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15
3079 people have been
referred to the Redress
Support Service so far

Summary of activity

317
317 joined the service, 
259 for the first time and
58 re-joining

3079 

236 people were
connected to our Delivery
Partners, mostly for
support to access their
records.

236
70% of people who left the
service did so because
they had fulfilled their
support goals

70%



“It made me feel more
relaxed about discussing
what happened in the past.”

- feedback shared about the
Link Worker team

Overview

This summary takes a look at the second
quarter of 2025/26, covering July to
September. In this quarter, Redress Support
Service passed the milestone of supporting
3,000 people on their journey with the
redress process. 

Feedback received by the Service continued
to be positive. People shared how feeling
listened to and not judged helped them to
feel comfortable to share their experiences
and move forward with redress. 

Some people shared how they valued
gaining understanding about their next
steps, feeling ‘guided’ through the process in
a supportive way. With thanks to our
Delivery Partners who make a substantial
contribution in ensuring people are
supported in their journey: Birthlink
Wellbeing Scotland and First Tier. 

“The service has made a
difference.”

- feedback from an
applicant shared by
Birthlink



Link Worker support

For this quarter, we themed contact record
analysis on people supported with clarifying
questions from the Redress Scotland panel
or requesting a review of the panel’s
decision. Redress Scotland has reported
asking for more information in 13% of
applications, and receiving 147 requests for
Reviews (until the end of June, equivalent to
4% of all applications received).. 

In Q2, Link Workers supported 7 people in
this area: 5 people with clarifying
questions/requests for more information,
and 2 people in relation to requesting a
review of a decision. All people had received
support from the Redress Support Service
before: mostly with support with completing
application forms but sometimes with
emotional support too. 

We found that Link Workers supported
people in a range of different ways. Mostly
this was scribing answers or additional
statements to be sent to Redress Scotland
relating to childhood experiences or
criminal convictions. It also involved
exploring choices about what they want to
do, such as deciding not to request a review
or provide more details, or how they can
provide more supporting documentation. 

Some people spoke about how they felt,
such as apprehension about sharing
additional information, worries about being
believed or how important it was to them to
feel heard and acknowledged by the Panel. 



Feeling heard

“What I appreciated most
was being listened to. [My
Link Worker] never once
made me feel unheard. She
was patient and truly took
me seriously, which is
something I haven’t often
experienced.”

- feedback shared in
conversation with Impact
and Evaluation Lead

“I was listened to without
fear of judgement.”

- response to questionnaire

In feedback received, often people shared
how they felt ‘listened to’, they were given
time and this helped them to feel heard.
People also spoke about feeling ‘not judged’,
that Link Workers were ‘understanding’ and
some people spoke about feeling care and
respect or that someone genuinely wanted
to help them. 



Our Delivery Partners support: Access to records partners 

We work with two Delivery Partners to
support record searches - Birthlink and
Wellbeing Scotland. It is the first time that
more than 1,000 responses to SARs have
been received in a quarter. Although number
of people referred has risen, the SARs
submitted increase in Q2 is greater than
this: compared to the average of 24/25, 28%
increase in people referred but a 46%
increase in SARs submitted. 

A range of different record holders were
contacted with Subject Access Requests this
quarter and most frequently requests were
for social work records. Delivery Partners
report varied experiences in their contact
with record holders: from good
communication and collaboration in
supporting the search, to a lack of
responsiveness or not holding any records.

Subject Access Requests
(“SARs”) were submitted
by partners in Q2. 

SAR responses were
received during Q2
(including responses
advising no records were
found). 

1255

1032



Delivery Partners also shared feedback
from people, such as how people found their
workers to be kind and supportive.
Birthlink’s report included examples where
people shared how the cataloguing process
helped them to grow understanding, as well
as how the support made the process of
accessing records easier to cope with.
Delivery Partners also shared feedback
when there are difficulties in record
retrieval, such as lengthy wait times or no
records being found, and how this can make
people feel angry or unseen.

Feelings around record searches

Delivery Partners also shared compiling
records can be time consuming and there
can be uncertainty, both for the support
worker and person, about what to include.
Their reports suggest there can be different
ways people engage with their records:
Wellbeing Scotland workers share how they
find often people prefer not to receive their
records and send them direct to Scottish
Government, whereas Birthlink reported
how an increased number of people met in
person with support workers to go through
records and create a chronology. 

“Thanks for making this less painful me. I never thought that I would be able to
read the records, but you helped me through it and helped make it more
manageable by doing bit by bit and going at my pace.”

- feedback from person supported by Birthlink



People talked about difficult feeling arising
during the process and memories
resurfacing. People had the space to explore
these feelings and opportunities to consider
what might help – including connecting with
the Redress Support Service via the referral
pathway for more support. In contact
records sampled, people tended to share
that they felt better after talking it through
with the Link Worker: feeling more confident
or reassured about their next steps or
feeling more able to request the support
they need.

Emotional Support Helpline

Redress Support Service has an emotional
support helpline. This is for anyone at any
stage of the process who would like to
speak to someone about how they are
feeling.

This quarter, we analysed a random sample
of 10 helpline contact records. We found that
people do call at different stages in their
redress journey: when considering whether
to apply, in the middle of completing the
application, when waiting for a decision or
when their redress journey is coming
towards the end. 

In conversations with Link Workers, people
shared their experiences about the impact
of the process on their mental health. 

Emotional Support Helpline
Phone for free: 
0800 211 8403
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