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BACKGROUND

Scottish Government Ministers asked for a service review of Future Pathways. A service
review means finding out more about how a service is working. It helps to see the ways
that a service is working well and how it can improve.

Scottish Government asked a company called BDO to do the review. BDO are a finance
and business consultancy company.

PURPOSE

The purpose of the review was to look at how Future Pathways is working. The review
looked at:

Governance - This means looking at the decisions Future Pathways make. The In Care
Survivors Alliance runs Future Pathways. BDO looked at how the Alliance works and the
decisions it makes.

How Future Pathways supports people - BDO looked at how Future Pathways
supports the people that are registered with the service.

When BDO reviewed governance and support, they looked at:
. how Future Pathways is working
. if Future Pathways’ systems and processes work well

. if the Scottish Government has given clear direction to Future Pathways (particularly
around how the service is delivered and how funding and resources are used)

NEXT STEPS

The next step is to ask for the views of people registered with Future Pathways. This will
help Future Pathways to understand more about how to improve.

You can view an overview of key findings on the next page >



OVERVIEW OF KEY FINDINGS

The key findings from the review are below.
People feel empowered

Many people who access Future Pathways feel empowered by support. They feel more
independent and better able to cope.

The Discretionary Fund is important to people

The Discretionary Fund is a fund that can be accessed by people supported by Future
Pathways. It can help people to work towards their outcomes. People feel that the
Discretionary Fund helps to improve their lives. The Fund can help them to access
opportunities that they did not have when they were a child. And the Fund also helps to
support lots of different wellbeing needs.

It is good to have a flexible model of support

Staff said that it was important to have support that is flexible. This means they can tailor
support to best suit people’s needs. It also means they can work in a way that focuses on
the person. And it means that people registered with Future Pathways can work towards
outcomes that are important to them.

There are things that Future Pathways should consider

Many people said that Future Pathways needs to consider who is eligible to register for
support. Future Pathways has to work with Scottish Government to gain agreement from
Ministers about any changes. For example, changes to who can register with the service
and what information is needed when people register.

People are concerned about the length of the waitlist. Many people have to wait a long
time to access the service. This can be distressing for people. And it can also mean staff
sometimes find it difficult to manage their work.

There are different views about how people can ‘move on’ from support. Some people
have been supported by Future Pathways for a long time. This can sometimes make
people feel that they rely on the service. At the same time, other people have been on the
waitlist for a long time. This can sometimes feel unfair to people.

You can view ‘Areas that are working well’ on the next page >



AREAS THAT ARE WORKING WELL
There are examples of good practice at Future Pathways. They are listed below.

Registration and support

« Older adults (people 65 and over) and people living with a terminal illness have
priority when accessing support from Future Pathways.

. Brief Waitlist Sessions help to make sure that people on the waitlist can still get some
kinds of support while they are waiting.

. Impact reports show that most people experience a positive impact from support. This
includes people who then chose not to continue their support.

. The Discretionary Fund can make a real difference to people’s lives when the Fund
supports clear ‘outcomes’.

Communication
. Future Pathways tells people about support in different ways, for example on the
website, newsletters, posters and leaflets. And the website has information available
in Easy Read format and in British Sign Language (BSL).
. The In Care Survivors Alliance website tells people about the background, purpose
and values of the Alliance.

Roles and responsibility
. The Alliance Leadership Team (ALT) includes people who have been supported by
Future Pathways. This makes sure that the service is relevant and can meet people’s
needs.
. Future Pathways is clear about which groups have responsibility for different things.
For example, the Alliance Leadership Team, the Delivery Team and the Finance and
Risk subgroup.

Reporting and feedback
. Future Pathways does regular reports. These include reports about quality, impact
and performance.
« Future Pathways asks people for feedback. This helps the service to know more
about the barriers people experience. And it also shows how the service can improve.

Planning and processes

. The service has a data system that works well. This means that the registration
process is easier to do.

. Future Pathways checks financial planning to make sure it matches the aims of the
service.

. Future Pathways’ Complaints Procedure sets out the stages for handling all
complaints. It complies with the SPSO Statement of Complaints Handling Principles.
And it follows guidance from the Complaints Standards Authority at the SPSO.

You can view ‘Key findings’ on the next page >



KEY FINDINGS
Who can register with Future Pathways

Many people said they were concerned that Future Pathways are not in control of who
can register with the service. For example, the types of care settings that are included.
People also said that it was a risk to the service if people did not have to prove that they
had been in care.

There is not a clear way of ‘moving on’ from the service

People have different views and strong views about if there should be a clear way for
people to ‘move on’ from support. At the moment, it is completely up to the person if they
choose to continue or to end support. People are worried that this might cause people to
rely on Future Pathways.

Waitlist

People are concerned about the length of time that people have to wait for support. It
might put people off registering with the service. And it can also have an impact on staff
who are trying to manage their workload.

Discretionary Fund

People are concerned about the Discretionary Fund. Some people think that it can cause
people to be rely on Future Pathways. And some people think that the Fund is not
managed in a consistent way. They feel that it is not clear why some applications to the
Fund are accepted and some are not.

Personal Outcomes

Personal outcomes (or outcomes) are about what matters most to the person and the
changes they would like to make. Everyone’s outcomes are unique to them. Some people
find it hard to identify a ‘personal outcome’. This can be made more difficult when there
are lots of different types of support available.

BDO cannot provide independent assurance

Future Pathways does not share people’s information with third parties, for example other

companies. This meant that BDO could not check some aspects of the service
themselves. This data was checked by Future Pathways’ staff instead.

You can view more ‘Key findings’ on the next page >



KEY FINDINGS (continued)

Aims and Objectives

People are not clear about the aims and objectives of Future Pathways. This can mean
that people might not understand the main role of the service. They might find this
confusing or frustrating.

People with lived experience are not asked for their views

As part of the review, BDO spoke to people who have been supported by Future
Pathways. They said that they felt people registered with the service were not asked
about changes to the service.

Contract changes

The Alliance contract is updated every year. But it is not published every year, so it still
contains information that is out of date.

Representation

The Alliance Leadership Team includes people who have been supported by Future
Pathways. Some of these people said that they felt their views were not listened to or
valued.

Inconsistent content in minutes

The layout and content of minutes from meetings are not consistent. Decisions and
reasons for decisions should be clearer.

Feedback

Staff said that sometimes they do not get feedback when they raise issues with the
Alliance Leadership Team or with Scottish Government.

Reporting about finances
Some people supported by the service said the financial reporting should be better. They

also said that Future Pathways could improve the management information about
financial reporting.

You can view more ‘Key findings’ on the next page >



KEY FINDINGS (continued)

Guidance about reporting

The Performance Framework Report does not include clear guidance for reporting. This
means there can be confusion about who looks after different areas. And it can also make
it harder to understand the data and use it properly.

Performance targets

Future Pathways cannot meet the performance targets that are in the Alliance Contract.

For example, the contract says that 100% of people registered with the service should be
receiving support. But this is not possible with a waitlist.

You can view ‘Next Steps’ on the next page >



NEXT STEPS

The next step is to ask for the views of people registered with Future Pathways. This will
help Future Pathways to understand more about how to improve. In the meantime, some
smaller changes can be made. For example:

Make reporting better
Future Pathways will:

. Include the aims of the service in reports.

. Include more detailed financial information in reports.

. Create guidelines for reporting. These will make it clear what information is needed,
how the information is shown and how often reports are done.

. Check that financial reports are consistent and correct.

. Make it clear who looks after different parts of reporting.

Make sure people are heard and valued
Future Pathways will:

. Make sure Support Coordinators can manage their work and have support to do their
work.

. Create a clear process to give feedback to staff about any issues they raise.

« Check that members of ALT who have lived experience are acknowledged for their
time and effort.

. Make sure ALT members with lived experience are given enough time and attention in
meetings.

Making information clear for people registered with Future Pathways
Future Pathways will:
. Explain how Discretionary Fund decisions are made so it is clear that they are fair.
. Make sure people are signposted to services they can access, for example telling
veterans about Veterans First Point.

. Check that people understand that they may go on to the waitlist if they choose not to
engage with support.

You can view more ‘Next Steps’ on the next page >



NEXT STEPS (continued)

Contracts and minutes

Future Pathways will:
. Check that Future Pathways’ contract has targets that can be reached.
. Make sure contracts are up to date.
. Make sure meeting minutes are consistent and high quality.

Planning

Future Pathways will:

. Make sure that Support Coordinators’ workload is checked so that work can be
planned better.

Please note: There will not be any other changes to Future
Pathways until people who are registered with the service
have been asked for their views.




