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‘I am so glad to have a FSW as I don't know where I would have ended up. 
The support is second to none. I am so lucky to be helped through my bad 

times and family issues. Keep up the great job you people do. 
Thank you so much.’ 
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Families Outside 
Family Support Work 

 

Review of April 2012 – March 2013 

 

Introduction 

 

Family Support Work at Families Outside provides holistic, solution-focused 

support designed to meet the needs of families affected by imprisonment 

throughout Scotland.   Families Outside currently employs five staff members to 

meet the needs of families affected by imprisonment in the community.  The five 

workers are based throughout Scotland as follows: 

 
- Kerry Knox (p/t) and Hazel Anderson(p/t) at Edinburgh Prison Visitors’ 

Centre 
- Charlene Kenny (p/t) at the HMP Perth Visitors’ Centre 
- Tracey Burns (f/t but with p/t secondment to take referrals from the Routes 

Out of Prison project) and Susan Cross (p/t) at the Wise Group, Glasgow 
 

Prison Visitors’ Centres and waiting areas are a key point of contact with families, 

and having a Family Support Worker located there to provide support and 

information is an invaluable way of reaching families.  Support can be given at 

these bases, in the community, or by telephone. 

 

In all referrals, the workers provide one-to-one support, 

either by telephone or through face to face meetings. Most 

referrals take place while a prisoner is in custody, when 

families are faced with a range of issues such as (most 

commonly) a need for emotional support; family related 

issues; housing and financial difficulties; health and 

wellbeing of families and prisoners; and prison-based issues 

including visiting procedures, help with claiming travel 

expenses, Home Detention Curfew (HDC), and moving to 

the Open Estate.  

 

Family Support Workers respond quickly and holistically to the needs of families 

as they arise, helping them to identify and address their issues/concerns, 

supporting them to identify and address further areas of concern, and enabling 

families to build confidence, resilience and resources to cope with their 

experience.  

 

Number of referrals 

 

In the 2012/13 financial year, our Family Support Workers received 274 referrals, 

with the total number of family members supported totalling 693 (421 adults and 

218 children). The majority of family members receiving support are aged 41-60, 

as Figure one shows below, and about three-quarters are women. The second 

“Very helpful and 

supportive, lots of 

advice and much 

appreciated. I 

wouldn’t have 

known about half 

the help I could get 

without her.” 
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highest proportion is aged 26-40 (32%). From recorded statistics, younger 

individuals within the 19-25 category are represented less (13%) and this similarly 

applies to family members under the age of 18 (9%).  A small percentage of age 

was recorded as unknown. Just over a third of referrals (37%) relate to parents of 

prisoners, with partners (30%) and ‘other’ relations (not including children or 

siblings; 33%) making up most of the rest. 

 

 

Figure 1:  Primary client age groups1 

 

 
 

The majority of support provided to families occurred during prisoners’ detention in 

prison. This is illustrate in Figure 2 below.  

 

Figure 2: Prisoner Status 

 
 

Source of referrals 

                                                 

1 The ‘primary’ client refers to the main client from the referral (N=274) rather than to the total 

number of family members supported as a result of that referral. 
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A significant proportion of referrals were received on site at Visitor Centres (83), 

which may be attributed to the base location of three members of staff (HMPs 

Edinburgh and Perth) on a full- and part-time basis. Base locations for staff may 

also account for the number of referrals received which were self-

referrals/approached (43).  Life coaches from the Routes Out of Prison (ROOP) 

project (57) and Families Outside Helpline (41) were also popular sources of 

referrals.  Prison staff and Family Induction sessions also generated a number of 

referrals, totalling 10 and 8 respectively.  Statistics identified statutory and 

voluntary sector services and ‘other’ sources at a combined 16 referrals.  

 

Figure 3: Source of Referrals 

 
The Family Support Workers (FSWs) provide emotional and practical support, 

both face-to-face and by telephone. This support can extend to family events in 

the prison, family induction sessions, and information sessions on criminal justice 

processes such as Home Detention Curfew, Integrated Case Management, and 

moving to open conditions. The value of having a Family Support Worker based in 

a prison Visitors’ Centre is clear from the number of referrals received as a result 

of this location but is also evidenced in the support that can be offered to families 

through such venues. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Anne [not her real name] approached the service through the Prison Visitor Centre, 

on a first visit to her partner. He had previously been Anne’s carer for physical and 

mental difficulties. She struggled with suicidal thoughts which had been 

exacerbated by her partner’s imprisonment. The FSW liaised with health 

professionals and provided support to Anne at her first visit and then on a regular 

basis. In conjunction with FCO team and prison staff, it was arranged for Anne to 

take up extra (and for a time unlimited) visits for a set period, for her own welfare. 

These were arranged at times where she felt most vulnerable to suicidal thoughts. 

Anne has continued to find her mental health issues difficult, but has found that the 

extra visit system and support provided by FSW, the Visitor Centre and prison staff 

has been a significant help, and enabled her to get through the day. 
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Families are often most disadvantaged when their loved one is located far from 

home. In these instances, receiving support from Visitor Centre staff can make a 

tremendous difference to families. Family Support Workers not only support 

families that are visiting someone in a Scottish prison but also Scottish families 

who are visiting their relative elsewhere in the UK.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The highest proportion of referrals came from the Lothian & Borders CJA (28%) 

area (Figure 4). Significantly, this is the only area in which Families Outside has 

two part-time workers (42 hours per week in total) based in a prison visitors’ 

centre, highlighting the importance of a specific strategic base. Following this, 

Glasgow and Lanarkshire CJA make up 20% and 16% of referrals respectively. 

South West Scotland and Tayside (10% each) and North Strathclyde (7%) were 

slightly lower in terms of geographical representation as was Fife and Forth Valley 

at 5%, overall referrals from the Northern CJA incorporated 3% of total referrals. 

 

 

 

 

 

 

 

 

 

Betty’s husband was sentenced to four years in prison in England, as the offence 

was committed there. She has two children, aged one and five, the younger of 

whom has a disability which requires a lot of attention. Betty‘s main concern was to 

get her husband transferred to a local Scottish jail and, following her getting in in 

touch with her MP about this, she  had been given the Helpline contact details. 

From the phone call it appeared that Betty was very distressed with managing the 

children, the separation from her husband, the long travelling to prison to visit, and 

trying to expedite the transfer. It was felt that a home visit from a FSW would be 

beneficial. Following their meeting, the FSW was able to liaise with the local 

organisation that ran the prison Visitors’ Centre at the English prison both to 

enquire about English prison rules and to make sure that they kept an eye open for 

Betty at visits. (They were also able to arrange an overnight stay at a local B & B to 

facilitate back-to-back visits.) This was covered by financial support through the 

Assisted Prison Visits Unit (APVU). This link with our English equivalent proved very 

helpful, as we supported her negotiating her way through the prison system. The 

FSW was able to link Betty into local Glasgow support too – the prison families 

worker at the CAB for the financial issues now facing Betty, and signposting her to 

Home Start for help with the children. The FSW was able to listen to the emotional 

problems she was facing and to how she was coping and encouraged her to collect 

the prescription her GP had written for anti-depressants.  She was also able to help 

Betty with what to tell her elder child about Daddy, as she was of an age where she 

would start to ask questions.  
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Figure 4: Family Support Work by Community Justice Authority 

 
Reasons for referrals 

 

Family Support Workers support families on a wide range of personal and social 

issues. As depicted in Figure 5, a significant proportion of family members present 

issues pertaining to a need for emotional support (148), similarly linked to family-

related issues/children (127). Statistics also identified prison-based queries as 

high, with 98 families accessing support in this area.  Additional recorded issues in 

relation to client need are information regarding visits (69), financial issues (68) 

relationships (64), and travel costs (APVU; 59). Figure 5 highlights the most 

frequent issues identified by families affected by imprisonment.   

 

Figure 5: Client Issues 

 
 

Family Support Workers are faced with a range of complex issues, as 

imprisonment can have a significant and long-lasting impact on those left outside. 

Often when a parent goes to prison, they do not suffer the consequences alone; 

the children of prisoners are also more likely than any other group of children to 

face significant disadvantages and are often invisible in their schools and 

communities. In these circumstances, other family members take on care of the 
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prisoners’ dependent children and face a number of challenges, not least financial 

difficulties. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Support provided 

 

In all referrals, the workers provided one-to-one support, either by telephone 

and/or through a face-to-face meeting. Figure 6 below categorises the type of 

support that families can receive. Often families have difficult accessing 

information that would better enable them to cope and often don’t know who to 

turn to. A high proportion of support is around providing families with information 

around prison regimes and visiting (156). Making contact with relevant staff in the 

Prison Service and other agencies and services in the community to address each 

aspect of a family’s needs is a significant part of providing support to families. 

Family Support Workers signposted a significant proportion of clients to other 

services (136) and were involved with continued liaison with local agencies (134). 

Additional support themes commonly included Benefits information (56), 

information regarding social work (64), and information on health (54) (see Figure 

6 below).   

 

The Family Support Worker (FSW) supported a family (grandparents) following the 

imprisonment of their son and the children being removed from their mother’s 

care. The children were placed in the grandparents’ care with only the clothes they 

were wearing and one bag of clothes between them. Unfortunately, they were 

unable to retrieve any of the children’s toys or clothes from their mother. Due to 

the nature of the issues the children had experienced and the distress this had 

caused them, the grandmother had to give up her job to care for them. She was 

unable to leave the children with anyone else, as they were in a state of constant 

fear and panic. During this time, the grandfather experienced difficulties at work as 

a result of allegations being made by the children’s mother, and he was unable to 

work for a number of months. These combined circumstances resulted in the 

grandparents being unable to meet their mortgage, Council Tax, and other 

payments. The family received Child Benefit (at 2
nd

 & 3
rd

 child rate only) and no 

financial support from Social Work to buy clothes or other essential items for the 

children. Due to their combined income prior to the children being placed in their 

care, they exceeded the limit for Child Tax Credit or Working Tax Credit for that 

year. The family had a very difficult Christmas, as this was the first Christmas where 

the children were separated from both parents, and their grandparents were 

struggling financially to meet their bills and could not afford Christmas presents. 

The FSW provided the family with information on Child Tax Benefit and 

Kinship Care. She linked the family with the Kinship Care worker from the Citizen’s 

Advice Bureau, who is now supporting the family to access the financial supports 

they are entitled to. The FSW also supported the family in a successful application 

to the Michael & Shirley Hunt Charitable Trust to purchase clothing for the children 

and a carpet for their bedroom. 
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Figure 6: Support Provided 

 
Many family members’ concerns can be resolved in one-off enquiries in which 

Family Support Workers can provide information or signpost appropriately. Most 

one-off requests for information, e.g. how to claim travel expenses, came from 

families in prison visitors’ centres. Where a family requires more intense support, 

workers can provide ongoing contact. As Figure 7 shows, this can consist of six 

sessions or more.  In fact, this more intensive support was the second highest 

level of support offered to clients after one off enquires. Fewer individuals received 

less frequent support of two or three session follow-ups (59), with four to five 

sessions recorded as the lowest level of contact accessed (42).  

 

Figure 7: Frequency of Client Contact 

 
Family Support Workers can support families throughout the period of their 

relative’s imprisonment and can assist families with different issues as they arise, 

identifying and addressing any further areas of concern. The case study below 
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identifies the high level of support offered to one client whose partner’s 

imprisonment has had far reaching consequences.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Partnership and development work 

 

Although the Family Support Workers work slightly differently 

in each geographical area, they are all involved in some form 

of development work as well as direct family support.  The 

aim is to maximise the availability of access to information for 

families, thus providing support in an ‘indirect’ way. The 

Family Support Workers have been involved in organising 

and co-facilitating, with partner agencies, thematic 

information sessions (and regular Information Sessions for 

families) on prison based issues such as the Integrated Case 

Management process, Home Detention Curfew, and transfer 

to the Open Estate.  These sessions are held in varied ways 

such as within the prisons, prison Visitors’ Centres, or the 

community. Each of the Family Support Workers has worked in partnership with 

the Scottish Prison Service in different establishments to organise family events 

throughout the year for prisoners and their families. 

 

As well as targeting families directly, the Family Support Workers promote 

awareness of the services of Families Outside to those groups/agencies who 

come into contact with families. This happens on a regular basis and can be done 

Caroline was initially referred from Dundee City Social Work Department who 

reported concerns regarding her ability to cope/process family situation and her 

husband’s impending imprisonment.  Since his detention at HMP Perth/Glenochil in 

April 2011, the FSW has assisted Caroline with practical support such as advocacy, 

information, and guidance regarding prison, family referral onto specialist services 

(Home Start), attendance at all ICM Case Conferences with her, and accompaniment 

and liaison at important meetings with Caroline’s local MSP, Social Work, and GP.  

Input has predominantly consisted of emotional support during her husband’s 

imprisonment and latterly in relation to immigration proceedings to deport her 

husband back to his native country. This involved liaison with solicitors and an 

independent psychologist, provision of a witness statement identifying potential 

difficulties she would face if the family relocated country, and attendance and 

support at Immigration Tribunals.  In April 2013, Caroline’s husband was notified 

that he would be able to remain in the UK, as it was ruled that deportation would 

have a detrimental impact on the family.  Caroline’s husband has now completed his 

licence period in the community, has reintegrated back into the family home, and is 

running a business in the local area. The combination of these factors is impacting 

positively on the family as a whole, in addition to a significant improvement in 

Caroline’s own physical and mental health.   

“I felt I would 

have liked more 

contact when I 

was going 

through a lot of 

difficult 

situations at once 

but had told my 

worker I'm not 

good at making 

calls or asking for 

help.” 
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in a variety of ways, such as through speaking with a group of Listeners (prisoners 

who are trained by the Samaritans to give support to fellow prisoners) or through 

short presentations and talks to community-based agencies. The Workers take full 

advantage of the continued networking opportunities at events and training within 

the community. 

 

Wherever possible, the Family Support Workers participate at family inductions 

within the prisons where these take place and advise the families on what services 

they can access through Families Outside.  Where in place, the Family Support 

Workers work closely with each prison’s Family Contact Officers in providing 

support to families.  This ensures clarity and accuracy of prison-based information 

for families and for consistency in key points of contact.  Where a Family Support 

Worker is based at a prison, they have an input at the Children & Family Strategy 

Group meetings, where they can feed in to the Scottish Prison Service’s 

developing agenda on Promoting Positive Relationships.   

 

The work that is carried out by the Family Support Workers (and needs of the 

family) is diverse and at times complex, therefore the role is not fulfilled in isolation 

and relies on working in partnership with a number of community based agencies.       

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Family Support Worker supported a family (grandmother, son, wife, and 

grandson) following the imprisonment of a family member (grandfather) - the 

main carer for the grandmother, who suffers from multiple illnesses and has 

recently been diagnosed with early onset of Alzheimer’s. The son also has medical 

issues and is a wheelchair user. 

The son and his family lived separately from the grandmother, and she was 

struggling to manage independently in her home without her husband’s care and 

support. The son’s wife was his main carer and has now become his mother’s main 

carer, but she was struggling to manage the dual caring roles while living 

separately. The family was also struggling to engage with the relevant statutory 

and voluntary agencies and supports they required for their individual needs. 

When the FSW first met with the family, they were receiving little or no 

support from statutory and voluntary agencies, causing great distress and anxiety 

to the family. The FSW provided them with information on Child Tax Benefit, 

Housing Benefits, Social Work Adult Services, the Adult Mental Health Team, and 

Carers Centres.  She was able to link the family with the relevant services in their 

local area including Child Tax Credits, Carers Centres, and Social Work, but also 

GPs, Stop it Now, and referral to a Cornerstone Project that was able to work with 

the family as a whole, supporting them with their individual complex needs. 

Information was also sourced with regard to the prison where the grandfather was 

being held in relation to Integrated Case Management, APVU, transport, and FCO 

contact, easing the anxiety and concerns of the family with regard to the prisoner 

and the cost of visiting the prison. 
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Measuring outcomes 

 

Measuring the impact of family support work has been 

approached in a number of ways. Quantitative 

information can help identify what has been achieved 

across the service. Amongst the different areas of 

support, gaining information was one of the more 

common outcomes. For example, 153 people were 

provided with prison-related information, the high 

number reflecting the fact that this is often the first 

concern a family will approach the service with. Sixty-

two family members of prisoners accessed information 

relating to social work. A smaller number of people 

were assisted in attending meetings (18), through 

advocacy (22), and in assistance through statutory proceedings. Whilst these are 

smaller numbers, each of these areas would involve significant time and input. As 

noted previously, there have been a similar number of one-off contacts (80) to 

longer-term case work (73). This demonstrates the variety of situations and 

flexibility of the service. Working closely with other organisations has been key, 

and 133 referrals involved liaising with other organisations. It is worth noting that 

there is understandably and quite rightly a close correlation between ‘Client 

Issues’ and ‘Support Provided’. For example, emotional support and family issues 

are relevant to a high number of family members. It is appropriate that one-to-one 

support, whether face-to-face or over the phone, is a main response to those 

needs. 

 

The 2012 – 2013 financial year has again evidenced particular success in relation 

to support for families in financial need. Financial hardship can be one of the 

consequences for families affected by someone going to prison, through both a 

reduction in income and new expenses associated with the imprisonment. 

Relieving financial hardship can go some way to easing the emotional 

consequences for families and helping them cope with their situation. 

 

The Family Support Workers have approached a variety of sources on behalf of 

families. Once again we are indebted to the Michael and Shirley Hunt Fund for 

their continued support for our clients in 2012-13 (in total they awarded 

£2,058.83); the Big Lottery Fund for the ROOP Hardship Fund (£180); the Buttle 

Trust (a cooker); and Radio Clyde’s Cash for Kids awards (£375).  For the first 

time we have also made use of the growing number of Foodbanks which have 

been set up across the country, which are proving a lifeline for many facing cuts in 

welfare benefits. 

 

In total, 20 families including 37 children have benefitted from these charitable 

applications. 

 

 

“Over the last few 

months, I have found 

[FSW] help and advice 

invaluable. At a time 

when my life had 

seemed very difficult, 

she has given me 

encouragement in 

everything that I have 

been finding difficult to 

deal with.” 
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Some examples of the help we were able to access include: 

 

• Help to purchase a new specialised nebuliser for a mother whose breathing 

difficulties had been making it increasingly difficult for her to make the long 

journey by public transport to visit her son in prison.  

 

• Assistance to furnish new accommodation when a family felt forced to move 

because of the high profile nature of the offence in their neighbourhood and 

the consequent stigma and harassment. 

 

• Provision of a replacement cooker for a family with six children when their 

original one was beyond repair. 

 

• Help with the immediate challenge of paying for heating and food following 

the change in family circumstances. 

 

• Provision for 15 children of Christmas gifts worth £25 each. 

 

Evaluating FSW work 

 

Overwhelmingly, emotional support and family issues are the most widely 

identified needs. It can be difficult to record how one-to-one support impacts on 

individuals using quantitative recording mechanisms. The support service 

therefore gleaned feedback through qualitative information to establish how well 

the service has been meeting its aims. This has been achieved by obtaining family 

members’ own words through self-evaluations.  

 

It was distributed where appropriate, with a return of around 40%, and reflected 

very positive feedback. When asked how important it was for a family member to 

be able to get support, help, and advice with 97% of families reported it was very 

important and 3% somewhat important. Similarly, 92% of families reported that the 

support received form Family Support Workers impacted on them a great deal. 

Overall, 92% of clients were Extremely Satisfied, 4% Very Satisfied and 4% 

Satisfied.  

 

 Some examples of comments included the following:  

 

 

 

 

 

 

 

 

 

 

 

“I felt very alone and isolated until I was introduced to my Family Support Worker.  

She provided me with information, emotional support and a non-judgmental ear to 

listen. Any questions I had were answered quickly and anything she did not know 

she found out. What has been a very traumatic time for me and my family has been 

made a little more tolerant because of the personal treatment she has given me” 
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These examples show the emotional and physical cost of having a friend or family 

member in prison. They back up the finding that one-to-one support, along with the 

provision of relevant information, can make a difference. Whilst we find responses 

like this encouraging and motivating, staff recognise that it is crucial that families 

can also feel able to give critical feedback and thereby shape the service. This 

continues to be a challenge, but every attempt is made to support this, particularly 

by anonymising responses and feedback forms. 
 

Conclusions 
 

Families affected by imprisonment experience a range of practical and emotional 

difficulties. The impact on families and children, following a family member’s 

imprisonment is significant, affecting nearly every aspect of their lives – income, 

housing, social support, physical and mental health, victimisation, and travel and 

transport, to name a few. Family Support Work at Families Outside addresses any 

concerns that arise as a consequence of a relative’s custodial sentence.  
 

This report on the second full year of family support work Families Outside has 

delivered throughout Scotland demonstrates the impact imprisonment can have on 

a family and the need for support and information to be offered to families in their 

own right.  
 

 

 

 

 

 

 

“My FSW has helped me and my two boys with advice and support.  I have no 

family support and feel my FSW has supported me through this difficult time in 

my life.  I felt very alone and bottled up my feelings, until I spoke with her. She 

has helped me and gave me sound advice on financial and emotional matters.   I 

really don't know what or where I would be without her help.  She is a very kind, 

considerate person.  Thank you x” 

“I would not have been able to continue visiting my husband if it wasn't for the FSW 

and the staff at Perth Prison Visitor Centre.  I have to travel over 350 miles for my 

visit and have seriously had health problems – the FSW helped me get a Nebuliser so 

that I can take this with me to visit, without which I just not would have been able 

to get there at all.  It was distressing me, which in turn didn’t help my husband and I 

personally.  I will never be able to thank her enough, so please keep the Unit open as 

it is a lifeline, especially as it’s the main prison for the north of Scotland.” 

 

“Very good at listening to me and good information and advice given to me.  Her 

help has been very important to me”.   

 

“As my FSW has a lot of experience and knowledge, she was the perfect Support 

Worker for me and has given me a lot of information which could be very beneficial 

in planning for my son's future.  I have also been given some hope, whereas at the 

start of this process there seemed to be little hope.  She has also made me aware of 

how the system works and what is available to the prisoners and families as I had no 

prior knowledge of the prison system.  I am very grateful for all her support.” 

 

 


