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Overview
This document explores some of the factors that can contribute to positive experiences of crisis care for young people and families. The image follows the journey of a young person and their family, illustrating how clear communication, timely support, and coordinated care can help them feel supported during a mental health crisis.

The experiences described in this document highlight a calm, well-coordinated crisis care pathway which offers clear communication and compassionate support centred on the young person and their family.
The Crisis Response
When a young person experienced a mental health crisis, they and their family had a few options to find support. They could:
· Call 999 for life threatening emergencies.
· Call 111 for non-emergency help and advice.
· Visit a crisis drop-in service.
First Response
The first professionals to respond could have included emergency services or other urgent support teams, such as a crisis drop-in service. Where appropriate, support could have been provided closer to home rather than in an emergency department. Professionals then helped to reduce immediate risks, de-escalate the situation, develop a safety plan, and support the young person and their family in a setting that felt most comfortable for them.
Support included:
· Combined expertise.
· Clear decision making.
· A safe environment.
· Active listening.
· Collaboration.
· A trauma-responsive approach.
After the Crisis 
After the young person received the support they need, the young person felt like they:
· Were listened to without judgement.
· Supported by a calm professional who was easy to talk to.
· Can cope a bit better.
· Have a plan to move forward.
The family thought everyone was helpful, professional, friendly, and patient. They were relieved that they are receiving some help.

Overall:
· There was support for the whole family.
· Referrals were made to services where a follow-up appointment will be offered.
· Decisions were made together, with the child’s voice at the centre.
