
Working together, moving forward

In 2024 we asked, you answered.
Following our annual NPS research,

here’s the picture that emerged.

How we’re improving in 2025
In November 2024 we asked the people we work with, grant recipients, grant applicants and

fundholders to tell us what we’re getting right and where we could do better.

Your feedback was clear: we’re making a difference, and there are small but important ways to

improve. Since then, we’ve been putting those ideas into practice throughout 2025.

As part of our research, we use Net

Promoter Score (NPS) as a simple way of

measuring how satisfied our different

stakeholders are. It shows how likely

people are to recommend us. The higher

the score, the more satisfied people are.

We asked a cross-section of our

community to give their feedback on their

experiences with Point North over the

period November 2023 - November 2024:

Grant Recipients: everyone who had

received a grant from us.

Grant Applicants: anyone who applied

for a grant and who was unsuccessful.

Fundholders and donors: all
fundholders and regular donors.

Who and what we asked

Net Promoter Score

Who we asked
We asked for views on every part of the

journey with Point North, from applying for

and receiving grants, to working with our

team, to managing funds and making

donations.

We also asked how well our rebrand

reflects our purpose.

The feedback gave us a rounded picture of

what’s working well and where to improve.

What we asked

You can do so anytime. Whether it’s

positive or negative, we want to hear

from you. Visit our website or contact us.

info@pointnorth.org.uk or 0191 378 6340

Do you want to give us
feedback?
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Net Promoter Score

up from 84 (2024)

90

Net Promoter Score

up from -14 (2024)

43

Grant Recipients

Applications felt straightforward and fair.

Most people found the process simple, some

suggested that clearer guidance and more

proactive support would make it even better.

Our team was approachable and supportive.

76% of applicants rated us 10/10.

What we heard, and what we’ll do

Grant Applicants

The process was clear and staff were helpful.

For smaller grants, the time needed

sometimes felt out of proportion.

The rebrand felt inclusive and confident.

78.5% saying they would apply again.

Our next steps:

Keeping applications simple and

proportionate, in line with our

IVAR Flexible Funder

commitments to respect your time

and only ask what we need.

Offering clearer guidance and

follow-up support and better

promoting our existing helplines

and regular webinars, so people

don’t feel left on their own.

Our next steps:

Streamlining the effort needed for

small grants.

Making guidance easier to use and

available in plain English, so you

can focus on their project, not the

paperwork.

Upgrading our systems to make

applications simpler, including

prompts to update key documents

like safeguarding policies ahead of

time.

Point North is one of over 100 funders signed up to the IVAR Flexible Funder Commitment.

This means we aim to make applying for a grant as simple and supportive as possible:

keeping forms proportionate, writing guidance in plain English, and being available to help.

It’s about respect, trust, and recognising the realities charities face.

Our Commitment as an IVAR Flexible Funder
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Net Promoter Score

up from 64 (2024)

66

Fundholders
Point North is seen as a safe pair of hands.

Personal contact matters to our donors and

fundholders .

Some would like more frequent updates from

us.

71% are satisfied with recognition they

receive, while 29% would like to us to look at

other ways we can spotlight our partnership.

What we heard, and what we’ll do

Our next steps:

Sharing more regular updates

about your fund and the difference

it makes.

Introducing new ways for you to

share your story and impact with

Fundholder profiles.

Refreshing our options for how you

can hear from us: email,

dashboards, events, or personal

catch-ups.

Reinstating postal updates as a

standard choice.

Looking ahead
The feedback we received in November 2024 has influenced our activities and priorities for

2025. We’ve already made meaningful changes, and we’re not finished yet.

Based on your feedback, our focus areas are:

simplifying processes and procedures

providing new ways to interact with us, contact us and get support

sharing news, stories and impact in different ways across different channels so more people

can engage with Point North in a way that suits them.

Thank you to everyone who shared their views. We’ll keep building on your feedback throughout

the year, and we’ll check in again with a full survey in November 2025.

You can do so anytime. Whether it’s positive or negative, we want to hear from you.

Visit our website or contact us. info@pointnorth.org.uk or 0191 378 6340

Do you want to give us feedback?
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