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Background

Since COVID-19 began, health and social care has rapidly expanded online, and mental
health provision is no exception. The demand for mental health care has also increased
alongside this, including among children and young people. While the topic has been one
earmarked for improvement since before the pandemic, lack of access to physical
services and increased demand has made it all the more important to address. In fact,
the Local Authority recently published their Trafford Local Transformation Plan Children &
Young People’s Mental Health & Wellbeing 2022-2023, which set out their intention to

maintain and improve young people’s mental health.

It has been suggested that digital services make mental health care more accessible,
provide support for patients waiting for appointments, and can in some cases act as a
preventative measure to stop mental health worsening. We also realised that despite
growing demand, there was not a significant body of research on the topic. We wanted to
find out more about what digital mental health services are available for young people in
the borough, and how much people knew about them. We also wanted to get a better
understanding of how effective or easy to use young people found them. This would
inform our recommendations and improve our signposting, as well as help create a

conversation with commissioners and local providers.

This project benefitted from the support of our intern, who joined us from the University of

Manchester and worked with us for eight weeks during the summer of 2023.
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Key Findings

1

Increased waiting times for established mental health support services since the
COVID-19 pandemic, which demonstrates the need for digital support.

Digital mental health is still an emerging area in both Trafford and Greater
Manchester. We saw that NICE has only recently completed Early Value
Assessments of some services such as the SilverCloudN platform.

There is significant overlap between Greater Manchester and Trafford provision.
Greater Manchester Integrated Care Board (GM ICB) commission Kooth, and the
SilverCloudN platform on behalf of Greater Manchester localities.

Digital mental health support for children and young people was very broad and
covered different areas. Young people have many options including ‘open-access’
services, and those that require professional referral.

Commissioned digital services range in the level of support that they provide:
some offer individualised support for each young person, while others provide low-
level support resources, usually focused on specific difficulties.

Parents and carers of children with mental health difficulties are offered a variety
of support options in Trafford, such as online programmes and workshops.

Most commissioned services offer limited accessibility tools such as those for
screen readers, and few offer support in different languages.

Digital services do conduct monitoring of user data and effectiveness, though this
is not fully comprehensive and is usually not publicly available.

There are a wide variety of national services available by self-referral which
range from support for specific difficulties to generalised mental health needs.
Many of these are signposted to by Trafford organisations.

Survey results found that young people had very mixed experiences, but generally
had not used most digital services and thought that improvements could be
made to promote and personalise support options. It should be noted that most of
our respondents identified as female, White British, and were aged under 17.

Kooth remains the most well-known and popular digital mental health service.
Findings from other local Healthwatch and national publications show that most
young people are not aware of all the support that is available to them and would
like to know more.

Digital services appear to offer key advantages, including anonymity, variety of
support, low or no wait times, and easy accessibility, including out-of-hours

support.



healthwatch

Trafford

Recommendations

1

Access to location-based monitoring data to make informed choices as there is
evidence of the value of digital support for young people'. Services and outcomes
should continue to be monitored by providers, scrutineers, and commissioners.
Further independent user testing to understand digital services from young people’s
perspectives, including finding out if they complement existing services, can be used
while on waiting lists, and if they work as a preventative measure.

Publicise an easily accessible list of services outlining what is on offer for which age
groups. We understand that Trafford Council have developed Padlets (p.36) for this.
Local GPs and the VCFSE should make this available to patients, especially when
referring young people to in-person services with long waiting lists.

Increase publicity generally by service providers to raise awareness of digital
services via local radio, social mediaq, or in places that young people likely frequent.
Contingency plans by commissioners about what would happen if one or more of
these services were withdrawn, and where existing users would be sent for support
instead, especially as demand for support overall increases nationally.

Improved accessibility tools including offering a range of language options,
especially those most widely spoken in Trafford. Services should strive to fully comply
with Web Content Accessibility Guidelines (WCAG) version 2.1 level AA2.

Provision for young people without digital access as not everyone can get online. For
example, the free data packages offered by 42" Street, or access to digital devices.
External services should be subject to quality control before signposting.
Commissioned services are dlready monitored for effectiveness, but all resources
should be accurate, up to date, and valuable before being suggested to young people.
More support aimed at 19-25-year-olds in the transition period from child to adult
mental health services. Different services cap their support at different ages, and it
should be made clear what happens when users reach the top of that age bracket.
More specialised support. To be as effective as in-person care, digital services should
take a person-centred approach and if not, they should offer support that is evidence-
based and clearly marketed to young people so that they can make informed choices.
Further Healthwatch work on this topic, such as investigating how provision differs

across areas like Greater Manchester to see if there are issues with equity of access.

' Remote Mental Health Interventions for Young People — 13 July 2020

https://www.youthaccess.org.uk/publications/research-evaluation/remote-mental-health-

interventions-young-people

2 \Web Content Accessibility Guidelines (WCAG) 2.1 https://www.w3.0org/TR/2018/REC-WCAG21-
20180605/ 05 June 2018



https://www.youthaccess.org.uk/publications/research-evaluation/remote-mental-health-interventions-young-people
https://www.youthaccess.org.uk/publications/research-evaluation/remote-mental-health-interventions-young-people
https://www.w3.org/TR/2018/REC-WCAG21-20180605/
https://www.w3.org/TR/2018/REC-WCAG21-20180605/
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Local Authority context on mental health

Local Authority plans
The Local Authority recently published their Trafford Local Transformation Plan Children &
Young People’s Mental Health & Wellbeing 2022-20232 which set out their intention to

maintain and improve young people’s mental health.

This outlined their aim to improve mental and other forms of health in the area within
existing plans at Greater Manchester* and locality level. For the purposes of this report, we

will focus on the 2022-2023 document.
The Long-Term Plan states that:

“1.16 Our vision is to ensure that children and young people in Trafford receive the right
type of support, in the right place, at the right time that is high quality, personalised and
effective to support healthy emotional development and help them to become thriving

adults.”

The report details a whole service offer for Trafford around children and young people’s
(CYP) mental health that is too detailed to include here. However, it is clear that digital
mental health services delivered through 42" Street and Kooth form a key part of the offer
and are experiencing increased demand. The COVID-19 pandemic can be said to have
marked a turning point for services, with the rise in support for online options such as
Kooth, and existing services such as 42" Street transitioning to more digital means of

delivering services.

With total service users in the mid hundreds as of 2021/22, it seems digital services are
playing an ever more important role in combatting mental health issues in Trafford.
Established services such as CAMHS are experiencing growing demand, though there are

continued efforts to reduce waiting times within the Long-Term Plan.

Committee meetings
Our research shows that since at least 2019, committees have been talking about young
people’'s mental health, and this has provided useful background information on Trafford

mental health services. The meetings showed evidence of long waiting times, increasing

8 Trafford’s Local Transformation Plan Children & Young People’s Mental Health & Wellbeing 2022-
2023, report provided by Local Authority 2023
4 Greater Manchester Local Transformation Plan 2021/2022 Children and Young People’s Emotionall

Health and Wellbeing https://www.partnersinsalford.org/media/fbejivip/appendix-c-gm-Itp-
update-report-2021.pdf accessed August 2023



https://www.partnersinsalford.org/media/fbejiv1p/appendix-c-gm-ltp-update-report-2021.pdf
https://www.partnersinsalford.org/media/fbejiv1p/appendix-c-gm-ltp-update-report-2021.pdf
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demand, and changes to commissioning of mental health services since the COVID-19

pandemic.

In 2019, the CYP® raised early concerns with mental health services for young people in the
area: “There had been a number of issues in the transition from the old CAMHS model to
the new Healthy Young Minds service model. The delays caused by these issues had
added to the development of a long waiting list for the service. In response additional
funds had been allocated as the new model was in place it was hoped that the waiting
lists would be reduced quickly”. Part of the response was developing telephone

consultations with 429 Street to provide support for young people.

A later meeting in 2019¢ “[...] sought clarification on whether it would be difficult to fill the
vacancies in Mental Health services. It was explained that it was not possible to know it
until recruitment started. Members commended the work of Kooth and asked how it was
advertised. It was explained that it was mainly promoted via Instagram and the Trafford
Service Directory; only children from Trafford could access this service. Members went on
to query service users’ satisfaction and how this was rated. It was explained that, as part
of the Local Transformation Plan, [..] Kooth had been commissioned as a result of this

survey.”

At the Health Scrutiny Committee meeting’ in 2019, a discussion on psychological
therapies provided useful insight into mental health. Spotlight on provision in Trafford®
paints the following picture of the situation for young people: “[..] There are no access
targets for children accessing psychological therapy services. However at least 32% of
CYP with a diagnosable MH condition are required to be able to access treatment from
an NHS-funded community Mental Health service. According to the Mental Health Single
Data Set Trafford was below target at 26.5%, however this was due to issues with [.]
being unable to flow data to the MHSDS. In June / July 2019 NHS England conducted a

manual data collection to the SDCS as this is a common problem across the country.

® Children and Young People's Scrutiny Committee - Tuesday, 15th January, 2019 6.30 pm

https:/ /democratic.trafford.gov.uk/ielistDocuments.aspx?Cld=490&MID=2736, accessed August
2023

& Children and Young People's Scrutiny Committee - Tuesday, 9th July, 2019 6.30 pm

https://democratic.trafford.gov.uk/ielistDocuments.aspx?Cld=490&MID=2983, accessed August
2023
7 Health Scrutiny Committee - Thursday, 26th September, 2019 6.30 pm

https://democratic.trafford.gov.uk/ielistDocuments.aspx?Cld=131&MID=2979, accessed August 2023

8 Psychological therapies for mental health conditions — Spotlight on provision in Trafford
https://democratic.trafford.gov.uk/documents/s34712/Psychological%20Therapies%20Health%20Scr
utiny%20Committee%2026.09.2019.pdf, accessed August 2023
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https://democratic.trafford.gov.uk/documents/s34712/Psychological%20Therapies%20Health%20Scrutiny%20Committee%2026.09.2019.pdf
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Under the manual collection, Trafford’s position was improved to show an access rate for

18/19 of 37.3% and therefore above target.”

The 2020 Trafford Pandemic Scrutiny Committee monitored the effects of COVID-19,
including the impact of the pandemic on mental health®. Their reports showed that in Q2
of the initial return to schools, Kooth made up 39% of school mental health referrals, 42"

Street 23%, CAMHS 7%, Trafford Sunrise 11%.

In 2021 a meeting of the CYP'® noted “CAMHS’ representatives informed of the increased
volume and complexity of cases. The level of acuity had also increased with
consequential higher demand and pressure on services and resources.” They also
discussed variations in mental health commissioning by area and what was available in
Trafford. “Members sought [..] clarification on how the CAMHS’s offer could vary between
localities in Greater Manchester. Officers explained that this depended on the differences
in commissioning but reassured Members that the principles of prioritisation would be
the same across Gredter Manchester. Officers responded to Members’ question about
what services Trafford Council commissioned for children and young people’s mental
health and wellbeing. Officers referred to some of the services available such as the Early
Help offer which provided support in schools, the voluntary sector input in the community
through Greater Manchester funding, 42nd Street presence in six secondary schools in
Trafford, KOOTH which provided 24/7 online access to mental health services for 11-25

years old.”

¢ Trafford Pandemic Scrutiny Committee - work of this committee has concluded - Tuesday, 24th
November, 2020 4.00 pm
https://democratic.trafford.gov.uk/ielistbocuments.aspx?Cld=528&MID=3220, accessed August
2023

19 Children and Young People’s Scrutiny Committee - Tuesday, 5th October, 2021 6.30 pm

https://democratic.trafford.gov.uk/ielistDocuments.aspx?Cld=490&MID=3304, accessed August
2023
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Previous work by Healthwatch

We looked at previous work by other local Healthwatch to identify any findings that were

relevant to our research. Aside from work conducted by Healthwatch Trafford", there were

no reports looking solely at digital mental health services for young people. However,

some projects looking at young people’s mental health since 2020 have involved this

topic in part, and these findings have been summarised in the table below.

Title Date Link Summary

Healthwatch | Apr | nds.healthwat | Parents and children experienced long wait
Gateshead & | 2020 | ch.co.uk/repor | times initially and between appointments, with
Healthwatch ts- no support during these waits.
Newcastle- library/eight-
upon-Tyne: ways-make- Parents expressed the negative impact long
Eight Ways difference- wait times had on their children’s mental health,
to Make a childrens- and the eventual outcomes of the support
Difference: and-young- received.
Children’s peoples-
and Young mental- Most respondents had never heard of Kooth,
People’s health- and many expressed that it sounded useful and
Mental services wished it was promoted more.
Health
Services.
Healthwatch | Aug | nds.healthwat | Young people were asked about their
Stockton: The | 2020 | ch.co.uk/repor | experiences during the pandemic, including
Impact of ts- whether they had used Kooth. 18 out of 28
COVID-19 on library/impact | respondents had not heard of it, and only 3 had
Young -covid-19- used the service. 65% expressed that COVID-19
People. young-people | had worsened their mental health but had not

received sufficient information about Kooth to

get support.
Healthwatch | Oct | nds.healthwat | 39% of young people surveyed preferred face-
Lewisham: 2021 | ch.co.uk/repor | to-face support and found it to be more
Emotional ts- personal. Those who preferred digital support
Wellbeing of library/emotio | found it more comfortable, giving them more
Children and nal- time to think and avoiding the anxieties of social
Young wellbeing- interaction.

children-and-

" Youthwatch Trafford Kooth.com Mystery Shop 20 October 2021
https:/ /www.healthwatchtrafford.co.uk/report/2021-10-20/youthwatch-trafford-koothcom-mystery-

shop



https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/eight-ways-make-difference-childrens-and-young-peoples-mental-health-services
https://nds.healthwatch.co.uk/reports-library/impact-covid-19-young-people
https://nds.healthwatch.co.uk/reports-library/impact-covid-19-young-people
https://nds.healthwatch.co.uk/reports-library/impact-covid-19-young-people
https://nds.healthwatch.co.uk/reports-library/impact-covid-19-young-people
https://nds.healthwatch.co.uk/reports-library/impact-covid-19-young-people
https://nds.healthwatch.co.uk/reports-library/impact-covid-19-young-people
https://nds.healthwatch.co.uk/reports-library/emotional-wellbeing-children-and-young-people-report-2021
https://nds.healthwatch.co.uk/reports-library/emotional-wellbeing-children-and-young-people-report-2021
https://nds.healthwatch.co.uk/reports-library/emotional-wellbeing-children-and-young-people-report-2021
https://nds.healthwatch.co.uk/reports-library/emotional-wellbeing-children-and-young-people-report-2021
https://nds.healthwatch.co.uk/reports-library/emotional-wellbeing-children-and-young-people-report-2021
https://nds.healthwatch.co.uk/reports-library/emotional-wellbeing-children-and-young-people-report-2021
https://nds.healthwatch.co.uk/reports-library/emotional-wellbeing-children-and-young-people-report-2021
https://www.healthwatchtrafford.co.uk/report/2021-10-20/youthwatch-trafford-koothcom-mystery-shop
https://www.healthwatchtrafford.co.uk/report/2021-10-20/youthwatch-trafford-koothcom-mystery-shop
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Report.

young-
people-
report-2021

They recommended that mental health services
offer flexible meeting formats.

Young people also expressed the importance of
short waiting times and readily accessible
services. Of those that had received mental
health support, the majority received in person
counselling, and more had used Headspace
than Kooth. 68% had not heard of Kooth and
only 5% felt they knew a lot about Kooth. 55%

wanted to hear more about online services.

Services for
Young
pPeople

Healthwatch | Oct | .healthwatchtr | Young people’s first-hand impressions of Kooth:
Trafford: 2021 | afford.co.uk/re | 1 The service was easy to use.
Youthwatch port/2021-10- 1 There was lots of variety and personalisation.
Kooth 20/youthwatc | T They would recommend to others their age.
Mystery h-trafford- 1 They liked that the service was anonymous
Shop. koothcom- and heavily moderated.
mystery-shop | They made some recommendations around
difficulties with navigation, accessibility and
long wait times for one-to-one practitioner
support.
Healthwatch | Nov | nds.healthwat | Accessing in-person support was difficult,
Bath & 2021 | ch.co.uk/repor | mostly due to long wait times, accessibility
Northeast ts- issues, travel constraints and time limits. Young
Somerset: library/access | people expressed a need for more informall
The ibility-mental- | support in a comfortable environment with a
Accessibility health- range of support options including trustworthy
of Mental services- one-to-one support.
Health young-people

Online services were suggested as an option,
though there could be accessibility issues

navigating and interpreting different websites.

This gave us areas to further explore. The most common barriers for young people

seeking care were long wait times and inaccessibility, highlighting a demand for digital

alternatives to services. The main service previously looked at was Kooth; however most

young people seemed to be unaware of the service and what it offered, which gave us

scope to further explore the topic in Trafford specifically.

10
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https://nds.healthwatch.co.uk/reports-library/accessibility-mental-health-services-young-people
https://nds.healthwatch.co.uk/reports-library/accessibility-mental-health-services-young-people
https://nds.healthwatch.co.uk/reports-library/accessibility-mental-health-services-young-people
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National publications

We also looked at relevant publications nationwide to gain insight into the situation

around mental health services and the demand for digital support for young people.

Impact of COVID-19

Youngminds®, a charity focused on improving mental health care and promoting early
intervention for children and young people, published a report in 2021 looking at the
impact of coronavirus on young people with mental health needs™. A survey of 2,438
young people aged 13 to 25 found that many felt they did not receive the support they
needed during the pandemic. They reported mixed feelings about digital support,
indicating that this format did not work for everyone. People also talked about the barriers
they faced to get support: “[...] about long waiting times, including hidden waiting times,
where initial support is followed by delays; about school counselling coming to an abrupt

end; about young people losing faith in the system after poor experiences.”

The CQC 2020/21 State of Care report found that mental health services for young people
have struggled to meet demand since COVID. There was mixed communication between
services and families, with many unaware of what help was available. They also raised the

risks of online support, such as missing physical cues and possible risks within the home.

Waiting lists

Recent mental health statistics from parliament® reported that in Trafford in 2021-2022,
the average wait time for a first treatment was 20 days, with an average 74.2 days
between the first and second treatment. It is not clear if the first figure refers to first
contact or first treatment appointment. NHS England states that this first treatment should

include ‘improving access to psychological therapies’ (IAPT)-compliant care, rather than

12 Youngminds https://www.youngminds.org.uk/ accessed August 2023

18 Coronavirus: Impact on young people with mental health needs — February 2021
https://www.youngminds.org.uk/media/bdzdngxn/coronavirus-report-winter.pdf accessed August
2023

14 State of Care 2020/21 - Children’s and young people’s mental health — 21 October 2022

https://www.cqc.org.uk/publications/major-reports/soc202021_0le _cypmh

15 Mental health statistics: prevalence, services and funding in England — 13 March 2023

https://commonslibrary.parliament.uk/research-briefings/sn06988/

1


https://www.youngminds.org.uk/
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https://commonslibrary.parliament.uk/research-briefings/sn06988/
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just an assessment. However, the exact definition of what is considered first treatment is a

decision made by local authority.

A study from early 2022 analysing the experiences of young people on mental health
service waiting lists” found that there were many consequences to long wait times:
“delays in treatment were found to exacerbate existing mental and physical health
symptoms and attempts to cope with these long waits ranged from adaptive to
maladaptive strategies. Seeking out alternative forms of intervention was also reported,
and young adults might opt for medication, private or university services to get support

quicker and help sustain them while waiting for psychological therapies.”

Demand for digital mental health support

In a recent provider collaboration review, the CQC'® recommended that action be taken to
encourage early intervention for young people, many of whom felt that they were not
always able to get the correct support or were only offered support during a crisis. 40% of
these young people were satisfied with the transition from face-to-face to digital support
during COVID-19, however, 45% were not happy with the changes and 25% said that the
move made them feel terrible. Young people suggested that mental health services could

improve with better communication and shorter wait times.

Findings highlighted that mental health support should take an individualised person-
centred approach: “using digital technology was not suitable for everyone, and [...] it was
important to be able to offer people a meaningful choice of engagement methods to
meet their needs. They were also aware of practical barriers for some people in
accessing online care. Issues included children and young people having limited or no
access to equipment; a lack of internet connectivity and data,; not knowing how to use
the internet or digital devices,; and the lack of a safe space at home to speak in private.”
They also talked about risk mitigation, such as some services providing young people with

digital access and data packages.

18 Mental health statistics: prevalence, services and funding in England, page 24 - 13 March 2023
https://researchbriefings.files.parliament.uk/documents/SNO6988/SN06988.pdf

7*You're on the waiting list: An interpretive phenomenological analysis of young adults’ experiences

of waiting lists within mental health services in the UK — 18 March 2022

https://journals.plos.org/plosone/article?id=10.1371/journal.pone.0265542#references

18 Provider collaboration review: Mental health care of children and young people during the COVID-

19 pandemic (n 3)

12


https://researchbriefings.files.parliament.uk/documents/SN06988/SN06988.pdf
https://journals.plos.org/plosone/article?id=10.1371/journal.pone.0265542#references

healthwatch

Trafford
A review of 50 studies looking at remote mental health interventions for young people™
found positive outcomes, including symptom reduction and improved wellbeing: “There
was a general sense that remote interventions were an effective way of supporting
young people who find it difficult to access face-to-face counselling, including young
men, young carers, young people with disabilities or those living in remote locations and
young people experiencing life problems which might be associated with strong feelings

of stigma or shame such as challenges linked to their gender identity or sexuality.”

Some young people preferred digital service because of support being offered outside of
traditional office hours, shorter wait times, no reliance on parents, and being able to

access support in a familiar environment.

Kooth

We looked at national publications which discussed Kooth as a platform to help young
people. In a 2022 pilot evaluation?’, a group of young people were surveyed on their first
use of Kooth, and again after a month of using it. They found the following: “[...]
improvements across nearly all measures, including reductions in psychological distress,
suicidal ideation and loneliness. [..] analyses suggested similar benefits for those who
used only the community/peer parts of Kooth as for those who engaged with Kooth’s
counsellors. Participants reported learning from peers’ suggestions and experiences,
described as different from the advice given by professionals. Helping others gave users
a sense of purpose; participants learnt self-help strategies and became more confident
in social interaction”. They concluded that Kooth was likely to be an effective support tool
for young people’s mental health and could act as a gateway to formal services, though

there were concerns about long counselling queues and wait times for post moderation.

The University of Manchester conducted a report in 2019 on young people’s mental
health?, working with Kooth to identify the key mechanisms that contributed to improved
mental health outcomes. They found that young people felt safer and less judged when
they could express themselves anonymously without the in-person presence of a

counsellor. Young people reported the service was easily accessible, gave them a sense

12 Remote Mental Health Interventions for Young People (n 1)

2 pilot evaluation to assess the effectiveness of youth peer community support via the Kooth online
mental wellbeing website — 12 October 2022
https://bmcpublichealth.biomedcentral.com/articles/10.1186/s12889-022-14223-4

2 Lifting the lid on young people’s mental health — 27 November 2019

https:/ /www.manchester.ac.uk/discover/news/lifting-the-lid-on-young-peoples-mental-health/
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of control, and enabled them to access support when needed outside of traditional

working hours.

SilverCloudN by AmwellN

We reviewed publications evaluating a new digital service, the SilverCloudN platform. NICE
conducted an early value assessment of guided self-help digital CBT services for children
and young people with mild to moderate anxiety or low mood?. Of the services included,
this was the only one then commissioned in Trafford. Potential benefits included providing
an option for those on waiting lists or unable to access current treatments, providing an
early treatment option to reduce face-to-face demand, and prevent escalation of

symptoms.

Their clinical-effectiveness overview states: “[...] digital CBT technologies have a potential
benefit for children and young people with mild to moderate symptoms of anxiety or low
mood. The evidence base consists of 5 published studies, 2 unpublished studies and 2
conference abstracts. [..] The external assessment group (EAG) noted that there is weak
evidence to suggest an improvement in anxiety symptom severity for these technologies.
The EAG noted that the sample sizes across the studies were small so presented a risk of
false chance findings and underpowered analyses. The committee concluded that the

evidence base is very limited for all 5 technologies.”

The committee emphasised the importance of risk management and safeguarding,
which the service advised that they have in place. “These guided self-help digital
cognitive behavioural therapy (CBT) technologies are a way to increase access to
treatment with support from a healthcare professional. The committee concluded that
these technologies can be used as an initial option if used with appropriate safeguarding

and risk management processes in place while evidence is generated.”

NICE identified gaps for further research: there was no evidence from neurodivergent
young people or those with low mood only (NICE, p.12), despite the suggestion that
outcomes would be positive. They called for further evidence on engagement levels,

dropout rates, impairment measures, symptom severity and health-related quality of life.

2 Guided self-help digital cognitive behavioural therapy for children and young people with mild to
moderate symptoms of anxiety or low mood: early value assessment — 08 February 2023

https://www.nice.org.uk/guidance/hte3
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Methodology

Our annual intern-supported project benefits from the support of a university student for
eight weeks during the summer. As they are only with us a short time, we try to do as
much lead-in work as possible prior to them joining us. Our Research and Projects Officer
did thorough desk research on the nature of digital mental health in Trafford, Greater
Manchester and more widely, to identify the key providers and gather information readily

available online.

Early contact was made with commissioners, meaning we had new leads to follow on the
topic and saved time setting up meetings which would otherwise have to take place

during the internship period.

A log of the meetings attended - and their outcomes - is given in this section to
demonstrate how we worked. A flexible approach was taken after initial contact was
made, to explore new contacts and potential for engagement. At each meeting we

focused on:

1 The nature of the service being managed by the contact or provider. Can they
help us contact someone who knows more if they do not?

1 Any existing data or reports the contact is willing to share that can help us learn
more about digital mental health services for young people in Trafford or Greater
Manchester.

1 Any opportunities for engagement or to obtain feedback from service users.

We also used our own contact network to consider what engagement we might do for this
project. It was decided that a survey would be created to examine the public’s view more
widely, aimed mostly at children and young people (see findings section for analysis). Our

mailing list, social media, and Youthwatch volunteers supported this stage.

We also contacted several organisations that work specifically with young people,
including 20 schools and colleges, 1 university and 4 charities with a goal to get a greater
range of responses across Trafford. We did receive responses from 1 school and 1 charity,

who shared the survey with their communities and on their social media.

Who we spoke to

Commissioning and Service Leads
The Local Authority commission a range of services within the digital mental health space
and have provision for young people’s mental health support, so we wanted to contact

commissioners and planners to learn more about this area.
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Because Trafford also sits within the Greater Manchester devolved region, there is
crossover between what local authority areas provide and what is commissioned at a
Greater Manchester level. Part of this work is therefore to understand more clearly this

crossover.

We spoke to officers from the local authority who worked in a variety of areas related to
children and young people, including commissioners, Public Health, and the Trafford

Council Youth Engagement Team.

Following these meetings, we were able to obtain a better understanding of how the
digital space is playing a role in supporting young people. The Local Transformation Plan
annual refresh was shared with us, which provides an overview of CYP commissioned
mental health services (outlined in the background section of this report). We were also
able to get some user monitoring data for Kooth to better understand how this works in

the borough.

A mix of services are being commissioned for young people in Trafford. We also heard
about work to develop a site so young people and families can easily access a list of all
the support services available to them. These are discussed in more detail in the results

section of this report.

Additionally, we received an invitation from our meeting with Annie Fordham to attend an

upcoming young people’'s engagement and participation group.

Service Providers

From these meetings and conversations, we got a much more comprehensive picture of
the digital support offer for young people in Trafford. We were also provided with some
data from the SilverCloudN platform and 42" Street, which shows some of the outcomes

and uses of the services.
Details of these meetings can be found in the findings section of this report.
We spoke to:

42" Street

T SilverCloudN by AmwellN
1 SelfHelp GM

1 Place2Be

f

The Proud Trust

We also contacted Kooth, CAMHS, ChatHealth, and Bluesci, however, unfortunately we

were not able to get a response within the timescale of this project.
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VCFSE and Education
We met with Trafford Community Collective, an organisation representing voluntary
community, faith, and social enterprise groups in Trafford. They are involved in the Youth
Engagement Service at Sale Talkshop, meeting regularly face to face to discuss issues

relevant to young people.

We heard about ongoing work to engage young people by the CYP Mental Health Comms
and Engagement Task and Finish Group meeting, furthered by the Youth Engagement
Service. The group meets monthly with service leaders across Trafford to discuss ongoing

work.

We also met with the following organisations, to get more insight into the digital support

that they offer, and their perspectives on the move to digital.

 UA92
1 Trafford College

1 Counselling and Family Centre
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Findings
Ccommissioned services in Trafford

We met with Trafford Council to discuss commissioned services, and further meetings

with service providers and our own desk-based research consolidated this knowledge.

Kooth (www.kooth.com/)

Kooth is a mental health service commissioned at a Greater Manchester level which
supports young people aged 11-25. It provides peer support, self-help materials, and one-
to-one practitioner support. Content on the site consists of forums, articles, and short
exercises related to wellbeing. Users remain anonymous, the service is heavily moderated
and there is no referral required. There are no waiting lists as the support it offers is largely

self-managed.

There are waiting times which reset every day for one-to-one practitioner live chat
support; users join a chat queue and wait for a reply. Times can differ depending on how
busy the site is. Users typically receive a same-day response and are offered a one-hour
slot to speak directly to a practitioner. Anyone who has tried but been unable to reach a
practitioner that week is prioritised, and Kooth states that anyone not able to reach the
end of the queue is offered message support and signposted to relevant resources.
Messages can be sent directly to Kooth practitioners at any time and will be responded to
as soon as possible, though this could be the next day. We were provided with some Kooth
data from Trafford council, collected between 1 April 2022 and 31 March 2023 and have

summarised the most relevant statistics below:

Demographics

1 26% of users were aged 10-12, 46% were 13-16, 14% were 17-18 and 10% were 19-24.
1 35.2% of new users heard about Kooth from school, 7.9% from teachers and 7.7%
from college, with 57% overall having heard about Kooth in an education setting.
1 69% of users were white, 12% Asian or Asian British, 8% Mixed, 5% Black or Black
British and 5% other ethnic groups.
o Trafford 2021 census data? shows that of the under 15s population, 66.3%

are White, 17.6% Asian or Asian British, 8.96% Mixed ethnicity, 3.8% Black or

2 Trafford Data Lab Census 2021 https://www.trafforddatalab.io/census2021.html accessed August
2023
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Black British and 3.34% other ethnicity. Therefore, the Kooth demographics

are consistent with the general Trafford population of under 15s.

1 60% of users were female, 31% male, 8% nonbinary and 2% other.

o Interms of the sex of those under 14, 49% are female and 51% male, while
ages 14-64 are 51% female and 49% male. 0.41% of all Trafford residents
identified as trans or non-binary. There are also more female than male

users of Kooth, in contrast to the general population which is nearly evenly

split.
1 68% of logins were out of office hours (9am - 5pm).
Content

1 83% of overall content views were of forums, 12% of articles and 5% of mini
activities.

7 Articles — 36% of the total article views were by 13-16-year-olds, 46% by 13-16-
year-olds, 14% by 17-18-year-olds and 4% by 19-24-year-olds.

1 Forums — 44% of the total forum views were by 10-12-year-olds, 45% by 13-16-year-
olds, 8% by 17-18-year-olds, 2% by 19-24-year-olds and 1% by 25+ year-olds.

1 Mini-activities — 52% of the total mini-activity views were by 10-12-year-olds, 29%
by 13-16-year-olds, 13% by 17-18-year-olds, 6% by 19-24-year-olds and 1% by 25+
year-olds.

f 86% of users found the content helpful. However, different opinions between age
groups suggest different kinds of content are appropriate for different ages. There
is some consistency between the distribution of users and the distribution of views
by age group, however, the reasoning for this is unclear.

Outcomes

1 65% of users achieved at least one goal-based outcome — meaning that they
moved 3 or more points closer towards meeting a goal that they set for
themselves, which is considered a positive outcome.

T Of users that gave feedback on the homepage, 41% were visiting Kooth as they
wanted someone to talk to, 38% wanted to look around, and 19% had a specific
problem.

1 From feedback after a chat session, 82% would recommend Kooth counselling to a

friend, 76% felt understood and respected, 65% felt the session was right for them,
69% thought the person helping was a good fit, and 75% talked about something

important.

19



healthwatch

Trafford
1 85% thought Kooth was a useful support source and 91% got what they were

looking for.

Overall, Kooth appears to support a range of young people who commonly heard about
the service in an education setting and sought support outside of office hours. The
majority of users found Kooth useful, got what they were looking for, and would

recommend it.

Accessibility (www.kooth.com/accessibility):

Kooth is partially compliant with WCAG version 2.1 level AA*, which give standardised
recommendations for making web content accessible. For example, they offer 400%
zooming without text spill-over, keyboard navigation and compatibility with external
speech recognition software, and screen readers. Users can also request information in
alternate formats such as large print or audio recordings. Their accessibility statement

clearly describes the areas which are not fully accessible and why.

Kooth and Qwell are only available in English, however they state that “web browsers are
now able to do very good translation of web pages. Our web pages work well with web
browsers' translation features”?®. They also are not available in British Sign Language.
Kooth is written at a low reading age, which may help those who do not speak English as a

first language.

Safeguarding

Users are monitored on their psychological distress using the YP-CORE questionnaire after
each counselling session. This is used both to track the progress of each user and for
safeguarding purposes, so cases dare deemed as low to high risk. Though, since users are

anonymous the scope of this safeguarding is uncertain.

In high-risk situations, such as a user expressing that they are thinking of ending their life,
Kooth practitioners may send crisis numbers and ask for personal information — though
whether this information is provided is solely up to the user. Welfare messages are also
regularly sent to ensure the user’s safety, and a safety plan can be developed in

collaboration with the young person. It appears that despite the restrictions due to

24 \Web Content Accessibility Guidelines (WCAG) 2.1 (n 2)
> Accessibility-related Frequently Asked Questions (FAQ) from Kooth customers and Growth team

https://pfba.org.uk/wp-content/uploads/2021/11/ Accessibility-FAQs-from-Kooth-Customers-

Growth-team-1.pdf accessed August 2023
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anonymity in Kooth, the service takes many precautions to safeguard users and reduce

risk; the extent of this in practice cannot be concluded by us.

The SilverCloudN platform (gmsilvercloudhealth.com/signup/ and

www.iaptportal.co.uk/ServiceUser/SelfReferralForm.aspx?sd=65d3a4b5-2571-4f29-a388-
52128a93b209)

This service provides self-managed CBT via online therapeutic and psycho-education
programmes targeted at specific mental health difficulties. It is offered as an effective
alternative to face-to-face therapy. They also offer programmes for parents. It is

commissioned at a Greater Manchester level.

There are different SilverCloudN programmes for young people; the children and young
people’s programmes, aimed at ages 15-18, include Low Mood for Teens, Anxiety for Teens,
and Low Mood & Anxiety for Teens. There are also programmes for students: Anxiety,
Depression, Stress, Resilience, and Positive Body Image. All of these are adapted from the

adult programmes but tailored to young people.

Programmes consist of shorter modules including videos, written content, activities, and

interactive tools. The service is available on desktop, tablet, or smartphone.

There is also a generalised adult version of the service which is available to anyone living

in Greater Manchester (gm.silvercloudhealth.com/signup/). This service could be used by

young people without a referral if desired. We did experience some initial difficulty
establishing the correct link to access the service. There is one GM level link and another
through the local NHS system which requires a sign-up form. It is also possible to end up
on the commercial site for the platform through a web search for ‘Silvercloud’ which does

not reference Greater Manchester and cannot be used to access the service for free.

Each provider of children and young people’s services has their own route into the
SilverCloudN platform and its associated data. For example, 42 Street have their own

specific URL (www.42ndstreet.org.uk/support/read/silvercloud). The SilverCloudN

programmes that 42 Street offer are the same as the student programmes, despite their
services being available to anyone aged 13 or above. It is uncertain how appropriate these

programmes would be for a younger demographic.

We were also made aware that this service is available via Trafford Thrive in Education

and Trafford CAMHS.

Usage data from the SilvercloudN platform and Trafford Council helped us identify
different referral pathways to the service. We have summarised the most relevant

statistics below:
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Trafford CAMHS referrals (between 16" May 2022 and 16" August 2023)

5 invites were sent, and subsequently 3 accounts were created in February 2023.
2 accounts accessed space from low mood and anxiety (CYP), and 1 space from
anxiety (student).

The average number of logins per user was 1, with the average duration of logins
being 7 minutes.

There were no user satisfaction ratings completed.

Trafford Thrive in Education referrals (between 16 May 2022 and 16t August 2023)

il

55 invites were sent, but 34 accounts were activated, all of these between
November 2022 and July 2023.

The most popular programme was Supporting an Anxious Teen with 17 (50%) of
accounts. 11 (32%) accounts used Support an Anxious Child, 5 (15%) accounts used
Space from Anxiety (student) and 1 (3%) used Space from Anxiety (CYP).

The average number of logins per user was 3, with the average duration of logins
being 7 minutes.

There was 92% user satisfaction, with 92% of users agreeing or strongly agreeing
that the module was interesting, relevant, helpful, and helping to make progress (10

users completed this evaluation).

Parent self-referrals (between 1t March 2023 and 17*" August 2023)

=

In Greater Manchester, 547 accounts were activated, and 74 were still pending.
There were 41 accounts activated in Trafford.

Of the 41 Trafford accounts, 23 (56%) accessed the supporting an anxious child
programme and 18 (44%) accessed supporting an anxious teen.

The average number of logins per user was 3, with the average duration of logins
being 18 minutes.

There was 100% user satisfaction, with 100% of users agreeing or strongly agreeing
that the module was interesting, relevant, helpful, and helping to make progress (9

users completed this evaluation).

The maijority of the SilverCloudN platform usage in Trafford appears to be from parents,

accessing the anxious teens and anxious child programmes. We were told that the low

user numbers are expected due to the roll-out of the service still being in its infancy,

suggesting that the usage of platform should continue to increase over time.
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Accessibility (www.silvercloudhealth.com/uk/accessibility):

SilverCloudN programmes ensure that module content is available in different formats
including written transcripts and document versions of interactive tools. They stated that
they considered the WCAG version 2.1 level AA% during development. The site is

compatible with screen readers.

They do not offer support in other languages; they did have limited language support in
the past but discontinued this. They stated that this was because support messages from
practitioners are only in English, and users may be confused if the content is in one
language, but support messages are in English. Additionally, they had problems in the
past with users leaving journal entries in a language that practitioners were not able to

understand.

42nd Street (www.42ndstreet.org.uk/)

This charity works within Greater Manchester and is commissioned to provide support for

young people aged 13-25.

We met with 42" Street to learn more about the digital support they provide. We learned
that they established their online support offer in response to the COVID-19 pandemic.
Young people are assessed within 72 hours to identify the appropriate level of care from
the service, or are signposted elsewhere. Once accepted, a young person can use a text
talk service to speak to counsellors who manage communication over a 6—-12-week
period. There are online live meetings and in-person meetings where appropriate. We
were told that support is individually tailored, and sessions are flexible so each young
person can send and receive messages at times that are best for them. Young people
self-refer to access the service, and there is an average waiting time of 12 weeks. They
also offer weekly online drop-ins, which involve a 30-minute text-based session with a

counsellor and have no waiting times.

There is further information about waiting times on their website:

www.42ndstreet.org.uk/referrals/waiting-times/. This page lists the current waiting time

for online support as 1 week for a first assessment, and 6 weeks for support to begin
following this, which is different to the 12 weeks we heard about in our meeting. Regardless,
this is much lower than the 61-95 week wait times for their face-to-face support, and 63

week wait for CBT. Though the shorter wait times appear to be a significant advantage of

26 Web Content Accessibility Guidelines (WCAG) 2.1 (n 2)
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online support, we did question why the wait times were so much lower, and why young

people seem to favour in person support so much.

The service is not fully anonymous, as users dre required to provide some personal
information on sign-up in order to establish a therapeutic relationship and for
safeguarding purposes. In our meeting they indicated that young people experience a
disinhibition effect when receiving text-based counselling, despite the lack of anonymity.
This suggests that users are more likely to reveal personal information and be more
comfortable with opening up online, which would allow them to work on goals at a quicker
pace. However, we cannot confirm this for certain, or the extent to which it affects

outcomes.

We were told that some practitioners send text reminders the morning of weekly sessions.
If a user is not responding, practitioners can send positive text prompts to encourage

engagement, and can offer a re-referral if there is no response over a long period.
Key data from 427 Street:

1 95% satisfaction rates.
1 12% DNA (did not attend) rates.
f  72-81% young people showed an improvement in wellbeing on nationally

recognised clinical outcome measures.

Free SIM Card Scheme:

42" Street are partnered with the Good Things Foundation to tackle digital exclusion by
providing free SIM cards to any young person with low income. They offer between 6
months and 2 years of data, either through topping up the existing SIM or providing a new
SIM with the existing phone number transferred to it. Currently, anyone under 18 requires
consent from a parent or guardian to take part, however, we were told during our meeting

that 4279 Street are working to offer this to anyone aged 13-18 without parental permission.

Accessibility (www.silvercloudhealth.com/uk/accessibility):

The 42 Street site allows users to change font size, line height, letter spacing, background
and text colours. There are also reading bars, reading masks, and a monochrome option.
Currently these are not available on the text-based online support platform, but we were
told that adding this is a priority, alongside alternative text for images which would be

compatible with screen readers.
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There are no built-in translation options for online text-based support. We were told that
this is because automated translators do not capture nuances in language which are
important in therapeutic support, and details can easily be mistranslated. Through their
core service (which includes video support) they do offer third party translation and
though they hope to add this to their online service in the future, this would take a lot of

development efforts to be effective.

ChatHealth (chathealth.nhs.uk/ and chathealth.nhs.uk/start-a-chat/h/TraffordHVs/)

This service allows young people aged 11-16 and parents with under 5’s in Trafford to chat

Accessibility ( - -

_.to_. -
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