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Summary of the plenary given by Peter Bradley, Helpline Manager, Youth2Youth

 WHAT IS YOUTH2YOUTH?

Youth2Youth (Y2Y) is a unique helpline service.  The reason it is unique is that the helpline is run by young people for young people.

 Many young people find it difficult to talk to adults; some don’t trust adults and often young people feel adults just don’t understand.  Considering the difficulties some young people face when talking to adults there are very few opportunities to contact alternative services.  Here at Y2Y we provide that alternative.  Our helpline staff are all young people themselves who have been specially trained to help. 

The helpline is for any young person under the age of 19 years who feel they need emotional support.  Young people who are worried confused or just need to talk can contact our trained volunteers by telephone, email or on-line chat.  Whichever way they choose to contact Y2Y they can be assured that their call will be treated confidentially and a young person will be there to give them the support and help they need.

HISTORY

Y2Y began in 1997 when two organisations; Ealing Youth Counselling and Information Service, part of Ealing Youth Service and the mental health charity MIND in Ealing & Hounslow, came up with the concept of a telephone helpline run by young people for young people.  

After consultation with groups of young people in West London the project was able to produce aims, employ a Helpline Manager and recruit and train helpline staff.  The telephone helpline was launched in October 1997. 

Since its launch, Y2Y has grown from a local telephone helpline to a national helpline service. The original website, which was launched in 1998, introduced the concept of help via email and the new website launched in February 2002 offers an additional service of help through on-line chat.

The early growth of Y2Y was made possible by funding from a number of sources.  Trusts such as City Parochial Foundation, Bridge House Estates, Esmee Fairbairn Foundation, The Tudor Trust and Lloyds TSB all played a vital role in supporting us.  In 2001, the National Lottery agreed to fund Youth2Youth for three years, allowing further project developments.

WHO WORKS ON THE HELPLINE?

All of the helpline staff at Y2Y are between 16 and 21 years old. They are both male and female, from a diverse range of backgrounds, religions and cultures. Some go to school or university, others are unemployed or work – they are normal, everyday young people.  All of the helpline staff are volunteers who give up their spare time because they really believe that Youth2Youth can make a difference. 

The helpline staff have been trained in the necessary skills that they may need in order to help young people. They are all good at listening, understanding and have skills in helping young people to help themselves.  Although not counsellors, they provide a confidential, friendly, professional service.  If young person needs additional help, they can be offered information about other appropriate services to which they can refer themselves.

The Helpline Manager is a trained professional Counsellor and Youth Worker.  He is responsible for the overall co-ordination of the project in liaison with the Steering Group.  It is the Helpline Manager’s responsibility to train and supervise all of the staff on the helpline, ensuring the young volunteers are given support and supervision.  Volunteers are fully debriefed at the end of each telephone call or email. This helps to ensure the volunteers explore their own concerns and feelings before they leave the evening shift. 

Since 1999 Y2Y has employed an Outreach Worker who is responsible for the recruitment of volunteers and going into local Secondary Schools running workshops on emotional well-being.  The workshops can be incorporated into the school curriculum raising awareness around issues such as Mental Health.  Students also benefit by discussing coping strategies, possibly preventing them from problems in the future.

CALLS TO THE HELPLINE

Whatever the problem or concern the Y2Y volunteers are here to help.  All problems are answered with the same high standard of service.   All calls are treated as confidential and callers can remain anonymous.  A young person working at the Y2Y call centre will answer to problems with the caller’s best interests in mind.  They will listen, try to understand what it must be like for the caller, and try to help them come up with their own solutions to their problem.

Beth, a Y2Y volunteer writes about answering telephone calls

For Youth 2 Youth we trained in active listening skills which helps us to answer telephone calls and e-mails. We get a variety of calls ranging from relationship issues to serious mental health problems. When we are on the phone, we try to empathize with the caller in a caring way, and show them that we are listening carefully to what they say. Rather than give them any advice we just listen to them in the hope that this will be reassuring and make them feel less isolated. I usually try to encourage callers to ask themselves questions. I believe that when they think about their answers this helps them to make their thoughts clearer in their own mind.  It can be very difficult to have to put the phone down after talking to a caller for a long time. Not knowing what happens to that person can be frustrating. Although Youth2Youth can be challenging and occasionally even upsetting, it is very rewarding to feel that you have made a difference to how someone is feeling – sometimes you can even hear a change in the tone of the caller’s voice from negative to positive.  It’s really encouraging when people call or e-mail us back thanking us for our help and wanting to talk more it is reassuring that we are a worthwhile cause. After our shift we talk about the evening’s calls and emails with our supervisor, discussing what we thought we did well and what we could have handled better. In this way we learn from the other volunteers’ experiences as well as our own.


YOUTH2YOUTH IN THE LOCAL COMMUNITY

Y2Y works with the local community in a number of ways. All of the helpline staff  who volunteer to work for Y2Y are recruited from the local area.  This provides the community with large numbers of young people who have newly developed skills and a belief in helping others.  The skills the volunteers develop at Youth2Youth are a benefit to society, are transferable and can be used in school, university or work.  

For further information about Youth2Youth please contact: admin@youth2youth.co.uk

