Mental Health Crisis Support
Service User Handbook
Preventative Out-Of-Hours
Support Service

6pm—12am
7 days a week
The Links, 181-185 London Road, L3 8JG
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Introduction to the service
Funded by Liverpool City Council, The Liverpool Light is an outof-hours mental health crisis service, open from 6pm until 12am,
7 days a week. The service has
been set up to provide a safe
place for people experiencing a
mental health crisis to come and
begin their recovery. This space
will alleviate the demand on A&E
departments and offer a more
suitable environment to deescalate and recuperate.

We will also be able to refer into
our partner organisations if there
are any other issues such as
debt, risk of homelessness, benefits and welfare advice, domestic violence refuge, refugee support services, and substance
misuse services.

We are based in the heart of the
city situated on London Road and within close proximity of
RLUH and local police stations our service will be delivered from
our already existing Liverpool
Links base. Liverpool Links is just
a few doors up from the B&M
shop across the road from the
Lidl.
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About Us
Creative Support is a charitable organisation who promotes the independence, inclusion and wellbeing of people with care and support needs.
We do this by working with the people we support, their families,
and partner agencies to deliver innovative, high quality services that
meet individual needs and aspirations in a person-centred way.
Liverpool Services
Creative Support has been providing services in various ways
in the Liverpool region since 2010. This includes:


Supported living services (mental health and learning disability).



The Links café for people with learning disabilities and/or
mental health needs.



Housing and tenancy support to residents in North Liverpool who are at risk of homelessness.
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Contacting Us
The crisis service only operates between 6pm and 12am,
the Links is open of a day but
as a different service. If you are
in crisis during normal working
hours you should contact your
GP, crisis team, or A&E. If you
come to the Links during the
day you will be directed to A&E
until 6pm.

If you need to contact us in regards to a referral we have
made on your behalf or for a
general enquiry, you can send
us a message via our website.
Alternatively you can contact
the agency you have been referred to directly.
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Referring into the service
To use the service you must first either self-refer by completing a referral form and returning it to us, or by completing an online referral
via our website (www.liverpool-light.org.uk). If you are self-referring it
is very important that you answer all questions as fully as honestly as
you can. This will ensure that you get the best possible support.

Other agencies can also refer you into the service. This means that
they will complete the form on your behalf and send it over to us. Other agencies can include your GP, A&E, the police, a walk-in-centre,
support, or care services. A family member or friend could also refer
you in, or indeed vice-versa.
If your GP is referring you, you can ask the surgery to post it to us
(our address is on the front of this booklet) or scan and email it over
to us.
What happens next?
The receipt of your referral will be acknowledged either directly to you
or via the agency who referred you. Then, if you find yourself in crisis
due to your mental health, you can present yourself here straight
away to access our support service.
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Referring out of the service
After presenting at the Liverpool
Light it may be necessary to refer
you on to other services who can
advise and/or support you with
one or more issues that has triggered your mental health crisis.
This could be housing and tenancy support, substance misuse
services, health services, secondary mental health services,
debt and benefits advice… these
are just a few examples.
None of these referrals will be
completed without your consent.
Our staff will ensure that the
necessary paperwork is completed and sent over for you.

If you need to contact us in regards to a referral we have
made on your behalf to another
service, you can contact them
directly using the details on the
‘useful contacts’ page. If the
details are not featured then
you can email us and we will
follow the referral up and get
back to you as soon as we can.
However due to us being an out
-of-hours service, it is best to
contact them during the day.

Page 6

Safeguarding
Creative Support is committed to ensuring you remain safe and free
from harm at all times. We will not tolerate any of our staff treating
you in a way that is abusive or unfair. If we feel any person is treating you abusively we have a duty to report these concerns to the
local authority (careline). We take this responsibility very seriously.
Some examples of safeguarding concerns are as follows:
Physical

Such as hitting, slapping, rough handling, misuse
of medication, misuse of restraint.

Sexual

Making someone carry out a sexual act they have
not or cannot consent to.

Psychological

Such as threats or humiliation.

Financial

Such as theft of money / possessions, misuse of
benefits.

Neglect

Such as a carer not meeting a person’s care or
health needs.

Self-neglect

Such as neglecting personal hygiene and behaviour such as hoarding.

Discriminatory

Any form of abuse based on discrimination because of a persons race, gender, age, disability,
sexual orientation or other protected characteristic.

Organisational

Abuse or poor practice throughout an organisation.

Domestic

Including psychological, physical, sexual, financial,
emotional, and/or ‘honour’ based violence.

Modern Slavery

Including slavery, human trafficking, forced labour,
and domestic servitude.
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Complaints Procedure
Creative Support aims to provide excellent services which meet the
needs of our service users. In order to achieve this, we are constantly seeking feedback from service users, their families and other
agencies.
We are also grateful for suggestions as to how we may improve our
services and we view complaints positively as a means of identifying
and correcting any failings in the services we provide.
Basic Principles
 Complaints

will be dealt with promptly, courteously and efficiently.

 Complaints

will be dealt with openly and honestly.

 The

complaints procedure should be accessible, responsive, and
user friendly.

 All

staff will be given appropriate guidance and training in dealing
effectively with complaints.

 Every

effort will be made to achieve a satisfactory resolution of a
complaint.

 Where

a failing or error has occurred we will always apologise directly to the complainant and in writing and resolve the issue within
an agreed time-scale.

 Alternative

services will be offered when appropriate.

 Suggestions

will be acknowledged in writing, carefully considered
and whenever possible, put into practice.

Complaints can be made verbally, by letter, by email, or by completing a Complaints & Suggestions Form depending on your preference and communication needs. Any member of staff can support
you to do this.
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Confidentiality
Creative Support has confidentiality and
data protection policies in place which
we expect all of our staff to adhere to.
We will not share general information
about you with a third party without your
consent. We will only share the minimum information with third parties as
necessary to keep you safe. We also
adhere to Information Governance policy to insure no personal data is stored
inappropriately.
Get Involved — Be Involved
Creative Support publishes a monthly newsletter locally as well as
a national quarterly magazine, Creative Life, and we really love
having contributions from our clients. Whether it’s a poem or a
painting, an event or an article, or you just want to tell other users
across the region about your journey, your recovery, an activity
you have attended, or something you have achieved—let us know!
To get involved you can email
liverpool.links@creativesupport.org.uk.
Looking forward to hearing from you!
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The Links — In The Day!

Volunteering With Us

As well as hosting the Liverpool
Light service in the evenings we
also run a day service. During the
day the links is a members only
social inclusion centre for anyone
with a mental health, learning disability or ASD related need. We
run various activities as well as
the café, including arts and crafts,
cycling, social gatherings, table
tennis, pool and snooker. We are
also very open to suggestions. So
if you would like to join ask a support worker to fill in a membership
form with you.

Volunteering is a great way to develop new skills, meet new people and
gain confidence. Creative Support
have recently been awarded the Investing In Volunteers accreditation
for our commitment to volunteering
and our volunteers. If you would like
to apply for one of our voluntary positions please request a form from volunteer@creativesupport.co.uk or call
into the Links during our day service
hours. We could also develop a role
specifically for you and your skillset.
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Useful Contacts
Samaritans: 0151 708 8888
Citizens Advice (CAB): 0344 848 7700
Beacon Counselling Trust Gambling Support: 0151 321 1099
NHS Non-Emergency Out-Of-Hour’s Health Advice: 111
LGBT Foundation support: 0345 330 3030
Talk Liverpool Therapies for Depression & Anxiety: 0151 228 2300
SANE Mental health helpline: 0300 304 7000
MIND Mental Health Support: 0151 529 3247

ReThink Mental Health Advice: 0300 5000 927
Careline (adult) Safeguarding: 0151 233 3800
Careline (children) Safeguarding: 0151 233 3700
Bullybusters Victim Support: 0800 169 6928
Addaction Drug and Alcohol Service: 0151 702 0655
Genie in the Gutter Substance Misuse Service: 0151 703 9053
Healthwatch Health Advice: 0300 777 7007
Sahir House HIV Support & Information: 0151 237 3989
Housing Options Homeless Prevention: 0800 731 6844
RASA Sexual Violence Support: 0151 558 1801
Women’s Aid Domestic Violence Helpline: 0808 200 0247
Creative Support Head Office: 0161 236 0829

