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Have your say’
Improving access to healthcare for young people

Background:

The Central PBC practices (Savillelida Group, Falcon Medical Group and Roseworth

Surgeryhave a Community Chest Futadspend on reviewing and improving current

servicesThey chose to allocate some of this fund to improving acteksalthcare for
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Central PBC practices, Streetwis@ goung people was recognisedalkeyingredientin

the success of the project.
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showing young people they are more than welcome and can expect a good service.

Young people were consulted in a number of ways:
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project. They have had input into:

1 Media resources specifically for young people registered with the Central PBC
practices i.e. service information leaflet and website.

1 Confidentiality statement for display in the Central PBC practices.

1 Displayed infamation in the Central PBC practices e.g. notices and local service
publicity.

1 The Central PBC practice environments e.g. waiting room.

1 Training for both clinical and administrative staff within the Central PBC practices.



1. Young People’s Survey 2010
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accessing the practices within a 2 week period were given the opportundgrtplete a
survey.Survey resultsvill be posted up in each practiogaiting room and ofine.

Keythemesrevealed by the surveys

1 Lack of knowledge about the rights of young people in healtheageright to attend

at least one appointment without parent or carer involvement.

Lack of knowledge about confidentiality and the limits of confidentiality.

Lack of knowledge about how to give feedback about experience of using practices.
Positive feelings about the welcoming and friendly nature of staff.

Positive feelings around the safety and suitability of the practices.
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The practices plan to repeat the surveys on an annual bdasslback, including the
LINI O G A OS Quill bjBavided wyyauBdgipEople in reports available both on site and
online.

These surveyesults informed the organisation of a consultation daghwoung people
focused on making improvements to current services to ensure improved access for young
people to healthcare.

2 . ‘“Have your say’ day

We held a consultation day with a group of young people. We chose to hold this during the
Easter break8.4.10)to enable more young people to attend. Young people were recruited
in several ways:

1 Posters were displayed in the Central PBC practices inviting young people to attend
the day.

1 An advert was sent out through th¥: involved¥olunteeringnewsletterto provide
opportunities for young people in the local community

1 Emalil invites were sent out through the Heath and Race Equality Forum (part of the
Healthy City Project)
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good mix of young people, with some registered at the Central PBC practices and others
interested in volunteering and future careers in healthcare. We were really pleased to have
such a vibrant and diverse group of young people, who worked togé&ttiéantly.
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Nicholson (Practice Manager, Saville Medical Group) and Debbie Grey (Central PBC Board)
represented the Central PBC group. They took part in discussions with the young people.
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Julian Given (Blue River Consulting) and Gary Williams (Left Hand Gang Graphic Design) led
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workshops with the young people around development of young person friendlyamedi
resources.

The main aims of the day were to explore the issues for young people accessing GP practices
and to involve young people in the design of young person friendly media resources for the
Central PBC practices including a confidentiality statem&absite and service information

leaflet specifically for young people. We planned for a strong focus on confidentiality as this
has been highlighted as a key barrier for young people accessing healthcare hence its
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t S2LJ) SQa 4§ ldupeIprBpdrtiom afespondents did not feel they had a clear

explanation of confidentiality and its limits.

At the beginning of the day the young people were asked to think about hyowuiag
person may feel when going to the doctors for the first time on their own. Key thoughts and
feelings included:

Positive feelings about being independent

Concerns about confidentiality

Fear of being judged anitreated like a kid
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able to express feelings etc.
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(a) Confidentiality statement

The young people werasked to think about what confidentiality means to them and to
come up with the key messages young peomedto hear. Feedback from the young
people suggested the following information need to be made clear:



1 Young people have a right to confidentiality and health professionals have a duty to
provide confidentiality.

1 Confidentiality means information is keptiyate and secure.

1 Confidentiality can be broken if young person is at risk of significant.narm

1 Medical reords should also remain confidential.

Notably, hie young people also had a discussion about the importaktustand

HonestyD They felt that an assurance of confidentiality would help young people to trust
their GP or nurse and therefore to be open and honest about their health issues, which in
turn would help the GP or nurse to ensure the best possible outcome for that yansgm

A lack of trust may lead the young person to withhold information which could help the GP
or nurse in their decision making around treatment optioAgain this confirmed the
important of clear and accessible information for young people aroundidentiality and

its limitations.

This information was then used to inform content for the confidentiality statement, website
and service information leaflet.

Sarah McTimoney (Streetwise) put together a draft confidentiality statement for display in

the Central PBC practices. The group were asked to discuss and amend the statement in
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for recommendations for the design of the confidentiality statement. They wanted it to be

at least A3 in size, and specified it mustidméd and bright to draw the attention of young

people in the practice waiting rooms. They liked the design of tHeviahg poster with a

memo style design:

The design for the confidentiality statement was then based around theipaoste
concept. One of the young people commented:
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(b) Website and service information leaflet

Julian Given (Blue River Consulting) and Sarah McTimoney (Streetwise) came up preliminary
websiteand leafletO2 y 1 Sy 1a o6 &SR 2y -8skeSsmenttoaRiN&thé St 02 Y S
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development of thee resourcesWe adapted the conterif the resourcesand planned to

generatethe overall design based dhe 3 NP dekeddack.

Key requirementsor the websitefrom the young people included:

1 Short, snappy bullet points rather thdengthy paragraphs

1 Less information so no information overload!

T CS6SNI WoAIQ ¢2NRa a2 PGa@ANSY28SSWERNRI & 8N
¢ sounds too scary and complicated, explanation alone is fine.

Highlight titles and key words/phraseshnold
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Introduce a simple, straight to the point page specifically for under 16s
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sense and is easy to understand

1 Use images, symbols and colda make the website lively and user friendly
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The young people also came up with the idea of a video on the homepage produced by
young people to introduce the websit&hisis something we would certainly consider in the
future development of the website.

We asked thgroupto have a think about the domain name for the website. We wanted
something fairly short and easy to rememb¥#/e opted to go fowww.gp4u.infoas
suggested by the young peopWe also asked the group to think about possible colour
schemes for the websit@elow are some of the ideas suggested by the young pedpke.
group recognised that the medrasources need to appeal to a diverse group and shared
the view that any resources should be fairly simple in design but bold and bright so they
appealed to the audience.



http://www.gp4u.info/
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The group told us about the websites they think are young pefsendly that they use
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and produced a collage to helbpe website designer process their ideas.

The website will be a work in progress and will continue to be developed as we continue to
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service publicity i.e. leafleind electronic screens in practice waiting rooms.
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website created from their input and received positive comments:

aThe website is bright & tmurful, and colours workvell together. Tie content is well

reasorable for the audence in mind as well as the size of tdig), bold to catch the

eyes of younger peoples because no is going to read a long dull lists that go on

forever.It is easy to readand the cartoon imagessimplebut that what you want,

something that catch the eyes than it turn to display the congent.6 a A OKI St = mM
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to use and it gives all the information there we ne€dlours work well and | like the

way thethe hovering text appears when you click on the buttons. I think it looks
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The groupalsospent some time working with Gary Williams (Left Hand Gang Graphic

Design) generating ideas for the seesinformation leaflet. They were shown a variety of

existing media resources (e.g. posters, websites, leaflets and flyers) and asked to select

those thatthey found most appealing. They picked out particular design features such as

fonts, colours and stg and created a mood board for the Graphic Designer to take back to

his studio.We also chose which resources to display in the practices based on the young
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Gary generated 2 different designs based on consoltatvith the young people on the day.
The young people were then given the opportunity to provide further feedback and select
the final design.

d love the coloursrothe second design. Blue andite look practical ad somehow

clean and doctoryisihe fontsarecoal 22 2dza G f A1S (GKS 2y Sa 49

(Charlotte, 12)
dit looked really good and young people will certainly pick gupo ¢ I yT Sy | =
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Overall the young people wanted the resources to BES bold and ' O © 6 NDhigiias &) Q Q
strong theme throughout the day!

Further consultation work...
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end of the session and we enthusiastic about staying involved in the project. They agreed
to be part of a mailing list where they could comment on drafts of the service infiomat
leaflet and website. Wepoke about the possibility of further group work and the group
requested to be kept updated on the project viarail. Some of the young people have
volunteered to go into the Central PBC practices to work with the staff further around
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improving accesof young people. Tanzena and Jaskiran visited Falcon Medical Group and

worked with the Practice Manager around improving the waiting room area. As a result
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frosting the windows.

The Central PBC group would like to thank everyone who has been involved in this
project. We hope the young people registered at our practices will feel welcome and
confident that they will receive a good service. We will continue to strive to improve our
services and appreciate any feedback from our patients...
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Many thanks to...
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The young people who took part with such enthusiasm and generated so many
creative ideasThankyou so much to you all

All the staff at the Central PBC Practices &sing awareness of the project and
encouraging young people to be involved.

David Nicholson (Practice Manager, Saville Medical Group) and Debbie Grey (Central
t./ . 2FNRO F2NIFGGSYRYKRIt BESSWKY BSU 2 2dAdKES &
ideas.

Allthe Practice Managers (David Nicholson, Saville Medical Group), Linda van
Zwanenberg (Roseworth Surgery) and Julian Saul (Falcon Medical Group) for their
input into the development of the day.

DipuAhadfrom the Health and Race Equality Forum (Health Ritject) fortaking

an interest in the project ancecruiting young peole to be involved

Julian GiveriBlue River Consultinghd Gary Williams (Left Hand Gang Graphic
Design¥or consulting with the young people about the development of a young
person friendly websitand service information leafldor the Central PBC practices
and taking their ideas forward



