength to walk into a place like this, or ring up, and say, ‘I’ve got a problem’ out loud, ‘I’ve got a problem and can you give me help please…’ 


It’s a hard thing to do. That certainly was my attitude for years, like “I’ll get myself through this”. You know it took me ages before I accepted any kind of help” (m, 22)





“It makes you feel weak in a way…some people think you seem to only have a couple of little problems, and ‘cause you’re young it’s just your teenage years…


People think young people don’t have to worry about paying bills and things like that…but there’s other things like you could lose your friend or something…” (F, 16)








“I think at 13 or 14 a lot of people need help even it it’s just to understand what is going on in their lives” 


(f, 16)





family





“to have a choice - I think that’s really important for young people.” (m, 25)





“just being able to talk helps me cope” (f, 17)





“people you can be open with.” (f, 17)





“to be spoken to as a person and not just another client” (f, 18)





What helps you feel supported?





close friends





boyfriends, girlfriends





“More than anything I just needed a friend.”


(f, 15)











“somewhere you can occupy your time” (f, 17)





“I think regular faces are very important…if I didn’t recognise any of the workers it really scared me,” (m, 21)





What’s important to young people?





“you really wanna be with people who understand” (m, 22)





“It sounds silly but I thought there’d be more advice” (f,15)





About TMP counselling service…





“I was expecting a big sofa to lie on and the counsellor taking notes, as I’ve seen on TV.” 


(f, 16)








“I imagined someone in a shirt, probably a man, and someone who was going to tell me more about me rather than it being a self-journey, I anticipated sort of being judged – well, not being judged but just being told really where I fit in the grand scheme of…I expected something more scientific.” (m, 20)





what were you expecting?





“…sitting on this big long sofa…they’d be on this big leather chair or something with a note pad…scribbling away…I’d be lying down with my eyes closed…talking and talking all the time…


I felt a lot better when I understood more about it.” (f, 16)





“I was expecting it to be like a mental home” (f, 13)








“I don’t think people really know what it is…that they’re going to be more in control…and about the freedom and the personal space.” (m, 22)








Beyond The Market Place


About other services in Leeds


What would an ideal support service look like?





Discussion


Some general points


Some considerations


Recommendations to The Market Place


Recommendations to professionals working with young people in Leeds





Appendices





covering letter and example of questionnaire distributed to drop-in users


example of an interview with drop-in users


covering letter and example of questionnaire sent to counselling/IS clients


example of an interview with counselling/IS client





Increasing self awareness…





“I can understand why I feel the way I do. I can see a way out.” (f, 17)








“Coming to counselling taught me a lot about myself and how to open up. My problem gave me a lot of pain and my counsellor helped me through and understand my pain and how to deal with it.” (F, 17)





What did you find  helpful


 about counselling?





“When things are clearer then problems reduce somewhat and seem less impossible to defeat/overcome” (f, 21)








“I feel counselling has helped me to understand what is happening in my life and how to deal with it. My counsellor also helped me relax as I have always found this difficult.” (m, 19)





“It helped me realised what was happening and why it was happening to me… like how to get over it… not to forget it, but to go on with my life…and carry on” 


(f, 16)








“…being able to voice negative things more easily because before that was difficult for me… 


being self aware – of feelings and when situations are changing, and actually noticing changes in yourself…just like the way my stomach would feel different in different situations over a day… being in tune in a way…


The whole ‘feelings’ thing was a revelation to be honest, cause that was just something I hadn’t noticed before.” (m, 20)





“It helped me see so much more clearly, it helped me see things I’ve never seen before…it opened me up and it opened my mind up, it really has been effective…” (m, 22)





“Counselling lifted a huge weight/burden off my shoulders and helped me to move on” (f,17)





“It was nice to be able to talk to someone who listened…without being involved in my circumstances.” (f, 17)





 








What did you find  helpful


 about counselling?





“there’s the release of saying things out loud… the feeling of being listened to, paid attention to and feeling someone cares.” (m, 23)





Introduction


Why consult?


Aims and Objectives


The Method


The Subjects


Putting Young People who gave feedback into context





In their own words…


What’s important to young people?


What’s it like asking for help?


Feedback on The Market Place and its services…


How would you describe TMP? 


What’s good about TMP?


About TMP drop-in service…


what do you gain from using the drop-in?


where do you want to be in a year’s time?


About TMP counselling service…


What did you find helpful about counselling?


Stigma around counselling 


About Individual Support Work at TMP


About TMP 	–


some disappointments


some comments about the building and layout


suggestions for improvements





“It’s nice to come on a regular basis and air everything, and have someone that really knows what you’re talking about, or what you’re going through, how it feels…it was very reassuring. 


It really helped cause most of the time I just think I’m so alone with things I’m going through, and to have someone there who understands and is warm and accepting and welcoming, it was a great help.” (m, 20)








Talking and being listened to…








“…like a sort of pit -stop or something that you came back to, refreshed, and then went back out.” 


(m, 20)





“You can just talk for the whole 50 minutes…and you don’t run out of things to say.” (f, 16)





“I have learnt a lot of coping skills, and I don’t get depressed any more.” (f, 23)





What did you find  helpful


 about counselling?





“It became what I let it become” (m, 20)








being in control…





“there were no uncomfortable interrogations, we only talked about what I wanted to talk about, when I wanted to, it was all up to me to decide in my own time.” (m, 22)








“It helped me organise my head and take one thing at a time.” (m, 19)





“It’s just your space and you can use it as you like, and it was always nice to know that through the week it was waiting for you.” (m, 20)





“It gave me practical ways to deal with things I never knew how to deal with.” (m, 22)





“If it was somewhere really far away from anything else then no-one would see you go in there.” (m, 19)





“I think a lot of people get the wrong impressions if you tell them you’re going to counselling… I’ve mentioned it to people before, and I think they think it’s just for people who are crazy,” (f, 15)





“I mention it really, really briefly to people I know, and even when I say I go to counselling I drop my voice when I say it.” (m, 20)








“It wouldn’t matter where it was…it’s just embarrassing that you’re going to counselling and people might think of you differently.” (f,16)





“If you go to counselling people want to know what’s wrong and sometimes you don’t really want to talk to them about it… I remember being younger and thinking it was something not for youths… it was meant to be for older people…” 


(f, 16)








Stigma around counselling 





“Counselling is definitely not accepted. Maybe because we live in Britain, it’s not exactly encouraged to talk about your deepest darkest things - it’s not cool, it’s not on, it’s not comfortable, it’s not accepted. Generally, people are scared…especially young people.” (m, 23)





“I think counselling has quite a negative image…like a scary image, and I guess a lot of people might not identify with that and think you need to have a certain criteria before you go for counselling.” (m, 20)





“We can talk, I get one to one attention, we’ve got our own little room so we don’t have to rush, and it’s private” (f, 17)








“I come once a month, or just when I feel like talking” (f, 19)








“If I wanna talk about my past and abuse and stuff then I can but if I wanna talk about here and now I’ll do that” (m, 22)








“We talk about stuff I can’t really talk about in the drop-in” (f, 19)








About Individual Support Work at TMP…





What’s been helpful about Individual Support?





“I know she’ll keep the confidentiality, but in the drop-in other people might hear” (f, 19)








“We meet once a month, depending on what’s happened… but we both decide. You know you can talk about stuff and it’s not going to be judged…it’s one to one…and you can’t really talk in the drop-in about how you’re feeling.” (m, 20)











“There’s a few times recently I’ve felt that bad I’ve felt suicidal, and I’ve managed to talk to the ISW about how I feel and it’s diffused the situation, I’ve actually tried to get on with my life a bit better.” (m, 20)








“It’s really good, cause although it’s informal, if I’m really stressed with stuff that’s going on in my life, then I can talk to the ISW about me, and not about the people in the drop-in. And I can choose whether I wanna turn up to appointments…For me counselling is too structured, and quite heavy and very limited, like you’ll get into a heavy session and then deal with all your shit afterwards, whereas this is quite flexible.” (m, 25)











“With the ISW I can talk about personal stuff…this is a chance to focus my emotions properly” (m, 19)�






“I didn’t like the counsellor’s eye contact. I was uncomfortable at the fact she constantly stared at me right the way through the session.” (f, 20)





About TMP…





“I feel like it would have been good to have the option to use a different counsellor sometimes…because it was something about the way the communication was and it just felt too vulnerable for her to know everything.” (m, 20)








“I think I personally needed more awareness of what counselling was and what can be covered in sessions…sometimes I felt frustrated at the focus on one way communication and a lack of sharing” 


(m, 21)





some disappointments…








“It’s much too smoky downstairs” 


(m, 20)





“I’d have liked to be able to smoke during counselling” (f, 17)





“I felt better telling someone that I didn’t know about my problems. But it didn’t help me with my problems…I expected to be responded to more by the counsellor.” (f, 15)








“the waiting list was a bit of a problem” (f, 15)








“I would have liked big comfy cushions to make me feel safer and maybe not to have had to face my counsellor” (f, 19)








“I’m still unhappy and fed-up” (f, 17)





some comments…





“Walking into the building was a bit intimidating, as there were always a lot of people who knew each other, it was difficult to walk into that atmosphere when already nervous” (f, 18)











“in the building, disabled access is pretty crap” (m, 22)











“It’s intimidating the first time you go in and quite chilled when you get to know everybody” (m, 25)





“I didn’t like having to come downstairs into a room full of people to leave, as they all seemed to look at me.” (f, 21)








“The thing is when the door opens we all do it, we all just look at the door and even now I’ve been coming here years and people still stare at me” (m, 25)





“Keep it the same but make it bigger – more counselling rooms, and the drop-in sometimes gets really full” (f, 19)





about the building and the layout





“…more male workers, cause there’s lots of young men coming in and they might not feel as comfortable talking to women as they do to men” 


(m, 18)





“I think it could be better with more continuity with volunteers – when they’ve been here for a while they know what’s going on with clients” (m, 25)





“…more funding, bigger premises, more paid staff…more male workers.” (m, 25)











“Perhaps group work could be promoted.” (m, 21)





About TMP…





“I think people need to be more aware of The Market Place, because I’d heard of it but I didn’t know where it was and I didn’t know what it was about…if there was more awareness maybe people wouldn’t feel as embarrassed or different or weak.” (f, 16)








suggestions for improvements





“I think user involvement is really important, and I think you need to have clients or ex-clients working here as well and on the management committee…like a kind of adviser – when things came up they could say, ‘well actually when I was accessing the service, this happened and that happened…” (m, 25)





“…the counselling room could have been more homely, with relaxing items...more nice plants, more big cushions…” (m, 20)








“I’d want information on everything… a big building somewhere easy to get to” (f, 17)








“You could have a helpline, someone you could access if you had a housing situation, like direct access into housing services, so that you actually could get passed straight on. Everything a young person needed in the same place, like a big place which has everything so you don’t have to go to different places.” (m, 19)








What would an ideal service look like?





“A brand new building with five or six floors, with well paid staff.” (f, 19)





What do young people who need support really want?





“A night stop kind of thing…just if you were like really urgently in need of help” (m, 18)





“Some kind of respite maybe, where you could phone and either talk to somebody or come down or stay over…I’d have outreach so that workers could go and visit clients.” (m, 25)








 “There’d be a separate building for people who’d been thrown out of home, so that they could lodge there for a few weeks or until they find somewhere else, like a half-way house.” (m, 18)





“There could be childcare facilities, the internet, television, a kitchen where you can get food free, with events on all the time”


(f, 15)








“There could be booths with a counsellor waiting – a bit like confessions or something and you could just go and talk to them…like half hour slots, so people could just walk in” 


(m, 20)





“An ideal service would be holistic, it would have so many different facets to it…I think that’s important because so many people start with an organisation and just get moved around and that’s part of the problem…it sets you back in your progress…” (m, 22)





“…people who care, who really care about what you’re doing” (f, 15)





What about the staff?





“…different staff for different issues, like eating disorders and self harm…people who specify in one kind of thing…” (m, 18)








What would an ideal service look like?





“There’d be training on communicating and listening. You’d need some staff that specialised in mental health, some that work with drugs and alcohol, I think every kind of worker.” (m, 25)











“…in the city centre because it’s more accessible.” (m, 18)








“maybe different places all over because it would be a lot quicker if you could go somewhere close to you” (f, 16)








“…experienced in life, issues based, with basic counselling skills, all sorts of things…real people with real experience.” (m, 22)





“just accessible so that it wasn’t one place you had to come to … maybe three or four in the city centre…I personally like to come to the city centre” (m, 20)








“in every area, like doctor’s surgeries” (f, 17)





And where should it be?





“You could put posters on billboards, you could have people in t-shirts, or you could send letter to the houses of teenagers” (f, 15)








Leaflets in… cinemas, sports centres,


shopping centres, places of entertainment, council offices, schools and colleges, GP surgeries… (various)





“24/7” (f, 15)





When would it be open?





“all the time” (f, 17)





“It needs to be everywhere…so a lot of people talk about it and people get used to it being there…and it becomes less of an unknown thing, and therefore accepted. Everywhere. In your face” 


(m, 21)





“24/7/365” (m, 25)





“from 9 or 10 in the morning till about 9 in the night” (f, 16)








“5 days a week” (m, 20)





“from about 10 till 5” (m, 19)





“seven days a week during the day, and when it’s shut you’d need a switchboard 24 hours, so that you could get in touch if you had stuff going on” (f, 17)








In places where young people hang out…clubs, pubs, clothes shops, the Corn Exchange… (various)





How should this ideal service promote itself?








What would an ideal service look like?





Experiences of other services in the city…





“There was just this one woman doctor that really helped me… but I think she should have given me the number or the leaflet for The Market Place a lot sooner” 


(f, 17)








“I feel OK about talking to the doctor, but I think there’s only so much that she can do for me”  (f, 15)








On GPs…





“I was too young to have tablets and they didn’t really suggest anything else…the doctors didn’t really help that much” (f, 17)





“They didn’t really offer you any choices, one of them said The Market Place was good so I came here but that was after going to the doctors about four or five times.” (f, 16)








“I go to a surgery that’s got about 6 or 7 doctors so sometimes I was getting one doctor, and then I’d get another doctor and then you carry on seeing different doctors and then you have to explain everything over again…Sometimes you feel like if you haven’t got something physically wrong with you that they might not believe you or won’t understand.” (f, 16)








“He didn’t really understand me but he could see that I needed immediate help and so he prescribed antidepressants” (m, 21)








“It’s quite difficult to get an appointment with that doctor…there’s only about two or three other women doctors there and most people want her…I think she’s a better doctor, easier to talk to, but you have to book her quite well in advance” (f, 16)





Experiences of other services in the city…





On Housing Support Workers…





“He’s alright, I can ask for certain things, and there’s certain things I don’t think I can go to him about” (m, 20)








“I don’t feel I get any support, none at all, she contradicts everything I say. I can’t talk to her…I have to see her twice a week, I have no choice” 


(f, 19)








“He’s approachable, he’s alright ...but he’s not really aware of my mental health needs, so I wouldn’t be able to turn to him in a crisis…but actually when I think about it I did cause when I’d taken an overdose he said you need to go to casualty, which was good cause I needed medical treatment…” (m, 25)








On Social Workers…





“I don’t know what support is available from my social worker” (m, 19)








“I’ve never really spoken to her properly” (f, 18)








“It was easy to get an appointment” (m, 19)








“I’ve only seen her once, but just about housing. I didn’t really want to do the risk assessment, she said it’s gonna help me, I’m waiting for her to help.” (f, 17)








“I didn’t even want a Social Worker” 


(m, 20)





Experiences of other services in the city…





“Something happened in the night and I got to see a psychiatrist the next day. She was quite friendly, and she said if you need to talk to me I’m here, so she seems all right, approachable” (f, 19)











“I think with psychiatry that 1) there’s too much red tape, 2) they’re no good at communicating and 3) you can never get hold of them when you really, really need them.” (m, 25)





“…when you’re brave enough to seek help for the first time you come into contact with someone who’s quite cold really, asks lots of questions and then gives you a label, and doesn’t offer much practical support…it just confuses you even more. I went there asking for antidepressants and counselling, they wouldn’t give me either. She hardly ever asked me how I felt or thought. Opening up and someone just talking over you, it was horrible. It really, really upset me.” (m, 21)





On Psychiatrists…
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All the young people who took part in this piece of work


Alec Maguire, Leeds Crisis Centre, for his help with ethics and interview techniques
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