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ABOUT YOUNGMINDS 

Having good mental health means much more than just the absence of mental illness. It is 
about physical and emotional well-being, about having the strength and capacity to live a full 
and creative life, and also the flexibility to deal with its ups and downs.  

Just over 10% of children and young people between the ages of 5 and 15 have a mental 
disorder. This is a moderate to severe problem that is unlikely to be remedied without 
professional help. In addition it is estimated that around 20% of children and young people 
have a mild to moderate mental health problem. Often these problems can be contained with 
help and support within the family, school or community before they become overwhelming.  

YoungMinds is the national charity committed to promoting and improving the mental health of 
all babies, children and young people.  

YoungMinds aims to achieve this through: 

• A wide range of publications for young people, parents and professionals covering issues 
affecting children’s mental health.  

• YoungMinds Magazine, a bi-monthly magazine for everyone who works with children and 
young people.  

• YoungMinds Consultancy and Training service, which supports the development of child 
and adolescent mental health services. 

• YoungMinds policy, information and research department, which undertakes research, 
and informs and advises policy-makers and the media on matters relating to children’s 
mental health. 

• YoungMinds’ website, which provides comprehensive information about mental health for 
young people, parents and professionals.  

• YoungMinds Parents Information Service. 

The following report examines how YoungMinds Parents Information Service provides support, 
information and advice and includes an evaluation of the service.  

To find out more about any of YoungMinds’ services, please visit www.youngminds.org.uk 

A GUIDE TO YOUNGMINDS PARENTS INFORMATION SERVICE 

What is the Parents Information Service? 
The Parents Information Service (PIS) is a free, confidential, independent national telephone 
helpline. Enquiries are also received by letter and email. The service provides information and 
professional advice to any adult concerned about the mental health or emotional well-being of 
a child or young person up to the age of 25.  

Many parents and carers are concerned about their children’s emotions and behaviour, and are 
unsure how to support them. Children and young people may be upset, withdrawn, angry or 
have problems at home or school. Parents themselves are often stressed by work, housing or 
relationship problems and may not know where to turn for advice to help their children.  

YoungMinds Parents Information Service was set up in 1993 to meet the needs of parents and 
carers in this situation. Parents have an opportunity to talk about their concerns and receive 
information and support from a helpline adviser. Professionals also use the service and receive 
information to help with the children, young people and families that they work with. 

The PIS provides a desperately needed service, bridging the gap between enquirers’ 
immediate needs and the shortage of mental health services for children and young people. 
When waiting lists are long or services not available, a telephone consultation making practical 
suggestions can be extremely effective in supporting parents and containing their emotional 
distress. 
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How does the service work? 
YoungMinds Parents Information Service operates at two levels: 

1 The first level is a frontline service run by five experienced members of staff. They receive 
calls, explore callers’ concerns and provide relevant information. This service is open for 
three hours a day on weekdays and on one evening a week, and also responds to letters 
and emails.  

The frontline team can give details of local or national child and family support services. 
Frontline advisers send appropriate written information to enquirers from a variety of 
sources, including YoungMinds’ own range of publications. Each information pack sent is 
specifically tailored to suit the individual caller and their needs. 

2 The second level is a callback service staffed by professional advisers, all of whom are 
qualified mental health practitioners. The team includes psychologists, social workers, 
family therapists, nurses, teachers and psychiatrists.  

The callback service is offered to callers whose situations are particularly complex or who 
need more time and expertise than the frontline service can provide. The frontline staff 
arrange a callback to the caller from a professional adviser, at a time convenient to the 
caller, which can be during the daytime, evening or weekend. The professional advisers 
normally offer a one-off consultation lasting up to 50 minutes on the telephone, giving 
callers the chance to think things through and make sense of what is happening. The aim is 
to help them find ways of managing their child’s difficulties and to become more confident 
in approaching, and making the best use of, existing statutory and voluntary agencies. On 
average 30% of callers to the helpline receive a callback. 

What kind of concerns do callers have? 
Parents and carers who contact the PIS often say they feel isolated, unsupported and 
confused, and they have a range of concerns about their children, from behavioural problems 
in young children to serious diagnosable mental health problems. As well as the problem 
callers first present, many underlying issues may emerge during the course of a call. Below are 
some examples of typical calls to the line, and the responses of the frontline and professional 
advisers. The following case studies are based on issues raised in actual calls but details have 
been changed so that the cases are not identifiable. 

 Case Study 1  

A step-father called about his step-son who was three and a half. The caller had been living 
with his step-son’s mother since the boy was two. The step-son saw his biological father every 
two weeks. He had always been “a handful”, had behavioural problems and had problems 
sleeping. A paediatrician had suggested he might have Attention Deficit Hyperactivity Disorder 
(ADHD) but he was not given medication as he was under six. The boy’s mother now had a 
new baby of 12 weeks and her son had not reacted well to this. He was particularly difficult 
when she was feeding the baby. His behaviour was getting worse and harder to handle. At 
pre-school he behaved better but he sometimes had big tantrums and in the past he had 
bullied other children. He was getting one-to-one help from a volunteer but did not have a 
statement of special educational needs. The caller wanted some advice on how to get more 
help for the family. 

Frontline response 

The frontline adviser sympathised with the caller and agreed that the situation sounded very 
difficult, particularly with the arrival of the new baby. Information was sent on ADHD, 
behavioural problems and general advice on parenting toddlers. A callback with a professional 
adviser was arranged for the caller and his wife to explore how to manage the situation. 

Consultation with professional adviser 

The adviser spoke to both the mother and step-father during the consultation. She also 
emphasised the importance of keeping the son’s biological father involved and passing on the 
advice to him too. 
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