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Background 

Leeds has seen recent, big changes to sexual health services in the city. The new integrated sexual 

health service was launched in Leeds in July 2015. The new service replaced former CASH clinics, the 

Centre for Sexual Health (GUM) clinic and most importantly for young people, Citywise young 

people’s CASH clinic. A new website for education, signposting and online appointment booking was 

also launched, replacing the former version of www.leedssexualhealth.com.  

Leeds still has other dedicated sexual health services available to young people (under 25s), to 

increase their access to contraception and STI testing in the community. These services are also 

advertised on the website:  

 38 enhanced sexual health pharmacies - trained pharmacists provide free emergency 

contraception, pregnancy tests and chlamydia/gonorrhoea tests. 

 80+ 3 in 1/C-Card sites - trained workers offer free condoms, pregnancy testing and 

chlamydia/gonorrhoea testing, support and advice.  

The 2016 Young People’s Sexual Health Services Mystery Shopping exercise was part of a wider piece 

of work to assess public opinions of sexual health services across the city, in light of such significant 

change. The Mystery Shopping element of the project concentrated on young peoples’ views and 

experiences of services that are specifically targeted at young people. It also assessed whether the 

services available to all ages are accessible and welcoming to those under 25.  

The findings of this exercise and those of the wider project will be used to make improvements to 

sexual health services in the city and enable areas of good practice to be shared and replicated, 

ensuring that all services are young people friendly. 

A total of 12 mystery shops and 5 telephone enquiries took place over 14 services in August 2016. 
The services shopped were located across Leeds and included Leeds Sexual Health clinics, GP 
surgeries, Enhanced Sexual Health Pharmacies, 3 in 1 sites (C-Card, pregnancy testing and Chlamydia 
testing) and C-Card pick up sites. 
 

Project Aims 

The project ultimately aimed to answer these questions: 

 Are services clearly and accurately advertised and promoted to young people? 

 Are young people clear on how to find the most appropriate service for their needs? 

 Are young people made to feel welcome and supported? 

 Are young people provided with a discreet and confidential service? 

 Are trained staff following guidelines and quality standards for best practice? 

 What are services doing well and what could be improved? 

 

 

http://www.leedssexualhealth.com/
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Volunteer training 

The recruitment, training and support of volunteer young people was led by Health Improvement 

Specialists from the Sexual Health Team.  6 young women were recruited, but unfortunately no 

young men could attend. All the young people recruited had previously done volunteering with 

Youth Watch, so had experience in feeding back their views and taking part in training. The 

volunteers received a thank you gift of a shopping voucher for taking part in the project and were 

reimbursed for their travel expenses. 

Although the group of volunteers did not represent all young people in Leeds, their training included 

thinking about what all young people would ideally want from a sexual health service and reflecting 

on what particular barriers or worries some young people may face.  The training took place over 5 

hours, with the aims of: 

 Raising the volunteers’ awareness of sexual health services and schemes in the city, 

including what is expected at an “ideal” visit. 

 Giving the young people the knowledge, skills and confidence to carry out mystery shopping 

assessments within their locality. 

 Supporting the young people to identify strengths of services and potential areas for 

improvement. 

The volunteers were introduced to the criteria by which they were to assess each service. They were 

given information on the processes and quality standards that staff should meet through during an 

ideal consultation or interaction (a checklist was provided – see Appendix 1). They were also given a 

feedback form, with questions prompting them to reflect on key areas of practice (see Appendix 2).  

Each volunteer was assigned a number of services to visit and call, generally close to where they live 

or could easily get public transport to. They were given a list of set queries to make with prompts for 

key questions or common requests (see Appendix 3). Volunteers were not expected to ask for or 

pick up treatment they did not need and were not asked to act or invent scenarios. 

 

Findings 

The volunteers met the following week after visiting and calling the services they were allocated. 

The group shared their findings and thoughts verbally as well as sharing their written forms from 

each visit. Below are the comments and views grouped under the main questions that the exercise 

sought to answer.  Services visited have not been named to protect anonymity in this report, 

however, each service visited has received an individual breakdown of strengths and areas for 

improvement and been given an opportunity to respond. 

 

Are services clearly and accurately advertised and promoted to young people? Are young 

people clear on how to find the most appropriate service for their needs? 

Strengths/areas of good practice 

 8 of the 10 services visited were “easy to find”. 

 All volunteers used the www.leedssexualhealth.com website to find maps/directions to the 

services they were looking for. When asked to review the website, the volunteers felt that it 

http://www.leedssexualhealth.com/
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was very clear, understandable and easy to navigate with lots of useful information.  They 

felt that the symbols used on the service finder clarify what is offered at each service. 

 All except one service visited or called was open as advertised on the site. 

 3 of the 5 calls made to services were well rated by the volunteers – staff answering were 

able to give the young people the information they needed and direct them to the 

appropriate service. 

 

Areas for Improvement 

 Two of the services were rated as very difficult to find: 

 One third sector service is located in first floor premises, but the volunteers struggled to find 

the entrance doorway. The leedssexualhealth.com website was helpful in directing the 

young people to the right area of the city, but they were unable to find their way in, despite 

asking local businesses and using other internet mapping services. 

 The other service is in the community, based in a building owned by Leeds City Council. The 

volunteer reported “The service wasn’t easy to find. I couldn’t find it. It was meant to be 

open [on the website] but when I went it looked closed. The windows looked boarded up 

from the inside and there was no open door. I rang the number on the leedssexualhealth.com 

website, but it isn’t correct” 

 One volunteer struggled to find the service she wanted using the website service finder – 

not realising that the site’s default setting is to only show services that are currently open. 

This can be changed by un-ticking a check box, but she did not notice this.  

 A volunteer attempted to call the number shown on the website to get through to a service. 

There was no answer after two attempts and no answer machine. 

Service Responses/Actions taken 

 The service with first floor premises flagged that the mapping function on the website 

should more accurately pinpoint their service and that photos of their entrance door should 

be included on their service information on the site. The map coordinates have now been 

changed and photos added. The service are also purchasing a sandwich-style board to stand 

up outside the entrance to highlight their premises. 

 The 3 in 1 site using Council buildings responded to acknowledge the issues with their 

premises. They are limited in the venues available to them and are not responsible for the 

upkeep of these buildings, however, the Service and young people have asked for 

improvements to be made and are working with local councillors to do so.  

 The leedssexualhealth.com default settings have been changed, so that when looking at the 

service finder, all services available are displayed – rather than hiding those that are not 

open at that time. There is an option to hide services currently closed instead. 

 All relevant service information on the website has been updated, to ensure the opening 

hours and contact details are accurate. Staff have been given logins so they can update their 

own information when necessary. 

 

Are young people made to feel welcome and supported?  Are young people provided with 

a discreet and confidential service? 

Strengths/areas of good practice  
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 At 6 out of the 8 services where the volunteers were actually seen, the staff were rated as 

welcoming and friendly.  

 The volunteers felt most comfortable when staff took steps to protect their confidentiality – 

at two services they were taken to a confidential consultation room. In other services where 

the initial request had to be made at a reception desk or public area, the volunteers 

highlighted where staff had made positive steps to protect confidentiality and be discreet: 

 “Although it was slightly awkward having to ask in quite a public place, the staff member picked up 

on signs that I wanted to talk in private and lowered her voice when I did.” 

 “I did feel a bit uncomfortable because someone else walked into the reception area but there was a 

sign at the desk saying to respect the person talking to the receptionist” 

“The receptionist was discreet about handing over the paper bag of condoms and C-Card to me.” 
 

Areas for Improvement 

 The volunteers highlighted that in some services they did not feel comfortable to ask for 

help or that their confidentiality would be compromised because of the lack of privacy in the 

reception area. The volunteers reported fear and anxiety that other people would see or 

hear why they were there: 

 “A request for help has to be made at the counter area, in front of a queue of people. I found this 

uncomfortable and it put me off asking any other questions.”  

 “My friend sat at the back of the waiting area and could hear the whole conversation.” 

 Some services took steps to protect confidentiality, but need to take further action to 

improve practice to ensure that consultations remain private:  

“The worker didn’t close the door in the consultation room and someone walked in.” 

“I was taken to a private area to do the consultation, but this was a room behind the reception. 
Confidentiality was not explained to me.” 
 
“I felt a bit uncomfortable signing in, because then anyone else coming in would know I’ve been.” 
 
“The receptionist didn’t want to sign me up for C-Card because she felt uncomfortable, as she hadn’t 
done one for a long time. She asked someone else to do it – so all workers were notified that I was 
there for a C-Card.” 
 

 In other services, volunteers expressed that they felt uncomfortable and put off asking 

further questions by staff attitudes, behaviour and body language. When young people pick 

up on a staff member’s discomfort or perceived disapproval/disinterest, this impacts on how 

welcome they feel and how comfortable they are to ask questions: 

 “The staff member…seemed uncomfortable to talk” 

 “It did not feel comfortable and I was not asked any personal questions.” 
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“She was friendly at first but then after telling her what I was wanting she seemed grumpy and as 

though she wanted to get it over and done with. She had very grumpy body language as she sighed 

when she got up to get the condoms from the cupboard and threw them into the paper bag.” 

“I just felt really disappointed as it wasn’t very welcoming and private at all.” 

 

Are trained staff following guidelines and quality standards for best practice? 

Strengths/Areas of good practice 
 

 The volunteers were briefed on the staff training that services have been given on best 
practise and procedures, so were looking for key behaviours/actions. C-Card sites and 
pharmacies that were well rated showed that they were following these procedures: 

 
“I was offered a selection of condoms to choose from that were not pre-bagged.” 
 
“Got all the information I asked for and was signposted to the Merrion Leeds Sexual Health Clinic for 
other help and advice.” 
 
“The member of staff followed instructions to ensure she completed the consultation correctly, 
asking to see the C-Card and review date and offering a selection of condoms and lubricant that were 
not pre-bagged.” 
 
Areas for Improvement 

 
 Other services fell short of expectations, as basic procedures were not followed. In some 

cases, this suggested that staff were not trained and should have passed the young person 
on to an appropriate worker or signposted them elsewhere. This led to the young people 
receiving an inadequate or poor service and having their confidentiality breached, with no 
safeguarding or welfare checks being done: 

 
“Everything was asked at reception and I was handed a C-Card after just giving my postcode, age and 
whether I wanted contraception today” 
 

“Worker just handed me a C-Card from desk with pre-packaged condoms, with no review date 
sticker.” 

 
 

 In other cases, comments suggest that C-Card refresher training is needed as a reminder of 
some aspects of the service – particularly where staff do not issue C-Cards on a regular basis. 
For example, C-Card review dates were not mentioned at any of the mystery shopping 
consultations. 

 On four occasions, the young people were not given a choice of condom products and on 
two occasions were not offered lubricant. 

 Another volunteer asked if she could have a condom demonstration during her C-Card 
registration, as it wasn’t offered. She wasn’t asked to repeat it back. 

 Opportunities were missed for letting young people know of other sexual health services, 
particular STI testing services. 
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Service Responses/Action Taken 

At two of the services where concerns were raised about levels of staff training on procedures and 

quality standards for 3 in 1, managers subsequently requested refresher training for their staff. This 

training has taken place, reiterating what young people should receive when registering for a C-Card 

or picking up condoms, in terms of confidentiality and range of products offered.  

A decision has been taken to only offer C-Card pick up at certain sites to ensure that young people 

registering always get seen by someone with the training and time to do it properly, which at the 

moment cannot be guaranteed. 

One manager requested to meet the volunteers in person after seeing the feedback. One volunteer 

was able to do this and voiced her opinions on the timings of the young people only clinic. The 

manager is considering changing the opening times to ensure the clinic is more accessible to those 

travelling after school/college. 

 

What are services doing well and what could be improved? 

The Mystery Shopping exercise has highlighted that in many cases, taking simple, low cost or no cost 

steps will ensure services are welcoming to young people and provide them with a discreet 

experience, with as little discomfort or embarrassment as possible. Some services are already 

getting this right – with pharmacies faring very well in this exercise. Others have work to do – either 

via staff training and encouraging the commitment to quality standards and expected behaviours, or 

via ensuring that service information and promotion is clear and accurate. In some cases, this work 

has already started and managers have pledged to make appropriate changes. In summary, the best 

rated services: 

 Ensure service information on the website and other settings is clear, accurate and updated 

regularly. They use maps and photos to reduce ambiguity, so young people know what to 

expect and where to go. 

 Take steps to protect confidentiality and be as discreet as possible: e.g. use private 

consultation rooms, think about locations/layout of reception areas (e.g. use screens, use 

non-verbal methods for triage – such as pointing to a menu of options) use lowered voices. 

 Are friendly, welcoming and enthusiastic. If staff are uncomfortable or unhappy about 

providing sexual health services, services need to consider if they are the right people to do 

so.  

 Keep up with training and best practice through refreshers. Use written guidance if it helps 

with remembering processes. If staff are rusty or lacking in confidence, support is available.  
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Appendix 1 – checklist of qualities of good services 

All good services should be: 

 Easy to find/well signposted 

 Open when advertised on www.leedssexualhealth.com  

 Confidentiality poster on display 

 Confidentiality explained 

 Friendly, helpful, knowledgeable staff who are not embarrassed 

 Have a discreet or private area for asking questions  

 Be able to signpost to other services for help 

 Have leaflets/information to read or take away 

What makes a good 3 in 1/C-Card site? 

 Private consultation room 

 Discussion/chat about what help you need 

 Condom demo when registering for C-Card, with chance to repeat it back 

 Ask to see your C-Card if just collecting condoms 

 Chat about relationships, talking to parents/carers, sexual health 

 Offer a choice of products (including lube), not pre-bagged and explanation of how 

they work if needed 

 Talk about C-Card review dates 

 Tell you what other services they offer 

What makes a good Sexual Health Pharmacy? 

 Private consultation room 

 All staff understand what services are available 

 Pharmacist available when advertised 

 Discussion/chat about what help you need 

 Tell you what other services they offer 

What makes a good Sexual Health Clinic visit? 

 Private/discreet discussion with receptionist 

 Explanation about how long you may have to wait 

 Discussion/chat about what help you need 

 Tell you what other services they offer 

 Explanation of how to use Medivend machine 

 Signposting to local services 

 

 

http://www.leedssexualhealth.com/
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Appendix 2 – Feedback forms 

 
Mystery Shopping Feedback 

 
 
 
 
 
 
 
 

 
Colour the stars in based on: 

Poor =           

OK =           

Good, but could be better =       

Very Good, met all expectations =       

Excellent, above and beyond expectations =        
 

General questions for all services 
 
1. How easy was the service to find?  

     
 
 
 
2. Was the service open at the times advertised on the LSH.com website? 

      
 

 
 
3. Did you find the staff welcoming and friendly? 

     
  

 
 

 

  

   

    

     

     

     

     

Name of shopper:  

 

Type of Service: C-Card Pickup   

     3in1   

           Pharmacy    

     LSH 

Name of service visited:  

Date visited: 

Time visited:  
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4. Did you feel able to ask for the service you wanted?  

      
 

 
 
 
 
 
Questions for C-Card Pick Up  
 
5. Did the worker ask to see your C-Card? 

     
 
 

 
6. Were you offered a range of condoms to pick from? 

     
 
 

 
7. Were the condoms pre-bagged? (you didn’t choose them)  

     
 
 

 
 

8. Were you offered lubricant?  

     
 
 
 
9. Did they mention anything about a review date? 

     
 
 

 
 
Questions for 3in1 /C-Card Registration  
  
10. Did you have a 1-1 session with a worker in a confidential place? 
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11.  Did they ask you a range of questions about you and your life? 

      
 
 
 

 
 

12.  If you had a 1-1 with a worker, was confidentiality and the reasons why a 
worker might break confidentiality explained to you?  

     
 

 
 
13. Did they do a condom demonstration?  

     
 
 
 
14.  Did you have to complete the demonstration back to them?  

     
 
 
 
15. Did they tell you about the other services they provide such as pregnancy 

testing, Chlamydia kits?  

     
 
 
 
 

General comments 
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Telephone feedback 

 
 
 
 
 
 
 
 

 
Colour the stars in based on: 

Poor =           

OK =           

Good, but could be better =       

Very Good, met all expectations =       

Excellent, above and beyond expectations =        
 

General questions for all services 
 
5. Did somebody answer the phone? 

     
 
 
 
6. Did you find the staff welcoming and friendly 

      
 

  
 
 
7. Did you feel able to ask for the service you wanted?  

      
 
 
 

 

 

  

   

    

     

     

     

     

Name of shopper:  

Pharmacy    

LSH 

Name of service phoned:  

Date phoned: 

Time phoned:  
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Questions for Enhanced Sexual Health Pharmacy (Research opening times 
before you ring them).  
 
4. Was a pharmacist available to give emergency contraception for free at the 
times advertised on LSH.com? 

  
 
 
5. Was a member of staff available to give a pregnancy test for free at the times 
advertised on LSH.com 

 
 

 
6. Was a member of staff available to do a Chlamydia test for free at the times 
advertised on LSH.com 
 

 
 

 
 
7. If No, were the staff able to tell you were the nearest available site was?  
 
 
 
 
Questions for Leeds Sexual Health appointment line  
 
8. Were you able to get an appointment for STI testing within 48 hours (2 days) 

 
 
 
 
9.If Yes, please state which clinic this was available at? 
 
 
 
 
10.  If No, where was the next available appointment and where?  
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11. When enquiring about emergency contraception and the quickest way to be 
seen what was the response?   

 
 
 
 
12. When enquiring about where to get a Chlamydia testing kit (you have no 

symptoms) what was their response?   
 
 

General comments 
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Appendix 3 – prompts for volunteers 

Mystery Shopping Visit Scenarios: 

C-Card - Registration 

 Say you are interested in registering for a C-Card 

 If mystery shopping a Leeds Sexual Health Clinic, ask about using Medivend machine 

 Talk about your own relationships OR say you are just interested in getting signed up to be 

prepared 

C-Card Pick up (you need your own C-Card to do this) 

 Say you want to pick up some condoms using your C-Card 

 Ask where your nearest 3 in 1 site is – can they tell you? 

Emergency Contraception at a Sexual Health Pharmacy 

 Ask about how much it costs to buy emergency contraception for a friend 

 

Telephone/Internet Scenarios: 

Sexual Health Pharmacies 

 Look on www.leedssexualhealth.com first to check what time a pharmacy should be 

open/offering sexual health services 

 Ring to ask whether you can check they are offering free emergency contraception OR 

pregnancy testing OR chlamydia/gonorrhoea testing today 

 If not, could they tell you where else you could go?  

Leeds Sexual Health Clinics 

a. Ring the appointment line and ask for an appointment for an STI test. When is the next 

appointment and which clinic is it at? 

 

b. Ring the appointment line to ask about emergency contraception and what the quickest way 

to get it is – when/where can they offer you an appointment or a drop in clinic? 

 

c. Ring the appointment line to ask how you can get a chlamydia test (you do not have any 

symptoms if they ask). See what information they give you about where to go/how to get a 

test. 

 

http://www.leedssexualhealth.com/

