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Delivery, Delivery, Delivery
Or 

The What? The How? The Who?



Well done to you all

Congratulations to John

Welcome Jenny

Thanks to John Beer



What do people who use 
services say?

Get the basics right
Fit in with my life
Treat me as a person
Work with me as a partner



Delivery – The What ?

• Putting People First

• Carers Strategy

• Dementia

• Valuing People Now

• New Horizons

?



Delivery – The Next Stage

• Efficiency: through the design of care pathways

• Prevention/Early Intervention
• Integration 

– Commissioning
– Provision

• Quality

• Equalities
• Future role of Social Work



Delivery – The Context

• Economic Climate

• Budget

• Politics

• From challenges to opportunities



How do you lead change 
across complex systems?

• Research by McKinsey show 1 in 3 
transformations are successful, 

• ……..but it also shows organisations need 
to transform to survive

• Literature on change in organisations, but 
how do we change systems?



Two examples of change

1
Bird Flu hits UK

3 months to immunise 
the whole population

Short term pressure
Major effort

Known solution
Predictable action

Bias to command and rules

2
Eliminate carbon emissions

20 years – society becomes 
green

Long-term purpose
Shift in mindsets

Many stakeholders, different solutions
Innovation and boldness

Local breakthroughs

‘Technical challenge’ ‘Adaptive challenge’

The The The The ‘‘‘‘technicaltechnicaltechnicaltechnical’’’’ and and and and ‘‘‘‘adaptiveadaptiveadaptiveadaptive’’’’ model illustrates two model illustrates two model illustrates two model illustrates two 
distinctive types of changedistinctive types of changedistinctive types of changedistinctive types of change:



Social Movement Theory of 
Change

• Who is Rebecca Hoskins?
• How do we make change a personal 

mission?
• How do we engage people’s hearts and 

minds?



Personalisation: What do we think 
about it?

“I’d be sacked if I didn’t know about 
personalisation!” Director, Midlands

“All care should be personalised and 
delivered in a dignified way whether 
you call it ‘Personalisation’ or 
‘Individual Budgets’” Director, North 
West

“It came form the Mental Health and 
Physical Disability field.  The Elderly 
are the last (to get it)” Director, North 
West

“Reflects the changing role of a 
social worker…Identifying what 
people want” Director, North

Focus groups with social care providers and people who use social care services (February 2009)



Personalisation: Do you know what 
social workers in your area think 

about it?

“The example we use is a young 
chap with physical disabilities who 
uses to spend on a season 
ticket…It’s all fantastic, but I don’t 
understand how that’s our 
responsibility as social care 
providers” Social Worker, Newcastle

“How will we gauge if their care needs are 
being met?” Social Worker, Newcastle

“I think it will get to the point where 
people self assess and social 
workers might get phased out 
completely” Social Worker, 
Newcastle

“We’re replacing carer stress with 
accountancy stress” Social Worker, 
Newcastle

Focus groups with social care providers and people who use social care services (February 2009)



Personalisation: Do you know what 
people using services in your area 

think?
“Direct Payment for me is a no-go.  It 
wouldn’t work for me – it got too 
confusing for me with the paperwork”
Physically disabled woman, London

“I think it’s a wonderful idea…You 
have money in your hand…They 
said you can go shopping, go to 
the cinema”
Woman with a learning disability, 
London

“I thought it amazing that Social 
Services would provide money to 
spend how you want.  But I feel my 
Social Worker doesn’t want to discuss 
it.  She said it would come off my 
benefits and be a lot of hassle for me”
Physically disabled man, Liverpool



System change

1. Telling a compelling, consistent story about the 
organisation’s potential, its importance, and the risks of 
standing still

2. Role-modelling by leaders of the behaviours needed by 
staff across the system

3. Getting the right supporting structures and processes
in place, particularly by devolving power to local 
decision-makers and getting the right information 
systems in place

4. A substantial programme of capability development to 
ensure the organisation has the right skills to underpin 
change



Change principles

• Co-production or working together – working 
jointly with stakeholders, delivery partners and citizens on 
design and implementation of change

• Subsidiarity or making decisions at the right 
level – devolving decision making and control to the right 
level while holding the ring nationally

• Leadership and ownership – building the 
leadership of local groups to enable a coalition of leaders 
across all aspects of the system

• System alignment or joining up – ensuring all 
parts of the system point in the same direction and 
understand their role



What is the paradigm?

• Social care allows people to participate on an equal basis 
to others

• Active citizenship, not passive recipients of welfare 
services

• A change in the nature of relationship between those 
supporting and those being supported



What are the shifts?

• From clients to citizens

• From welfare to well being
• From expert to enabling

• From transactional change to transformational 
change

• From “freedom from” to “freedom to”

• From safety net to spring board



What does this all mean?

Are you adopting a transformational or transactional 
approach?

Have you consciously chosen this?

How will you win the hearts and mind of staff and partners?

What is the culture you are creating?

What is the mind set you are creating?

What is your role as leaders of change?



What does this all mean?

Are you securing ownership

Have you identified what needs to be co produced?

With whom? When? How?

What level will you make decisions at?

How do we ensure that PPF is 1 in 3 not 2 in 3?

Launch of Workforce Strategy needs to be seen in this 
context



David Behan, Director General 
Social Care, Local Government and Care Partnerships

Thank you


