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EXECUTIVE SUMMARY
The purpose of the Annual Consultation Exercise (ACE) is to evaluate
stakeholder satisfaction of the support provided by Positive Futures.
This ACE was carried out in September / October 2019 and is informed
through surveys with our three primary stakeholder groups: 1) the people
we support, 2) their family members / carers, and 3) HSC Trust
representatives. Details regarding the methodology employed for this ACE
can be found at Appendix 1.
To optimise feedback, our surveys were customised for each of the above
stakeholder groups. A total of 241 completed surveys were returned.1
The survey asked 6 questions, each focusing on a key area:
1. Support
2. Matching of Staff
3. Listening

4. Feeling Safe
5. Making Choices
6. Quality of Life

For the first time, we also undertook a number of peer-led interviews and a
focus group. Two of the people we support carried out six interviews and
facilitated one focus group with the support of Lauren Shaw, DRILL Project
Coordinator. Both the interviews and the focus group helped to provide
additional qualitative information to the questions used in the survey, but
they also provided an opportunity for further issues to be discussed and
recorded.

1

Surveys were completed by 125 people we support (some of these were completed by family
members / carers or staff on behalf of the person we support), 101 family members / carers and 13
HSC Trust representatives.
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Overview
Area
Support

Matching of staff

Listening

Feeling Safe

Making Choices

Quality of Life

Feedback
The majority of respondents (>96% across the 3
groups) were happy with the support provided /
received by Positive Futures.
The majority of respondents (>94% across the 3
groups) were happy with how staff were matched
with the people we support.
The majority of respondents (>92% across the 3
groups) reported that staff listen to the people we
support.
The majority of respondents (>97% across the 3
groups) felt safe or that our services were provided
in a safe environment.
The majority of respondents (>92% across the 3
groups) reported that the people we support are
supported to make their own choices.
The majority of respondents (>91% across the 3
groups) reported that Positive Futures enable the
people we support to do the things they want in
life.

Overall, the conclusions from this ACE are positive. A number of areas for
improvement have been identified and these will be addressed in an action
plan which will be developed in response to findings from this ACE as well
as the staff survey and the staff health and wellbeing survey. Key findings
from the ACE are detailed below:
1. Matching of staff to people we support
There has been improvement in this area, however, some stakeholders
indicated that they would like greater consistency in terms of the staff
they are matched with and would like to have greater say in which staff
support them. This issue needs to be considered in relation to
recruitment of staff and the ongoing staffing arrangements for the
people we support (for example, choice of staff via the support
planner).
Work is in progress to fulfil our commitment to ensuring that the people
we support are involved in recruitment (for example, using trained peer
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advocates as part of the recruitment process) and this work needs to
be implemented as soon as possible. Further work is required in
services to revisit regular opportunities for agreeing and reviewing staff
matching (for example, via ongoing reviews of Person Centred
Portfolios, annual reviews etc).
2. Improved staff retention
The people we support and families / carers highlighted that turnover of
staff is too high (and also noted the associated impact of staff turnover
on the continuity and quality of support). Similarly, the overdependence upon agency staff in some services is identified as an
area for improvement. For the forthcoming year, a focus upon retention
of staff will be essential to improve continuity of support and outcomes
for the people we support.
3. Organisational profile
Feedback from interviews and the focus group highlighted the need for
Positive Futures to increase its public profile. A number of constructive
suggestions to promote our profile were made by the people we support
and these will be incorporated into the aforementioned action plan and
will inform activities linked to our new Corporate Plan.
4. Listening
While overall feedback was positive, the survey highlighted that some
of the people we support, and family members / carers, believe that
staff do not always listen to their requests.
In addition to the overall themes and areas for improvement identified
above, any specific individual or service feedback from stakeholders has
been shared with services. Where required, Operations and services have
progressed actions to address these individual issues.
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Q1.1: ARE YOU HAPPY WITH THE SUPPORT YOU GET
FROM POSITIVE FUTURES?
People we support
98.4% (n=123)

0.8% (n=1)

0.8% (n=1)

Unanswered 0% (n=0)

38 comments
“I wasn't sure about the project at
first but once I joined it was good fun
and I learnt new things.”
“The staff help me and support me
with my independence.”
“I am happy with the support of
Positive Futures, I am always
grateful to be living in my home and
getting the support I need.”

Summary of Written Statements
Respondent is happy with support
Respondent is happy with the staff who support them
Respondent enjoys being able to get out into the community
Respondent is unhappy regarding a specific issue
Respondent is sometimes unhappy with support
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19
12
5
2
1

6

Q1.2: ARE YOU HAPPY WITH THE SUPPORT YOUR FAMILY
MEMBER / PERSON YOU CARE FOR RECEIVES?
Family members / carers
93.07% (n=94)

3.96% (n=4)

1.98% (n=2)

Unanswered 0.99% (n=1)

33 comments
“The carers are eager and keen to
get to know my [family member] and
[their] needs, ways and personality
and strive to give [them] the best
care they can.”
“[My family member] seems very
happy. Overcoming obstacles that I
didn't know [they] could. [Their]
confidence has vastly improved.”

Summary of Written Statements
Respondent is happy with support provided
Respondent is happy with staff
Respondent’s family member has benefitted from support
Respondent’s whole family has benefitted from support
Respondent believes there is a lack of consistency with staff
Respondent would like more family support
Respondent praised the service
Respondent believes there is too much paperwork for staff to
complete
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Count
15
5
4
4
3
2
1
1
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Q1.3: ARE YOU HAPPY WITH THE SUPPORT THE PEOPLE
WE SUPPORT RECEIVE?
HSC Trust representatives
100% (n=13)

0% (n=0)

0% (n=0)

Unanswered 0% (n=0)

3 comments

“Families benefit from social outlet support provided by Positive Futures.
Children benefit from develop of social and independence skills.”
“They bring them to dental appointments and seem interested and
sympathetic.”
“The support offered by P. Futures is of extremely high quality, and very
much appreciated by families and enjoyed by young people.”
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Q2.1: ARE YOUR STAFF WELL MATCHED TO YOU?
People we support
97.6% (n=122)

1.6% (n=2)

0.8% (n=1)

Unanswered 0% (n=0)

41 comments

“we get on well. My support
worker makes me laugh.
Good craic, lots of fun.”
“I get on really well with my
mentor. we like the same
things and have a lot in
common.”
“Staff are good. They like
the things I like.”

Summary of Written Statements
Respondent feels their staff are well matched to them
Respondent is happy with the staff who support them
Respondent feels not all staff provide the same level of
support
Respondent did not understand the question
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Q2.2: ARE STAFF WELL MATCHED TO YOUR FAMILY
MEMBER / PERSON YOU CARE FOR?
Family members / carers
90.095% (n=91)

6.93% (n=7)

1.98% (n=2)

Unanswered 0.995% (n=1)

46 comments

“Very competent as well as
confident. Able to cope with
behaviours and willing to help with
those little things that are very
important to [my family member].”
“The support has been extremely
well organised and directed
towards my [family member's] own
specific needs.”

Summary of Written Statements
Respondent believes staff are well matched
Respondent commented on high turnover of support staff
Respondent praised the ease of communication with service
Respondent praised a specific member of staff
Respondent does not think it is possible to match staff with
people supported
Respondent would prefer older members of staff
Respondent would like to see more life skills training for staff
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27
8
5
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1
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Q2.3: ARE STAFF WELL MATCHED TO THE PEOPLE WE
SUPPORT?
HSC Trust representative
92.3% (n=12)

7.7% (n=1)

0% (n=0)

Unanswered 0% (n=0)

6 Comments
“Staff are good to [the people they support] needs – respond well to
advice.”
“The staff are excellent however some young people would prefer more
consistency with the same staff accompanying them every week.”
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Q3.1: DO ALL STAFF ALWAYS LISTEN TO YOU?
People we support
92.8% (n=116)

3.2% (n=4)

3.2% (n=4)

Unanswered 0.8% (n=1)

28 comments
“My staff always help and
support me and listen to
my requests.”
“Usually we have a good
chat. we have a good
understanding.”

Summary of Written Statements
Respondent feels staff do always listen to them
Respondent feels staff do not always listen to them
Respondent likes that they can talk openly with staff
Respondent feels they have a choice in what they do
Unrelated comment
Respondent has great relationships with staff developed over the
years
Respondent praised a specific member of staff
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14
6
5
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Q3.2: DO YOU FEEL ALL MEMBERS OF STAFF ALWAYS
LISTEN TO YOU AND YOUR FAMILY MEMBER / PERSON
YOU CARE FOR?
Family members / carers
91.08% (n=92)

1.98% (n=2)

5.945% (n=6)

Unanswered 0.995% (n=1)

26 comments
“Staff listen very attentively
and take time to understand
[my family member’s] needs.”
“They are like extended
family. so caring and
dedicated.”
“I speak to staff members
most days by phone and see
them at least twice a week
and am able to discuss any
issues or general interests
regarding my [family
member]. They keep me up to
date with information on
[them] and do take the time to
listen to my concerns.”
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Summary of Written Statements
Respondent feels staff do listen to them / their family member
Respondent feels staff could be more decisive in decision
making
Respondent feels staff do not always listen to them / their family
member
Respondent states that staff offer good choices and guidance
Respondent praised a specific member of staff
Unrelated comment
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19
2
1
1
1
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Q3.3: DO YOU FEEL ALL STAFF MEMBERS ALWAYS LISTEN
TO THE PEOPLE WE SUPPORT?
HSC Trust representatives
100% (n=13)

0% (n=0)

0% (n=0)

Unanswered 0% (n=0)

4 comments

“Staff build good relationships with family & young people and respect
their wishes where possible.”
“Yes, and certain staff seem to work very well with certain supported
people.”
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Q4.1: DO YOU FEEL SAFE WHEN YOU ARE BEING
SUPPORTED?
People we support
97.6% (n=122)

0.0% (n=0)

1.6% (n=2)

Unanswered 0.8% (n=1)

23 comments

“I always know where staff
are. I need lots of
reassurance and I get it.”
“Staff help me feel safer
when out and about, by
watching me closely.”

Summary of Written Statements
Respondent feels safe with support staff
Respondent would raise issue directly with Service Manager
Respondent is unhappy with some members of staff
Respondent does not feel as safe during time when they are not
receiving support
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Count
21
1
1
1
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Q4.2: DO YOU FEEL YOUR FAMILY MEMBER / PERSON YOU
CARE FOR IS SAFE WITH POSITIVE FUTURES?
Family members / carers
97.03% (n=98)

1.98% (n=2)

0% (n=0)

Unanswered 0.99% (n=1)

19 comments
"we feel our family member
is safe and protected with all
the guidelines put in place.”
“Absolutely! I have no
issues with this, thankfully I
know our [family member] is
well taken care of when
they're out with the Positive
Futures staff.”
“Yes, feel secure in every
way.”
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Summary of Written Statements
Respondent feels their family member / person they care for is
safe
Respondent is reassured by the detailed policies and
procedures in place
Respondent witnessed an occasion they did not feel their family
member was safe
Respondent is reassured by the high level of training staff
receive
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14
3
1
1
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Q4.3: DO YOU FEEL THE PEOPLE WE SUPPORT ARE SAFE
IN THE ENVIRONMENT THEY ARE SUPPORTED IN?
HSC Trust representatives
100% (n=13)

0% (n=0)

0% (n=0)

Unanswered 0% (n=0)

2 comments
“Careful consideration given to [the person they support's] medical needs
prior to support commencing.”
“Yes – they are well supported.”
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Q4 People we support
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Q5.1: DO YOUR STAFF SUPPORT YOU TO MAKE YOUR
OWN CHOICES?
People we support
94.4% (n=118)

4.0% (n=5)

1.6% (n=2)

Unanswered 0% (n=0)

31 comments

“I can choose what I do and do
not want to do, my staff always
support me.”
“I am very independent in
making choices and I discuss
all with my [family] and the
service manager.”
“They help me to do the things I
want and to try new things.”

Summary of Written Statements
Count
Respondent feels staff help them to make their own choices
25
Respondent feels some staff help them make choices and other
3
staff do not
Respondent feels supported by staff to try new things
2
Respondent feels staff need to take their choices more seriously
1
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Q5.2: DO STAFF SUPPORT YOUR FAMILY MEMBER /
PERSON YOU CARE FOR TO MAKE THEIR OWN CHOICES?
Family members / carers
88.12% (n=89)

9.9% (n=10)

0% (n=0)

Unanswered 1.98% (n=2)

23 comments
“Staff are encouraging but also
acknowledge that my [family
member] has a right to [their]
own decisions.”
“My [family member] was
always given the choice as to
what activity [they] would like to
participate in, and our staff
member was extremely sensitive
towards [their] needs and
choices at all times.”
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Q5.3: DO STAFF SUPPORT THE PEOPLE WE SUPPORT TO
MAKE THEIR OWN CHOICES?
HSC Trust representatives
100% (n=13)

0% (n=0)

0% (n=0)

Unanswered 0% (n=0)

4 comments
“They are encouraging and supportive of the people they support making
decisions about their care.”
“Young people are supported to make choices re activities etc.”
Summary of Written Statements
Respondent feels staff support their family member to make
their own choices
Respondent feels staff make good choices on behalf of their
family member
Too soon in support for respondent to know
Respondent would like to see greater involvement from staff
in food planning / preparation
Respondent feels their choices are not always followed
through
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4
1
1
1
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Q5 People we support
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Q6.1: DOES THE SUPPORT FROM POSITIVE FUTURES HELP
YOU TO DO THE THINGS THAT YOU WANT TO DO IN YOUR
LIFE?
People we support
92.8% (n=116)

3.2% (n=4)

34 comments

2.4 % (n=3)

Unanswered 1.6% (n=2)

“They help you to do things instead of sitting in the
house. Changed my life around, I have a life now I
enjoy rather than 3 years ago when I was in
hospital.”

“I have been helped to do lots of things I thought I could never do. My
mum and dad are amazed and happy.”

Summary of Written Statements
Respondent feels support from Positive Futures does help them to
do the things in life they want to do
Respondent is very happy with the service
Respondent enjoys socialising activities
Respondent would like to be supported with different activities
Respondent would like to go on holiday
Respondent did not understand the question
Respondent does not want support to end
Respondent would like to transition to supported living
Respondent feels restricted in what they can do as they have a
shared carer
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22
8
4
3
2
1
1
1
1
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Q6.2: DOES THE SUPPORT YOUR FAMILY MEMBER /
PERSON YOU CARE FOR RECEIVES HELP THEM DO THE
THINGS THEY WANT TO DO IN LIFE?
Family members / carers
88.12% (n=89)

4.95% (n=5)

3.96% (n=4)

Unanswered 2.97% (n=3)

34 comments
“My [family member] is in a
happier place, both
emotionally & mentally.”
“Staff will encourage my
[family member] to try new
things and support [them]
in the things they know
[they] are used to doing.
Staff are happy to find what
new things [they] may like
to do.”
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Summary of Written Statements
Respondent does feel support helps their family member to do
the things they want in life
Respondent feels support has helped their family member
develop essential life skills
Respondent suggests more activities should be offered
Respondent praised the support given by staff
Respondent feels there is insufficient stimulation at times
Respondent’s family member is not currently engaging with
support
Respondent feels changes to staffing makes it difficult to plan
around support
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7
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1
1
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Q6.3: DOES THE SUPPORT THE PEOPLE WE SUPPORT
RECEIVE FROM POSITIVE FUTURES IMPROVE THEIR
QUALITY OF LIFE?
HSC Trust representatives
100% (n=13)

0% (n=0)

0% (n=0)

Unanswered 0% (n=0)

3 comments
“support increases basic life skills i.e. money management, promoting
independence with self-care.”
“Yes absolutely.”
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Q6 People we support
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INTERVIEWS AND FOCUS GROUP FEEDBACK
This section covers the feedback provided by the interviews and focus
group. Respondents’ own words have been used as much as possible so
that the report represents the voices of the people we support. The results
from the interviews have been grouped together and key areas identified
have been compiled under the heading of “What we learnt from
[respondent] about [topic]”. This has been done for both the interview
results and the focus group.
Any issues or concerns that were raised during the interviews or focus
group were passed on to the relevant service management team after
completion. The staff co-ordinator was also available after the interview /
focus group had taken place to provide any additional support or address
any immediate issues which were raised, if required.
What we learnt from the interviews
About support from Positive Futures
• “I like that the staff always help us when we need help like if I need
help with cooking, they help me with that or the cleaning. And they look
after us and see that we are ok.”
• “The support meets the different areas where you want to go to. The
people are friendly, and I get good support all the time. When I’m going
on holiday it’s nice and relaxing and not rushed, the staff go at my
pace.”
• “I received bad support a long time ago and I told [my Service
Manager] and it was dealt with ASAP.”
• “I like getting to be independent and live independently. It encourages
us to go to things in the community as I like getting out and about, we
both do. I’ve never felt unhappy with our support and if we are, we
can say to them as they would fix it if you weren’t happy.”
This supports the results of the survey that, overall, people are extremely
satisfied with the support provided by Positive Futures.
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About how safe the people we support feel
• “I’m allowed out in town myself, but they make sure that if I take a taxi
home that I only go with a female taxi driver – that makes me feel safer.
The staff come if me and S are both going out to town.”
• “I feel safe because they are there. I’m on 24/7 support for the last 9
years I feel safer having staff with me going outdoors.”
About Positive Futures
• “They encourage me to do volunteer work in town. I went to the charity
shop and am going back next week for a few hours.”
• “There’s a place here that runs a café and clubs and I wondered if
Positive Futures could do that too, they could also run community
lunches or a charity shop.”
About Positive Futures’ staff
• “People get better jobs and leave, if I really liked the staff member it is
hard when they leave but that is just life, I am happy with the staff I
have matched to me, they are fine for now. Sometimes when I’m doing
an induction, I realise I don’t like the person. I would tell [the Service
Manager] and they tweak the roster or stop them supporting me, but I
have to give a valid reason. It hasn’t happened very often that I haven’t
got on with my support worker.”
• “There has never been a time I haven’t felt listened to. It depends
what I am talking about – there are some things it would be important
to me to be listened to, but I can’t think what.”
• “If we have any problems, we go to them and we are happy going to
them. They listen to us all the time, I’ve never not felt listened to. I
feel safe when I’m out with the support workers.”
About choices they are supported to make
• “I choose anything I want to do. If I want to cycle or walk or go for a
drive somewhere. Staff help me choose where to go or they decide.
However, my support worker sometimes doesn’t drive for Positive
Futures and so I couldn’t do exactly what I wanted.”
About improving support
• “I think a service car would be good for people who don’t have a car so
people can go on holidays and stuff. Blair Lodge nursing home have a
service car.”
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• “Next year I’m organising a housewarming party because I’ve never
had one and Positive Futures are going to help me. I’m not too sure
what they’ll do but they’ve said they’ll help. I’ve been in the house for
20 years and haven’t had one.”
• “I would like to do the Belfast marathon again, but staff need to help me
get me ready for it.”
• “I would like a work placement, I’m sick of doing one day I need a bit
more”
• “Another Gala event, there was one and I got up and talked. It was in
Belfast City Hall. I liked speaking on behalf of people with a learning
disability. I would like more opportunities to speak, like at conferences.”
• “They [staff] could talk to us more. They have to work in the office, but
it is nice to sit and have a coffee with us. I would like them to come
and chat to us more.” 2
• “I would like to walk to the town on my own for a message, but I never
get to do that because they think I’m not capable.”
• “Sometimes if the phone rings staff go upstairs and the oven is still on
and we are scared it will burn we prefer the staff to be in the kitchen
with us when we are cooking.”
• “Getting together more often. We don’t do that as often. We do go to
parties but maybe more a day trip on the bus all of us together. Like go
to Portrush in the summer and maybe a charity event (everyone in
Positive Futures).”
• “Sitting down and talking about what’s happening in the week. Sitting
down and telling you what can be achieved during the week.”
About the matching of support staff
• “We are not getting to share our opinion about what staff are matched
with us. We should be getting our voice across about what staff we
want to support us. At the moment it is organised through the shift
planner. We get 4 weeks in advance, but we don’t choose the staff.
There’s nobody I don’t get on with but there are some people I get on
better with, but I don’t get to pick. It’s not about the staff, it’s feeling
like I don’t have a choice.”3

2
3

Positive Futures will seek to address this within the action plan.
The issue regarding matching of staff is highlighted in the Executive Summary and Positive Futures
will seek to address this within the action plan.
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About communication
• “I wish there was a meeting like we used to have a couple of months
ago with everybody. It was with everybody supported by [the service]
but 2 people always fought. I have said to [my senior support worker]
recently and [they] said just wait and see.”4
About addressing problems
• “I had an issue with one staff in Positive Futures who was very rude to
me… I did tell one of the senior staff and they brought it to head office.
It unnerved me, I didn’t want to go to management and thought I was
going to make things worse. They talked to me about it and told me I
could talk to [my Service Manager] anytime. I didn’t want to make a big
scene about it and get someone in trouble, but they said they would
reduce [their] hours here.”5
What we learnt from the focus group6
About support from Positive Futures
• “The staff are so lovely.”
• “We are like a big family.”
• “We are all good friends and get on well together.”
• “It takes your worries and pressure away.”
• “When you come here on a Thursday you forget about everything and
you can relax.”
• “If they try to take the group off us, there is going to be trouble.”
• “It’s perfect the way it is, happy coming in on a Thursday.”
• “I wouldn’t change anything, it’s something to look forward to. If you
feel down, you come to Positive Futures, and you feel welcome. You
can tell them anything and it takes the worry out of your mind.”
• “There’s a good balance between the group and the 1-1.”
• “If they change anything I’ll be going down to Stormont and having a
word. I told Agnes that if they tried to take it off us, I’d be at Stormont.”

4
5
6

Positive Futures will seek to address this within the action plan.
Positive Futures will seek to address this within the action plan.
The focus group was made up of people supported by our Southern Area Housing Support Service.
Part of the service is a Thursday afternoon group meeting which is referenced in the responses.
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• “I’d be lost without them. They have changed my life. Before Positive
Futures my life was down the drain but now, I have something to look
forward to.”
About Positive Futures’ staff
• “The staff here are very kind and very good.”
• “They are the nicest staff going.”
• “If there were more people like them, it would be brilliant.”
• “If there were more people like them in the world, we would be happier.”
• “They take time to listen to us.”
• “Couldn’t change any of them, they are all brilliant.”
• “They listen to you.”
• “If you are worried or you need anything, they’ll take time to be there
for you.”
• “They can tell if you are upset. If I come in upset, they know, and they
talk to me about it.”
About Positive Futures’ profile
• “They should advertise Positive Futures more, there’s people who don’t
know about it. I was telling a friend about it and he hadn’t heard of it.
How would he know? How do people with a learning disability know
about Positive Futures?”7
• “They should advertise it to more people.”
• “People haven’t heard of Positive Futures and I find it hard to explain.”
• “Give information books out and then people will understand what it’s all
about.”
• “Get their name out there a bit more. That’s what it’s all about these
days.”

7

Positive Futures will seek to address this within the action plan.
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What we learnt from Lauren Shaw, DRILL Project Coordinator and
peer advocate support, about the peer advocate interviews and focus
group
“I think it encouraged people to open up more when they realised one of
the interviewers was someone supported. It put people at ease a bit
more… sometimes when staff complete the surveys with people, they can
rush through it and actually they all seemed to enjoy talking about it and
being asked more about their answers.”
Conclusion
Overall, the results of the interviews and the focus group were incredibly
encouraging. The responses were overwhelmingly positive and were in
line with the results from the surveys. There were two points which came
out which are particularly helpful: we saw how Positive Futures’ “The Life I
want” programme is being implemented to help people make choices
about the things they want to do in life, and we heard that respondents
have the option to speak to Service Managers to make changes about the
staff who support them when there is an issue. On the other hand, the
interviews and focus group reinforced what was said in the survey about
there being is a desire for the people we support to have more say in the
recruitment of staff and the staff support planner, as well as to see an
improvement in staff retention. This feedback should be taken on board by
the leadership team as part of future planning.
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APPENDICES
APPENDIX 1: METHODOLOGY
Survey Design
During the design of the survey, consideration was given to each
stakeholder group’s needs and three customised surveys were created
which included the same questions worded appropriately for each group.
The surveys were available online and in paper format. Services and
projects were asked to distribute the surveys to their stakeholders.
The surveys included six questions with “yes”, “no”, and “I don’t know”
response options along with a text box to provide any additional
comments. A seventh question which provided a free text box for any
comments on areas not covered within the survey was also included but
responses to this question were not included in this report due to the
specific nature of the comments made. The responses to this question
have been passed onto the relevant services.
Icons (a thumbs up, a thumbs down, and a question mark) accompanied
the response options on the survey tailored for the people we support to
facilitate responding. A free text box was provided after each question for
respondents to provide further feedback in relation to their response.
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 within the services in which they were raised.
Therefore, the respondents could provide their name at any point during
the survey if they wished and were given the contact details for the
Information Analyst if they wanted to discuss any answers in further detail
or to address any concerns or issues they may have had.
Directly after the consultation period, service / project specific comments
(including respondent names, where provided) were shared with
appropriate staff so that feedback could be acted upon in a timely manner.
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A coding system (Appendix 2) was developed and Operations Managers
reviewed all feedback and assigned the relevant code to the comments for
more effective tracking and actioning of each issue.8 Throughout this
report, any feedback in relation to areas for development or concerns (and
where feedback is identified to a specific respondent) has already been
reviewed by the relevant Service / Operations Manager. Where concerns
have been raised but the respondent cannot be identified but a service /
project name was given, the relevant manager / coordinator has been
informed and instructed to be aware of the issue for all the people we
support within their service / project. 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 241 completed surveys were returned by:
• 125 people we support (some of these were completed by family
members / carers or staff on behalf of the person we support)
• 101 family members / carers9
• 13 HSC Trust representatives.
Table 1 on the following page shows the return of surveys per service
broken down by stakeholder group. Two HSC Trust representatives
indicated that they were involved with more than one service. Further
examination of the responses given is shown at Appendix 3.
Data analysis
For each question, the percentage of each stakeholder group who
answered “yes”, “no” or “I don’t know”, as well as those who did not
answer the question, are given. The total number of comments provided
as further feedback for each group is accompanied by selected quotes and
a word cloud indicating word frequency. 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

8
9

As recommended as part of the ACE 17/18 project recommendation report.
Two respondents had family members / people they care for supported by two services.
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this has resulted in an inconsistency between the number of comments
made and the number of areas identified in the summary table.

2
0
010
11
10
3
8
3
6
7
0
22
5

Family
members /
carers
4
7
5
1
12
3
1
3
7
0
2
16
5

20
14
2
8
4

2
5
7
4
1911

People we
support

Service
Ards Peninsula SLS
Autism Outreach Service
Bangor Family Support Service
Better Together Project
Brighter Futures
Crescent SLS
East Coast SLS
Families Matter Shared Lives Service
Lakeland Family Support Service
Lakeland SLS
Lisburn Family Support Service
Mid Ulster SLS
Self Directed Support
Southern Area Housing Support
Service
Sperrin SLS
Wheatfield Short Break Service
Windermere SLS
Unanswered / prefer not to say

HSC Trust
Reps

Total

1
2
0
0
1
0
0
0
5
0
1
1
0

7
9
5
12
23
6
9
6
18
7
3
39
10

0
0
0
2
0

22
19
9
14
23

Table 1. Breakdown of returned surveys per service and by stakeholder group

Changes to the Survey
The only significant change compared to last year’s survey was to
question six. This question was changed to simplify it in order to try to
reduce the number of “I don’t know” or unanswered responses. Other
minor wording changes were made to questions three and five in order to
streamline them.

10

11

Low returns in these services was due to a change in administration staff at the time. An increased
response rate is anticipated next year.
The high number of family members / carers who did not specify which service supports their family
member appears to be a result of people not knowing what service their family member is supported
by. Additional information will be provided next year to address this.

Annual Consultation Exercise

41

Comparing response rate
Table 2 below compares the response rate between 2018/19 and 2019/20.
Overall, the response rate has fallen from last year in all stakeholder
groups bar HSC Trust representatives.

Number of responses from people we support
Number of responses from family members / carers
Number of responses from HSC Trust
representatives

2018/19
129
116

2019/20
125
101

9

13

Table 2. Number of people we support and survey responses in 2018/19 compared to 2019/20

Comparing results
Following each question in this report, there is a page containing three
graphs, one for each stakeholder group which displays the change in
results over the past three years.
Interview and focus group design
Prior to the interviews and focus group, both Peer Advocates were
provided with interview skills training by an experienced member of staff,
Lauren Shaw (DRILL Project Coordinator), who also provided support
during the interviews. The interviews and focus group were carried out
face-to-face between the advocates and interviewees with Lauren Shaw
and the interviewees’ support staff present.
Additional, confidentiality protocols were implemented for the interviews.
All interviewees were given a confidentiality briefing beforehand and
completed a consent form which included key areas such as their right to
withdraw, explanation of the use of their answers and laid out the retention
schedule for the original transcripts.
Responses
In total, six different people we support were interviewed and a focus
group was attended by five people we support.
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APPENDIX 2: FEEDBACK CODING FOR SERVICE ACTIONS
Code
A
CLA

CLAN

NSA
E
LT

Outcome
Issue requires action to address issue
Issue requires clarification with the person we support / family
member. Outcome of clarification is that additional action is
required
Issue requires clarification with the person we support / family
member. Outcome of clarification is that no additional action is
required
No specific action can be developed to address this issue, but
has been acknowledged and will be taken into consideration
Issue requires escalation to relevant HSC Trust or another
body, for example, RQIA
Issue requires longer term action
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APPENDIX 3: FEEDBACK FROM INDIVIDUAL QUESTIONS
Q1.1 Are you happy with the support you get from Positive Futures?
• Overall, the vast majority of comments were positive. Many respondents
stated specific aspects of support that they receive that made them
happy. Others stated that, overall, they are happy with their support but
did not identify any specific area.
• Seven respondents commented on the kindness of their staff.
• The respondent who answered “no” to the question expressed
frustration with a specific issue they have. A respondent who answered
“yes” left a comment stating the same issue.12
• The respondent who answered “I don’t know” stated that sometimes
they are not happy with their support.
• One respondent stated they would like more flexibility over when their
staff come to support them.
Q1.2 Are you happy with the support your family member / person
you care for receives?
• The majority of the comments were positive and went on to praise
positive aspects of the support the respondent’s family member / person
they care for receives. Frequently occurring comments include praise of
the individual person centred support (care) plans in place, the
attentiveness of staff and the overall quality of support / care the
organisation provides.
• Both respondents who answered “no” stated their issue was with the
lack of consistency with the members of staff who support their family
member / person they care for. The same issue was raised by one of
the respondents who answered “I don’t know”.
• One respondent who answered “I don’t know” stated their family
member / person they care for is happy with support but that they would
like more support given to the rest of the family.
• Three respondents mentioned a lack in the consistency of the staff
providing support.
• Two respondents stated they would like to have more family support.

12

All issues and concerns were passed immediately to services as part of the initial feedback process
following the close of the consultation.
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• One respondent stated there was too much paperwork expected of staff
on shift.
Q1.3 Are you happy with the support the people we support receive?
• All HSC Trust representatives all answered “yes” to the question.
• Three respondents left comments, all of which are positive remarks
regarding the support / care which Positive Futures provides.
Q2.1 Are your staff well matched to you?
• The majority of the comments were positive. Most reinforced the
respondent’s initial answer, expressing that they like their staff and get
on well with them. Some praised how staff are good listeners and others
praised how staff have the same outlook on life as them.
• One respondent mentioned that at a time there was a member of staff
they were unhappy with and the Service Manager resolved the issue
quickly and that this made them very happy.
• The respondent who answered “no” to this question left no further
comment.
• Two respondents answered “I don’t know”. One commented that they
feel wary about new or temporary staff. The other stated that they felt
staff can sometimes be bossy.
Q2.2 Are staff well matched to your family member / person you care
for?
• The majority of the comments were highly positive about staff, with
respondents frequently mentioning the kind and caring nature of staff or
how well they see the staff getting on with their family member / person
they care for. In several comments, specific members of staff were
praised.
• Two respondents answered “no” to the question. One left a comment
that high turnover of staff meant they do not always know the staff. The
other commented that they would prefer older members of staff
supporting their family member.
• Three of the respondents who answered “I don’t know” stated that they
felt staff turnover was too high. One felt it is not possible to match
people with staff. Another stated a specific issue regarding their family
member and two left no further comment.
• In total, eight respondents commented on the high turnover / low
retention of staff.
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• One respondent would prefer older staff to care for their family member
/ person they care for.
• One respondent would like to see more life skills training for staff.
Q2.3 Are staff well matched to the people we support?
• All but one respondent answered this question “yes.”
• The respondent who answered “I don’t know” commented that they
were unsure how matching is carried out.
• Five respondents left comments saying that high levels of staff turnover
can be problematic.
Q3.1 Do all staff always listen to you?
• The majority of comments were positive with respondents commenting
on a range of aspects, including their relationships with staff, the
helpfulness of staff and how they enjoy having someone to talk to.
• Two people who answered, “I don’t know” and one person who
answered “no” left no further comments.
• Two of the respondents who answered “I don’t know” and three of the
respondents who answered “no” commented that they feel staff do not
always listen to them. In total, five respondents felt staff do not listen to
them all the time.
• One respondent stated that staff do listen but do not always take their
requests seriously.
Q3.2 Do you feel all members of staff always listen to you and your
family member / person you care for?
• Most comments stated that they did believe that staff listen to them and
their family members / people they care for. One respondent went on to
praise a specific member of staff and another respondent mentioned
that staff offer great guidance to them.
• Two respondents felt that staff could be more decisive.
• One respondent felt that not all staff listen all the time.
Q3.3 Do you feel all staff members always listen to the people we
support?
• All HSC Trust representatives answered “yes” to the question.
• Four HSC Trust representatives left a further comment, all of which
were positive and confirmed their initial “yes” answer.
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Q4.1 Do you feel safe when you are being supported?
• In 21 comments, respondents stated that they feel safe when with staff.
Some gave specific examples of times when staff have helped them to
feel safe in a situation.
• Both respondents who answered “no” left a further comment. One
person indicated they would speak to the Service Manager about their
issue, and the other person was unhappy and stated that they do not
get on well with some staff members.13
• One respondent stated that they do not feel safe when their staff are
not with them but are very happy when staff are supporting them.
Q4.2 Do you feel your family member / person you care for is safe
with Positive Futures?
• 98 of 101 respondents answered “yes” to this question with comments
being overwhelmingly positive. Most reaffirmed their “yes” answers and
others provided further comment praising policy, procedures, and staff,
all of which contribute to the safety of their family member / person they
care for.
• One of the respondents who answered “I don’t know” recounted an
experience they were unhappy with. The other left no further comment.
Q4.3 Do you feel the people we support are safe in the environment
they are supported in?
• All 13 respondents answered the initial question, all of whom answered
“yes”.
• Two respondents left a further comment, one reaffirming their answer
and the other praising the pre-support planning Positive Futures carries
out.
Q5.1 Do your staff support you to make your own choices?
• 118 respondents answered “yes” to this question with many praising
the support of staff in helping them make decisions. Other praised staff
understanding that the final choice is theirs (the person we support).

13

All issues and concerns were passed immediately to services as part of the initial feedback process
following the close of the consultation.
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• One respondent pointed out how staff allow them to make their own
decisions, something previous Social Workers would not, which had a
negative impact on them.
• One of the people who answered, “I don’t know” and both the
respondents who answered “no” stated that some staff do help them to
make choices but that some staff do not.
• Another respondent who answered “I don’t know” stated that staff do
not take their choices seriously sometimes.
Q5.2 Do staff support your family member / person you care for to
make their own choices?
• Three of those who answered “I don’t know” left a further comment.
One person stated their family member had not been with the service
long enough to know, another person suggested that staff should have
greater involvement in food planning and preparation and the third
person stated that their family member’s choices weren’t always
followed through.
• One respondent stated that they would like to see more staff
involvement with food planning and preparation.
Q5.3 Do staff support the people we support to make their own
choices?
• All HSC Trust representatives responded “yes” to this question.
• Four comments were left. One other stated “when appropriate” and the
other praised the choices the people we support are offered.
Q6.1 Does the support from Positive Futures help you to do the things
that you want to do in your life?
• Only one person who answered, “I don’t know” and left a further
comment, in which they stated that “it [support] does [support you to do
the things in life that you want…].”
• Two people who answered “no” left further comments. One stated they
did not understand the question and the other expressed their
displeasure over not being able to go on holiday.14 Three people
expressed an interest in doing a greater range of activities.

14

All issues and concerns were passed immediately to services as part of the initial feedback process
following the close of the consultation.
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• One person suggested doing activities with other people supported by
Positive Futures.
Q6.2 Does the support your family member / person you care for
receives help them do the things they want to do in life?
• One person who answered “I don’t know” left a comment stating that
they felt there was a lack of stimulation at times for their family member
/ person they care for.
• Two people who answered “no” left further comments. One said that
their family member is currently not engaging with support and the
other said that changes to support makes it difficult to plan their life
around their family member’s support so can be an inconvenience at
times.15
Q6.3 Does the support the people we support receive from Positive
Futures improve their quality of life?
• All HSC Trust representatives answered “yes” to this question and
three left a further comment. Two are quoted above and the third stated
that support does help the person to do the things in life they want to
do but this could be done even more so if staffing issues were
resolved.

15

This comment was in reference to pick-up / drop-off times of family services and was passed on to
the services as part of the initial feedback process.
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