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Dear  

Request for Information: Freedom of Information Act 

Thank you for your email of 14th November, making a request for information under the 

Freedom of Information Act.  You requested the following information and the Trust is able to 

provide the information below in response:   

Request:  

FOI request – information on mental health helplines 

·       Do you have a crisis/intensive mental health telephone helpline(s)?  (this is a line run by 

the Trust, for patients to call if they are in a mental health crisis, to access help and support) – 

please include details for all lines your Trust operates if there is more than one. 

  

If yes, 

·       What hours is the crisis helpline in operation? (e.g. is it 24/7) 

·       Are patients able to call the helpline(s) directly? 

·       How much does the mental health crisis helpline cost to run per year? 

·       What are the staffing costs for the helpline per year? 

·       What size is the population that your helpline covers? 

·       How many calls does your helpline receive each year? 

·       Which members of staff operate the phone line (please include staffing levels and staff 

qualifications to cover all times for which the helpline operates, including details of whether 



this differs at different times of day/on weekends/on public holidays – e.g. from 9 to 5 on 

weekdays, two registered nurses and an unregistered member of staff run the helpline. At 

evenings, weekends and on bank holidays, one registered nurse and one unregistered 

member of staff run the helpline). 

·       If staff who are not registered as nurses or doctors ever work on the helpline, have they 

received any risk assessment training for this role? If so, please include details of any such 

training that they have received. 

·       Do patient’s GP’s receive an update if their patient calls your crisis/intensive helpline? If 

so, what level of information do they receive? (e.g. are they informed a call has been made, 

are they given details about the content of the call) 

Response: 

The Trust do not operate a separate crisis helpline, and hold no information in relation to your 

request as a result.  As an element of care planning and individual car plans patients, and 

carers and relatives, are provided with crisis and emergency contact details.  

If you are unhappy with the service you have received in relation to your request and wish to 

make a complaint or request a review of our decision, you should write to me and I will ensure 

the decision is reviewed.  The Trust will consider undertaking a review if requested to do so 

within 40 working days of the date the response is received by the applicant, and will apply 

discretion if a longer period of time has passed. 

Should you wish to make a complaint as a result of the outcome of such a review, you may 

apply directly to the Information Commissioner's Office (ICO) for a decision. 

Generally, the ICO cannot make a decision unless you have exhausted the complaints 

procedure provided by the Trust for FoI Act matters. 

The ICO can be contacted at:  

The Information Commissioner's Office, Wycliffe House, Water Lane, Wilmslow, Cheshire SK9 

5AF 

Please contact me if there are any further queries. 

 

Kind regards, 

 

Yours sincerely, 

Mark Underwood 

Head of Information Governance 



 

 


