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Emergent themes 

 
Treatment 

 
Communication and Information 

 
Service User Experience 

 
Staff Attitudes 

 

 
THEME: TREATMENT 

 
Participants reported three main categories in the Treatment theme: 
Medication, Care and Delays. 

 
 
General Comments 

 
There was a wide range of general comments regarding treatment from written 

information given regarding care, medication and treatment being “very good 
and easy to understand” to the wait for treatment being “very difficult and 

confusing”. 
 
Suggestions were made that someone should be responsible for risk assessment 

when the service is first approached.  Concern was expressed that risks to 
people are sometimes ignored. 

 
It was commented that wait for care and treatment should be easier with a 
participant saying “My mother was persistent in getting me into services; need 

to be made easier as I was at real risk”. 
 

Respondents commented on the nature of their treatment with one service user 
saying that he was offered “Just Medication – Taken to Ashburton Road and then 
the Bethlem”. Other participants said that they were offered vocational O.T. 

(Occupational Therapy) support, access to a psychologist and to speech therapy; 
“Medication, occupational support from and O.T. and psychotherapy” and 

”Medication and recently offered speech therapy.  The speech therapy is very 
important my speech issues cause me a lot of distress”. 
 

A participant said that he/she had learnt a lot about himself/herself and their 
behaviour during treatment.   

 
One service user said that he/she received “very much so” the right treatment. 

 
No respondents reported major omissions in their care and treatment. 
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Medication 
 

Participants raised the fact that there were issues with medication side effects 
such as “bloating”, drowsiness and that it “dampened my head and thoughts”. It 

was acknowledged though that some of the doctors listened to issues with 
regard to medication and changed it if possible.  One participant commented 
that the worst thing of the experience was “having to take medication”. 

 
A few respondents reported problems with taking medication; one respondent 

commenting “Left alone I don’t take my medication” and another saying “I don’t 
want to take my medication or come here and I only do so to please my Dad”. 
 

One respondent stated that he/she had received good information about 
medication and talking therapies.  

 
A service user commented that the worst part of the experience was the 
medication. 

 
Care 

 
With regard to a care plan most participants commented that they had one but 

three respondents stated that they developed their own, “I made my own care 
plan”.  One participant was unsure if he/she had received a care plan and 
another seemed a little vague about it commenting “I have a copy somewhere”.  

One service user responded “My care plan focus(es) on getting me both 
physically and mentally fit”. 

 
One respondent stated that the most helpful thing about the care from the 
service was his/her care co-ordinator, “Having a care co-ordinator who helps you 

to be the person I was before the illness”. 
 

Spirituality came up as being important both in a general sense and also with 
one respondent saying “I have developed my own care pathway through my 
faith community”. 

 
Delays 

 
A wide range of waiting times for treatment was reported by the participants.  
These varied from a wait of 2 – 3 weeks to even 2 years in one case. 

 
Waits were considered to be “difficult and confusing”. 

 
 

THEME:  COMMUNICATION AND INFORMATION 

 
The participants reported 2 main categories:  Best Practice and Lack of 

Communication. 
 

 
Best Practice 
 

Most service users responded positively and said that they understood the care 
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and treatment that they were offered.  Some participants stated that they had a 
lot of input in their care and treatment; “I have a say in everything that happens 

with my care co-ordinator”, “I was able to make a valuable contribution” and “I 
knew about everything that they were doing for me.  This helped to give me 

confidence and hope”. 
 
Participants commented about being kept informed “I get copies of letters and 

care plan and it is all explained”, “My CPN explained it to me”, “At the Bethlem I 
was given information about my Section – all other info and correspondence was 

sent to my mother”. 
 
Respondents commented positively about their care co-ordinators keeping them 

informed and enabling them to have a say; “I enjoy talking to people and so I 
enjoy my talk with my care co-ordinator”. 

 
Some respondents commented that they were given a lot of information about 
local resources, local groups and other activities including a free gym and free 

swimming classes. 
 

 
Lack of communication 

 
Participants were asked about what written communication they were given 
about their care to which one service user said “I wasn't given anything” and 

another commented there was some information given but it appeared to be out 
of date. 

 
Respondents also seemed unclear about the plan and time frame for treatment 
commenting “Now unclear further along” and “I was told I would be coming here 

for 6 months.  It has been much longer.  They discussed this when I came but 
they don’t talk about this now”. 

 
 

THEME:  SERVICE USER EXPERIENCE 
 
The service user experience seemed to be varied.  The participants were asked 

what the worst thing that they had experienced was.  Two service users 
responded with the symptoms “the distressing symptoms” another stated 

“knowing that there is a lot of people out there suffering”.  
 
One respondent seemed to be quite confused about their whole experience, 

stating “I don't have mental health issues- I don't understand why I have to 
attend here and I only come because they will send me to the Bethlem”. 

 
 

THEME: STAFF ATTITUDES 

 
Overall the service users reported they had a positive experience with staff 
attitudes; “I was reassured staff were listening to me”.   When asked if the staff 
cared for them service users responded with “very much so, staff really listen to 

me”, “very much the team listened to me”. One participant commented “From 
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some people there was good empathy even though they no lived experience”.  
Another service user commented that “The good relationship I have with my key 

worker” had been one of the most helpful things. 
 

With regard to the service as a whole one respondent stated that “I felt the 
service provided was helping me” and another that the most helpful thing had 
been “Support from the Bethlem and team.  Change of environment”.   

 
Further feedback showed that service users thought it was important that they 

were treated with dignity and respect.  One service user commented “it was 
important to be treated as a human being” and another said “treat service users 
with sensitivity and humanity”. 

 

 

 
 


