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Service User Consultation Report May 2026
In May 2026, a consultation was distributed to 52 service users to gather feedback on their experiences of the service, understand the impact of the support provided, and identify any areas for improvement. A total of 12 responses were received, representing a response rate of 23%.
Feedback was overwhelmingly positive, with service users describing the service as an important contributor to their independence, wellbeing, safety and inclusion. The responses highlighted the value placed on trusted relationships with Guide/Communicators and the difference the service makes in enabling people to participate in everyday life.
Choice and Control
A strong theme throughout the consultation was the importance of service users feeling listened to and having control over the support they receive.
Many respondents reported feeling valued and listened to by Guide/Communicators and expressed a high level of trust in staff. The majority of respondents felt that Guide/Communicators had the right skills to support them either "always" or "most of the time".  Service users also repeatedly identified trust and confidentiality as important aspects of the service, demonstrating confidence in the professionalism of staff and the handling of personal information.
While feedback was largely positive, some respondents highlighted opportunities to strengthen choice and control further.  A small number of service users expressed concerns about guide allocation and consistency.  One respondent felt their preferences regarding guides were not always listened to and highlighted the importance of being matched with individuals who understand their communication needs.  Others suggested clearer communication regarding guide availability, transport arrangements and specific requests that had been made in advance.
These comments indicate that although service users generally experience positive, person-centred support, ongoing attention to individual preferences and communication requirements will remain an important area of focus.
Health and Wellbeing
The consultation demonstrates the positive impact the service has on people's health and wellbeing.
Respondents frequently selected feeling safe, valued, listened to and comfortable when describing how the service makes them feel. Many comments reflected the emotional reassurance provided by trusted support and the benefits of maintaining social connections and community participation.
One service user described feeling much better after being able to go shopping and access activities with support, highlighting the positive impact that regular engagement can have on wellbeing.  Another respondent spoke about the value of hearing the lived experiences of others, which helped them gain perspective and appreciation for their own circumstances.
The warmth, kindness and professionalism of staff were also recognised as contributing to positive experiences.  One respondent specifically highlighted the welcoming atmosphere at our Learning and Development Centre and the positive relationships they had developed with staff.
Some suggestions for improvement were linked to wellbeing outcomes, particularly around communication support during medical appointments.  Service users identified opportunities for additional training to ensure important medical information is effectively communicated and understood, helping individuals to make informed decisions about their health.
Overall, responses indicate that the service plays a significant role in reducing isolation, improving confidence and supporting emotional wellbeing.
Promoting Independence
Promoting independence emerged as the strongest theme across the consultation.
The majority of respondents identified independence as one of the most important aspects of the service and frequently selected "independent" when describing how the service makes them feel.  Service users consistently reported that support from Guide/Communicators enables them to access shopping, appointments, social activities and other aspects of daily life that might otherwise be difficult or impossible.
Many respondents specifically highlighted the trust they place in Guide/Communicators to support them in maintaining their independence while remaining safe.  The ability to access information, travel to activities and participate in the community were all seen as important outcomes of the service.
One respondent acknowledged that they rely heavily on the service to get out into the community and noted that the support provided has a significant positive impact on their quality of life.  Another highlighted the organisation's wider role in ensuring that the needs of people with dual sensory loss are understood and represented.
Although feedback was highly positive, some service users suggested that greater access to guides with specialist communication skills, particularly Deafblind Manual and British Sign Language (BSL), would enhance their ability to communicate independently and access information more effectively.
The May 2026 consultation demonstrates that the service is making a significant positive difference to people's lives. Service users overwhelmingly reported that the service promotes independence, supports their health and wellbeing and enables them to exercise choice and control over their daily lives.
The strong levels of trust in Guide/Communicators, combined with reports of feeling safe, valued and listened to, reflect the quality of support being delivered. While opportunities for improvement were identified, particularly around communication support and guide matching, the overall findings show a highly valued service that continues to help people with dual sensory loss live independently and participate fully in their communities.
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