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Dear Ms. Kearsley
Re: Regulation 28 Report to Prevent Future Deaths — Jessica Lynda Smithson

Thank you for your Regulation 28 Report dated 8 August 2025 regarding the sad death of Jessica Lynda
Smithson. On behalf of NHS Greater Manchester Integrated Care (NHS GM), We would like to begin by
offering our sincere condolences to Jessica's family for their loss.

Thank you for highlighting your concerns during the inquest which concluded on the 7 August 2024. On
behalf of NHS GM, we apologise that you have had to bring these matters of concern to our attention.
We recognise it is very important to ensure we make the necessary improvements to the quality and
safety of future services.

During the inquest you identified the following cause for concern for NHS Greater Manchester to
consider and respond to:

Within the Greater Manchester Area there is no commissioned crisis text mental health
support service. Whilst GM residents can message national services, often the location of
an individual texter will not be known.

The court heard from Greater Manchester Police that they receive a significant number of
referrals which have been sent by the crisis service to the Metropolitan Police, almost one
a day where there has been a real and immediate risk to a person’s life identified. All of
these referrals require and immediate police response (they are outside of Right Care
Right Person). If there was a GM commissioned service, it is likely that any search for the
location of the individual would be done by GMP and would shorten the timeframe in
which they could respond to the risk.
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In addition, a GM commissioned service would have a greater understanding of local
pathways in order to refer people who may have a deteriorating mental health before they
reached their pint of crisis.

NHS GM alongside the mental health trusts have considered options for the provision of crisis text
services and are currently considering our preferred model through our Greater Manchester Mental
Health Clinical Effectiveness Group (CEG) as our established clinical governance route. Our preferred
model is for a text service to be incorporated into the Greater Manchester 111 Mental Health crisis line
service so that texts are handled by Greater Manchester Mental Health First Responders based within
the team.

Currently, there is a transformation programme underway to:
¢ Consolidate existing crisis line services into the single 111 service
e Develop a new Mental Health urgent triage service to support 999 calls
e Implement crisis resolution 4-hour 24/7 response
¢ Bolster community provision across Crisis resolution home treatment teams and Voluntary sector
crisis spaces.

These services are planned to be mobilised in Quarter 3 of 2025/26 and we will commence a review of
capacity and demand which will enable implementation of the crisis text service. We are exploring
options available to us to implement this in a phased approach with consideration given to approaches
elsewhere in the country such as in Northampton.

NHS GM has decided on this integrated model for implementation of a text service after we have
considered all options for crisis text available to us and have a shared preference for a service that will
be integrated with our existing 111 team, therefore providing consistency of offer for people whether they
call or text in need of help. This was following system-wide agreement. Our transformation work relating
to crisis services is significant and we are planning for this in a phased way, backed by the appropriate
capacity/demand work during Quarter 3 of 2025/26. Once Trusts have recruited to new posts in the
crisis team, and merged existing services, Greater Manchester commissioned crisis text services will be
implemented before we have the fully established service up and running, which will minimise the risk of
destabilising crisis services.

For additional information, NHS GM has commissioned SHOUT (Shout is a free, confidential, 24/7 text
messaging service for anyone who is struggling to cope) previously and took the decision to discontinue
after one year in 2020/21 based on an evaluation by Health Innovation Manchester and negative service
user feedback online. This was also done in the context that the universal offer commissioned by NHSE
was in place so at this time NHS Greater Manchester does not currently commission a text crisis service.
In this instance, Jessica accessed SHOUT, commissioned by NHSE. The interface between SHOUT and
Greater Manchester Police should be considered within any commissioning arrangements between
NHSE and the provider.

Once a crisis text service is implemented in Greater Manchester as part of the crisis transformation, it
will be delivered by local providers who already have established relationships and interface processes
with Greater Manchester Police, so this issue is unlikely to be as significant. However, it will still be
reviewed during the scoping and mobilisation phases of the service. This process is being monitored by
the NHS GM Mental Health Clinical Effectiveness Group (MH CEG) for clinical scrutiny and oversight
and then will be proposed and recommended to the GM CEG for endorsement as per the NHS clinical
governance process. Once the new system is in place, | will update you further.
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| hope that this response addresses your concerns but if you do have any further questions, please
contact me.

Best wishes

Interim Deputy Chief Executive Officer and Chief Nursing Officer
NHS Greater Manchester
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