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Research project – “are we getting it right at the 
front door?” 

Examined re-referral rates of people signposted to community 
services and low level equipment 

Optimised our person and community centered approach 
prevention in the community – daily huddles

Developed a referral tool which will impact on service delivery

Supported by the University of Manchester (Greater Manchester 
Social Work Academy) 



Description of initial work 

Strengthened our initial telephone screening to 
determine the most efficient and effective response 
and level of urgency of referrals and evaluated the 
impact on subsequent re-referral rates 

Identified market opportunities for new and innovative 
service delivery.

Linked with broader council and health objectives



Unintended / unexpected consequences 

Prompted the need to look at the duties of posts overall and 
raised questions about whether some posts can be brought 
together.

Level of complexity and duplication in the customer journey 
more fully understood - ‘like peeling an onion’. Looked at how 
other parts of the service work together from a service user 
perspective.

Drew attention to some particular aspects that may have been 
overlooked e.g. the learning needs and future development 
needs of people offering front of house services.
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Daily huddles

Locality based multi-agency discussions to determine the most 
appropriate response:

• Adult care
• District nursing service
• Carer’s service
• Link 4 Life - active, creative and healthy lifestyles
• DWP
• Physiotherapy  service
• Veterans in Communities (VIC) 



New and innovative service delivery

8 FTE Community Connector posts established - part of 
a wider multi-disciplinary prevention team. 1:1 support 
to access information, advice and signposting to health, 
social care or wellbeing services

Four EASY (Early Access to Support for You) Hubs in the 
Borough

On line Wellbeing Checker / Directory of Services 



Linking with broader council and health objectives

Working with BARDOC (provider of GP Out of Hours 
services) aiming to de-escalate acute care 
presentations.

Local patient telephone triage to assess needs

Integrated Virtual Community (Clinical) Hub - online 
booking for Community Connector appointments, 
access to all hubs to monitor capacity also.





Feedback

A big thank you 
for your 
support

A quick note of thanks on 
behalf of myself and my dad -

I think it's important to let 
people know when they are 

doing a good job since 
everyone is only too quick to 
let you know when it's not !!

We have never had any support from 
outside agencies before and when I 
listen to the news and others, I was 

filled with dread and upset that I 
needed help and support from outside 
but you all understood his dementia, 

his swearing, his awkwardness and his 
sense of humour. Thank you

I’d like to thank Moire for 
her quick response and 
service In such a caring 

professional manner



Questions?



A strengths-based approach to 
social care – our journey

Cath Roff
Director of Adults and Health



Our starting point

• A strong city history of asset-based approaches
• A council with an ambition to be “a 

compassionate city with a strong economy”
• Social workers frustrated by “bureaucracy” and 

becoming the “border police” of eligibility criteria
• Onerous processes for accessing direct payments
• An organisation structure that wasn’t working
• Ever increasing squeeze on budgets



A leap of faith

• Made a commitment to “liberate” social work
• Told my social workers I trusted them and 

their professional practice
• I trusted them to apply common sense in 

making the changes we needed
• This was going to be a transformation led by 

them



The “Rule of Three”

• Do no harm
• Don’t break the law
• Don’t blow the budget

….Otherwise go for it!



So what did we do?

• Made fundamental changes in the language we used to 
talk to citizens

• Changed how we operated our front door
• Starting point is from “What is the matter with you?” 

to “What matters to you?”
• Trialled a new “Rapid Response” team concept
• Set up an innovation pilot in our Armley

Neighbourhood Team
• Developed a community presence: “Talking Points”
• Changed our paperwork



Front door

• Customer Services Officers based in 
Communities Directorate

• Re-trained in strengths-based language

• Book appointment at a Talking Point

How can I connect you to the things that will help you to get on with 
your life, based on your assets, strengths and those of your family, 

friends and community? What d you want to do? What can I connect 
you to?



Rapid response

If you are at risk, if your life is in meltdown –what needs to 
change to make you safe and help you regain control? How 
can I help make that happen? Furthermore, what offers do 

I have at my disposal, including small amounts of money 
and using my knowledge of the community, to support 

you? How can I put these things together into an 
“emergency plan” and stay by your side to make sure it 

works?



Armley Innovator site

• One of 13 Integrated Neighbourhood Teams
• Customer focus: older people, physical disability, 

low level mental health
• Set up a “Talking Point” in New Wortley 

Community Centre
• Social workers tasked with finding out about local 

community and its assets
• Referrals from 2 GP surgeries and now all 8
• Joined multi agency Community Well-being Team



Armley Innovator site  - 2

• May have conversations based on previous 
examples but also:

How can I make sure you feel in control and are 
empowered to be so? What is a fair personal budget 

and where do the sources of funding come from? 
How can I help you to use your resources to live your 
chosen life? What do you want to do? What matters 

to you? What makes your life worth living?



Reducing bureaucracy

• Reduced the 27 page “Guided Self Assessment” 
form to the 2 –page “Conversation Record”

• Supported by new practice guidance
• Revised review form
• Revised transfer form
• Designed 6 minute Peer Review for team 

meetings
• All designed by front line
• All Care Act compliant



What were the outcomes?

• More efficient and effective front door: reduced failure demand
• Eliminated waiting lists once introduced Rapid Response
• Customers like the new approach
• Social workers rediscovered their community
• Made better use of community resources to support people’s 

aspirations
• Reduced average spend per care package
• Reduced rate of care home placements
• Positive impact on GP workloads
• Better inter-agency and inter-disciplinary working
• Liberated social workers proud of their practice



Proliferation

• It happened spontaneously before the “planned” roll out
• Word-of-mouth
• Peer-to-peer seminars
• Rolled out two more Rapid Response teams
• 17 Talking Points across the city
• Learning disabilities – Phase one programme for people 

going through transition
• Co-designed with citizens
• Embraced by the Hospital Social Work team
• Have now started next with Adult Mental Health



Customer & Carer feedback

I walked away feeling 
that a weight had 

been lifted

The package lets me get on with 
my life knowing that my 

daughter’s needs are met well. 
Never thought I would have this 

level of freedom

Because of the 
conversations that 

were had, everything 
went really smoothly 
with the emergency 

move

We don’t know 
what we would 

have done without 
you

They really 
listened to 

me

The Rapid response 
service has been 

excellent



Staff feedback

As we look at the strength-based 
model, being encouraged to be 

creative with service provision as 
really brought a fresh feel to the social 

work role

We can see positive results for 
the service users  and it adds to 

us feeling valued as workers: 
what could be better!

Engaging with the local community 
centre has opened a lot of doors to the 

team…being able to put faces to 
names and network in the local area

Utilising the Conversation 
Record allowed a very open 
& candid conversation with 

Mr C and his family

People don’t have to wait more than a few days for 
an appointment so we can offer a far more 
responsive service & manage crises better





Thank you for listening!

Any questions?



Providing professional leadership, 
guidance and practice development 
for social work in Yorkshire and the Humber. 

A strengths-based approach to social 
care in Yorkshire & Humber

NIGEL PARR
Chair - Yorkshire & Humber 

Principal Social Worker Network



THE ASK

Yorkshire and Humber ADASS asked the regional Principal 
Social Worker network to:

Develop a Strengths Based audit tool to see how far the approach 
had been embedded in the region and;

Produce a Strengths Based Charter to support practice



THE APPROACH

The peer audits highlighted that not all LAs were using their 
assessment tools in a strengths based way or couldn’t, there 
was a lack of consistency 

Saw the need for the conversation record to be used as a 
tool for supporting a Strengths Based narrative to ‘see the 
whole person’ and that person’s meaningful relationships



THE OUTPUTS

The PSW network created and used a regional audit 
assessment tool to see how far the strengths-based approach 
has gone, this has resulted in:

1. Themes for the regional Strengths Based Charter

2. Peer auditing continuing between LAs

2. Tool used internally e.g. peer supervision and case audits

4. Top Tips for Practitioners and Managers

5. Key Messages from Practitioners to Managers



THE RESULTS

The philosophy of the Strengths Based approach is 
embedded further; training is just the start!

Staff are receiving more support through peer supervisions

There is a collective approach from the region 

LAs are changing their respective assessments to be 
strengths-based



SO WHAT?

The individual has a better outcome, enabling them to live 
their life as fully as possible 

‘She feels that the social worker works in partnership with her 
and takes a very empowering approach to supporting her’

‘It’s great for someone to just have a conversation with me.’



DOWNLOAD 
YOUR COPY



Thank you for listening

Providing professional leadership, 
guidance and practice development 
for social work in Yorkshire and the Humber. 
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