
YOUTH ENHANCED SERVICE  
CASE STUDY
Each
Healthy North Coast PHN region (from Port Macquarie to Tweed Heads)

INTRODUCTION
The Youth Enhanced Service (YES) provides mental health supports 
for young people and their families aged 8-18 who experience 
complex and severe mental health issues. It operates out of 3 hub 
locations across the north coast of New South Wales (NSW), including 
Port Macquarie, Coffs Harbour and Byron Bay. The team consists of a 
multi-disciplinary team (MDT) of peer workers and mental health staff 
who work in a client-centred, family-inclusive and trauma-informed 
manner to reduce experiences of mental ill-health. The length of 
care is reviewed between the young person, their key supports and 
their treating clinician and is measured by treatment goals and the 
reduction in symptoms of severe mental health problems.
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challenges 
Operational difficulties
Outreach and home visits, while valuable, 
contribute to significant travel time, with clinicians 
sometimes spending up to three hours commuting 
each way due to the vast geographical spread. 
Limited access to vehicles further complicates 
service delivery, with only one vehicle shared 
among three to four staff members.

Staffing challenges
Staffing the central Hub has been difficult 
due to the demands of outreach, though 
this issue is expected to improve with 
upcoming staffing increases.The team has 
worked hard to integrate clinical governance 
and risk mitigation strategies however this 
requires ongoing review/development to 
enhance service efficiency and safety. 

Limited medication management and psychiatry
The service facilitates medication reviews with 
GPs, and the consultant psychiatrist who can 
provide diagnostic clarity, assessment and 
treatment planning. However, YES does not 
coordinate ongoing medication management, 
which can be a barrier for some young people 
requiring more comprehensive pharmacological 
oversight. Psychiatry support is limited to 7 
hours per week and available only via telehealth, 
restricting direct client access. 

successes 
Comprehensive and flexible
The service operates Monday to Friday, 10am-6pm. 
It offers telehealth and text-based counselling, as 
well as community outreach, ensuring accessibility 
for individuals who may struggle to attend in-person 
appointments. The ability to engage with clinicians 
across various settings, such as schools, headspace, 
and other youth services, enhances continuity of care. 
When necessary, clinicians also conduct home visits, 
demonstrating a strong commitment to meeting 
young people where they feel most comfortable. 

Stepped care model
The service is built upon a stepped care model, 
providing structured referral pathways between 
headspace, YES and CAMHS. The team’s commitment 
to solution-focused, action-oriented discussions in 
Stepped care coordination meetings helps ensure 
seamless consumer journeys and trauma-informed 
handovers between services.

Multidisciplinary team
With a multidisciplinary team that includes mental 
health clinicians, peer workers, child clinicians, and 
family therapists, the service delivers evidence-based 
interventions such as DBT, CBT, family-based therapy, 
and psychoeducation. A consultant psychiatrist 
supports the team, offering diagnostic clarity and 
treatment planning, while strong collaboration with 
general practitioners ensures ongoing care. 
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ORYGEN, PLEASE CALL  
+61 3 9966 9100 OR  
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Orygen acknowledges the Traditional Owners 
of the lands we are on and pays respect to their 
Elders past and present. Orygen recognises 
and respects their cultural heritage, beliefs and 
relationships to Country, which continue to be 
important to the First Nations people living today.

Angelique’s story
My name is Angelique. I’m 18 years old, and I joined the YES NSW North Coast program in 2024  
after immigrating to Australia in mid-2023. I thought leaving my abusive home behind and starting  
fresh would free me from my past – but the pain came with me. In a moment of vulnerability, I opened 
up to my school counsellor, who referred me to the YES program. Despite excelling in sport and school, 
I was silently battling depression, anxiety, and suicidal thoughts. Moving to a new country had left me 
feeling isolated and overwhelmed. YES became my lifeline. Through the program, I received free,  
non-judgmental support that helped me keep going, even on the hardest days. I gained the strength  
to move out at 18, aiming for independence and financial freedom. 

But not long after, my health collapsed; I crashed my car after fainting because of heart issues, 
my heart literally stopped, and I ended up in hospital. Doctors dismissed my symptoms as anxiety, 
depression and that it was “all in my head.” It was devastating. With the help of my mental health 
team, and GP, we concluded that it was a mix of multiple things. Thankfully, my counsellor didn’t 
give up on me. My counsellor stood by me as I searched for a doctor who listened and cared. 
After finding him, she communicated directly with him as my advocate. I kept showing up to 
appointments, to counselling – and over time, I was diagnosed with multiple chronic and acute 
conditions that had long been ignored. YES NSW North Coast helped me rebuild. I’ve gained 
not only confidence and clarity, but also a deep understanding of mental health that now 
supports me in my own work with others. While I’ve now transitioned to a young adult support 
program, YES was the first place where I felt truly seen. To anyone struggling: say ‘yes’ to YES 
NSW North Coast. Their support is real, accessible, and ongoing – and it changed my life.
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