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Introduction
We want as many people as possible to be involved in improving the work
we do. We think great support happens when lots of people come together
and share ideas. 

Following guidance from the Care Quality Commission (CQC), every year we
send a survey to the people we support, and their friends and families. The
survey helps us to continuously improve how we work, so that we can deliver
the best possible support.

The survey and this report have been created with Brandon’s Adventurers,
people supported by Brandon who are paid co-production consultants. They
said: 

"We helped look at the survey that was sent to the people supported in
Brandon and their friends/family. It was good to see what people liked about
their support, what's going well and what could be better. It is very
important that everyone gets to share their views, so that Brandon can
understand what matters to people."

The 2025 survey contained some really positive feedback from people we
support and their family and friends. It also included the things people would
like us to improve. 

If you have any questions about the survey, or there’s something you’d like to
share with us, please email: feedback@brandontrust.org

Responses in 2025

568 215 145
People supported Friends and family Declined to complete

In 2024, we received 637 responses from people we support and 123
responses from friends and families.  

mailto:feedback@brandontrust.org


My View 2025
Last year’s commitments

In 2024, the feedback provided through My View led to the following
commitments in our 2025-26 business plans:

Improving our housing offer
We will work with our housing partners and social landlords to develop and
source high-quality, bespoke housing options for people with learning
disabilities, autistic people and those with complex health needs.

Suitable support
We will advocate for people we support to have the right support at the
right time to lead a meaningful life. 

Staffing
We will work with other providers to improve attraction rates in social care
and speak up for our people around fair pay and career paths. 

Outcomes-based support 
We will develop the training and coaching our support staff receive, to
ensure it is focused on what people we support really want to achieve in
their lives. 
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Survey responses from people Brandon supports

How or where does Brandon support you?

Which Brandon area do you receive support in?
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My View 2025
Survey responses from people Brandon supports

I feel safe. This means you feel safe and comfortable in your life and you feel
safe when you are being supported.
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I know what to do and who to contact if something is wrong. This means that
if something bad happens or you don’t feel safe or well, you know how to get
help and who to contact.

I am treated with respect and dignity. This means your Brandon staff treat
you well and are kind.
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Survey responses from people Brandon supports
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I have contact with people who are important to me. This means you get to
contact and spend time with people you care about. This might be family or
friends.
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I am in control of planning my care and support. This means you get to make
your own decisions about your Brandon support and if you need help with
this, people who know and care about you are involved.

I can get information and advice that I understand. This means you can get
advice and information about things when you need it. It also means that
your support staff explain things clearly to you, in ways that you understand.
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Positive survey responses

Feeling happy and safe in supported living 

“I am very happy with the support I get.” 
“I love living here.” 
“I have been in supported living for nearly 17 years. It was what I wanted, and
I am very happy. I feel safe and know I can talk to any of my support workers,
and they will help me. I love the home that I live in, and I like all my house
mates very much!” 

Positive relationships with staff 

“I like the staff. They are nice.” 
“They are brilliant, they would support us with any concerns or worries.” 
“They are fantastic, always there when I need them, always have a smile on
their face and always help when I need it.” 
“They are brilliant, excellent, they respect my wishes.” 
“I really like my support staff; my staff are helpful and keep me safe.” 
“I think we have the best team, they are very helpful. They all help me to
become independent, and I think they’re doing a grand job.” 

Building relationships 

“I like my housemates. It’s a nice place to live. I like it here.” 
“I like the people that live here. I like my housemates, the birthdays, parties,
we go out a lot and I like that. The garden is nice as well.” 
“I would like to share my story of my holidays to Spain and the most recent
one to Bournemouth with my house friend, we had a really great time.” 
 

”
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Positive responses continued
Independence and choice 

“It’s nice being independent. Going out for 2 hours daily on my own. This is
important to me.” 
“I like my freedom.” 
“I like my one-to-one days. And I like the support I get around relationships
and sexuality.” 
“I had been trying to let staff know I want to be more independent when
taking medication. I have always taken my medication, but staff watched
me. After speaking with my team leader, we have made a sheet that is easy
for me to use, and I now do it all myself. I only ask for help on tablets I do not
normally use. I am so happy.” 
 
Enjoying activities and getting out 

“I enjoy going out with staff on Tuesdays and Sundays.” 
“We go out a lot and I like that.” 
“I am getting out and about more.” 
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My View 2025
At a social enterprise In a care home or nursing home
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Survey responses from friends and families

How or where does Brandon support your friend or family member?

Which Brandon area is it in?

Is the person we support safe? Are they safe and comfortable in their life and do
they feel safe when they are being supported?
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My View 2025
Survey responses from friends and families

If something was wrong or there was an issue, do you feel confident they
have the right support in place to resolve it?

Do they get the support they need to live the life they want and do what
they want to do?

Are they treated with respect and dignity?



a b c d e

0 50 100 150 200

a

b

c

d

e

1

8

35

170

a b c d e

0 20 40 60 80 100 120 140

a

b

c

d

e

3

5

17

55

130

a b c d e

0 20 40 60 80 100 120 140

a

b

c

d

e

3

4

22

49

134

Survey responses from friends and families
My View 2025

Do they get to see and have contact with the people who are important in
their lives?

Are they in control of planning their care and support? Are they involved in
decisions about their Brandon support and, if they need help with this, are
people who know and care about them involved too?

Do they get information and advice that they can understand? Are they
involved in decisions about their Brandon support and, if they need help with
this, are people who know and care about them involved too?
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Feedback to address in our improvement plans

“I feel supported by the team leader and my key worker as well as
there being a big positive impact on my life and support since
Brandon Trust took over from [another provider], I have also been
challenged in a positive way in regards to independence however I
feel like some staff while they try their best are not supporting me
as an individual or following my support plan in certain areas.” 

“Communication on hours and PAs is not very good.” 

“Very happy on the whole, sometimes lack of staff means I can’t do
what I want to.” 

“I would like to spend more time doing activities in my support. My
staff are helpful and caring.” 

“People turning up without prior introduction. Don't appreciate
strange faces.” 

“I would prefer to have regular staff who know me well and how
best to support me. I am not as happy when I am supported by
someone who doesn't know me well.” 

“We believe that X struggles with not having as much freedom to
go out as she did in the last place she lived. This is down to having
to share her support with others and not having staff available at
the times she would like it.” 

”



My View 2025
Areas of concern 

What some of the people we support told us

Not feeling safe (0.8% of responses)
This means people worry about their safety in their homes, in the
community, or with staff.  
Feeling unsafe can stop people from living the life they want to and
enjoying new opportunities. 

Not knowing who to contact if something is wrong (9% of responses)
People are unsure who they can talk to if they have a problem.  
This can leave people feeling powerless or ignored, and can make small
issues grow into bigger ones. 

Not seeing family or friends as much as they would like (1.9% of responses)
People value their relationships, but some people feel like they are not
being supported enough to keep in touch or travel enough to see loved
ones. 
This can cause loneliness and reduce quality of life. 

Not feeling in control of their support (3.7% of responses)
Some people don’t feel listened to about their daily lives, activities, or
the way they are supported. 
This takes away people’s independence and choice. 
“I want to go out more.” 

Not being given accessible information they can understand (2.9% of
responses) 

Without easy read or clear explanations, people cannot make informed
choices about their support, health, or rights. 



My View 2025
Areas of concern continued

What some of the families of people we support told us

People are not being treated with respect and dignity (2.3% of responses)
Families feel that at times, their views and concerns are not valued. They
want to see staff treating both them and their loved ones with kindness and
respect. 

Lack of contact with people supported by Brandon 
Families are not always kept up to date with how their friend/family member
is doing. This makes it hard for people to feel connected and reassured. 

Lack of control around support 
Families and friends have expressed they see their loved ones having little
choice in their daily lives. They want to see more opportunities for people to
make decisions about their support. 

Lack of accessible information 
Families feel as if those supported by Brandon do not have access to
information they can understand and therefore can’t make informed
decisions.  



My View 2025
Commitments for 2026

We have reviewed these survey responses with our team of Adventurers,
(people supported by Brandon who work with us as paid consultants)
ensuring the voices of people with lived experience are included in all our
decisions.

These are the actions we have agreed for our 2026-27 business plans:
 
Making sure people feel safe
We will make sure everyone knows who to talk to if something feels wrong
and we will respond quickly to any concerns.

How we’ll do this: 
We’ll share clear, easy-read information showing who to contact and what to
do if someone feels unsafe. Our new Complaints Panel will also look at
situations where behaviour might show someone is unhappy or worried.
Safeguarding reminders will be part of every team meeting and quality
check. 

We will continue supporting people to stay connected
We will support people to see family and friends more often, ensuring this is
happening by checking relationship support plans when completing audits
and quality checks.

How we’ll do this: 
We’ll check relationship support plans during audits and quality checks to
make sure people are staying in touch with the people who matter most to
them. We’ll support services to plan visits, phone calls, and online catchups,
and we’ll launch Adventurers Online Sessions to help people connect with
others across Brandon. 

Improving communication 
We will create and share clearer, more accessible information for people we
support and their families.

How we’ll do this: 
All letters and updates will be in Easy Read or video format. A small group of
people we support will review materials before they’re shared. 
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Commitments for 2026 continued

Promoting choice and control 
People we support should have a say in the support they receive. We are 
re-writing our Mental Capacity Act training with people we support and
experts by experience, who will deliver the training to all staff. This will
ensure everyone understands how to uphold people’s rights and choices. 

How we’ll do this: 
We’re co-writing our new Mental Capacity Act training with people we
support and experts by experience. They’ll help deliver the sessions too, so
staff really understand how to uphold people’s rights and choices. We’ll also
make sure everyday decisions—like meals, clothes, and activities—are led by
the person. 

Building respect and trust 
We will ensure staff listen carefully and treat people with respect, dignity,
and openness, and monitor engagement through our digital support plans.

How we’ll do this: 
We’ll talk about respect regularly in team meetings and celebrate great
examples of it. Feedback from digital support plans will help us see where
things are working well and where we can do better. 

Keeping families informed 
More regular updates will be 
provided to families so they 
feel more informed about 
their loved one’s support. 

How we’ll do this: 
Teams will share regular updates 
through newsletters, calls, or 
online meetings. We’ll also 
record family contact in digital 
plans so it’s easy to see when 
updates have been shared. 
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Final word from our Adventurers:

"Thank you to everyone
who took part in this year's
survey. We enjoyed helping

to look at the responses
and talk about what they

mean. It helps Brandon
learn from people's

experiences and make sure
everyone's voice is heard"

Brandon Trust |  My View 2025
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to download an

Easy Read version
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