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PARTNERSHIP GROUP

   PROGRESS REPORT

SEPTEMBER 06-APRIL 07
Welcome, to the first report presented by the Edinburgh Crisis Centre Partnership Group to inform all wider partners and public of the work carried out at the Crisis Centre between our opening day in late August 2006 and April 2007. 

Partnership Group Members: 

Anne O’Donnell Edinburgh Users Forum, c/o Consultation Advocacy Promotion Service 0131 538 7177.

Christina Naismith City of Edinburgh Council/NHS Lothian, 0131 537 6254.
Fiona Hume NHS Lothian, 0131 536 9000.

Kirstie Henderson Consultation and Advocacy Promotion Service, 0131 538 7177

Lami Mulvey Edinburgh Carers Council, 0131 554 5153.

Roy Heath Penumbra, 0131 475 2570.

Sara Hvidsten Edinburgh Users Forum, c/o CAPS 0131 538 7177.
Please feel free to contact Partnership Group members directly if you would like further information about specific points raised in this report or direct enquiries to:

Jacquie Watt Manager, Edinburgh Crisis Centre 0131 550 3723 email: jacquie@edinburghcrisiscentre.org.uk
Background

The Edinburgh Crisis Centre is governed by a formal partnership between City of Edinburgh Council, Edinburgh Carers Council, Edinburgh Users Forum, NHS Lothian and Penumbra. This entails a shared planning, development and decision-making process involving all partners. 

The philosophy of the Centre is based on an understanding of mental health as existing along a continuum, where personal distress can lead to deterioration in mental health and sometimes ill health. We focus on empowerment, recognising and acknowledging personal strengths, promoting autonomy and personal responsibility, developing trusting relationships and mutual respect between all people working in and using the Centre.

The Partnership Group have continued to be clear and focussed in the development of the Edinburgh Crisis Centre following the initial recommendations1 identified by users and carers in 1995:

· “For mental health crisis services to provide individual non-medicalised support, at an accessible base in the centre of Edinburgh”. 

· “To provide a staffed help line for service users and carers and to take calls over twenty four hours, seven days a week to assist people find a way forward and enable actions to be agreed that would lead to resolution of the crisis”. 

These were reiterated in 2004 and further recommendations
 highlighted the need for the service to work closely and collaboratively with out of hour's services in Edinburgh including the Emergency Social Work Service, Unscheduled Care Services and the Psychiatric Emergency Team. Today we continue to develop our collaboration with these services and with Community Mental Health Teams, Social Work Response Teams, General Practitioners and Primary Care professionals, Liaison Psychiatry and the Hospital Based Acute Wards. The involvement of the Crisis Centre in the implementation group for the Rapid Response and Treatment Team through the ‘Delivering for Mental Health Leadership Programme’ continues to exemplify our commitment to partnership working.

Our overarching objective continues to be for a Crisis Centre in Edinburgh accessible 24 hours a day 365 days of the year providing a community based support centre to people who are using, or have used mental health services in Edinburgh and their carers when they are facing a crisis. 

Aims and Objectives:
To develop a community based crisis service in partnership with users and carers responsive to their needs and available 24 hours a day 365 days of the year.

To provide a safe, restful environment, free from all forms of abuse and exploitation.

To strengthen and support people who are using or have used mental health services and their carers throughout a crisis. Supporting people to be active participants working with Centre staff toward reducing their distress.

To promote recovery through empowering people, assisting people in identifying their strengths, promoting personal autonomy and responsibility.

To maintain a database with links to information and resources as well as develop effective networks with statutory and voluntary organisations in Edinburgh.

To promote accessibility through working with disabled, lesbian, gay bisexual, transgender and black and ethnic minority service user and carer groups to identify any barriers to their involvement and to take systematic action to address these.

To openly monitor and to regularly evaluate the progress of the Crisis Centre in meeting all stated objectives.
Meeting our Objectives:

In meeting these objectives at this interim stage we are providing 24hour telephone support and face to face support at the Centre with staff for limited periods. The original service planned to provide overnight stays for people in crisis and as the Crisis Centre moves to new premises over 2007/2008 we will be able to extend the interim service to provide this extended service for up to a maximum of seven days. 

Centre staff work in empowering ways with people and seek to support them to identify their own strengths and available resources, initially in the short term. One of the ways we do this is through listening to Crisis Centre users (who can be carers) describe the crisis in their own words and through working to ensure any information they access from the Centre is up to date and accurate. If required we also encourage and support people to access Independent advocacy e.g. Advocard, Circles, Edinburgh Carers Council and advice e.g. Citizens Advice Bureau/ Advice Shop.

Monitoring and Evaluation:

Independent evaluation of this service has been planned from the outset and this process has been initiated through the commission of Infusion

Co-operative, to carry out a three-year evaluation initially to:

· Review the aims, objectives and key milestones of the service in the Interim Phase and to support service development into Phase Two.

And to

· To review the role and remit of the Crisis Centre Partnership Group.

· To explore the role of the Crisis Centre within the wider mental health service system and assess whether national and local priorities are being achieved.

· To track the development of the service, identify emerging issues and learning.

· To monitor and regularly evaluate the progress of the Crisis Centre in meeting all its objectives.

As well as the local objectives for this service Scotland now has its own National Crisis Standards (2006)
. The Partnership Group was involved in the development of these standards and has met to formally assess the Crisis Centre’s operational policy and procedures in relation to them. An Appendix to this report clearly illustrates what stage the Edinburgh Crisis Centre is currently at in meeting each of the standards.

Overview:

The free phone telephone number is the first point of contact to access the service. From opening up to mid April 07 we have had 270 individual contacts. The average of new callers receiving telephone support in a month is 38. 

People contacting the Centre describe hearing about the service from information leaflets, friends, General Practitioners, Carers Organisations, Royal Edinburgh Hospital staff, Emergency Social Work Team, Psychiatric Emergency Team and Community Heath and Voluntary sector providers.

The following pie chart provides a representation of these statistics and the reasons we have identified for people contacting the Centre. They provide only general headings and the external evaluation of the Centre will explore these headings in greater detail and may develop new ones. A more detailed example of carers and service users contacting the service is given later.

Main Reason For Contact:
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1.Experiencing Suicidal Thoughts:  22.4%

2.Experiencing Anxiety: 22.2%

3.Experiencing Relationship Problems: 9.5%

4.Carers contacting the Crisis Centre: 12.3%

*5.Seeking Signposting to other Services: 17.3%

6.Experiencing Isolation: 3.5%

7.Experiencing Thoughts of Self-Harming: 5.2%

8.Dissatisfaction with other Services: 4.4%

9.Other 3.2%

One to one Support:

We have also offered a number of one to one meetings to people making contact. These are organised throughout the night as well as the day and assistance is given to people who need help to travel to the Centre. During the period of this report 98 one to one sessions have been organised with people contacting the Centre. The length of these sessions has ranged between 1 and 7 hours. We aim to be flexible in responding, at times maintaining contact over a longer period with a combination of telephone and face-to-face support.
Edinburgh Crisis Centre Caller Analysis:
From opening day we have been collecting information about use of the Crisis Centre. This information is anonymous and we guarantee confidentiality to all those in contact with us.

The following figures detail a random selection of weekly periods over four months firstly detailing a ‘repeat caller’ analysis, then a ‘daily breakdown of caller numbers’ and finally an ‘hourly call profile’ breakdown. Some of the language used in this report is similar to that used by other services.  A definition of the term ‘repeat callers’ used throughout this report is ‘people who call the service on more than one occasion’. 

We have included people directly seeking support for themselves and carers seeking support for themselves and support to assist a relative or friend to make contact with us. Professionals seeking support for their clients (we do encourage professionals to call us on the office number to keep the free phone number available for users and carers) are not included in these figures.
Once only contacts and Repeat Callers:

In a week (seven days) randomly chosen in January 07 there were 35 people receiving telephone support on the free phone number. In that week they made a total of 116 calls, 33 callers made between 1 and 9 calls to the Centre and 2 callers made between 10 and 21 calls over the weekly period.

In a week randomly selected in February 07 there were 31 people receiving telephone support from the Centre free phone number. In that week they made a total of 141 calls, 28 people called between 1 and 9 times and 3 called between 10 and 37 times over the weekly period.

In a week randomly chosen in March 07 there were 30 people receiving telephone support on the free phone number. In that week they made a total of 129 calls, 28 people made between 1 and 9 calls and 2 made between 10 and 50 calls over the weekly period.

In a week randomly chosen in April 07 there were 34 people receiving telephone support from Crisis Centre staff on the free phone number. They made a total of 176 calls 28 people made between 1 and 9 calls and 6 made between 10 and 36 calls.

These figures show a steady number of callers to the free phone number over these periods. The majority of people receiving telephone support in any weekly period made less than ten calls to the Centre each and a lower number made over ten calls. For the people who have needed to contact us for support more than ten times in a week this averaged 5 calls a day per caller. This is influenced when people are very distressed.
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Daily breakdown and hourly call rate to the free phone number:

Four weeks were selected in November, December 2006 and Feb, March 2007 to examine the detail of this information. It was found that the number of people calling for support on a daily basis ranged from 10 to 43. Looking at the figures over time 43 was high and appears only once in these weekly periods, 23 are more regularly a maximum number. This number includes first time callers to the service and ‘regular callers’ (people calling more than once).

When broken down into hourly periods figures in the November 06 period, show 72.2% of calls were received at the Crisis Centre between 4pm and 4am and 27.8% received between 4am and 4pm.

In the December 06 period, 64.4% of calls were received between 4pm and 4am and 35.6% were received between 4am and 4pm. In the Feb 07 period, 66% of calls were received between 4pm and 4 am and 34% between 4am and 4pm, finally in the March 07 period, 49.1% of calls were received between 4pm and 4am and 50.9% of calls between 4am and 4pm.
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Combining both pieces of information together the majority of calls to the service are received between 4pm and 4am although it should be noted that this is variable. 4am to 7am is regularly a quiet period for the free phone number. Office hours (9am to 5pm) tend to be a quieter time on the phone than overnight but more of a surprise, at the weekend when offices are closed, caller numbers are roughly similar to that on weekdays and calls show a similar hourly rate.
Examples of Support Given at The Edinburgh Crisis Centre:

Earlier it was indicated we would give an illustration of people contacting the Centre for support. Any identifying information has been removed and some elements changed.

a. In the period of this report two calls were received on the free phone number from a person identifying as a carer upset by the distress their relative was experiencing. They wanted to know more about the Crisis Centre and what we do. Staff explained this and encouraged them to pass on the free phone number to their relative so they could contact us directly. The carer thought this might take some of the pressure of them. Staff invited the carer into the Centre for a one to one meeting to offer emotional support and to look at practical support available to Carers in Edinburgh. The carer did not wish to at that time and staff encouraged them to remain in contact with the Centre for emotional support when they felt they required it. 

b. In the same period five calls were received from a person who was experiencing suicidal thoughts. Staff established the first call was from out with our geographical area but as the person was returning to Edinburgh they maintained contact with staff. Throughout the calls staff used the ASIST (Applied Suicide Intervention Skills Model) to agree a personal safety plan with the person and provide emotional support via the phone.

At the moment we have one free phone number available and one text phone number for people with impaired hearing. This is supplemented by a voicemail system collecting contact details from callers if the free phone number is busy. We also have secure email checked on each shift by staff. 

Audit
An audit carried out in November 06 found an average response time of 5.8 minutes to messages left on the answer machine. This will be repeated periodically to inform service quality and development.

Training and Staff Development:
The Crisis Centre staff team have all come to the service with rich and varied experience of working in crisis services, mental health, disability and homelessness. Each member of staff at the Edinburgh Crisis Centre aims to complete Induction Training in the first six months of their employment. This involves Telephone Helpline Training Levels 1 to 3 a skills based course encompassing:

· Active Listening Skills

· Working Effectively with Angry callers

· Barriers to Communication

· Effective Questioning Techniques

· Providing Emotional Support

· Reflective Practice

· Risk Identifying and Managing

· Strategies for dealing with the impact of calls on the worker

· Support after difficult calls

and leading to the THA Personal Development Award. All staff also should complete Applied Suicide Intervention Skills Training (ASIST).
Induction importantly also involves external trainers, material and information from Independent advocacy - Advocard, Consultation and Advocacy Promotion Service, Edinburgh Carers Council, Psychiatric Emergency Team, Mental Health Officers Team, Lesbian, Gay, Bisexual and Transgender resources from the Edinburgh Centre, Black and Minority Ethnic Communities Resources, Information about the Structure of Health and Social Care in Edinburgh and an Introduction to the Mental Health Scotland (Care and Treatment) Act 2003 and the Adults with Incapacity Act 2000.

Further skills development, ongoing professional development and training is identified and planned with staff individually at regular supervision sessions as well as through team-based activities.
Equal Opportunities Monitoring:

Equal opportunities monitoring is one of the ways we collect anonymous information about people using the Crisis Centre and measure our performance in meeting our aims in:

‘Promoting accessibility through working with disabled, lesbian, gay bisexual, transgender and black and ethnic minority service user and carer groups to identify any barriers to their involvement and to take systematic action to address these’.

The success in obtaining planning permission for our new premises to enable disabled access will help us toward our commitment to a physically accessible service in Edinburgh. It is thanks to the energy and commitment of service users and carers and key supporters that this has been delivered.

To date 21% of callers to the Crisis Centre have completed equal opportunities monitoring forms. Of this figure 50% of callers identified themselves as White Scottish and 10.3% described themselves as ‘British Sikh’, ‘West Indian’, ‘Mexican,’ or ‘Anglo Italian’. 67% of callers are female and 31% male”. 68% of callers identify themselves as heterosexual 23.5% as gay or bisexual and 56% of callers identified themselves as disabled.

Crisis Centre staff report finding it difficult at the conclusion of some calls to ask for this information but do recognise the importance of it in overall monitoring. There are undeniably contacts with Centre users where it is appropriate to end the contact with an agreed Safe plan or Crisis plan. As we are likely to have contact with people on more than one occasion we are working to ensure that we collect the information at a future point in time. We do have systems in place to ensure we record when this information remains outstanding. 

Crisis Centre staff have experienced learning with The National Resource Centre for Ethnic Minority Health and Saheliya:

· To raise awareness of issues of race and culture in delivering services to people from black and minority ethnic [BME] communities,

· To support the development of the Crisis Centre's strategy to reach out to Edinburgh's BME communities,

· And to develop an action plan for the service to take forward issues identified from the training session.

This has also involved key staff regularly attending the Black and Minority Ethnic Communities and Mental Health East Regional Network to network and share learning with community based, voluntary and statutory sector agencies. 

Staff members, with a lead in this work, bring this experience back to the Crisis Centre to share with colleagues and inform our action plans.

We have also developed a good relationship with the Lesbian Gay Bisexual and Transgender Centre for Health in Edinburgh and greatly value their help and support in the development of this service and in addressing the barriers faced by people from the Lesbian, Gay, Bisexual and Transgender communities in accessing this services.  They have provided informative training and support to Crisis Centre staff. 

As we prepare to move into the next phase of the Edinburgh Crisis Centre’s development this learning is informing our current operational policy review.        
Conclusion: 

At the beginning of this report we reviewed our aims and objectives, within the Partnership Group we are confident this service is meeting and exceeding these. After initial reorganisation of the services we planned for the Crisis Centre we are delighted to be in a period of preparation for the next phase. This will see the full service available to Edinburgh residents. However, this period as an Interim Service has been useful and learning is informing the revision of the Centre’s operational policies.

Alongside users and carers in Edinburgh we will be redesigning the Centre’s leaflet, identifying further training opportunities for staff and learning the points identified from the evaluation process. This is just the beginning of a three-year longitudinal study and Infusion’s findings will inform the ongoing development of the Centre. They will also provide opportunities for people using the service to relate their own experience of it in receiving emotional and practical support at times of crisis. The evaluators will also speak to professional groups and organisations collecting their views and experience. 
Mental health services overall in Edinburgh are changing and we are looking forward to continuing to work together within the Partnership Group with users and carers and with our colleagues in the statutory and voluntary/not for profit services to continue to improve crisis service provision in the City of Edinburgh.
1 Consultation Advocacy Promotion Service (1995) 'Research into Mental Health Crisis Services for Lothian'. Edinburgh.





2 Atkinson A. (2004) ‘A Needs Assessment and Options Appraisal.’ The Scottish Development Centre for Mental Health. Edinburgh.


� Delivering For Health: Delivering for Mental Health National Standards for Crisis Services November 2006.


*. Important to note these headings include people in crisis, in need of specialist services and signposted on to them. They may also have received emotional support from the Crisis Centre. 
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