
BIO
Hi I’m Mel, I’m a 22-year-old student and the 
youngest of four children. I am close with my 
family but I recently made the decision to move 
out of home to live with two friends.

My parents were not happy with my decision to 
move out. They have very high expectations of me 
and I was struggling to cope with the pressure. 

I am enrolled in a hospitality course at TAFE 
but have not been going. I just don’t like leaving 
the house at the moment. I feel like someone is 
watching me. I’ve been smoking pot to help take 
the edge off but I know it’s probably doing more 
harm than good. I feel like I’m losing my mind.

SERVICE NEEDS
• Feeling safe and that there are people 

who I can contact who will care about me

• Confidentiality and discreetness –  
“My family cannot know about this”

• That they will help me get better – “I feel 
like I’m starting to lose my mind”

GOALS
• Get through this without my family 

finding out

• Develop better ways of coping

• Stop smoking and cutting

• Feel confident to leave the house

• Get back to attending TAFE and finishing 
studies

FEARS & FRUSTRATIONS
• Being judged on her self harming 

behaviour

• Feeling like she might get lost in the 
system – sent from one place to another

• Feeling pressured to “just get better”

KEY FINDINGS 
FOR MEL

PERSONALITY
introvert extrovert

changeable loyal

passive active

TECH USAGE
low high
internet & email

social media

mobile apps

PREFERRED CHANNELS
online

social media

phone

speaking to family/friends

other services/referrals

INCOME LEVEL
low high

MELMEL Anxious

Overwhelmed

Dependent

Vulnerable

Don’t tell anyone. 
My parents CAN’T find 
out & I don’t want my 
housemates to think 
I’m crazy.

Do people really know 
what to do and do they 
want to help me?

Don’t leave me alone 
in this.

T R US T

Tell me what my options 
are and help me to work 
things out.

I can’t make phone calls or 
go to new places alone.

Cho i ce & 
    Cont ro l

I will shut down if I feel 
overwhelmed.

I need to understand 
what’s happening to 
me and how the system 
works.

Explain each step to me 
clearly, tell me who’s 
who, what’s going to 
happen next and what my 
options are. 

I don’t know what to do… I 
can’t cope with this anymore

Age: 22

Occupation: Student

Education:  Secondary. Enrolled in TAFE course.

Location: Box Hill

Family Status:  Single. Youngest of 4 children.

Nationality:  Vietnamese (second generation)

Health: • Substance use (marijuana)
 •  Increasing paranoia and 

depression
 • Agoraphobia
 • Poor diet
 • Isolation

Communication

MTM 1 (DAY 4) MTM 2 (DAY 11) MTM 3 (WEEK 4)

IMPACT

Individual • Increased risk of self harm.

• Increased use of substances.

• Reduced trust in system.

• Risk of withdrawing further.

• Overwhelmed by the environment and constant 
change in staff.

• Confronted by seeing other patients who are so unwell.

• Unclear about the medication she is being given.

• Fearful of her family finding out.

• Concerned about having to pay for services.

• May minimise her symptoms in order to leave hospital.

• Disengages and starts to give up on getting better.

• Loss of trust in system.

• Blames herself and withdraws, is alone again.

• Reverts to using her coping mechanisms 
(substances and self harm).

Support Network

Family     Housemates

      CM

• Family and housemates feel disconnected 
from Mel.

• Housemates are concerned about where Mel is and 
what is going on.

• Breakdown in relationship with family.

• Housemates feeling confused/afraid about Mel’s 
behaviour.

• Disengages from professional support channels.

• Becomes non-responsive/cooperative to 
MH workers.

System • Limited hours of phone support and 
opportunities for early intervention may lead 
to unnecessary or increased hospitalisations.

• Service limitations due to restrictions placed by client on 
the sharing of their information with other services/family 
members.

• No continuity of care to prevent relapse when no GP is 
present and no consent to include family in care team 
has been given.

• Case manager needs to account for safety of client – 
limiting capacity to take on new clients.

• Treatment becomes involuntary.

• Housing is at risk.

I ’m asking 
for help – but 

is anyone 
there?!?

MTM

I ’m 
scared in 

here…Who are 
you? What are 

you giving 
me?

MTM

There’s a 
wait list and I 

have to wait to 
get help?!?

MTM

FIRST 
CONTACT HOSPITAL 

ADMISSION
ONGOING 

SUPPORT (CYMHS)

SUMMARY OF MOMENTS THAT MATTER (MTM) 
FOR MEL


