
Thank you for 
taking part



Earlier this year, you spent some time with us looking at a tool 
that we’re creating for Kooth. 

Your feedback was so helpful, and we’ve made lots of changes 
based on what you told us. We wanted to get in touch to thank 
you for helping us, and to show you the impact you all made.

Each group we spoke to looked at something slightly different, 
some looked at the wording and language only, some of you 
looked at the visuals and the designs. All of you were super 
helpful :) 

 



We have created a way 
for young people to tell us 
what brought them to 
chat to a practitioner that 
day, and to give us 
feedback after the chat. 

Some of you have seen 
these designs and some of 
you helped us make this 
wording better!

 

Here’s an example of what it looks 
like...



“Because people may have more complex issues. I think it should 

show more options because one feels limited and it makes the 

person be put off by only selecting one”

We received feedback from many of you that choice is 
important. When someone has to select a reason for coming to 
chat, we shouldn’t only let them choose one, they should have 
the option to choose more. 

 

You said



We updated the measure to allow users more 
room for choice. They can now choose more than 
one reason for wanting to chat, and eventually 
there will also be an option to let users type their 
own reasons for why they have come to chat.

In this example someone has selected 4 reasons!



"I think the statement ‘to feel better 
now’ is direct but it can feel 
unrealistic to people. I don't think 
you can change right at this minute. 
Maybe you could just change the 
wording to ‘to feel better’” 

Many of you had really insightful comments about the wording 
of the original statements and categories.

 

You said

“Maybe you can group 
some together about 
coping mechanisms or 
self-care?” 
 



We used your feedback to change a lot of 
the options. Part of this involved 
re-wording statements to make them more 
relevant or easier to understand, like 
changing ‘to feel better now’ to ‘to feel 
better’. 

We also changed the wording of some of 
the original categories, and added new 
category: ‘to learn ways to cope’.



“I’m feeling too upset’ might make you feel worse that you can’t 

even answer these questions. Maybe just ‘I don’t feel like it/want to 

answer this question’ OR ‘I'm not in the right headspace to answer 

these right now’.” 

We had an option to skip the questions that said ‘I’m too 
distressed to answer’ but your feedback made it clear that users 
might not want us to put words put in their mouths.

 

You said



We updated the text to say ‘I’m not in the 
right headspace to answer right now’, which 
provides an option to skip the questions 
without making our users feel worse than they 
already might feel.



“They have to see the benefit to themselves, you have 

to tell them why it's helpful for them. If it’s just for 

Kooth they might not want to answer but if it will help 

them improve their chat they might” 

We asked you how we could encourage people to answer the questions. You 
told us that we had to make sure that people knew they would directly benefit 
from answering them, rather than it just being for Kooth’s benefit.

 

You said

“If you say 10 questions, they might think 

it’ll take them 10 minutes. I’d rather have 

it say “multiple choice”

 



We changed the wording of our pages to 
reflect these suggestions. We removed the 
text that told people how many questions 
were coming up, and replaced it with 
‘multiple choice’.



As well as all your helpful feedback you also encouraged us to continue trying to make the 

reactive measure as helpful to young people as possible.

“I feel that Kooth is quite amazing and it is really nice to know that it is still there. Kooth does not 

break confidentiality, and it feels to be treated more like an adult."

“It shows that Kooth actually understands and the service actually gets the young person wanting 

to chat.

"The options are good because they might save time when you go into the chat — very efficient"

"The boxes here could help people understand how they feel / what they want" 

 



Thank you!
As much as possible, we used your feedback to change the 

measure to make it better. Our hope is that when it is visible 
on Kooth, other young people will have a good experience 

that’s to all your help and support! If you have any 
comments or questions, get in touch with us through your 

youth worker/group leader.


