
Client calls or emails HHP Wales Helpline

- HHP Wales Helpline review details
- HHP Wales Systems updated
- Unique Service Reference Number assigned 
to Client

- Helpline schedules an appointment for the Client with the 
appropriate Dr Advisor.

- This appointment and Client information is emailed to the 
Client and the Dr Advisor

HHP Wales Helpline emails Client and confirms 
- Recorded contact details 
- Service will be in contact within 1 working 

day

Client to confirm via read receipt Dr Advisor calls Client at designated appointment time
- Explains aims and scope of HHP Wales. 
- Data handling and confidentiality discussed
- If Advisor not able to contact Client. Further email sent to confirm 

service aims, signpost OOH/emergency and request Client contacts the 
Helpline

INITIAL DR ADVISOR CONTACT

Advisor triages client to: 
- Self-Help -
- Peer support -
- Therapies -
2.3.7

DR ADVISOR TRIAGE

HEIW Resources

NHS Practitioner Health 
Resources

Bibliotherapies

Silvercloud Self-help 

Silvercloud “Option 2” 
Virtual guided self-help

SELF-HELP

Client contacts emergency / OOH service

Where possible and appropriate Client 
to be signposted to HHP Wales services 

by OOH and emergency agencies 

1st Tier Dr Advisor cover - staffed 9am-5pm weekdays

1. Dr Advisor matches Client to Therapist with reference to 
matching criteria.

2. Dr Advisor to Therapist handover arranged by phone/virtual.
3. Email sent to Client to confirm Therapist matching and 

Therapist contact details

4. Client to contact Therapist to initiate appropriate therapies.

5. On contact therapist to arrange to see Client within 2 weeks

CLIENT / THERAPIST MATCHING

Advisor recommendation 
Therapist availability
Gender
Welsh language
Area of Client specialty
Not previously worked with client

MATCHING CRITERIA

CLIENT RESPONSE SERVICE RESPONSE

Evaluation – initial triage outcome

Initial and follow-up 
sessions with therapist

May become to Virtual 
CBT if felt required 

Therapist to confirm 
conclusion of  therapy 

with HHP Wales

GUIDED SELF-HELP

Provision of 8 virtual face 
to face CBT sessions 

arranged between the 
therapist and the Client

Therapist to confirm 
conclusion of  therapy 

with HHP Wales

The option to recontact the 
service for further support (if 

required) remains open

Apparent need for 
support escalation

Available to medical staff 
and medical students via 
established BMA service

HHP Wales services for 
other professions and 
healthcare students 

PEER SUPPORT

Client completes Online HHP Wales form

The option to recontact the 
service for further support (if 

required) remains open

Evaluation
Client evaluation
Peer Support Provider evaluation

Provision of virtual face 
to face sessions arranged 

between the therapist 
and the Client

Therapist to confirm 
conclusion of therapy 

with HHP Wales

Evaluation – Therapist and client evaluation

Staffed 9-5 weekdays by Senior Dr Advisors

Dr Advisors or Therapists to access for:
- Additional HHP Wales support and advice

2ND TIER SENIOR DR ADVISOR COVER

Psychiatric Intervention

Evaluation – Number of calls / online referrals
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INITIAL CONTACT  RESPONSE

Referral to Mental Health 
teams via GP (on advice 

of Dr Advisor or 
Psychiatrist)

Emergency referral direct 
to Mental Health Crisis 

Teams

Evaluation – Therapist and client evaluation

Evaluation – Therapist and client evaluation

Continuation of 
therapies or additional 

sign-posting by HHP

Staffed 9-5 weekdays by Psychiatrists

Dr Advisors & Senior Dr Advisors to access for:
- Additional HHP Wales support and advice
- Emergency Crisis Management

PSYCHIATRIST COVER

Continuation of 
therapies or additional 

sign-posting by HHP

Self-Referral or 
referral to GP 

Peer support availability
Gender
Welsh language
Area of Client specialty

MATCHING CRITERIA

VIRTUAL CBT VIRTUAL PTSD Therapies


