
Overview 

The young people friendly quality criteria are designed to help commissioners and providers 
of services improve the suitability of services for young people.

Young people friendly provides good practise guidance based on local practice and 
evidence, of what has been found to improve experience and health outcomes for young 
people. Applying the criteria also helps effective use of NHS and public health and well-
being services. There are 8 themes, which focus on topics relevant to all services.

Summary of themes:

1. Access – This section outlines how to ensure that services are accessible to young 
people. This section links with section 2 – publicity.

2. Publicity – This theme highlights the importance of effective publicity in raising 
awareness of the services available and explaining the extent of confidentiality 
ensuring effective publicity enhances access.

3. Confidentiality and consent – The theme addresses confidentiality. Consent and 
safeguarding and how these are implemented by staff and understood by services 
users. This theme supports and is supported by local safeguarding arrangements.

4. Environment – This theme addresses the service provision. Environment and 
atmosphere, with the aim of ensuring that they are young people friendly (at the 
same time as being welcoming to all service users, regardless of age). The 
‘environment can contribute to ensuring confidentiality for service users.

5. Staff training, skills, attitudes and values – This theme addresses the training skills, 
attitudes and values that staff need to deliver young people friendly services and 
ensuring the needs of young people are met.

6. Joined – up working – This theme addresses some of the ways to ensure effective 
joined up delivery.

7. Monitoring and evaluation – This theme addresses the importance of young 
people’s involvement in service development, monitoring and evaluation.

8. Health and well-being needs for young people – This theme outline the health and 
well-being needs of young people as they go through the transition into adulthood. 

How to use this tool



This self-review tool can be used to assess how accessible a 
service is to young people. The tool can be used for a number of settings.

A self- assessor should work through questions in the tool. Each question consists of a 
statement and the assessor must determine how close their organisation comes to meeting 
that statement. The response to each 

- Not applicable

- Not yet started

- Getting there

- Meets You’re Welcome

Each question should have evidence provided to back up your answer. Publicity information, 
protocols and feedback from young people are all good examples of applicable evidence. 
This evidence should not be more than 200 woods. If you choose not applicable you must 
provide an explanation in the evidence box. If you choose not applicable this may need to 
be verified by an external assessor.

When you’ve completed all relevant questions, please forward to 
michelledavies@sthelens.gov.uk to achieve validation.

Note that you can change your answers to questions and review results as many times as 
you like. The first review is not final. You must, however have answered all necessary 
questions.

Section 1- Access

mailto:michelledavies@sthelens.gov.uk


1.1 Where there is a choice about service location, the service 
is accessible to young people by public transport

Notes

Most established services do not have a choice about location. This item aims to ensure 
that, within constraints, young people have the best possible access. Publicity can be in 
print, electronic or media formats.

Examples of evidence

Publicity materials – print or other media, evidence of publicity, building layout, feedback 
from young people.

Please enter details about your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
Service is accessible to young people by public transport or through outreach, but 
there is limited information for young people on how to access the service.

 MEETS YOU’RE WELCOME
Service is easily accessible to young people by public transport or outreach. Services 
located so that young people are comfortable accessing them.

Please provide no more than 200 words of evidence

1.2 Young people can use the service at times convenient to them where possible



Examples of Evidence

Publicity materials – print or other media/evidence of publicity, feedback from young 
people

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or as been varied
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
This service is limited in late afternoon/evenings or weekends.

 MEETS YOU’RE WELCOME
The service is accessible to young people outside school/collage ours and/or an 
outreach service is provided on or near the schools or collage
Arrangements are in place if there is a temporary closure.

Please provide no more than 200 words of evidence

1.3 Young people are routinely offered the opportunity to be seen on their own without the 
presence of a parent or carer.



Examples of Evidence

Service information and publicity materials – print or other media, views of young people.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet stated implementing this criterion.

 GETTING THERE

 MEETS YOU’RE WELCOME

Please provide no more than 200 words of evidence

1.4 Where required, arrangements are in place to enable young women with unplanned 
pregnancies to be seen immediately by another practitioner known not be have 
objections, to enable impartial discussion of options. Where any member of staff is 
ethically opposed to abortion, relevant professional guidance for those with 
conscientious objections applied.

Notes 

Relevant staff include reception staff, which need to be aware of protocols and refer young 
women to practitioners known not to have objections to abortion. These arrangements are 
explicitly publicised to young people through the service information and visible posters. 
Pathways are developed that include signposting to abortion services. Services can put not 
applicable for this and it can be discussed at the verification visit.



Examples of Evidence

Protocols, publicity information

Please enter details of your compliance with this criterion below

 NOT APPLICABLE 
This criterion is not applicable or has been varied
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
The service is aware and takes appropriate action if a member of staff is ethically 
opposed to abortion.
Young woman with an unplanned pregnancy are seen by a practitioner who is not 
opposed to abortion, to enable an impartial discussion of options.
There are not any formal protocols in place to ensure that this happens.

 MEETS YOU’RE WELCOME
The service has protocols to ensure that the relevant guidance to any member of 
staff who is ethically opposed to abortion.
Protocols ensure that young women with unplanned pregnancies are seen 
immediately by a practitioner known not to have objections to enable impartial 
discussion of options and referral for abortion care if appropriate.
All staff, including receptionists are aware of protocols and applies them when 
making an appointment.

Please provide no more than 200 words of evidence



1.5 Services are provided to marginalised and socially excluded 
young people. If specialist services are required, young people are referred. Examples may 
include.

 Unaccompanied asylum seekers who are minors

 Looked-after children and care leavers

 Teenagers living in neighbourhoods where there are high levels of teenage 
pregnancy and evidence of health inequalities

 Young people from black and minority ethnic communities

 Young people with any form of disability and/or sensory impairment

 Lesbian, gay, bisexual and trans-gendered young people

 Teenage parents

 Young people with long term health needs

Notes

All services are equally open and welcoming to girls and boys/young men and women.

Examples of Evidence

Statistical monitoring, evaluation and young people’s feedback.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
services are provided to some marginalised young people.

 MEETS YOU’RE WELCOME
Services are provided to marginalised young people.
If specialist services are required, young people are referred.



Please provide no more than 200 words of evidence

Section 2-Publicity

2.1 The service provides information in variety of languages and formats including leaflets 
for young people explaining:

 What the service offers

 How to access the service

 What will happen when they access the service 

 How the service is linked to other services

 How to access other services and get appropriate onward referral

 How to make comments, compliments or complaints about the service

 Who else has access to any information that the young person shares with the 
service

 Circumstances under which information may be disclosed or shared

The content and style of the leaflets is appropriate for young people

Notes

It is good practice to ensure that young people have had input into the development of the 
publicity materials (either through the service or as part of development of resources by 
other resources)

Examples of Evidence

Publicity/publicity materials – print or other media, views of young people

Please enter details of your compliance with this criterion below 



 NOT APPLICABLE 
This criterion is not applicable or has been varied
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
there are leaflets/publicity materials for young people with all of the information 
described above, but copies are not always available.
Content/style appropriate for some young people (e.g. 11 year olds) but not the 
wider age range.

 MEETS YOU’RE WELCOME
The services provides leaflets/publicity materials for young people with information 
as described above. Leaflets/publicity materials are always available.
The content and style of leaflets/publicity materials are appropriate for 11-10 age 
range or there is more than one leaflet/publicity item available.

Please provide no more than 200 words of evidence

2.2 In accordance with Disability Discrimination Act 2005: 

 Service publicity material is available in forms that can be easily understood by 
young people with learning disabilities.

 The service will provide information for people with physical disabilities or sensory 
impairments in an appropriate format.

Notes

See Disability Discrimination Act 2005

Examples of Evidence



Publicity/publicity materials – print or other media, views of 
young people with learning or physical disability/sensory impairment.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
Some publicity materials are available for young people with learning or physical 
disabilities or sensory impairment, but they are not accordance with the DDA 2005.

 MEETS YOU’RE WELCOME
Service publicity material can be made available in forms that can be easily 
understood by young people with learning disabilities and can be provided in 
appropriate formats for young people with physical disabilities/sensory impairments.

Please provide no more than 200 words of evidence

2.3 Service publicity material is available in languages that are used by local community of 
young people.

Notes
A local assessment will tell you if resources are required in community languages. The 
language of choice may be English. Information (e.g. a multi-language poster) about 
Language Line may be helpful. PCTs have an important leading role to play; assessing needs 
and providing appropriate resources.

Examples of Evidence



Publicity/publicity materials – print or other media, views of 
young people whose first language is not English.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
Some resources are produced for young people in community languages, but this is 
inconsistent and not based on need.

 MEETS YOU’RE WELCOME
Where there is a need, service publicity material is available in languages used by 
local young people or arrangements are in place with the PCT to ensure availability.
There is information about language support services for health appointments.

Please provide no more than 200 words of evidence

2.4 Service publicity material makes clear the following:

 Young people’s entitlement to a confidential service, including any limitations to 
confidentiality with regard to safeguard legislation.

 There are routine opportunities for young people to attend a consultation on their 
own without the involvement of a parent of carer.

Examples of Evidence

Evidence of publicity/publicity materials – print or other media, views of young people.



Please enter details of your compliance with this criterion 
below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you

 NOT YET STARTED
we have not yet started implementing this criterion.

 GETTING THERE
Confidentiality is addressed in service publicity materials but they neglect to describe 
all elements (entitlement, limitations and opportunities to attend on their own)

 MEETS YOU’RE WELCOME
Service publicity material makes clear: 
- Young peoples entitlements to a confidential service, including any limitations (e.g. 
child protection).
- That there are opportunities for young people to attend a consultation on their 
own.

Please provide no more than 200 words of evidence

2.5 All information provided by the service is kept accurate and up-to-date. The service 
provides information about other local services for young people, in accordance with 
current DH guidance.

Notes

Information provided by the service is updated at least annually or to reflect significant 
changes of service details.

Examples of Evidence



Evidence of publicity/publicity materials – print or other media, 
views of young people.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
Information is updated every second year but is not entirely accurate.

 MEETS YOU’RE WELCOME
All information provided by the service is accurate and is updated annually or to 
reflect significant services changes. Mechanisms are in place to ensure that 
information is accurate.

Please provide no more than 200 words of evidence

Section 3- Confidentiality and consent

3.1 There is written policy on confidentiality and includes a clear protocol for the 
Safeguarding concerns and possible breaches of confidentiality. All staff are familiar with the 
services confidentiality policy. Processes are in place to ensure regular review of consent 
and confidentiality policies. The policy supports how staff will work with parents and carers 
where appropriate whilst respecting the confidentiality of the young people.



Notes

Guidance includes:

 Working together to safeguard children (HM government 2015)

Review of confidentiality and consent protocols to be undertaken at least annually. 

Examples of Evidence
Written policy, staff training records, audit/review records.

Please note: This criterion is mandatory your rating must be “MEETS YOU’RE WELCOME” or 
you will not be accredited.

Please enter details of your compliance with this criterion below 

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
There is confidentiality and consent procedures and protocols in place and staff are 
familiar with these.
These are not regularly audited or acted upon.
Fraser/Gillick competence is understood by some appropriate staff and assessment 
is a routine part of practice.

 MEETS YOU’RE WELCOME
There are written confidentiality and consent policy/protocols in line with DH 
guidance and they specifically mention young people.
Staff are aware of protocols
There are (at least) annual audits of confidentiality and consent procedures and 
necessary actions is undertaken. Fraser/Gillick competence is understood by 
appropriate staff and assessment is a routine part of practise.



Please provide no more than 200 words of evidence

3.2 Members of staff routinely receive inter-disciplinary training on the issues of 
confidentiality and consent and issues pertaining to seeing young people without a 
parent/carer present. Inter-disciplinary training is undertaken in line with local safeguarding 
children arrangements to ensure that approaches to safeguarding are in line with Working 
Together to Safeguard Children (WTtSC).

Notes
The aim of this training is to reach a shared understanding of young people’s entitlement to 
confidentiality, and the practical applications of this in situations where different staff are 
working together to safeguard vulnerable, children and young people. It is important that 
training is according to local WTtSC arrangements. The local safeguarding board have an 
important role to play here in co-ordinating/providing advice on training.

Examples of Evidence
Confidentiality policy, shared protocols, staff training records.

Please note: This criterion is mandatory your rating must be “MEETS YOU’RE WELCOME” in 
order to submit your audit.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE 
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
Some staff has received inter-disciplinary training on confidentiality/consent/seeing 
young people on their own.
Protocols are in place, but they are not shared protocols.



Training is in line with WTtSC, but is not delivered 
through the Safeguarding Children Board.

 MEETS YOU’RE WELCOME
All appropriate staff receive inter-disciplinary training on 
confidentiality/consent/seeing young people on their own.
Inter-disciplinary training is undertaken with local Safeguarding Children Boards.
Approaches are in line with WTtSC.

Please provide no more than 200 words of evidence

3.3 Confidentiality and consent policies are made explicit to young people and parents or 
carers supported by appropriate publicity materials. The information makes clear young 
people’s entitlement to confidentiality and any limitations to confidentiality with regard to 
safeguarding.

Notes
This section refers to information on confidentiality that is available. It is helpful to test 
information to ensure that it is clear and accessible to young people. Posters may also be 
displayed in waiting rooms and every consultation room and space.

Examples of Evidence

Information sharing protocols, information displayed reports of mechanisms such as 
mystery shopper.

Please note: this criterion is mandatory your rating must be “MEETS YOU’RE WELCOME” 

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied



 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
Confidentiality, competence and consent policies are not made explicit to young 
people and parents or carers.
There is some information on display, but it does not cover all areas of 
confidentiality, competence and consent, a young person’s right to confidentiality, 
and possible limitations.

 MEETS YOU’RE WELCOME
Confidentiality, competence and consent policies are made explicit to young people 
and parents or carers: 
Information is freely available making clear: 
- A young person’s right to confidentiality
- Any limitations on confidentiality with regard to child protection.

Please provide no more than 200 words of evidence

3.4 All staff routinely explains the confidentiality policy to young people and to their parents 
or carers in order to enable them to understand young people’s right to confidentiality. The 
service routinely explains to young people that they have the opportunity to attend a 
consultation without the involvement of a parent of carer.

Notes
This section refers to verbal explanations and support on confidentiality. Parents are only 
involved with the young person’s consent.

Examples of Evidence
Staff guidelines, information resources

Please note: This criterion is mandatory your rating must be “MEETS YOU’RE WELCOME” in 
order to submit your audit.



Please enter details of your compliance with this criterion 
below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
Staff tell young people and their parents/carers about the service’s confidentiality 
policy and a young person’s right to attend a consultation without parent’s/carers, 
but there is no protocol in place to ensure this happens.

 MEETS YOU’RE WELCOME
All appropriate staff routinely explain the confidentiality policy to young people/their 
parents or carers to enable them to understand young people’s rights to 
confidentiality.

Please provide no more than 200 words of evidence

Section 4- Environment



4.1 The service is delivered in a safe, suitable and young people 
friendly environment. Young people are not asked any potentially sensitive questions where 
they may be overheard for example in the reception, waiting areas.

All appropriate staff working or volunteering as part of the service have clear Criminal 
Records Bureau (CRB) checks if appropriate to their role and have undertaken child 
protection training. A safe environment includes psychological and physical safety.
It may be helpful to have a line on the floor at reception behind which a queue forms, in 
order to enhance privacy.

Examples of Evidence
Staff training, reports of mechanisms such as mystery shopper, publicity materials, young 
people’s views, patient survey.

Please note: This criterion is mandatory your rating must be “MEETS YOU’RE WELCOME” in 
order to submit your audit.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
Attempts are made to create a safe environment: 
- Standard guidelines on safety are adhered to, including CRB checks, and all 
appropriate staff are CRB checked prior to working in the service.
- Staff including receptionists, are trained confidentiality and are sensitive to young 
people’s needs, but are not always sensitive to young people’s privacy and 
confidentiality needs.

 MEETS YOU’RE WELCOME
Systematic arrangements are in place to ensure that care is delivered in a safe 
environment:
- Standard guidelines on safety are adhered to, including CRB checks, with all 
appropriate staff CRB checked prior to working in the service.
- All appropriate staff, including receptionists are training in confidentiality.



- Arrangements are in place to protect young people’s 
privacy and confidentiality.

Please provide no more than 200 words of evidence

4.2 The reception waiting areas are accessible and young people friendly, comfortable and 
welcoming. 

Examples of Evidence
Publicity materials, reading materials, staff training, reports from mechanisms such as 
mystery shopper.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
Some attempts have been made to make the waiting area welcoming and young 
people friendly.
Attention has been given to layout and appropriate reading materials are available 
for young people, although these are not kept up-to-date.
Publicity materials are not used to promote the service environment as welcoming 
to young people

 MEETS YOU’RE WELCOME
Waiting areas are young people friendly clean, comfortable and welcoming.
There is publicity on display and reading materials for young people that are check 
and refreshed every couple of months to ensure that they are up-to-date.



Please provide no more than 200 words of evidence.

4.3 All staff routinely explain who they are and what they/the service can and cannot 
provide to help young people. The service considers the physical and cognitive ability of the 
young people.

Notes
Staff make appropriate written materials available during discussions.

Example of Evidence
Views of young people, service information materials.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
Staff routinely explain who they are.
Staff sometimes explain what they and the service can and cannot do for young 
people.



 MEETS YOU’RE WELCOME
Staff routinely explain who they are.
Staff routinely explain what they and the service can and cannot do for young 
people.
Please provide no more than 200 words of evidence

Section 5 -Staff training, skills, attitude and values

5.1 All staff who are likely to come into contact with young people receives appropriate 
training on understanding, engaging and communicating with young people promoting 
attitudes and values. All staff receives appropriate training in equality and human rights 
issues for them to be able to engage with confidence with a range of young people.

Examples of Evidence
Staff training records, training guides, reports of mechanisms such as mystery shopper, 
young people’s views.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why his section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
Some appropriate staff including some reception staff (but not all who come in 
contact with young people have received basic training on: 
- Communicating early with young people



- Promoting young people friendly attitudes/values
- Meeting standards established in the current NHS knowledge and Skills Framework
- Working to current DH guidance on confidentiality, consent and seeing young 
people on their own.

 MEETS YOU’RE WELCOME
All appropriate staff who come in contact with young people, including reception 
staff, have received basic training on:
- Communicating easily with young people
- Promoting young people friendly attitudes/values
- Meeting standards established in the current NHS Knowledge and Skills Framework
- Working to current DH guidance on confidentiality, consent and seeing young 
people on their own.

Please provide no more than 200 words of evidence

5.2 Appropriate staff members received training, supervision and relevant appraisal to 
ensure that they are competent to:



 Discuss necessary and relevant health and well-being 
issues with young people and understand the health needs of young people in the 
context of people’s lives and relationships

 Work with parents/carers/family and friends where appropriate in culturally 
appropriate ways

 Make appropriate referrals when necessary

 Manage sensitive and/or difficult consultations

 Support young in making their own informed choices

Examples of Evidence
Staff training records, training guides, appraisal records.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you

 NOT YET STARTED
We have not yet started implemented this criterion.

 GETTING THERE
Some appropriate staff have received training and have appraisals to ensure that 
they are competent to:
- Discuss necessary/relevant health issues
- Make appropriate referrals
- Manage difficult consultations
Appraisal does not regularly deal with this area.

 MEETS YOU’RE WELCOME
All appropriate staff have received training and have regular appraisals to ensure 
that they are competent to: 
- Discuss necessary/relevant health issues with young people
- Make appropriate referrals when necessary 
- Manage difficult consultations
This area is dealt with as a part of regular appraisal



Please provide no more than 200 words of evidence

5.3 Appropriate appraisal, supervision and support are offered to staff that provide services 
for young people.

Notes
Supervision can contribute to assessing whether staff are supporting achievement of You’re 
Welcome and whether the principles of You’re Welcome are part of the individual’s ethos.

Examples of Evidence
Service protocols, supervision record.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
Senior managers offer ad hoc supervision to staff providing one-to-one support to 
young people, but formal measure are not in place for staff to access this 
support/supervision and ensure that it occurs.

 MEETS YOU’RE WELCOME
Measures are in place to ensure that staff providing one-to-one support to young 
people received supervision and support. For example team meeting, supervisors 
open-door policy, one-to-one sessions, and regular appraisals tat take into account 
their role in relation to young people.



Please provide no more than 200 words of evidence

Section 6- Joined Up Working

6.1 Where possible, other relevant services for young people are co-located within the 
service. Where this is not the case, the service provides information about other local 
services for young people. All staff are familiar with local service provision and 
arrangements for referral.

Notes
This could include sexual health, contraceptive services, youth support services and possibly 
children’s care services, particularly ‘Leaving Care’ teams.

Examples of evidence
Signposting/publicity materials, referral protocols.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
Is selected please include evidence as to why this section does not apply to you.

 NOT YET STARTED
We have not yet stated implementing this criterion

 GETTING THERE
Services for young people are co-located within the service.
If this is not possible, the service provides information about other local services.
Staff are aware of services, but no referral arrangements are in place.

 MEETS YOU’RE WELCOME
wherever possible, other services for young people are co-located within the service.
If this is not possible, the service provides information about other local services.



All appropriate staff are familiar with local service 
provision; arrangements are in place for referral.

Please provide no more than 200 words of evidence

6.2 Information about the service is provided to other relevant organisations and to key 
professionals working with young people.

Notes
‘Key Professionals’ include the range of service providers who work with young people. 
Information is regularly updated (e.g. annually, or as service changed occur)

Examples of Evidence
Mailing lists, meeting minutes, protocols.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.

 GETTING THERE
We have not yet started implementing this criterion.

 GETTING THERE
Services for young people are co-located within the service
If this is not possible; the service provides information about other local services.
Staff are aware of services, but no referral arrangements are in place.

 MEETS YOU’RE WELCOME
Wherever possible, other services for young people are co-located within the 
service.
If this is not possible, the service provides information about other local services.
All appropriate staff are familiar with local service provision, arrangements are in 
place for refer.



Please provide no more than 200 words of evidence

Section 7- Monitoring, evaluation and involvement

7.1 Young people are routinely consulted in relation to current services and relevant new 
developments, and they are included in satisfaction surveys. Processes are in place to 
ensure that young people’s views are included in governance service design development.

Notes
Local authorities CCG’S + NHS have an important role to play here in co-ordinating young 
people’s involvements across areas in line with Hear by Right. A range of approaches can be 
taken, including surveys, focus groups, client questionnaires, discussions in schools, etc., 
Appropriate links are made with local youth support service staff that are supporting the 
participation of young people. It may be helpful to make use of local youth parliaments, 
patient and public involvement forums and schools councils. See the National Youth 
Agency’s Hear by Right website (http://hbr.nya.org.uk/) for examples of approaches to 
involving young people.

Examples of Evidence
Consultation reports/action plans.

Please enter details of your compliance with this criterion below

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you

 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
This Service regularly consults with young people in relation to current service 
provision and any new developments, and they are included in patient satisfaction 
surveys.

http://hbr.nya.org.uk/


Processes are in place to ensure that information 
collected from young people is included in survey results and considered in 
development plans.

 MEETS YOU’RE WELCOME
The service systematically consults with young people in relation to current service 
provision and any new developments, and they are included in survey results and 
considered in development plans.
As appropriate, young people are made aware of consultation outcomes and invited 
to participate in developments.

Please provide no more than 200 words of evidence

7.2 The service invites and encourages all users of the service to give their opinions of the 
service offered and whether it met their needs, these are rewarded and acted on as 
appropriate.

Notes
This may include a suggestions or comments box with pen and paper in the waiting area, 
and online feedbacks. It is important that procedures are clear and openly displayed. It is 
helpful to have a young people friend complains procedure.

Examples of Evidence
Policy for collecting and responding to client feed, relevant examples, complains procedure 
publicity.

Please note: This criterions is mandatory and your rating must be “MEETS YOU’RE 
WELCOME” or you will not be accredited

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you.



 NOT YET STARTED
We have not yet started implementing this criterion.

 GETTING THERE
The service has some mechanisms in place to allow clients to give their options of 
the service offered and whether it meets their needs (e.g. suggestion box or online 
feedback).
Comments are not regularly reviews or acted upon where appropriate.

 MEETS YOU’RE WELCOME
The service has systematic arrangements for clients – and prospective clients – to 
give their options of the service comments are regularly reviewed and acted upon as 
appropriate.

Please provide no more than 200 words of evidence

7.3 Young people are routinely involved in reviewing local service provision

Notes
This includes annual or ad hoc surveys where some or all of You’re Welcome is included. 
Where available, the service is part of monitoring and evaluation schemes, including 
mystery shopping, window shopping, patient panel etc. It is important that the service has 
actively sought feedback from young people and can demonstrate that it regularly provides 
information about comments and has made changes as a result of the feedback, in line with 
young people’s suggestions, where appropriate. All appropriate staff need to know about 
and understand procedures.

Examples of Evidence
Survey reports, mystery shopper reports, reports of young people’s patient panels.

Please enter details of your compliance with this criterion below.

 NOT APPLICABLE
This criterion is not applicable or has been varied.
If selected please include evidence as to why this section does not apply to you



 NOT YET STARTED
We have not yet started implementing this criterion

 GETTING THERE
There is some involvement of young people in monitoring the service against the 
You’re Welcome quality criteria.

 MEETS YOU’RE WELCOME
Young people are systematically involved in monitoring the service against You’re 
Welcome quality criteria, for example mystery shopper reports or young people 
patient panels.

Please provide no more than 200 words of evidence

Section 8 - Health and wellbeing issues for young people 

8.1 As appropriate, consultations routinely promote healthy lifestyles including: 

 Smoking cessation

 Healthy eating and weight management 

 Alcohol misuse 

 Long term health needs

 Substance misuse 

 Mental health or emotional health and psychological wellbeing concerns 

 Sexual and reproductive health 

Examples of evidence

Support materials, publicity materials.

Please enter details of your compliance with this criterion below 



 NOT APPLICABLE 

This criterion is not applicable or has been varied 
If selected please include evidence as to why this section does not apply to you.

 NOT STARTED YET 

We have not started implementing this criterion 

 GETTING THERE 

The service provides – as appropriate – a limited range of information on common 
health concerns experienced by young people ( e.g. smoking, contraception and 
sexual health, drugs and alcohol) 
The service provides some information on local specialist services and relevant 
national websites/helplines.
The service has limited information for parents/carers. 

 MEETS YOU’RE WELCOME 

The service systematically takes all appropriate opportunities to deliver key health 
promotion of concern to young people, which may encompass topics not directly 
related to the delivered service and those above.

Parents/ carers are provided with relevant information about health issues that 
concern young people generally and are supported to discuss these with their 
children.  

Please provide no more than 200 words of evidence 



8.2 - Staff / services ensure the needs of the young people are met by referring /signposting 
to the relevant services; 

Example evidence:

Information for young people services, such as TAZ, YPDATT, Health Lining, referral 
to services. 

 NOT APPLICABLE 

This criterion is not applicable or has been varied 
If selected please include evidence as to why this section does not apply to you.

 NOT STARTED YET 

We have not started implementing this criterion 

 GETTING THERE 

Emotional well-being and mental health support is not available on-site, but there 
are clear pathways in place to refer to other agencies providing these services.
A clear referral pathway is in place for young people with identified emotional well-
being and mental health concerns. 

 MEETS YOU’RE WELCOME 

Emotional well-being and mental health support is available to young people on-site. 
A clear referral pathway is in pace or young people with identified psychological well-being 
and mental health concerns.
The pathway includes specialised CAMHS input where appropriate. 



 Please provide no more than 200 words of evidence 

 Review current results 

Before reviewing your results, please ensure you’ve answered all questions relevant to your 
organisation. Every organisation must complete the mandatory questions in themes one to 
eight. 

Finally send the completed document to michelledavies@sthelens.gov.uk 


