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INTRODUCTION
Executive summary
The purpose of the Annual Consultation Exercise (ACE) is to evaluate
stakeholder satisfaction with the support provided by Positive Futures.
ACE 2017/18 was carried out in August 2017 with people we support,
their family members/carers, and HSC Trust representatives. Customised
surveys were circulated to each stakeholder group. Each survey included
8 questions with space for further feedback. A total of 200 completed
surveys were returned from:
 127 people we support
 64 family members/carers
 9 HSC Trust representatives

Responses and feedback were analysed by question and stakeholder
group. These are detailed in later sections. The following section outlines
areas of success, areas for improvement, and general recommendations.

Successes and achievements
The vast majority of responses were positive and most stakeholders
positively appraised the support provided by Positive Futures. Respondents
were particularly satisfied with:
Person-centred support
Relationships with staff
Staff awareness, understanding, and ability to provide support
People we support receiving assistance to complete daily tasks
People we support being treated with dignity and respect
Greater opportunity for people we support to engage in social events
and activities
Increasing independence and confidence in the people we support
People we support feeling safe while being supported and family
members/carers having peace of mind
People we support making their own choices
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Areas for improvement
Responses to the survey questions indicate that areas of least satisfaction
include staff listening, support from staff to make choices, and staff
matching. Some respondents included further feedback which has been
collated and analysed, with reoccurring areas for improvement including:
Improve staff listening
Ensure staff always encourage and support choice
Ensure staff are well matched to the people they support
Improve staff retention
Increase communication from services to family members/carers
Ensure open and accurate communication from staff to family
members/carers
Increase social opportunities and activities for people we support
Reduce the cost of activities/outings
There were requests for more support (including more hours of support,
more one-to-one support, and longer respite periods), however, additional
support may only be implemented by the HSC Trust or by self-funders.

Recommendations
Areas for improvement are detailed throughout this report. Some
suggestions for improvement relate to general service provision whereas
other feedback is person or service/project specific. Where general
feedback has been provided by a number of respondents, it is
recommended that this feedback is assessed on a corporate level.
Person or service/project specific feedback has been communicated
directly with the appropriate service/project and is detailed in service
specific reports for regulated services. An internal document has been
drafted to outline any service/project specific issues and summarise the
actions taken to address these.
Additionally, learning from ACE 2017/18 has informed the “ACE Project
Recommendations” report which outlines good practice which should be
implemented, where appropriate, in future consultations.
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METHODOLOGY
Survey design
During the design of the survey, consideration was given to each
stakeholder group and survey questions were customised accordingly.
Three customised surveys were created which included the same
questions worded appropriately for the stakeholder group. The surveys
were available online and in paper format. Services and projects
(excluding the Families Matter Shared Lives Service1) were asked to
distribute the survey to their stakeholders and to host participation groups
where appropriate.
The survey included 8 questions with “yes”, “no”, and “I don’t know”
response options. Pictures (a thumbs up, a thumbs down, and a question
mark) accompanied the response options on the survey tailored for the
people we support. Space was provided after each question for
respondents to provide further feedback in relation to their response, and
an additional space was provided at the end of the survey to gather any
further feedback.

Careful consideration was given to the issue of confidentiality and
anonymity. It is important that respondents can provide feedback
confidentially and anonymously but it is also necessary to appropriately
act upon any issues raised. Therefore, respondents were given the
opportunity to provide their name at the end of the survey if they wished to
discuss any of their feedback in further detail.

1

Families Matter Shared Lives Service was excluded from ACE 2017/18 as this service carries out an
internal service-specific consultation with their stakeholders.
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Directly after the consultation period, service/project specific comments
(including respondent names, where provided) were sent to the
appropriate services/projects so that feedback could be acted upon in a
timely manner. Throughout the report, any feedback in relation to areas
for development/concerns (where feedback is identified to a specific
respondent) has been reviewed by the relevant Service
Manager/Operations Manager. The analysis of all responses and
feedback included in this report is broken down by question and
stakeholder group, not by service.

Responses
A total of 200 completed surveys were returned. This figure includes
responses provided by an unknown number of people we support who
were involved in a participation group. The responses from the
participation group are counted as one completed survey and are included
in the responses given by the people we support. Completed surveys
were returned by:
 127 people we support. Some of these surveys were completed by
family members/carers or staff on behalf of the person we support
 64 family members/carers
 9 HSC Trust representatives

Table 1 shows the return of surveys per service broken down by
stakeholder group. Two HSC Trust representatives and one family
member/carer indicated that they were involved in two separate services.

Data analysis
For each question, the percentage of each stakeholder group who
answered “yes”, “no”, “I don’t know”, as well as those who did not answer
the question, are provided. The total number comments provided as
further feedback for each group is provided along with selected quotes
and a word cloud indicating word frequency (words used in the initial
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question were omitted from the word cloud). Note that some respondents
did not answer the initial question but included feedback. Additionally,
some respondents included feedback on more than one topic per question
and this may result in an inconsistency between the number of comments
made and the number of themes identified.
People Family
we
member
support / carers

Service

HSC
Trust
rep

Total

Ards Peninsula SLS&PS

5

4

0

11

Belfast SLS

3

1

0

4

Cookstown SLS&PS

12

9

2

23

Crescent SLS

0

1

0

1

East Coast SLS

11

5

0

15

Lakeland SLS&PS

9

1

0

10

Magherafelt SLS

6

1

1

8

Sperrin SLS&PS

15

5

1

21

Windermere SLS

5

6

1

12

Autism Outreach Service

0

2

0

2

Bangor Family Support Service

12

5

0

17

Better Together Project

7

1

0

8

Brighter Futures Project

5

4

1

10

Lakeland Family Support Service

0

1

2

3

Lisburn Family Support Service

9

3

0

12

Southern Area HSS

15

0

2

17

Wheatfield Short Break Service

3

10

0

13

Unanswered

10

6

1

16

TABLE 1. BREAKDOWN OF RETURNED SURVEYS BROKEN DOWN PER SERVICE BY STAKEHOLDER GROUP

Annual Consultation Exercise

7

Q1. ARE YOU HAPPY WITH THE SUPPORT YOU GET FROM
YOUR STAFF?
People we support

96.1% (n=122)

0%

33
comments

0%

Unanswered

3.9% (n=5)

“I am happy because I can go
shopping and get out and about.”
“They are very kind and helpful.”
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Everyone who answered this question indicated that they are happy
with the support they receive from Positive Futures.
Twenty-five people we support outlined why they are happy with the
support they receive. Comments include having positive relationships
with staff and getting assistance with daily tasks.
One respondent included feedback unrelated to the initial question;
they noted the distance between their location and the service.

Areas for improvement
Two respondents noted that they would prefer more male staff.
Two people we support indicated that they have shared support and
would like more one-to-one support.
Two people we support noted staff behaviours that they do not like. This
included staff being late, staff not wanting to go for walks in the rain,
and staff not asking permission before charging their mobile phone.
One person we support reported that they don’t like staff leaving and
having to build relationships with new staff.
Themes

Count

Happy with support received

25

Areas for improvement
More male staff

2

More one-to-one support

2

Improve staff behaviours

2

Improve staff retention

1
1

Unrelated
Annual Consultation Exercise

9

Q1. ARE YOU HAPPY WITH THE SUPPORT YOUR FAMILY
MEMBER/PERSON YOU CARE FOR RECEIVES?
Family members/carers

96.9% (n=62)

1.6% (n=1)

22
comments

0%

Unanswered

1.6% (n=1)

“I appreciate the way my family member
is looked after when in hospital.”
“All his needs are met physical, social and
emotional.”
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Of the family members/carers who answered this question, all bar one
indicated that they are happy with the support provided. One
respondent responded “I don’t know” and did not provide any feedback.
Eighteen family members/carers provided reasons why they are happy
with the support their family member/person they care for receives.
Comments outlined ways in which the people we support are
personally cared for and an appreciation of the support provided by
staff and services.
Areas for improvement
One respondent felt that it would be helpful for their family
member/person they care for if staff used pictorial diaries to show
scheduled events.
One family member/carer felt that staff should write down instructions
when asked to carry out specific tasks.
One respondent felt that there is room for improvement but did not
provide any further suggestions.
One family member/carer felt that longer respite periods would be
beneficial.

Count

Themes
Happy with support provided

18

Areas for improvement
Use of pictorial diaries

1

Staff to write down instructions

1

Unspecified

1

Longer respite periods

1
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Q1. ARE YOU HAPPY WITH THE SUPPORT THE PEOPLE
WE SUPPORT RECEIVE?
HSC Trust representatives

100% (n=9)

0%

2
comments

0%

Unanswered 0%

“Very person-centred and values based
support.”
“Although the scheme is at an early stage
the support has been appropriate and
beneficial to the introduction phase of the
scheme.”

All HSC Trust representatives answered this question and indicated
that they are happy with the support the people we support receive.
Two HSC Trust representatives included comments to accompany their
response. As shown in the above quotes, these comments positively
appraised the support provided to the people we support.
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Q2. DO YOUR STAFF KNOW HOW TO SUPPORT YOU?
People we support

97.6% (n=124)

1.6% (n=2)

34
comments

0%

Unanswered

0.8% (n=1)

“Always know what I need support with
on my two days, if I want to do something
extra they support me.”
“They know what I like and don’t like.”
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The majority of people we support who answered this question
indicated that their staff know how to support them. Two respondents
responded “I don’t know” and did not provide any feedback.
Twenty-nine comments from people we support positively referred to
the support staff provide. Feedback highlighted that staff are aware of
personal preferences, know how to assist with daily tasks, and help
with any issues the people we support may have.
One person noted it takes time for them to get to know new staff and to
feel comfortable with them carrying out personal tasks such as bathing.
One comment was not related to the question; the respondent noted
they knew a staff member before receiving support from them.
Areas for improvement
One respondent felt that staff should encourage and support healthy
choices when people we support are outside their home environment.
One person we support suggested that new staff are inducted on
shorter, rather than longer, shifts.
One respondent felt that mentors should “stay longer”.
Count

Themes
Staff know how to provide support
Requires time to get to know new staff

29
1

Areas for improvement
Encourage healthy eating

1

Induct staff on shorter shifts

1

Increase mentoring period

1
1

Unrelated
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Q2. DO STAFF KNOW HOW TO SUPPORT YOUR FAMILY
MEMBER/PERSON YOU CARE FOR?
Family members/carers

95.3% (n=61)

1.6% (n=1)

18
comments

0%

Unanswered

3.1% (n=2)

“All member of staff are aware of his
insecurities and personal likes and dislikes
and support him accordingly.”
“Yes, always takes time to listen to my
concerns and support me as a parent.”
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Of the family members/carers who answered this question, all bar one
indicated that staff know how to provide support. One respondent
responded “I don’t know” and did not provide any feedback.
Fourteen comments indicated that staff know how to provide support,
highlighting that staff are aware of the needs, likes, and dislikes of the
people we support. One respondent noted how staff also support them
as a parent.
One respondent felt that support provision depended on the “type of
person doing the caring.” They followed this up with a personal opinion
on people in general as opposed to specific staff.
Areas for improvement
One family member/carer noted that staff should ensure they are
familiar with the signs used by the people we support. They felt it would
be beneficial to themselves and to their family member/person they
care for to have a list of staff names with accompanying photographs.
One respondent suggested further and/or refresher training for staff but
did not specify what training they felt was required.
One respondent requested that staff speak to their family
member/person they care for while accompanying them on a walk.
Count

Themes
Staff know how to provide support
Support provision dependent on staff personality

14
1

Areas for improvement
Ensure staff are familiar with communication signs

1

More staff training (unspecified)

1

Improve staff communication during activities

1
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Q2. DO STAFF KNOW HOW TO SUPPORT THE PEOPLE WE
SUPPORT?
HSC Trust representatives

88.9% (n=8)

0%

11.1% (n=1)

Unanswered 0%

2
comments

“ “Staff are creative and innovative in
how they provide appropriate individualised
support.”

“Staff are supporting each person individually
and this incorporates developing their
confidence in their own ability to make
decisions and have their voice heard.”

All HSC Trust representatives answered the initial question. All bar one
indicated that staff know how to provide support. One HSC Trust
representative responded “I don’t know” and did not provide any
feedback.
Two of the HSC Trust representatives included feedback which
positively appraised how staff provide support (see quotes above).
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Q3. ARE YOUR STAFF MATCHED WELL TO YOU?
People we support

93.7% (n=119)

3.9% (n=5)

35
comments

0%

Unanswered

2.4% (n=3)

“We get on well together and like
having the craic with each other.”
“They like the same things as me”.
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The majority of people we support who answered this question feel that
staff are well matched to them. Five people responded “I don’t know”,
of these three gave further feedback which is incorporated below.
Twenty-eight comments highlight why respondents feel staff are well
matched. Comments detailed positive relationships with staff and
sharing similar interests. One respondent noted that while they enjoy
their staff they can ask them to leave their home at any time. Another
noted that they know where to go for help if they are not happy with
their staff.
One comment was unrelated to the question; the respondent detailed
their personal behaviours when they are not comfortable with new staff.
Areas for improvement
Four people we support felt that sometimes staff are well matched to
them and other times they are not, no further details were provided.
One respondent reported they would like to have more male staff.
One person we support reported finding it difficult when staff
“constantly” change. They also reported not enjoying group activities as
there is “no time for one-to-one”.
Count

Themes

28

Staff well matched
Areas for improvement
Ensure staff are always well matched

4

More male staff

1

Improve staff retention

1

More one-to-one support

1
1

Unrelated
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Q3. ARE STAFF MATCHED WELL TO YOUR FAMILY
MEMBER/PERSON YOU CARE FOR?
Family members/carers

92.2% (n=59)

1.6% (n=1)

20
comments

1.6% (n=1)

Unanswered

4.7% (n=3)

“Staff member and person cared for have
similar interests and have good
communication between one another.”
“They understand her love of
music and dance.”
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While the majority of family members/carers who answered this
question feel that staff are well matched to their family member/person
they care for, one respondent feels staff are not well matched and
another is unsure. Their feedback is included below.
Fourteen comments from family members/carers highlighted reasons
why they felt staff were well matched to the people we support.
Comments include shared interests and good understanding and
communication between staff and people we support.
One respondent who answered “I don’t know” to the initial question
stated they were unsure because they don’t tend to see staff and their
family member/person they care for together for a significant period of
time.
Areas for improvement
Four family members/carers felt that staff are not always well matched
to people we support. One respondent provided further detail based on
their opinion that some staff are more conscientious than other staff.
The remaining three respondents did not provide further detail.
The family member/carer who answered “no” to the initial question felt
there were too many different members of staff every time they visit
their daughter and stated they would like to know why this is the case.
Count

Themes

14

Staff well matched
Rarely see staff with their family member/person they care for

1

Areas for improvement
Ensure staff are always well matched

4

Improve staff retention

1
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Q3. ARE STAFF MATCHED WELL TO THE PEOPLE WE
SUPPORT?
HSC Trust representatives

88.9% (n=8)

0%

11.1% (n=1)

Unanswered 0%

2
comments

“At present the staff that have been
introduced have a good working
relationship with the service user and
there are no issues.”
“Has been no reported issues
in this area.”

All HSC Trust representatives answered the initial question. All bar one
agreed that staff are matched well to the people we support. One HSC
Trust representative responded “I don’t know” and did not provide any
feedback.
Two HSC Trust representatives included comments to accompany their
response. Both stated there are no issues in relation to how staff have
been matched to people we support (see quotes above).
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Q4. DO YOUR STAFF ALWAYS LISTEN TO YOU?
People we support

92.1% (n=117)

3.9% (n=5)

31
comments

1.6% (n=2)

Unanswered

2.4% (n=2)

“The staff do listen and always make
sure that anything that I ask will get sorted.”
“I feel they always listen to me.”
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While the majority of people we support who answered this question
felt that staff always listen to them, two do not (one gave further
feedback) and five are unsure (three gave further feedback).
Twenty-two comments confirmed that staff listen to the people we
support. Comments included how people we support choose what they
want to do and that staff listen to problems and give advice.

Areas for improvement
Four respondents (including three who answered “I don’t know”) felt that
sometimes staff do not listen to them, one of whom gave an example of
a time when staff did not listen to them.
Two people (including one who answered “no”) felt that staff do not
always understand them. One respondent noted it takes time for staff to
understand them but reported that staff do not ignore them.
One respondent would like better communication from the service.
One respondent requested that staff do not spend time on their phone.
One respondent would like staff to prompt and encourage them more
often.
Count

Themes

22

Staff always listen
Areas for improvement
Ensure staff always listen

4

Ensure staff understand the people we support

2

Improve communication from the service

1

Ensure staff do not use phones when providing support

1

Staff to encourage and prompt people we support more

1
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Q4. DO YOU FEEL STAFF ALWAYS LISTEN TO YOU AND
YOUR FAMILY MEMBER/PERSON YOU CARE FOR?
Family members/carers

89.1% (n=57)

1.6% (n=1)

17
comments

6.2% (n=4)

Unanswered

3.1% (n=2)

“
“They are always ready to listen if there
are any problems. Always keep me informed.”
“Excellent communication displayed at all
times.”
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The majority of family members/carers feel that staff always listen to
them and their family member/person they care for. However, four
family members/carers do not feel staff always listen (one gave further
feedback) and one family member/carer was unsure and did not
provide any further feedback.
Fifteen comments from family members/carers confirmed that staff
listen to them and to their family member/person the care for and
highlighted good communication between staff and family
members/carers.
Areas for improvement
One family member/carer felt that there is a lack of communication and
that some staff do not staff listen.
One family member/carer who answered “no” to the initial question felt
some staff do not listen to instructions given on how to carry out daily
tasks.
Count

Themes

15

Staff always listen
Areas for improvement
Ensure all staff listen

2

Improve communication

1
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Q4. DO YOU FEEL STAFF ALWAYS LISTEN TO THE PEOPLE
WE SUPPORT?
HSC Trust representatives

88.9% (n=8)

0%

11.1% (n=1)

Unanswered 0%

3
comments

“Staff appear to listen very attentively
and have a great understanding of what the
person is sometimes trying to impart but is
unable to verbalise it.”
“And encourage them to use their voice.”
“If there is continuity of staff they develop a
good relationship.”

All HSC Trust representatives answered the initial question. All bar one
agreed that staff always listen to the people we support. One
responded “I don’t know” and did not provide any feedback.
Two HSC Trust representatives noted that that staff listen to the people
we support and encourage them in their interactions.
One HSC Trust representative noted that good relationships develop
when there is a continuity of staff.
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Q5. DO YOU FEEL SAFE WHEN YOU ARE BEING
SUPPORTED?
People we support

97.6% (n=124)

0.8% (n=1)

24
comments

0%

Unanswered

1.6% (n=2)

“I do and all my staff support me to
feel safe in my own home.”
“Safe and happy. I feel good.”
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Of the people we support who answered this question, all bar one
indicated that they feel safe when they are being supported. One
person we support responded “I don’t know” to the initial question and
provided further feedback.
Twenty-one of the comments from people we support confirmed that
they feel safe when being supported. A number of respondents noted
how they feel comfortable and reassured when being supported. Other
comments noted how people we support feel safe in their homes.
One comment was not directly related to the question; the respondent
noted that they have a house and that it’s their home.
Areas for improvement
One person we support noted they felt safe “with most staff”.
The person we support who answered “I don’t know” to the initial
question highlighted that they can sometimes feel scared at night.

Count

Themes
People we support feel safe when being supported

21

Areas for improvement
Ensure people we support feel safe with all staff

1

Help people we support feel safe at night

1
1

Unrelated
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Q5. DO YOU FEEL YOUR FAMILY MEMBER/PERSON YOU
CARE FOR IS SAFE IN THE ENVIRONMENT THEY ARE
SUPPORTED IN?
Family members/carers

92.2% (n=59)

3.1% (n=2)

16
comments

0%

Unanswered

4.7% (n=3)

“We have no concerns for their safety.”
“Much attention given to all health and
safety measures.”
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The majority of family members/carers who answered this question
agree their family member/person they care for is supported in a safe
environment. Two respondents answered “I don’t know” to the initial
question and both provided further feedback.
Thirteen of the comments from respondents outline reasons why they
feel that the people we support are supported in a safe environment.
Comments highlighted having “peace of mind” and that attention is
given to health and safety and risk assessments.
One comment was unrelated to the initial question. The respondent
answered “I don’t know” and stated they would like to answer “yes” but
were unsure about the extent of understanding or knowledge of the
person we support in relation to “how things should be”.

Areas for improvement
One respondent highlighted the need for all support staff to lock the
door of the house of the person we support when leaving after their
shift. They noted that this task should not fall to the person we support.
One respondent, who answered “I don’t know” to the initial question,
stated that at times communication from staff is not “up to standard”
and that they do not feel like they are always fully informed. They also
report finding it difficult to get the information they need.
Count

Themes
Feel family member/person they care for is safe

13

Areas for improvement
Ensure staff lock house door when leaving

1

Improve communication from staff to family member/carer

1
1

Unrelated
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Q5. DO YOU FEEL THE PEOPLE WE SUPPORT ARE SAFE
IN THE ENVIRONMENT THEY ARE SUPPORTED IN?
HSC Trust representatives

100% (n=9)

0%

3
comments

0%

Unanswered 0%

“Yes good level of supervision.”
“Staff will advise if this is unsafe.”
“Effective risk management.”

All nine HSC Trust representatives answered this question and agree
that the people we support are safe in the environment they are
supported in (see quotes above).
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Q6. DO YOUR STAFF SUPPORT YOU TO MAKE CHOICES?
People we support

94.5% (n=120)

1.6% (n=2)

32
comments

2.4% (n=3)

Unanswered

1.6% (n=2)

“I have lots of choice going to church on
Sunday. What I want to eat. Where I want to
go. What I want to do.”
Very good, keeps me right. I’m allowed to
choose.”
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The majority of respondents who answered this question agreed that
staff help them to make choices, however, 3 people did not agree (2
gave feedback) and 2 people were unsure (1 gave feedback).
Twenty-six comments outlined how people we support choose their
own activities and how staff help respondents understand their choices.
One respondent, who answered “no”, noted they make their own
choices and staff give suggestions.

Areas for improvement
One person, who answered “no”, stated staff will not let them do what
they want (such as going home, getting a bed, or going to the cinema).
One respondent left a comment stating “depends who it is”.
One respondent would like more encouragement to make decisions.
One person we support left the comment “suggest more staff”.
One respondent would like to receive communications about events.
Count

Themes

26

Staff support choices
People we support make own choices

1

Areas for improvement
Ensure all staff support choices

2

Staff should encourage choices

1

Increase the number of staff

1

Circulate communication regarding events

1
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Q6. DO STAFF SUPPORT YOUR FAMILY MEMBER/PERSON
YOU CARE FOR TO MAKE THEIR OWN CHOICES?
Family members/carers

84.4% (n=54)

6.2% (n=4)

17
comments

0%

Unanswered

9.4% (n=6)

“He is always encouraged to make
decisions about food, outings, holidays, etc.”
“Always left to young person what they
would like to do.”
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Of the respondents who answered this question, the majority feel that
staff support the people we support to make their own choices while 4
were unsure (1 provided further feedback).
Thirteen of the comments indicate that staff support the people we
support to make their own choices. These comments include examples
of the choices made by the people we support being listened to and
respected. They also highlight how staff encourage decision making
and understand the needs of the people we support.
One respondent who answered “I don’t know” to the initial question
wrote “I think so” in the space for comments.
One family member/carer noted the question is not applicable to their
situation.

Areas for improvement
One respondent feels their family member/person they care for needs
more guidance when making choices regarding clothes and footwear
that is appropriate for the weather.
One person noted that because their family member/person they care
for does not have verbal communication, they do not always get to do
the things that they would like to do.
Count

Themes

13

Staff support choices
Areas for improvement
Staff should provide more guidance on clothing

1

Choices not always understood due to non-verbal
communication

1
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Q6. DO STAFF SUPPORT THE PEOPLE WE SUPPORT TO
MAKE THEIR OWN CHOICES?
HSC Trust representatives

100% (n=9)

0%

1
comment

0%

Unanswered 0%

“In all aspects of intervention service
users’ choice is promoted and facilitated in a
timely manner.”

All nine HSC Trust representatives answered this question and agree
that staff support the people we support to make their own choices.
One HSC Trust representative included a comment highlighting that the
choices of the people we support are promoted and facilitated (see
above quote).
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Q7. DOES THE SUPPORT YOU RECEIVE FROM POSITIVE
FUTURES IMPROVE YOUR QUALITY OF LIFE?
People we support

90.6% (n=115)

3.1% (n=4)

36
comments

1.6% (n=2)

Unanswered

4.7% (n=6)

“I used to sit in the house and do
nothing.”
“Thanks to Positive Futures my life has
changed for the better.”
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The majority of people who answered this question agreed that the
support they receive improves their quality of life. Two people answered
“no” to the initial question and four were “unsure” (none of these
respondents included any further feedback). All 36 comments outlined
improvements to quality of life. These comments are outlined below.
Eleven comments detailed increased social opportunities such as
having staff to talk to and making new friends.
Seven respondents stated they are able to get out of their houses more
and be more engaged in their community.
Seven respondents highlighted having positive relationships with staff.
Six comments detailed improved confidence and/or independence.
Four comments outlined being able to participate in activities.
Three people we support stated they had more choices.
Three respondents reported feeling happier because of their support.
Count

Themes

11

Social opportunities
Getting out of the house more often

7

Positive relationships with staff

7

Increased confidence and/or independence

6

General improvement (no details given)

6

Activities

4

Having more options/choice

3

Feeling happier

3
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Q7. DOES THE SUPPORT YOUR FAMILY MEMBER/PERSON
YOU CARE FOR RECEIVES FROM POSITIVE FUTURES
IMPROVE THEIR QUALITY OF LIFE?
Family members/carers

85.9% (n=55)

6.2% (n=4)

21
comments

0%

Unanswered

7.8% (n=5)

“Very much so, [he] looks forward to
them coming and enjoys the company.”
“Massively beneficial to his
confidence and socialisation.”
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The majority of family members/carers who answered the question
agree that support from Positive Futures improves the quality of life of
the people we support. Four respondents were unsure and did not
provide any feedback. All twenty-one comments outline how support
has improved quality of life. These comments are detailed below.
Seven comments outlined increased social opportunities for the people
we support, noting the company of staff and the chance to meet peers.
Six family members/carers highlighted how support has improved social
skills and confidence in their family member/person they care for.
Six respondents noted how their family member/person they care for
looks forward to their support.
Three family members/carers discussed the how the support provided
by Positive Futures allows them respite to do other things.
Two respondents outlined the activities their family member/person they
care for can participate in with the support from Positive Futures.
One comment outlined how the support improves their family members’
happiness.
Count

Themes
Social opportunities

7

Development of social skills and confidence

6

Look forward to support

6

Respite

3

General improvement (no details given)

3

Activities

2

Feeling happier

1
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Q7. DOES THE SUPPORT THE PEOPLE WE SUPPORT
RECEIVE FROM POSITIVE FUTURES IMPROVE THEIR
QUALITY OF LIFE?
HSC Trust representatives

100% (n=9)

0%

3
comments

0%

Unanswered 0%

“Staff work hard to support and encourage
the person to improve their quality of life and
to make informed choices.”
“In some families this social outlet the young
people receive is the only outlet they
participate in.”
“Definitely - maximising independence
opportunities in life and experiences.”

All nine HSC Trust representatives answered this question and agreed
that support from Positive Futures improves the quality of life of the
people we support.
Three HSC Trust representatives included comments outlining how the
support from Positive Futures improves the quality of life of the people
we support (see above quotes).
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Q8. IS THERE ANYTHING YOU LIKE ABOUT HOW POSITIVE
FUTURES DELIVERS SUPPORT?
People we support

69.3% (n=88)

19.7% (n=25)

68
comments

3.9% (n=5)

Unanswered

7.1% (n=9)

“Gives me an opportunity to be
part of the community.”
“I like the way they care about me.”
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An overall majority of people we support who answered the question
indicated that there were things about how Positive Futures provides
support that they like, however, five people answered “no” (none of
these respondents provided further feedback) and twenty-five answered
“I don’t know” (two provided additional feedback).
All 68 comments from people we support confirmed that they valued
how Positive Futures delivers support. Nine of these comments were
general with little or no specific details provided. The remaining
comments highlighted specific aspects of support and are discussed in
more detail below.
Sixteen respondents noted how they enjoy socialising, going to events,
and meeting new people.
Fourteen people we support highlighted aspects of the support they
receive that they particularly like, including person-centred support and
being treated with respect.
Twelve comments outlined ways in which people we support are
supported to complete daily activities such as shopping, getting out of
the house, and engaging in specific preferred activities.
Eleven comments provided positive feedback in relation to staff. A
number of these comments highlighted how staff are friendly, helpful,
and flexible.
Seven people we support noted that staff listen to them and that they
enjoy having someone to talk to.
Seven respondents stated they enjoy having choices and having their
decisions respected.
Three people we support noted they like receiving one-to-one support.
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Five comments were not categorised into the above themes but
detailed other things the people we support enjoy, including:
o Being matched with a mentor
o Having staff stay in the home at night
o Having staff come into the home
o “Books in the libraries and music”
o “Reliability”
Count

Themes
Social opportunities

16

Type of support (person-centredness)

14

Support to complete activities

12

Staff behaviours (helpful, friendly, flexible)

11

General (no specific details provided)

9

Company of staff (having someone to talk to)

7

One-to-one support

3

Having a mentor

1

Having staff stay at night

1

Having staff come into the home

1

Access to library books and music

1

Reliability

1
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Q8. IS THERE ANYTHING YOU ESPECIALLY VALUE ABOUT
HOW POSITIVE FUTURES DELIVERS SUPPORT?
Family members/carers

60.9% (n=39)

9.4% (n=6)

43
comments

6.2% (n=4)

Unanswered 23.4% (n=15)

“We value our family member being
treated with respect and dignity and
we can have peace of mind.”
“I could not manage without their
support.”
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A large proportion of family members/carers (n=15) did not answer this
question. The majority of family members/carer who answered the
question indicated that there were things about how Positive Futures
provides support that they especially value. However, four people
answered “no” and six answered “I don’t know” (none of these
respondents provided further feedback).
All 43 comments from family members/carers confirmed that they value
how Positive Futures delivers support. Five of these comments were
general with little or no specific detail provided. The remaining
comments highlighted specific aspects of support and are discussed in
more detail below.
Fifteen family members/carers positively appraised staff, noting that
staff are well trained, caring, and support the people we support. A
number of respondents outlined how they appreciate staff and noted
that staff show a genuine interest in their family member/person they
care for.
Eight respondents value the person-centred approach adopted by
Positive Futures. Some respondents discussed how the needs of the
people we support are “central to staff planning, action, and support”.
Six family members/carers value the way services and staff
communicate and consult with them.
Five respondents discussed how they have “peace of mind” knowing
that their family member/person they care for is well cared for.
Five people value the activities and opportunities for socialisation that
the support from Positive Futures brings to the people we support.
Four family members/carers value the respite afforded to them when
their family member/person they care for is being supported.
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One respondent stated they value the initial one-to-one support.
One respondent noted that receiving some clothes from Positive
Futures has been very helpful.

Count

Themes
Staff behaviours (caring, well trained, supportive)

15

Type of support (person-centredness)

8

Communication

6

Peace of mind

5

Activities and socialisation

5

General (no details given)

5

Respite

4

One to one support

1

Donations

1
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Q8. IS THERE ANYTHING YOU ESPECIALLY VALUE ABOUT
HOW POSITIVE FUTURES DELIVERS SUPPORT?
HSC Trust representatives

88.9% (n=8)

0%

7
comments

0%

Unanswered 11.1% (n=1)

“Giving ownership back to the service
users having left home and relied on others
to make decisions for them.”

“Client led and Positive Futures’ staff
empower clients to make decisions and live
meaningful lives.”
All HSC Trust representatives who answered this question value how
Positive Futures provides support.
Four comments outlined that the support is person-centred and that
people we support are encouraged to make their own decisions.
Two comments detailed staff behaviours. One noted that staff follow
guidance on how to best provide support. The other noted how staff are
“extremely tolerant” and remain calm in difficult and complex situations.
One comment detailed how families benefit from respite and that the
people we support benefit from interactions with staff and activities.
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ADDITIONAL FEEDBACK
People we support

Thirty-five people we support left additional comments at the end of the
survey. These comments were categorised into a number of categories
detailed below.
Twelve people we support reported they were happy with the support
provided and gave reasons why, for example, enjoying activities and
relationships with staff and feeling happy.
Five respondents replied “no changes necessary”.

Areas for improvement
Four respondents noted they would like more support:
o One individual felt the referral process took too long.
o Three people we support noted areas of improvement related to
funders. Two people we support are involved in the Better
Together Project and would like more than 1 year of support. One
respondent reported that their respite has been changed from
once a month to once every two months and they do not
understand why this is the case.
Three people we support discussed their home and would like the
following changes/improvements:
o One respondent would like to move house.
o One person we support would like their home renovated.
o One respondent would like staff to stay in their house when they
are not there.
Three respondents stated they would like to engage in more activities
and social events at home and within their community/local area.
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Two people we support felt Family Support Service activities and
outings are expensive.
Two respondents would like access to suitable transportation.
Two people we support would like support to enable them to become
more independent in the future so that they can engage in tasks and
activities without their staff.
One respondent would like a change to the scheduling of their staff.
They do not like one staff member completing a full shift or supporting
them on two consecutive days.
One respondent noted that one member of staff was difficult to contact,
was slow to respond to messages and was inflexible when planning
support time.
One person we support would like to have befrienders involved in their
support.
One person we support stated they do not like it when their support
workers leave.
One person we support would like staff to “be on proper contracts so
the staff stay, not on zero hour contracts”.
One respondent requested a newsletter of activities and events.
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Count

Themes

12

Happy with support
No changes/improvements needed

5

Areas for improvement
More support

4

Changes/improvements to home

3

More activities/social opportunities

3

Reduce the cost of activities/outings

2

More access to suitable transportation

2

Support to become more independent

2

Staff schedules (shorter shifts, variety of staff)

1

Improve staff communication and flexibility

1

Include befriender support

1

Improve staff retention

1

Improve staff contracts

1

Communication regarding activities and events

1
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ADDITIONAL FEEDBACK
Family members/carers
Forty-two family members/carers left additional comments at the end of
the survey. These comments were categorised into a number of
categories detailed below
Thirteen family members/carers included comments highlighting their
gratitude to staff and services and outlined their appreciation of the
support from Positive Futures.
Two respondents replied “no changes necessary”.

Areas for improvement
Two respondents reported that they would like more support. One of
these respondents requested weekly sessions.
Two family members/carers noted they would like their family
member/person they care for to engage in more activities. Both
respondents gave details of appropriate activities they felt their family
member/person they care for would like to participate in.
Two respondents felt there was not enough communication from the
service. Both comments were in relation to the care being provided to
their family member/person they care for.
Two respondents felt that staff do not always accurately relay
information about their family member/person they care for.
Two family members/carers reported that they would like to see more
continuity of staff.
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Two family members/carers provided specific information about how
they would like their family member/person they care for to be
supported.
One respondent would like more flexibility in visiting times.
One family member/carer requested that staff receive training for
household skills.
One family member/carer highlighted they were self-funding and felt
that the prices of the summer scheme are too expensive and noted they
could not afford the cost.
One respondent would like people to be able to visit their family
member/person they care for without them having to arrange an
appointment.
One family member/carer requested that they receive copies of support
worker contracts so that they are aware of what duties staff are
expected to perform.
One respondent noted that while it has nothing to do with Positive
Futures, it is frustrating that any large spending has to be approved by
Social Services.
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Count

Themes

13

Happy with support
No changes/improvements needed

2

Areas for improvement
More support

2

More activities/social opportunities

2

More communication from staff and service

2

Accurate communication from staff

2

Improve staff retention

2

Person-specific improvements

2

Flexibility in visiting times

1

Staff training

1

Reduce the cost of summer scheme

1

Allow visitors drop in without prior arrangement

1

Communication staff duties and expectations

1
1

Unrelated
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ADDITIONAL FEEDBACK
HSC Trust representatives

One HSC Trust representative positively appraised the work of a staff
member, noting their hard work and perseverance.
One HSC Trust representative noted that Positive Futures is patient and
supports families dealing with the move from the family home to
independent supported living.
A third respondent highlighted that staff report a lack of continuity of
staff and noted that this can be confusing for the people we support.
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