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Report on Quarter 2 (July to September 2025)

What happened in Q2

® 55 people registered with Future Pathways.

® 154 people started working with a Support
Coordinator.

® 56 people were referred to 11 Delivery
Partners.
=

How people felt

® \We received positive feedback from people
we support, and we also received
suggestions for how we could improve

® People shared that they felt Future
Pathways listened to and understood. and
valued them. and that they felt able to trust
the service

‘Do you know that feeling when you know in
a conversation when the other person Is
listening intently. [..] Future Pathways when
needed. have always listened.” (Person
registered with Future Pathways)

Some people also shared that inconsistent or
unclear communication from Future
Pathways contributed to feeling less valued by
and able to trust the service.

What difference we made

® Many people felt that Future Pathways’
support had made a positive impact in their
lives, such as improving physical and mental
wellbeing.

Q@ ‘I came to Future Pathways at a time when |

felt like a broken diamond—scratched, dulled,

and forgotten. They didn’t try to fix me. They
helped me polish myself. That kind of support
doesn't just help you survive—it helps you
stand tall again.”

Who we supported

® The average age of people who registered
with us was 48.

e 78% of people living in Scotland who
registered with us live in Scotland's most
populated areas.

What people gained

® Feedback we received indicated that most
people feel they are able to access the
support that is right for them. This quarter.
people accessed support from our Delivery
Partners including holistic support. help
with record searches, and trauma support
work. People also accessed our
Discretionary Fund. for example to make
their home feel safer and more
comfortable, address immediate needs, or
access technology and transportation..

“Future Pathways listens without judgment.
[.] They didn't just offer support; they offered
belief. They helped me reconnect with my
story. my strength, and my purpose. That's
not just good practice—it’s life-changing.”

What changed for people

® People also told us what changed in their
life after accessing our support. Some
people felt more confident and better
equipped to engage In activities that were
meaningful to them. Others feel that
support has helped them make changes in
their life, such as exploring new creative
outlets.



This Quarterly Report is about our work between July and September 2025. At Future Pathways, we
support people to make the changes they want to see in their life. And we help people choose the
support that is right for them so they can experience a positive impact from the support they access.

In this report, you can read about the different ways we raise awareness about Future Pathways. This
quarter, we continued to highlight the experiences and creative projects of people who are registered
with us in our newsletter and on our website. We also shared findings from Future Pathways’ recently
completed service review, communicating summary findings and key next steps. You can view the update
and download the summary report here.

You can also read about how we support people to make positive changes in different areas of their life,
such as their mental health and relationships. Each person’s experience at Future Pathways is different
because everyone's outcomes are unique to them. However, we also notice some themes in people’s
experiences. In Q2, for example, we continued to see that feeling safe and comfortable at home, feeling
In better physical and mental health, and developing new knowledge and skills were important outcomes
for many people. You can see examples of the different kinds of support people access in our
newsletter. You can_sign up to receive the newsletter here.

This quarter, people accessed a range of different types of support through Future Pathways to help
them progress towards their outcomes. Many people accessed support from our Delivery Partners, in
particular organisations offering holistic support and support with record searches. Many people also
accessed the Discretionary Fund as part of working towards their outcomes, and we continue to see
that, most frequently, the fund is used to make changes to people’'s home environments to support
them feeling safe and comfortable at home. We also make use of the Discretionary Fund to help some
people meet immediate needs and access technology and transportation. connect with existing services
such as health and social care services.

Most importantly, you can read what we learned from the feedback we received this quarter, including
feedback people gave when they reviewed their support with their Support Coordinator. While the
impact of support is different for everyone, many people continue to share that they feel listened to and
valued by Future Pathways, with nearly all of the people we support (90% of reviews sampled)
experiencing a positive iImpact in relation to at least one of their outcomes. As you will read in this report,
some people feedback that their life is better since accessing Future Pathways support, which is notable
given the challenges experienced by many people we support.

The feedback we received this quarter also helped us learn how we can improve. We received a small
amount of critical feedback this quarter, and an evident theme was the potential impact that unclear or
Inconsistent communication can have on individuals’ ability to feel valued and able to trust Future
Pathways. When we receive this feedback, we work hard to address the issues raised on a case-by-case
basis where we can.

Thank you to everyone who shared their experiences with us this quarter. Your feedback helps us to

understand our impact, learn and improve. We welcome feedback from anyone registered with us and
our partners about any aspect of our service. You can read about the ways you can give us feedback in
the ‘Our impact’ section of this report, including our online feedback form which you can access here.



https://future-pathways.co.uk/future-pathways-review25/
https://future-pathways.co.uk/future-pathways-review25/
https://future-pathways.co.uk/newsletter/
https://future-pathways.co.uk/feedback/

Raising awareness

Our communications

We continued to raise awareness of Future Pathways and communicate with our audiences in a range
of ways in Q2.

This quarter we collaborated with Wellbeing Scotland to show how we work together and give insight
into the journey from seeking support to referral and assessment, as well as outlining different forms of
support such as counselling and group work. You can learn more and browse all our Meet the Partner

features here.

We also continued to promote our Peer Support sessions and workshops which launched last quarter,
creating collaborative features with delivery providers such as St Andrew's First Aid, to highlight the work
they do. Core information for Peer Support was also made more accessible, as it is now available in BSL
and as Easy Read. You can view all our Peer Support updates on our website here.

Sharing our learning is an important part of the communications work we do at Future Pathways. In
August, we launched our latest impact report, Journey of Connection, to highlight the impact of Future
Pathways and areas for improvement. You can visit the Journey of Connection page for key facts and

figures and to download the reports.

We continue to develop and promote content around specific themes which affect people registered
with us. This quarter we teamed up with First Psychology to talk about screen time. We looked at how
devices can affect us, how to notice if we are using devices too much and tips for how to take a break.
The article was featured in our September newsletter and across social media. You can read the full

article on our website here,

In response to survey feedback from earlier this year, our September newsletter also featured a range of
content created by and with the people we support, including Derek’s experience of support, a creative

spotlight on Jewellery making — including step-by-step instructions — and an overview of our Journey of

Connection impact report. You can read more stories from the people we support in our dedicated

Features section.

Lastly, in September we shared an update about the service review of Future Pathways with our staff,
the people registered with us, and to wider audiences. This included an overview of the review update,
including key next steps around strengthening communication across the organisation and providing
clear information on how Discretionary Fund decisions are made, as well as a link to the summary report.
You can view the update and download the summary report here.



https://future-pathways.co.uk/who-we-are/delivery-partners/
https://future-pathways.co.uk/who-we-are/delivery-partners/
https://future-pathways.co.uk/how-we-help/peer-support/
https://future-pathways.co.uk/journey-of-connection/
https://future-pathways.co.uk/journey-of-connection/
https://future-pathways.co.uk/screen-time/
https://future-pathways.co.uk/screen-time/
https://future-pathways.co.uk/dereks-experience/
https://future-pathways.co.uk/creating-together/
https://future-pathways.co.uk/features/
https://future-pathways.co.uk/features/
https://future-pathways.co.uk/future-pathways-review25/

Hearing about Future Pathways

We continue to see that people who register with us are most likely to hear about Future Pathways
from someone they know personally. This graphic shows how people who registered with us this quarter
heard about Future Pathways. !

Family member. friend or acquaintance 33%

Statutory service or professional 13%
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Alliance partner 9%
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A third (33%, n=18) of people who registered with Future Pathways in Q2 heard about us from a family
member, friend or someone they knew. This remains the most common way people hear about us, and Is
slightly higher than in Q1 (27%). In most of these instances people heard about us from a friend or
acquaintance.

When people did not hear about us from someone they know they were most likely to hear about us
through a statutory service or professional (13%, n=7) or through an Alliance Partner (9%, n=5).
Additionally, 16% (n=9) of all registrations came from unknown or other sources outside of Future
Pathways’ typical referral sources.

! The figures in this graphic do not necessarily sum to 100% because some people hear about the service from multiple
sources.



Registering with Future Pathways

2,859

PEOPLE ARE
REGISTERED
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REGISTERED

18
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PEOPLE
REGISTERED

PER MONTH IN Q1.
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This quarter, 55 people registered with Future Pathways. This is a 22% (+10) from last quarter, and a
15% (+7) increase from Q2 2024/25. This reverses the general downward trend in registrations with
Future Pathways over the last several quarters. In Q2 an average of 18 people registered with us per
month, compared to an average of 15 people per month in Q1.

While the number of individuals registering with Future Pathways fluctuates each quarter, the number
of individuals registered with the service continues to increase over time. You can read more about the
yearly trends in registrations in our 2024/25 impact report.

Waiting for support

154 g 389

PEOPLE STARTED PEOPLE WERE

WORKING WITH WAITING FOR
A SUPPORT SUPPORT.
COORDINATOR
IN Q2.



https://future-pathways.co.uk/journey-of-connection/
https://future-pathways.co.uk/journey-of-connection/
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Due to the high number of people registering with Future Pathways, we are unable to start working with
people soon after they register. This means we have a waitlist for our support. The length of wait can
change and we cannot always know how long people will wait to receive our support. At the time of
writing this report, people have been waiting up to 22 months. This is down from 25 months in Q1.2 We
are working hard to address our waitlist for support, and we regularly update our information about
waiting for support. You can read the most up to date information about our waitlist here.

In total, 154 people started working with a Support Coordinator in Q2. This is a 79% (+68) increase
compared to last quarter. As a result, the number of people on our waitlist has decreased by 15% (-68)
since Q1. The reduction to the waitlist reflects the impact of additional Support Coordinators who joined
the team in Q1.

We prioritise starting work with people who are aged over 65 or living with a terminal iliness. Of those in
a priority group who registered with the service in QZ2, all began working with a Support Coordinator
within three months of registration.

People can access a range of types of support while they wait to begin working with a Support
Coordinator. You can read more about this support on our website.

One of the ways people can access support while on our waitlist is through Brief Waitlist Sessions, which
allow individuals to have up to four sessions with a Support Coordinator to address various needs while
waiting for support. Since the sessions were launched in November 2024, 12 people have accessed
Brief Waitlist Sessions, with most people accessing immediate support for time sensitive requests such
as help with funeral costs or moving when a new home became available. Many were referred to other
services to address their needs while they wait. In Q2, 6 people accessed Brief Waitlist Sessions.

As of Q2, 10 individuals completed support through Brief Waitlist Sessions. For individuals who
completed support, sessions improved their sense of being safe and comfortable at home, relieved
financial stress, and enhanced connections to local support, and educational opportunities.

|dentifying outcomes

When support begins, we have conversations with people about their personal outcomes. Personal
outcomes are the areas of their life that matter the most to the person and the changes they would like
to make. Then, Support Coordinators work alongside the person to develop a support plan that is
tailored to the person. In support plans, we help people break their outcomes down into goals and
together we look at the steps we need to take to reach these goals.

In Q2. 234 people took part in support planning conversations, with some people taking part in more
than one support planning conversation during the quarter. We looked at a sample of 28 support plans
to learn more about the changes people hope to make in their lives. A total of 53 outcomes were
identified within the sample of support plans, with people identifying an average of around two
outcomes they want to focus on in each support plan.

Support Coordinators adapt their approach to having conversations about outcomes according to the
person. In most instances, during support planning conversations, Support Coordinators have
conversations about the changes people hope to see in their lives. In our Q2 sample of support plans,

2In Q1 people were waiting up to 25 months to receive support from Future Pathways. In Q4 2024, people were
waiting up to 27 months.


https://future-pathways.co.uk/waitlist/
https://future-pathways.co.uk/how-we-help/support-while-you-wait/

82% (n=23) of people discussed this. This word cloud shows the themes that emerged from people’s
responses to this question’ The main themes in people’s responses were feeling better in their physical
or mental health, feeling safe and more comfortable at home, and feeling more self-confident.
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Develop new
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Some Support Coordinators use the HOPE framework to look at the different areas of people’s life,
although this approach is not universally applied. In these conversations, Support Coordinators facilitate
conversations about the person’s home life, including their mental health, access to opportunities, the
people in their life, and experiences of empowerment in their life. We also use the HOPE framework to
evaluate people’'s outcomes* You can see an image of the HOPE framework below.

* Note that these are not quotations. Themes from support plans were paraphrased for anonymity.

4 The HOPE framework designed for use as a self-assessment tool. Here we use the HOPE framework as a way of
evaluating people’s outcomes. This use introduces a margin of error as it is based, In most instances, on our interpretation
of the areas of life people relate their outcomes and goals to.
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This graphic shows the focus of the outcomes that people identified with their Support Coordinators
this quarter.®
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For over a third of the individuals in the sample (43%, n=12), at least one of their outcomes was related
to the 'Home' area of their life. Out of the total number of outcomes we looked at, 33% (n=20) were
focused on the 'Home' area, with most of these outcomes relating to their safety and comfort at home
(50%, n=10) or their mental health (40%, n=8) or safety and comfort. People who identified ‘Home’
related outcomes agreed a wide range of goals in support plans such as improving areas of their home
and purchasing home items to make it a safer and more comfortable environment for them and
accessing support from existing services.

® The percentages in this figure do not necessarily add to 100% due to rounding.
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‘Opportunity’ was another significant theme, with over a quarter individuals in our sample identifying at
least one outcome related to this area. Of the total number of outcomes we looked at, 30% (n=18) were
related to ‘Opportunities’, with half of these focused on improved physical health and activity. This looked
different for different people, from gaining support to access gym memberships or mobility aids to
developing better habits and routines. A further 7 outcomes identified goals relating to gaining a sense
of purpose and direction.

The themes of Empowerment” and ‘People’ were also evident in the outcomes we looked at in Q2.
although they were less prevalent, with 18% (n=5) and 14% (n=4) of individuals in our sample identifying
at least one outcome related to these themes respectively. Of the total outcomes we looked at, 18%
(n=11) related to Empowerment’, with a focus on self-management and feeling more in control of
one's own life. A further 8 outcomes (13%) were related to the ‘People’ area of life, with a focus on
spending time with family and friends and becoming part of a community.

In some of the support plans we sampled, it was not possible to identify the HOPE area the outcome
was related to, and in some cases, people identified outcomes that were related to multiple areas of their
life. However, the above analysis gives an indication of some of the themes we see in people’s support
plans and the outcomes they discuss with their Support Coordinator before accessing support.

Tailored support

1950 926

PEOPLE (68% PEOPLE ARE
OF THOSE CURRENTLY
REGISTERED) RECEIVING
HAVE ACCESSED SUPPORT FROM
SUPPORT SINCE FUTURE
FUTURE PATHWAYS.
PATHWAYS
STARTED.

Our support is always tailored to the person and their outcomes. This means that support is unique to
everyone accessing Future Pathways. Since the service launched, 1,950 people have accessed support —
this is 68% of individuals who have registered with Future Pathways. In Q2, 926 people were accessing
our support.

Broadly speaking, Future Pathways facilitates access to three different types of support.®

1 Services provided by our wide network of Delivery Partners.
1 Material support through the Discretionary Fund.
1 Support to connect with existing services including statutory and third sector services.

& We also know from the feedback we receive that many people consider their relationship with their Support
Coordinator as an important form of support. Although we recognise that this relationship is very important to people
accessing Future Pathways., we consider this relationship to be part of our service’s approach rather than a type of
support we facilitate access to.
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We aim to review the support people access through Future Pathways within six months of agreeing a
support plan. In Q2, Support Coordinators facilitated review conversations with 197 people. Sometimes,
for example due to changes in personal circumstances, review conversations do not go ahead, and this
was the case for 30 people this quarter.

We looked at a sample of 21 review conversations to understand more about the support we facilitated
in Q2. Analysing these conversations showed that people accessed a wide range of different types of
support through Future Pathways this quarter.

In a third (n=7) of the review conversations we analysed, people had accessed or were planning to access
material support through the Discretionary Fund, and in nearly a quarter (24%, n=5) of the review
conversations sampled, people had accessed or planned to access support from one or more Delivery
Partners or existing services, such as health and social care services” The broad range of types of
support that people talk about in review conversations indicates that Future Pathways responds to
people’s needs in a tailored, holistic way.

Delivery Partner referrals

This quarter, we referred 56 people to access support from 11 Delivery Partners® This graph shows the
number of referrals made this quarter to Delivery Partners providing different types of support?

60% [ 38%
%
50 bus Holistic support
40% — ® Record searches
® Trauma support work
30% [— e Creative therapies

e Support work

Complimentary therapies

13%
20% [~
7% ® Counselling/psychological support
10% [— 4% 4% e | fe coaching
- 2% 2% 2% ® FEducational support
L ] , ST

7 In 38% (n=8) of the review plans sampled, the types of support individuals were planning to or had accessed were either
unclear or not recorded. Unclear recording of support accessed has previously been highlighted in our Q1 quality
framework report and is being addressed as part of our continuing efforts to improve reporting within the service.

& This includes block funded Delivery Partners Birthlink and Wellbeing Scotland.

9 Note that figures don't necessarily add to 100% due to rounding.
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Delivery Partner support

Future Pathways commissions support from a wide-ranging network of 46 Delivery Partners '°. In Q2,

at least 103 people were accessing support from 33 Delivery Partners and 6 people accessed Delivery
Partner support from more than one Delivery Partner.!* Most of the Delivery Partners we work with
provide counselling or psychological support services. We also work with Delivery Partners across
sectors such as creative therapies, support work, record search support and life and financial coaching.

Two delivery partners operate at a national scale, 232 people accessed support from Birthlink (record
searches) and Wellbeing Scotland (holistic trauma support) in Q2.

Referrals to the Anchor, Glasgow Health and Social Care Partnership

This quarter we referred 19 people to the Anchor (Glasgow Psychological Trauma Service), one of our
Alliance Partners. These referrals allow people from across Scotland to access psychological assessment
from a specialist NHS service. Previously, these referrals were included within ‘counselling/psychological
support’ in the graph above.

We no longer report referrals to the Anchor as ‘psychological support’ because assessment at the
Anchor is part of a statutory service that includes onward referral to local community mental health
teams rather than purchased services such as counselling. This change in reporting may account for
fluctuations we have seen in Delivery Partner referrals in recent quarters,

Discretionary Fund support

Future Pathways also supports people to access material support through the Discretionary Fund in
order to progress a wide range of outcomes. People’s outcomes are specific to them, and so this
support looks different for each person. The graph below shows the range of reasons people accessed
Discretionary Fund support in Q2! In Q2 we saw that the most common use of the Discretionary Fund
continued to be supporting progress for outcomes related to feeling safe and comfortable at home,
such as purchases for furniture and home improvements.

19 Not including block funded Delivery Partners.

1 \We cannot give an exact figure for this because we record referrals to our record search Delivery Partners in a
different way than the way we record other referrals. It is highly likely that some people were accessing record search
support and other Delivery Partner support.

2 The percentages in this figure do not necessarily add to 100% due to rounding.


https://future-pathways.co.uk/who-we-are/delivery-partners/
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The proportion of supported requests related to enhancing safety and comfort of the home
environment decreased slightly compared to Q1*, with a corresponding slight increase in the
proportion of other support need categories such as hardship payments, technology. and wellbeing and
complimentary therapies.

Linking with existing services

We help people to access support from the existing services that are best placed to meet their needs.
Existing services provide support which is free at the point of access and normally local to them.
Examples include third sector and statutory services.

We support people to access these services by:

1 Signposting people to services they can access.

1 Referring people or supporting people to refer themselves to services.
Supporting people to navigate and engage with services.

1 Encouraging services to adapt so that people can access support from them.

We know that many people we support can face barriers when accessing existing services because of
the inequalities they experience or have experienced. From general trends in review conversations and
other feedback, we know that other contextual factors, such as caring responsibilities and health
conditions, can also make it difficult for people to access the right support at the right time. Similarly to
previous quarters, this indicates that, even with Future Pathways’ support, people experience barriers
when engaging with existing services. You can read more about what we have learned about this in our
most recent report, Being There, which was published in Q4 2024/25.

131n Q1, we found that 46% of all Discretionary Fund payments were related to feeling safe and comfortable at home.


https://future-pathways.co.uk/beingthere/
https://future-pathways.co.uk/beingthere/
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Who we work with

People we support

People can register with Future Pathways If they experienced abuse or neglect in Scottish care settings
as a child and they are currently aged 18 or over. When people register with Future Pathways, we ask
them for some basic information about themselves, like their age and where they live. This information
helps us understand more about who accesses our support, and it helps us make our support more
accessible. You can read more about this in Identity, Equality and Access, our 2024 report which
focuses on the demographics and life experiences of people supported by Future Pathways. (hyperlink:
|dentity, Equality and Access - Future Pathways )

We continue to see that the majority of people who register with us live in Scotland.'* Of the people
who registered with us in Q2 who live in Scotland, the majority (78%) live in the most populated council
areas in Scotland '® Specifically, nearly half (47%, n=23) of those registering with us and living in Scotland
live In the areas around Edinburgh and Glasgow.

live iIn Scotland
of these, 78% live in the 15 most populated
council areas in Scotland.

live in England

Unknown

We use the Scottish Index of Multiple Deprivation (SIMD) to analyse the postcodes of people who
register with us each quarter who live in Scotland. The SIMD looks at the extent to which an area in
Scotland is ‘deprived’ across seven domains: income, employment, education, health, access to services,
crime, and housing. If an area is identified as ‘deprived in the SIMD, this is an indicator that people living
In this area may be more likely to have a low income and reduced access to resources, services, and
opportunities such as healthcare services, and education or employment opportunities. A postcode being
identified as ‘deprived does not mean that every individual living in the area experiences deprivation.

In Q2. the proportion of people registering with us who live in the most deprived areas of Scotland was
slightly higher than in Q4 and remains consistently higher than the general population of Scotland.

14 Of the 55 individuals who registered with Future Pathways in Q2, geographic information was only available for 53.
15 This figure includes the 15 council areas with the highest population in Scotland.


https://future-pathways.co.uk/identity-equality-access/
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When we analysed the postcodes of the people who registered with us this quarter who live in Scotland,
we found that nearly half (47%, n=18)'° live in a postcode area which is among the 20% most deprived
areas in Scotland. 29% (n=13) live in an area which is among the 10% most deprived in Scotland, and 9%
(n=4) live in the 5% most deprived areas of Scotland.

In comparison, in the general population of Scotland, around one in five people live in the 20% most
deprived areas in Scotland, as defined by the SIMD'’. Our analysis indicates that people registering for
Future Pathways support are more than twice as likely to live in the 20% most deprived areas of
Scotland and may therefore be significantly more likely to experience barriers when accessing support.

Ages of people we support

The average age of people who registered with us this quarter was 48. In Q2 we saw an increase in the
number of people ages 18-39 registering with us compared to Q1 (34%, n=18 in Q2, compared to
24%,n=11 in Q1). This rise is consistent with broader patterns over the last several quarters which
showed a trend of increases in the number of 18—-39-year-olds registering with Future Pathways,
despite the decrease in registrations from this demographic last quarter. We also saw a decrease in the
number of 70+ year olds registering with the service, with no individuals over the age of 70 registering in

Q2.18

9%
23% /

® 13-29
AVERAGE AGE — 25% 30 _39

® 40-49
Q

¢ 60-69

/
25%

\
19%

18 Although 49 individuals who registered with us in Q2 were living in Scotland, only 45 had postcodes searchable in the
SIMD.

17 Scottish Index of Multiple Deprivation — Scottish Welfare Fund Statistics 31 December 2024

8 The percentages in the figure below do not necessarily add to 100% due to rounding.
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Life experiences of people we support

We ask people to fill in a form called ‘About You' after they have been engaging with Future Pathways
for around six months. The form asks people questions about themselves and their life experiences. We
understand that it can be uncomfortable to share this information, and so the form is optional, and
people’s answers are anonymous.

We use what we learn to make improvements to Future Pathways to better meet the needs of people
we support, and we share what we learn from this data so that other services can better understand the
needs and life experiences of people with lived experience of in-care abuse and neglect.

Generally, we provide updates about this information in our Quarterly Report every six months, in Q2
and Q4. to make sure we are drawing from as much up to date information as possible. However, About
You insights have not been included in this quarterly report due to a low volume of completed forms.
Instead, we will continue with our regular schedule of six-monthly reporting on About You forms in Q4.
You can read the most up-to-date information on all of the About You forms we received in 2024/25

In our impact report, A Journey of Connection.



https://future-pathways.co.uk/journey-of-connection/
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How we measure our impact

Every quarter we look at the feedback we have received. This helps us understand people’s experiences
with Future Pathways, what we are doing well and how we could improve.

Different people prefer to give feedback in different ways so we have a range of ways people can give us
feedback.

People we support can give us feedback anonymously by:
1 completing our online feedback form
1 completing a feedback form after their first review of their support. We call this the first
feedback form.
1 completing a feedback form when they agree a pause to support or feel their outcomes have
been met. We call this the second feedback form.

Anyone can give us feedback at any time by:
T discussing their feedback with a team member
providing feedback via social media
making a complaint
writing to Future Pathways (by emailing us or sending us a letter)
requesting a conversation with the Impact & Evaluation Lead.

= =4 =4 =4

Delivery Partners can provide us with feedback by
1 completing our online feedback form
1 providing feedback in progress reports.**
1 responding to our annual Delivery Partner feedback questionnaire
1 discussing their feedback with a team member

In this section of the report, we share what we have learned from people’s feedback about the impact
we make. When people give us permission to do so, we include quotes to give examples of the impact
different people experience. We do not include individual experiences in our impact reporting unless an
individual's experience illustrates a wider theme experienced by a group of people we support. This is to
make sure that we represent the general experience of accessing our support, though we recognise that
this is different for everyone*°

19 These are completed by the Delivery Partner when the support commissioned is ending. They provide an opportunity
to reflect on the impact of the work that has taken place.
20 \We make sure that all quotes that we include in our reports are anonymous unless people prefer to be identifiable.
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Who gave us feedback

In this report, we present what we have learned from analysing feedback from around 34 people
registered with us*! We received a lower volume of feedback (-15) compared to last quarter, largely due
to a spike in Q1 feedback following the publication of our explainer video in April.

Excluding people who had review conversations with us, we found that all but one of the people who
gave us feedback (=12 out of 13 people) were accessing or had accessed support from Future
Pathways. In one instance, feedback came from someone responding on behalf of an individual
supported by Future Pathways. We also looked at a sample of 21 reviews to learn more about people’s
experience with the service. In each of these reviews, individuals provided feedback about their
experience of working with Future Pathways.

In this report, we also share what we have learned from the feedback we received from our Delivery
Partners this quarter. We continue to receive low levels of general feedback from Delivery Partners with
most of our feedback from Delivery Partners received in response to our annual questionnaire #* This
quarter, 17 Delivery Partners reviewed their work with us in 45 progress reports. This report includes
what we learned from analysing a sample of 10 progress reports completed by 10 Delivery Partners.

How people gave us feedback

People we support gave us feedback in many ways in Q2 and almost everyone who gave us feedback did
so directly rather than through a third party. We continue to receive very low levels of complaints, with 3
pieces of feedback communicated through complaints in Q2.

The most common ways of giving feedback were completing one of our feedback forms. These forms
ask questions about people’s experience of the service and offer the opportunity for people to share
their experience of any aspect of the service. In Q2, nearly half (n=6) of the feedback we received,
excluding review conversations, was communicated through a feedback form.

People also continue to communicate their feedback in other ways, including writing to or emailing us,
sharing feedback on social media, and having a conversation with the Impact and Evaluation Lead. We
also receive information about how support is progressing from Delivery Partners who provide progress
reports. That people registered with us and Delivery Partners make use of the diverse ways to give us
feedback indicates that our flexible approach creates opportunities for people to share their experiences
In the way they feel most comfortable with.

2L This figure is estimated. This is because it is possible that some people who provided us feedback this quarter also
completed reviews which may have been included in the sample of reviews analysed in this report. In other instances, we
are unable to confirm whether feedback given came from a person registered with Future Pathways, a person who is
accessing or who has accessed support. a friend or family member, or someone who is otherwise connected with Future
Pathways.

22 Delivery Partners receive an annual questionnaire from Future Pathways in October each year. Results from the
2025-26 questionnaire will be shared in the Q3 report.
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While most of the feedback we received from people registered with us in Q2 was complimentary, we
also received some critical feedback and / or suggestions for improvement. Sometimes, the feedback we
recelve refers to both positive and negative aspects of the person’s experience. All feedback, including
critical feedback, is valuable to Future Pathways, and we look at all the feedback we receive each quarter

to learn more about our impact and how we can improve.

Listened to, understood and valued

A significant theme in the feedback we received this quarter was that people feel listened to,
understood, and valued by Future Pathways. Feeling listened to’ was a particularly strong theme, evident
across review conversations, feedback forms, and progress reports from Delivery Partners. Individuals
discussed the value of having the opportunity to share about the things that mattered to them, and of
being able to express themselves knowing someone was listening without judgement.

Of the 6 individuals who completed a feedback form in Q2. 3 responded to the prompt “Future
Pathways understands me and my needs”. While this is a small sample, similarly to previous quarters we
found that all people who responded to the prompt agreed or strongly agreed that they felt understood
by the service. Additionally, 2 out of the 3 agreed or strongly agreed with the statement “Future
Pathways cares about me™?. In our first and second feedback forms, we ask people how they would
describe Future Pathways. The most commonly used words in responses recelved this quarter included
“patient”, “‘compassionate” and ‘listening”, reinforcing the sentiment that people feel Future Pathways
seeks to understand their experience.

“Do you know that feeling when you
know In a conversation when the other

person is listening intently. [...] Future
Pathways when needed, have always
listened|.]”

Person supported by Future Pathways

Safe and able to trust Future Pathways

We also received feedback that some people felt safe with and able to trust both the service and the
delivery partners who work with us. The abllity to develop trusting relationships with Support
Coordinators and Delivery Partners was noted as having a positive impact within the reviews sampled,
with some individuals indicating that this made them feel more able to access the support they need.

In our first and second feedback forms, we also ask people to respond to the statement I can trust
Future Pathways”. In Q2, we found that 2 out of 3 individuals who responded to the prompt agreed
with the statement.®

2 The remaining individual who responded indicated that they neither agreed nor disagreed with the statement “Future
Pathways cares about me”.

2 The remaining individual who responded indicated that they neither agreed nor disagreed with the statement ‘| can
trust Future Pathways’.
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In some of the feedback we received, individuals also wanted to share specific positive feedback about
their Support Coordinator, highlighting the key role our Support Coordinators play in ensuring that the
individuals we support feel safe and able to trust the service.

Engagement with opportunities to shape and improve the service is also an indicator that people feel
safe and able to trust a service. From feedback we have received in previous quarters, we know that,
while some people feel aware of and able to access these opportunities, they may not be accessible or
clear to everyone registered with us. In Q2, however, all 3 of the individuals who responded to the
statement ‘I have opportunities to influence how Future Pathways develops” agreed or strongly
agreed with the statement. While this is a small sample, it does show a positive change compared to
previous quarters in which responses were more mixed, indicating that people may be more aware of
opportunities to shape the service.

Many people we support engage with review conversations, as well as a wide range of other ways of
giving feedback and opportunities to contribute to our communications. Given that people with lived
experience of in-care abuse and neglect can understandably face difficulties trusting services, people’s
engagement with the service beyond support coordination may itself be an indicator that people we
support feel safe to share their views with us.

On the other hand, some people might choose not to give feedback and to end contact with us if they
have not had a good experience at Future Pathways. In Q2, 35 people became uncontactable which
means we were not able to contact them after making several attempts over time. This is a decrease of
22% (-10) from last quarter. Additionally, this quarter 11 people who had previously become
uncontactable got back in contact with us. This indicates that for some people, becoming uncontactable
may not be about a lack of safety or trust, but rather about the timing of support being right for them.

650

PEOPLE IN TOTAL PEOPLE BECAME

HAVE BECOME UNCONTACTABLE
UNCONTACTABLE. IN Q2.

We offer anyone who becomes uncontactable the option to give us feedback if they wish, so that we
can learn more about their experiences of the service, but we generally do not receive feedback from
this group of people registered with us.

Collaborating Through Difficulty

In some instances where we received critical feedback this quarter, individuals supported by Future
Pathways indicated that unclear or inconsistent communication had made them feel less understood
and valued by our service. We value all feedback that is shared with Future Pathways, and developing
clearer communications across the service was identified as an area for improvement.
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When we look at the complaints and critical feedback we receive, we can see that when people have
negative experiences with the service, it can have a profoundly negative impact on them. People can feel
unable to trust the service following difficult interactions and they can feel let down, ignored, stigmatised
and disregarded. For many people, these feelings may be closely associated with their past experiences
of abuse in care settings. It is therefore understandable that some people feedback that negative
experiences with Future Pathways can feel abusive.

On the other hand, it is notable that the number of complaints we received is overall much lower than in
previous years. There may be many reasons for this. For example, it may indicate that people feel more
able to access information about our waitlist and our Discretionary Fund now that more information
about these topics is available.

In most instances, we work alongside the person to address and resolve the situation that led to critical
feedback. We did this in various ways where possible this quarter. For example, having conversations
about what happened and how the person’s experience can be improved.
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A consistent relationship with Future Pathways

Our analysis of the sample of review conversations shows that the people we support develop long-
term relationships with Future Pathways. In the reviews we analysed, all but one (n=20) individuals chose
to continue working with Future Pathways.?> Overall, more than a third (38%, n=8) of people in reviews
sampled chose to continue working on existing outcomes, and nearly half (43%, n=9) chose to identify
new outcomes in their next support plan. A smaller number of individuals (14%, n=3) chose to both
progress existing outcomes and identify new outcomes to work towards. This indicates that in many
cases people tend to work on longer term outcomes with the service, and that, for many people, the
support they access at Future Pathways evolves along with their outcomes.

Although we know that relationships with Future Pathways are often longer term, we received minimal
direct feedback from people this quarter about the consistency of support they received. However, in
some instances people shared that the relationships they had developed with Future Pathways staff and
our Delivery Partners had been influential in providing them with a supportive outlet for sharing their
thoughts and needs. This indicates that providing consistent support can have a positive influence on
their experience. As mentioned earlier in this report, we did receive a small amount of feedback
indicating a lack of consistency in the support being received from Future Pathways, and we know this
can be impacted by many factors. We also know that when people experience gaps in their contact with
the service, this can negatively affect their experience. We explore this experience and the factors that
can impact it in more detail in our latest report, Being there, which you can read on our website.

“Future Pathways listens without
judgment. [...] They didn’t just offer

support; they offered belief. They helped
me reconnect with my story, my strength,
and my purpose. That's not just good
practice—it’s life-changing.”

Person supported by Future Pathways

Personal growth and a sense of belonging

For some of the people we support, working with Future Pathways enables them to gain awareness of
their own strengths and abilities and work towards changes they want to make. In some of the reviews
and progress reports we analysed, people shared that they had become more confident, adventurous
and independent as a result of the support provided by Future Pathways. In some cases, this was related
to developing new learning or building new skills. Through support provided by Delivery Partners, some
individuals also identified the ability to develop new coping skills as a having a positive influence on their
physical and mental health. However, of the 2 individuals who responded to the statements I know what
changes I want to make in my life” and "I know more about my strengths and what | can do” on our first
and second feedback forms, neither indicated that they agreed with the statements. This indicates that,

%5 In the one instance where an individual chose to pause work with Future Pathways, this was due to all outcomes being
met at this time.


https://future-pathways.co.uk/beingthere/
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while progressing individual strengths and goals may be important benefits of our service for some
individuals, this may not be a primary outcome for all individuals supported by Future Pathways.

Some individuals also described gaining a sense of belonging through their work with Future Pathways.
For example, people discussed the ablility to access personal and family records, connect with family, and

be part of a community as having a positive impact.

Access to tailored resources

A consistent theme in our reporting is that people value the wide range of different types of support
that Future Pathways provides. We analysed the reviews in this quarter's sample to identify where a
positive impact was noted in relation to at least one outcome The graph below shows the different types
of taillored support that were referenced in review conversations in relation to people’s outcomes.

In the reviews we looked at in Q2, people experienced a positive impact
from a wide range of supports. This included support to...

‘ Feel safer and more comfortable at home
. Improve their health and fitness

' Explore hobbies and interests

. Access technology

‘ Travel

. Access counselling

_—

.“" “
=

Connect with existing services

Seek their records

Have appropriate accessibility equipment

Connect with their local community

Access educational opportunities and learn new skills

Become more independent
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As the graph demonstrates, in Q2 people most commonly identified that they progressed their
outcomes through accessing support to feel safer and more comfortable at home. This was also
reflected in some of the reviews we analysed, with people sharing that they now felt more at ease in and
proud of their home environments. Support to access existing services, access educational opportunities
and develop new skills, and improve health and fitness were also identified as key factors. Other types of
support such as support to access records and seek counselling, among many others, are also impactful
for many people.

Correspondingly, 2 of the 3 people who responded to the prompt ‘I can access the support that is
right for me” on our feedback forms strongly agreed with the statement®® The wide-ranging supports
people identify in reviews demonstrates the tailored support that people access through Future
Pathways.

%% In response to the statement ‘| can access the support that is right for me”, one respondent neither agreed nor
disagreed.
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Taking steps towards outcomes

For some people, accessing support from Future Pathways enables them to take steps towards their
personal outcomes. Both individuals who responded to the prompt ‘I have taken steps towards my goals”
on our feedback forms agreed with the statement. The sample of progress reports we analysed
supported this, with all 10 Delivery Partners noting that progress had been made towards the person’s
goals, and 4 Delivery Partners indicating that significant progress had been made.

As the people we support identify a wide range of different outcomes to work towards in their support
plans, we see that the steps people take towards their outcomes are equally varied. In the reviews and
progress reports we analysed we could see that accessing support through Future Pathways helps
people to progress a wide range of outcomes. For example, we know that improving mental health is
often a theme in the outcomes that people we support wish to prioritise. Correspondingly, a theme we
noticed in progress reports and reviews we analysed this quarter was that individuals felt they had
developed better coping strategies that helped them participate in activities that were meaningful to
them. For example, some people described their increased confidence to engage in their local
communities and being more resilient when faced with challenges. People also described how support
had helped them make changes in other parts of their life, such as being able to explore new creative
outlets.
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A better life

For most people, Future Pathways’ support contributes to positive changes in their life. In almost all the
reviews we analysed (90%, n=19), people identified at least one outcome which had made a positive
difference in their life, with nearly a half (48%, n=10) saying that they had experienced a ‘big” impact in
relation to at least one outcome. Additionally, 2 out of 3 people who responded to our first and second
feedback forms felt that, overall, their life was better having accessed Future Pathways’ support.’

People shared a wide range of responses when asked about the difference Future Pathways had made
to them. In review conversations, a number of individuals reflected that their physical and mental
wellbeing had improved as a result of our support. For example, a number of people highlighted the
impact of gaining access to accessibility supports and home furnishings as making a significant difference,
identifying benefits such as feeling more able to relax at home and being able to be more physically
mobile. In other feedback we received, one individual noted that they felt they had a warm, safe and
secure home for the first time in their life.

A few individuals also shared that they had experienced a difference in how they felt about themselves.
Some people shared that they felt more confident, with others feeling less weighed down by their past.
That there is variation in people’s responses indicates that the impacts people experience vary according
to what matters most to them and the tailored support they have accessed.

In some cases, however, people do not experience a positive impact for various reasons. Nearly a quarter
(24%, n=5) of the reviews we looked at in Q2 included at least one outcome which people felt had not
impacted their life. This is a decrease from Q125 and is in line with broader trends we have seen in
previous quarters. A range of reasons were noted for why no impact had been experienced. In most
cases, this was because a change in the person’s circumstances — such as feeling unready to move
forward with an agreed outcome at present — meant that the outcome could not be progressed at that
time. This was also reflected in feedback received through our feedback forms, with one individual noting
that past experiences can make it difficult for individuals receiving support to fully know what changes
they want to achieve.

Similarly, in progress reports, Delivery Partners noted different contextual factors that can affect the
progress people make towards achieving their goals for Delivery Partner support. For example, if health
Issues, overwhelm, or schedule conflicts interrupt the delivery of support. Our evidence indicates that we


































