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Up-2-Us is a charity who receives the majority of its funding from the Big Lottery.  To justify 

the financial aid that the charity receives it compiles reports which evidence the support and 

resources the charity provides to its service users. Proffering these reports to the Care 

Commission and the Scottish Government will also make known what the charity does and 

the worthiness of the cause for investment and further research.     

To evidence some of the work that Up-2-Us have done and are presently doing a feedback 

questionnaire was delivered to a small, random sample of current service users from three 

different Up-2-Us projects.  These project were Parent and Child Change Project (PCCP), Time 

for Change (TfC) and Resource Team – Community Outreach (RT-CO).  Contact numbers for 

respondents were provided by project staff who were in turn made aware of a rough time 

frame for contact so that project workers could make it known to their service users to 

expect a call.  Feedback was obtained over the telephone and answers were written verbatim 

before being typed onto an excel spreadsheet for easy comparison of feedback within and 

between the projects.  Four short questions were asked of each respondent, ‘Out of ten how 

would you rate your experience with Up-2-Us so far, with ten the most positive?; What do you 

like about your time with your worker/ the service?; Is there anything you think they could 

improve or would prefer to be done differently?; Do you have any other feedback you would 

like to add?’  At times when young service users could not be reached general feedback was 

taken from parents and carers about, for instance, differences they had noticed in the young 

person or what they think the young person was getting from the service.  Each individual 

agreed to provide feedback without any issues.  The results and discussion for each project 

are outlined below. 

 

Parent and Child Change Project (PCCP) 

PCCP staff members provided contact details for children and parents involved with the 

service.  If a child did not have a mobile phone number or if they could not be reached on the 

number provided for them then their appointed carer was telephoned and contact with the 

child requested.  The PCCP project manager advised that parents be text to establish contact 

before phoning as many might not answer a call from an unknown number.  This method of 

contact was used primarily towards the end of data collection for this population sample.  

Parents did not tend to respond to text messages, however it enabled an introduction of the 

contact and meant that parents may have been more likely to answer their phone.  Thirty-

three contact telephone numbers were provided resulting in the collection of responses from 

twenty participants over a two day period. 

Feedback was obtained from children and parents as service users, however parents and 

carers were asked for their opinions when the direct service user could not be reached, as a 

method of obtaining secondary feedback.  More general feedback was sought at this point, 

questions were asked such as, ‘What do you think [child] has gotten out of the experience?; 

What is it about the contact with the project you think has worked for [child] or is positive?; 

Do you think anything could be done better?’  Several carers indicated that being involved in 

football was a positive aspect of the service for the children.  Carers and parents also noted 
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improvements in the children, ‘she’s calming down’, ‘she’s really improved’, ‘he’s come out 

his shell’.  The resounding message from parents and carers was that they got on with the 

workers ‘[young person] likes him and so do I’, that, ‘a lot of positive’s come out of it’ and 

some parents went as far to say that they, ‘couldn’t fault them’ and that they were ‘very 

impressed’ and had, ‘nothing negative to say’.  Parents were generally much more 

forthcoming about their experiences as service users, and would go into more depth about 

the issues they faced and how PCCP was supporting them.  For example, ‘if it wasn’t for 

[project] I would’ve cracked long ago with the drinking, but I’ve been off it sixteen months 

now’, ‘[worker] has been through a lot with us, need to keep it [service] going.’ 

The only improvement articulated that could be made within the service was a need for more 

contact time between the worker and the child, for the benefit of the parent.  One 

respondent stressed, ‘sometimes an hour’s not enough, if your child’s got you uptight you 

need more than that to unwind’. Another mother noted that ‘more regular contact’ would be 

beneficial.  The only negative comment to be made was that at times workers did not turn up 

when they were meant to and that ‘as a mother I get it in the neck’ as a result.  This only 

presented as an issue for one parent and they did note that the worker was contactable by 

phone to check where they were.  However, considering the, at times, chaotic nature of the 

service users it might be expected that project workers appointment times might vary and 

run late, depending on the context of their day.  Having good contact between project 

worker and parent or carer is paramount to maintaining an understanding and positive 

working relationship.   

The young service users ranged in age from eight to sixteen.  They were less forthcoming 

speaking on the phone and there is a marked difference in the quality of some of the 

feedback between children and carers.  It is hypothesised that some of the young people may 

not have been particularly confident speaking on the phone to a stranger or be comfortable 

speaking about relatively personal information.  Using the telephone as the method of 

contact meant that the environment the respondent was in could not be accounted for, 

which may have influenced their answers.  Responses from the children indicate that they 

like the emotional aspect of the service, for instance, ‘can talk to them’, ‘get things off my 

chest’, ‘it’s helped with my mum and my relationship’.  There is also an element of escapism 

that the children have indicated that they appreciate, ‘like going on drives with her [worker]’, 

‘takes me out so he [worker] can talk to me’, ‘get taken out so I’m not always stuck about my 

area’.  It is apparent that the project workers provide respite in fun and practical ways, ‘[we] 

went to River City and met Gary (who she liked)’, ‘[worker] takes me to Subway’.  The majority 

of children ‘don’t think about how it could be better’ with one young boy stating that 

‘[worker] treats me fairly, everything’s going fine.’  The only young respondent that did 

mention something they would like to change, detailed that she would like to be taken to 

McDonalds instead of Subway when they go for food. 

What can be seen from the data collected is that the parents, carers and children, in general, 

all have very positive outlooks on the PCCP project and Up-2-Us.  If we look at the 

quantitative data, the average mark for ‘Out of ten how would you rate your experience with 

Up-2-Us so far, with ten the most positive?’ was eight and a half (see Figure 1).   
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Time for Change 

The five project workers for the Time for Change project provided the mobile phone numbers 

of a selection of twenty girls who they thought would be receptive and contactable.  One 

number was disconnected and several would not answer on calling.  However these girls 

would text back to identify who the caller was and on request said that I could phone them 

back.  One girl had problems with the speakers on her phones and so allowed me to text her 

the questions.  It is suggested that her responses were not as full as they would have been 

had a phone call been possible.  In total eleven girls were contactable to give feedback over a 

full day of information collection.   

The information from the girls indicated that their workers helped them significantly in 

relation to emotional coping, ‘they listen to you’, ‘it’s someone I can talk to when I don’t want 

to talk to anyone else’, ‘can talk to [worker] about anything, it helps talking’ and ‘[worker] 

helps calm me down.’ One girl noted that ‘I can have a bad day, see my worker and then be 

happy.’  Another girl mentioned ‘we have a good relationship, she’s more like a sister’ and 

added that ‘they’re not telling you what to do, just helping.’  There was a strong emphasis on 

the consistent presence of the workers, one respondent noted she liked ‘just that she’s 

[worker] there’, and others considered that ‘they’ve always been there through stuff’ and ‘I 

can phone whenever I need her [worker].’ A consistent and genuine relationship based 

approach to working with young women has been demonstrated as an effective way to 

achieve positive change within these young women’s lifestyles, evidence has demonstrated a 

linked decrease in some young women’s contact with the police and the justice system after 

working with Time for Change in this manner (Burman & Imlah, 2011)   

With the exception of one respondent who gave a one word response to each question, each 

girl I spoke to described that the worker or the project ‘helps’ them, whether it be in relation 

to talking about problems or advice about paying rent or bills.   One girl indicated that 

although she also had contact with social work that the Time for Change team were different 

and a lot easier to talk to, she noted that this was because her key worker was young.  She 

added that she could speak to all the workers regardless though.  One girl noted that, ‘’cause 

I’ve not been back in prison or been in trouble’ she felt Time for Change had benefited her.  

Another respondent described that ‘if it wasn’t for you [TfC] I’d have got put in a unit’ and 

asserted that ‘[charity] should stay…shouldn’t stop working with young girls.’ The young 

women who use the Time for Change services  on average rated them at nine out of ten, 

which demonstrates how well regarded the workers and the project are (see Figure 1).  There 

was no negative feedback.   

 

Resource Team - Community Outreach 

The project manager of the resource team provided a selection of nine telephone numbers 

to contact young people and their carers on.   Feedback from seven service users was 

collected during a one day information response session.  Due to the quality of feedback 
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received from the younger persons evaluating PCCP, an effort was made to obtain 

information from parents and carers whenever the opportunity presented itself.  Although it 

is recognised that their opinions do not necessarily reflect the views of the young person 

involved with the charity it has allowed a better insight into the worth of the project from a 

carers point of view, who can see the direct effect that working with the RT-CO has for the 

young person in their care.   

One mother described that her daughter does not speak much and that they had been to 

several therapists but that it is ‘only yourselves she’s opened up with.’ She had noticed a 

change in her daughter within the last couple of months of working with Up-2-Us and added 

that were it not for the project her daughter would have hit ‘rock bottom’.  Parents and 

carers from this sample were more specific than others in relating positive outcomes from 

the project back to specific workers. One boy’s carer noted that ‘[worker] seems to be able to 

get right through to him’, a mother also noted that her daughter ‘adores [worker]’.  One 

parent who receives support along with her daughter noted that ‘I can open up and she 

[worker] listens to our problems, both sides’ adding ‘I don’t know where I’d be without her 

[worker]’.  Up-2-Us has based their working approach on Carl Roger’s (1957) person centred 

theory, which is empirically supported, and in current use internationally (Kirschenbaum & 

Jourdan, 2005).  Research has found that close and positive one to one working relationships, 

based on this theory, can sustain positive personal change within individuals, which can 

subsequently affect rates of desistance (Burman & Imlah, 2011).   

A desired improvement one mother noted was that she hoped during the holidays the 

project would be ‘up to a bit’ in regards to more contact hours and providing more activities.  

This was because apart from the four hours contact her son gets a week he has nothing else 

to do over the holidays.  She went on to say that her sons worker who was on his own annual 

leave offered to take her son out regardless because he was aware this boy did not like 

change and would not speak to any of the other workers, she declined the offer but was very  

impressed by his kindness.  The question of providing more contact during holiday periods 

will be posed to the manager of the project.  However, considering the hours that the project 

workers already work it might be logical to recruit volunteers to undertake this commitment.    

The young people that contact was made with noted that the aspect they most enjoyed 

about the service was ‘going out places’ and ‘getting out the house’ which might suggest that 

they see their contact as a means of escape from normality.  The only feedback that gave rise 

for concern was one boy’s comments that what he liked about the service was that his 

‘[worker] gets me away with everything…I don’t get charged’.  He also noted that he would 

like his project worker to take him to Amsterdam.  This perception of getting away with 

offences off the back of his worker is concerning, it would seem to demonstrate a lack of 

motivation to make any internal changes which is a primary aim of the charity.  Although it is 

likely that the project manager is aware of this attitude and the workers are doing all that 

they can, this feedback will be raised in order to promote even closer monitoring of this 

service user, so that his work might be tailored to include more pro-social role modelling and 

to emphasis responsibility taking for his own interest.  The average rating of services users 
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was 9.3 for this group, however this was based on only three ratings as compared to the 

eleven ratings from TfC and thirteen ratings from PCCP (see Figure 1).   

   

Conclusions 

It is apparent that the work that Up-2-Us does is highly valued by the service users and their 

families and carers.  This was evidenced in each sample group, as opinions were voiced that, 

‘you need to keep going [as a charity]’, that, ‘you’re needed’, and should ‘not get taken away’.  

In several cases, service users described that they, ‘would have hit rock bottom’ or ‘would 

have cracked’ or ended up in secure units or prison without the help and support they 

received from Up-2-Us.  This highlights a continued need for each of the projects within the 

Up-2-Us charity.  When asked to rate the project out of ten the lowest score out of any of the 

groups was seven (see figure 1 below for the average ratings per project).  This demonstrates 

that the general attitude from service users and their carers is positive towards the charity.  It 

has been noted that parents and carers would value an increase in terms of regularity and 

consistency of contact within the PCCP and RT-CO projects.  That this was the only 

improvement perceived to be needed is a sign that, from this sample of service users and 

carers, the projects are valued and relied upon to support change in vulnerable individuals.    

 

Figure 1: Mean service user rating for each project (n=38). 

 

 

Limitations 

The purpose of this report was to capture a snapshot of how Up-2-Us support and affect 

service users.  Although using telephone communication to collect information proved 

limited at times, attaining feedback in person or by email or letter would not have been 

appropriate given the timescale for the project and the nature of the information required.  
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Many respondents were awoken by the calls or preoccupied during our conversations.  They 

may also have been in company.  These factors might equate to some of the respondents not 

necessarily having a considered opinion to feedback, or having the motivation to provide 

detailed comments, which might have affected the quality of the feedback which has been 

presented.  
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