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1. Project Aim

Future Pathways provides support for adults who 
were abused while living in care in Scotland. Going 
into its third year, the organisation had 1300 
registrants and was at a point of reflection. The 
senior leadership team was keen to review Future 
Pathways’ processes and enhance registrant 
experience by drawing inspiration from, and 
responding to, feedback from those who engage with 
the service. This project was initiated in response to 
registrants’ previous requests to have open 
discussions “without suits in the room”. 

This engagement project has been designed, 
facilitated and delivered by Journey Associates, an 
independent design-led innovation consultancy. 
Journey Associates provided a safe space for people 
with lived experience to share their views and 
experiences of Future Pathways’ services and to 

actively contribute to the future activities of the 
organisation in a user-focused way. 

This project achieved its goal by delivering the 
following objectives: 

• Providing a safe space for registrants to speak 
openly about their experience of Future Pathways’ 
services, without the presence of staff 

• Creating sufficient structure to guide the process 
without being overly prescriptive or directive

• Having a broad representation of registrants

• Creating a feedback loop by engaging ALT/AMT to 
review and identify actions to progress. 



2. Project Approach

The project was initially conceived to be delivered in 
person. However, given the varying restrictions and 
uncertainty resulting from Covid19, the approach was 
redesigned to allow online delivery while retaining the 
essence of user-centred collaboration and co-creation. 
For each session, Zoom was used for video 
communications and Mural was used as the online 
collaboration space. 

The project was delivered in a series of phases starting 
with an Inception Meeting in October 2020. This was 
attended by five members of the Future Pathways’ 
project team. The team were guided through a 
number of activities and shared their thoughts and 
ambitions for the project which were captured on the 
Mural board. This included agreeing on “Making 
Pathways Together” as the name for the project.

To ensure the Journey Associates project team were 
equipped to sensitively manage any potential 
situations that may have arisen during the sessions, 
the project team underwent clinical training on 
dealing with the impact of trauma with staff at The 
Anchor, Glasgow Psychological Trauma Service. A 
safeguarder was also present at each session.

Six Registrant participatory sessions were delivered 
between November 2020 and February 2022. 

A brief overview of the engagement process for each 
of the six groups is shown below.

November 2020 August 2021

April 2021 October 2021

May 2021 February 2022



3. Summary of Group Engagement Process

1. Pre 
workshop

2.
Workshop  
session 1

4.
Workshop  
session 2

5. Post 
workshop

• Initial participant contact through email
• One-to-one pre-workshop Zoom call with each participant (30-60mins)
• Welcome Packs prepared and mailed to participants

• Workshop delivered using Zoom and Mural online collaboration space to work together virtually
• Agenda included: Introductions |Scene setting | Sharing hopes and concerns |Critical feedback on key areas of Future

Pathways' service (through established themes and new themes suggested by participants)
• Session summary. Participants asked to prepare for Workshop 2 by selecting a theme they would like to work with

• Summary document of contributions from Workshop 1 shared with participants to check for accuracy 
• Additional one-to-one open surgeries offered if support needed with the prep task
• Participants emailed an image or sketch relating to the theme they would like to propose for the best

possible Future Pathways Service

• Workshop delivered using Zoom and Mural online collaboration space to work together virtually
• A Future Headline Poster was designed for each theme selected by participants to show what it

would look like if Future Pathways provided the best possible service. Input from the whole group.
• Follow-up sessions (including one-to-ones) offered to finalise Future Headline posters

• Journey Associates designed Future Headline posters
• Future Headline Posters shared with participants for final review and sign-off
• Outputs across the two workshops collated in a mini report and sent to participants

3.
Between 

workshops



4. Participation

In advance of each group session, the project team met 
with each participant individually on Zoom and walked 
them through the agenda and Mural boards to be used in 
each of the sessions. This ensured that participants were 
familiar with the content for each workshop. 

Each attendee was also issued with a Welcome Pack 
comprising a letter from Flora Henderson about Making 
Pathways Together and thanking participants for their 
contributions; information about how the sessions would 
be run and using Zoom and Mural; two Future Headline 
posters; and a selection of coloured post-its and sharpies.

A total of 23 registrants participated in the project and 20 
completed the process with 21 Future Headline Posters 
created. Three participants did not attend both sessions 
and, despite several follow up attempts to re-engage with 
them, did not produce a Future Headline poster. 

Making Pathways Together Welcome Pack



5. The Workshops
Two workshops were delivered over three days to allow 
time for reflection between sessions and for participants 
to identify a theme and draft their Future Headline 
Posters. A Mural board was prepared for each workshop 
and an example is shown below. Each section of the 
Mural board contains information, instruction or a task.

Participants were guided through each element and 
expert facilitation ensured that each person was 
able to fully contribute and that all voices were 
heard. Comments and contributions were captured 
live onto the Mural by the facilitators and were 
visible to participants throughout the workshops. 



5. The Workshops

Workshop 1 started with a welcome and reminder of 
the purpose of the engagement: to explore how Future 
Pathways might improve its service. Each participant 
then introduced themselves and shared their favourite 
pastime. 

The House Rules for the workshop were introduced 
and agreed, then participants shared their hopes and 
fears around participating in the project. This teased 
out many of the issues explored in more detail in the 
the next task which used themes emerging from earlier 
engagement sessions conducted by Future Pathways to 
stimulate discussion (the first four of the themes in the 
list opposite). In all six groups, Promoting Future 
Pathways’ services was discussed and the number of 
themes was expanded in response to the discussion. A 
full list of themes discussed is shown opposite.

Themes Explored Across All Groups



5. The Workshops

Comments on each theme were colour coded-using Rose, 
Thorn, Bud to indicate what was considered positive or 
worked well (in pink - Rose), what didn’t work so well or 
was negative (in blue - Thorn) and any additional ideas, 
thoughts or solutions (in green - Bud). An example from 
on of the groups is shown opposite. 

Towards the end of the session, participants each selected 
a topic or idea they were passionate about and that they 
wanted Future Pathways to respond to, to enhance the 
service. The group was then briefed on drafting a Future 
Headline Poster to share the future success of this idea by 
way of a headline story in a publication of their choice. 
The Poster was completed in Workshop 2 with input from 
the whole group. The completed Future Headline Posters 
are presented below.

Rose, Thorn, Bud Colour-coded Comments on Themes



6. Proposed Actions

The outputs of the sessions have two main strands:

• Proposed Actions – arising from the comments, 
suggestions, and ideas in response to the Themes 
explored in Workshop 1

• Future Headline Posters – 21 completed templates 
giving descriptions of participants’ ideas for Future 
Pathways to consider to enhance its service

Proposed Actions

This involved the collation of the 336 individual 
contributions from participants across the six groups 
(Appendix 1). Data were sorted into clusters using 
thematic analysis to identify consistent information 
and patterns emerging.

Each cluster was given a title. From these titles, 
actions were identified and a series of insights 
highlighted for each Theme. The actions were 
organised into three broad topics:

- Communications
- Future Pathways’ Structure
- Engagement Events and Socials

Actions for each topic were then prioritised using a 
2x2 matrix with importance (for registrant 
experience) on the x-axis and difficulty (for Future 
Pathways to implement) on the y-axis. To aid 
prioritisation, the quadrants are labelled: High 
Return on Investment (Hi RoI); Quick Wins; 
Strategic; and Nice to Have, or longer-term actions.



6. Proposed Actions
The list of actions under each of the three topics is 
presented in the tables below. The accompanying 
chart shows the placement of the actions in the 
relevant quadrants on the 2x2 matrix. Where 
actions are linked (e.g. where there is a dependency 
on one activity before another can be completed, or

where more than one activity could form part of a 
larger action or project) they are connected with a 
blue bubble on the charts below.

The actions for each topic are described in more detail 
in the following tables. Linked actions are shown with 
a red arrow.  



6. Proposed Actions – Communications

The need for enhanced internal and external 
communications was a recurrent theme across the 
engagement activities. In each group at least one person
had never received a Future Pathways’ newsletter. Those
that had received it felt the information was generic and 
would benefit from more input from staff and registrants. 

The wide range of services available to registrants was 
considered difficult to navigate. Clarity is needed on the
services offered, what support can be given, and at what 
stages in registrants’ lives. This should be presented in 
inclusive and accessible formats.

There is a desire for Future Pathways’ services to be more 
widely available via other agencies such as police and 
healthcare providers to ensure as many people as possible 
know about the service and can access it as soon 
as possible.



6. Proposed Actions – Future Pathways’ Structure

For many registrants, their experience with Future Pathways 
has been very positive. Others have had variable experiences 
including a lack of consistency with Support Coordinators, and 
not knowing who their Support Coordinator is, who to speak to 
when the staff member is off sick, and what to do when the 
relationship is not working.

The experience of the service could be enhanced by ensuring 
that registrants feel heard and supported, with their needs 
and feedback at the centre of support provided.

Support should be tailored to the needs and life experience 
and situation of the individual (e.g. relating to sexual, verbal, 
or physical abuse) and should connect registrants with other 
services. Future Pathways’ services should be clearly stated 
to help registrants find the support they need.

Future Pathways should clearly explain its structure and 
governance, highlighting that it is independent of social work. 



6. Proposed Actions – Engagement Events and Socials

Registrants were keen to be involved in Future Pathways 
and to feed into decision-making, including planning and 
shaping engagement events and social activities. 

A range of events was suggested to meet different needs 
(e.g. socialising with like-minded people, sharing stories 
and wisdom, healing activities, etc). The desire for peer 
support (via Future Pathways) and peer-led activities 
(with minimal involvement of Future Pathways) was 
regularly mentioned. Options for meeting in person and 
online should be explored. Venues for meeting could 
include the office of Future Pathways or of a partner
organisation/complementary agency to allow people who 
are not within reach of a Future Pathways office to be 
involved.

Some participants were unaware of previous events, 
indicating that better promotion of activities is needed to 
raise awareness among registrants. 



7. Future Headlines

Draft 1

The Future Headlines Posters provide detailed descriptions of 
participants’ ideas for Future Pathways to enhance their service. 
Each Poster includes a brief description of the issue identified by 
the registrant, the solution they propose and the benefits and 
impacts that will result if this idea were implemented. 

PDF Future Evidence_FP2.2.pdf

The Journey to
Healing (paper from

FP)  FP article 
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us to identify
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help to heal

people can plan and
move forward more
easily and quickly 
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workshops to help
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person

completes for
their needs A sanctuary where

you can access
therapies,

workshops,
whatever you need,

meeting peers,
Music, art, healing,

meditation, tech
workshops, legal

workshops, mindfulness

Final Version

Each Poster was drafted during Workshop 2 (Draft 1), led by 
the person who selected the topic and in discussion with the 
rest of the group. This information was then placed into the 
Future Headline template by Journey Associates (Draft 2) and 
sent to the participant for approval. The Final Version was 
designed to ensure consistency in presentation of the Posters. 

Draft 2



7. Future Headlines

Themes emerging from across the 21 Future 
Headline Posters are summarised below. They are 
sorted into topics consistent with those in the 
Proposed Actions above:

Communications
• Raising Awareness

Future Pathways’ Structure
• Enhancing the service 
• Resources for registrants
• Connecting with other services
• User involvement 

Engagement Events and Socials
• Activities for registrants

The full detail of each Poster is presented below. 
Where a Future Headline focused on more than 
one theme, it is shown under each. 

Comments across the posters also highlighted a 
common call for:

• Support for registrants across their lifetime
• Meetings that are cross-generational
• Sharing information and experience across 

generations

For each Future Headline, the key idea is 
summarised to the right of the poster.



7a. Future Headlines / Communications : Raising Awareness

National media 
campaign across 
different 
platforms 
including GP 
surgeries, 
billboards, and 
storyline  features 
in TV scripts.

Peer support 
programme 
including nature 
walks to improve 
health and 
wellbeing.



7a. Future Headlines / Communications : Raising Awareness

Campaign to 
increase 
awareness of 
PTSD and Future 
Pathways’ 
services using 
stories of success.

Online and offline 
campaigns 
modelled on Covid 
communications 
to address 
isolation.



7a. Future Headlines / Communications : Raising Awareness

Media campaign 
in public spaces 
e.g. public 
transport, GP 
surgeries etc to 
reach more 
people.

Raising awareness 
of Future 
Pathways’ 
services among 
other health 
professionals to 
reach more 
people.



7b. Future Headlines / Future Pathways’ Structure: Enhancing the service 

Improved call 
logging system to 
enhance 
communication 
between Future 
Pathways and its 
registrants.

Regular contact 
with Future 
Pathways and 
tailored support to 
bring families 
together and to 
reach young 
people in care 
earlier.



7b. Future Headlines / Future Pathways’ Structure: Enhancing the service 

Appointment of a 
central 
coordinator to 
take calls for 
support and 
reassurance and 
to signpost 
registrants to 
other services.

Positive night-
time messages to 
registrants via 
text or email to 
know they are not 
alone. Messages 
are personalised
using the person’s 
first name.



7b. Future Headlines / Future Pathways’ Structure: Enhancing the service 

Increase in the 
number of 
Support 
Coordinators who 
can coordinate 
support with other 
services to 
minimize cross-
subsidy of support 
services.

Enhanced support 
from Support 
Coordinators with 
more regular 
check-ins and a 
hotline for calls.



7c. Future Headlines / Future Pathways’ Structure: Resources for registrants

A menu of services 
offered by Future 
Pathways. The 
support process is 
clearly structured 
including regular 
check-ins and 
support is tailored 
to the needs of 
the individual. 

A clearly 
structured menu 
of the support 
offered by Future 
Pathways that can 
be used with a 
Support 
Coordinator to 
ensure support is 
tailored for each 
registrant. 



7c. Future Headlines / Future Pathways’ Structure: Resources for registrants

Pinwheel of 
wellbeing is a 
visual tool used to 
help the registrant 
and Support 
Coordinator to 
tailor the right 
support for the 
person. It covers a 
range of topics 
including housing, 
career and 
exercise.

Sanctuary day 
retreat for 
wellbeing and 
healing of trauma 
for a holistic 
approach to 
supporting 
registrants.



7c. Future Headlines / Future Pathways’ Structure: Resources for registrants

A self-help manual 
of support advice 
and practical 
guidance for life 
including topics 
such as cooking, 
budgeting, 
housing and 
educational 
opportunities.

Newsletter 
keeping 
registrants up to 
date and informed 
on the support 
available to them.



7c. Future Headlines / Future Pathways’ Structure: Resources for registrants

Hope Hub drop -in 
facility for 
personal support, 
help and advice 
when it is needed. 
Complemented 
with an online 
facility.

Listening Hubs run 
by trained 
members using a 
democratic 
process to enable 
registrants’ voices 
to be heard.



7d. Future Headlines / Future Pathways’ Structure: Connecting to other services

Connection with 
services to help 
registrants 
reconnect with 
family.

Coordinated 
support with other 
services to help 
registrants look 
after their own 
health better.



Support Coordinators 
connect registrants 
with other services 
e.g. contacting GP 
for a mental health 
referral.

A central 
coordinator who 
can connect 
registrants to 
other services 
outside of what is 
offered by Future 
Pathways.

7d. Future Headlines / Future Pathways’ Structure: Connecting to other services



Training for health 
professionals on 
the needs of 
individuals with 
lived experience 
and the support 
available through 
Future Pathways.

7d. Future Headlines / Future Pathways’ Structure: Connecting to other services



7e. Future Headlines / Future Pathways’ Structure: User involvement 

User Involvement 
Group is set up 
using a Newsletter 
to expedite this.

Listening Hubs run 
by trained 
registrants and 
using a 
democratic 
process to hear 
registrants’ voices.



7e. Future Headlines / Future Pathways’ Structure: User involvement 

Registrants on the 
board of Future 
Pathways to 
ensure a user-
centred approach 
for projects like 
the Blether
Buddies peer 
support service.



7f. Future Headlines / Engagement Events and Socials: Activities for registrants

Sanctuary Retreat 
Day focused on 
health and 
wellbeing as part 
of a holistic 
approach to Future 
Pathways services.

Future Pathways 
facilitate honest 
discussion to help 
registrants be 
heard and to 
build trust with 
other 
organisations. 



Self-help manual 
meet-ups and 
workshops where 
generations can 
share their 
experience and 
wisdom and 
support each 
other.

Peer support 
service with 
regular cross-
generational 
meetings and 
based around 
different themes 
supported by 
care-experienced 
mentors.

7f. Future Headlines / Engagement Events and Socials: Activities for registrants



A unique 
educational 
opportunities 
service to allow 
registrants to pick 
up on their 
educational wants 
and needs.

7f. Future Headlines / Engagement Events and Socials: Activities for registrants



8. Participant Feedback 

At the end of Workshop 2, participants were 
invited to provide feedback using the questions 
and Rose, Thorn Bud colour-coding shown 
opposite. 

The feedback is summarised into key messages 
or themes in the diagram below. The full listing 
of individual comments from participants is 
shown in Appendix 1.

I'm absolutely delighted with 
the results and how this has 
been put together. I would be 
honoured for it to be used 
especially if it helps others.

I can't see any reason 
why my poster can't be 
used, so feel free to add 
it to your list, not least as 
I'm quite proud of it!



8. Participant Feedback



9. Conclusion

This project was initiated by Future Pathways’ senior 
leadership team to explore how the service might be 
enhanced for registrants. The project took a user-
centred and collaborative approach, involving 
registrants who had lived experience of abuse while 
in care in Scotland in a process of co-creation of 
potential changes. 

A total of six groups were facilitated through a 
participatory process comprising two workshops and 
involved 23 participants. The workshops created a 
safe space for registrants to share their thoughts and 
ideas on Future Pathways’ services.  The outputs 
included 21 actions related to three themes: 
Communications, Future Pathways’ Structure, and 
Engagement Events and Socials. In addition, more 
detailed descriptions of areas for improvement are 
presented in a series of 21 Future Headline Posters. 

These visual templates describe services, activities, 
actions and resources that participants considered 
Future Pathways should prioritise. They also outline 
what these solutions might look like alongside the 
perceived benefits that would be gained by 
registrants, Future Pathways and others. 

The enthusiasm with which participants engaged 
with the process was inspiring. Participants were also 
keen to be kept informed of the outputs of the 
project and, for many, to be involved in future.

It is suggested that providing a safe space for 
discussion around particular topics would be valued 
by registrants and would bring to attention areas 
where Future Pathways can enhance the service 
provided.



Appendix 1: Data Synthesis of Proposed Actions

A total of 336 contributions across the six groups.



Appendix 2: Participant Feedback
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