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Necessity for Change 
In Social Care we are responding to

• External factors – including changes in legislation  and 
demographics 

• The need to put People First and not systems and 
processes

• Increasing pressure on funds, and the continued drive 
to make every £ count

• Challenges to recruiting, retaining and motivating staff
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The 3 Conversation Approach: what is it?
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• A change of focus away from ‘assessment for services’ 

• More time to listen to people 

• An improved experience for people seeking support 

• People taking control of their lives with better outcomes 

• Stronger community links and use of personal and 
community assets 

• Less reliance on traditional paid support 

• Greater job satisfaction for staff  

Great Expectations
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3 Conversation approach as the starting point we adapted our;

• Culture: Language (Let’s Talk mantra), norms (individuals, family, 
friends and community first) and behaviours (nothing too small)

• Workforce, Community Link Officers introduced, Senior 
Practitioner roles enhanced, workforce development programme

• Systems: Let’s Talk forms integrated fully into our assessment 
pathway for DASS and SALT returns

• Practice: Comprehensive Legal Guidance, accompanying 
operational guidance, budget compliant purchase cards 

Giving us Let’s Talk ……….. With You 

Let’s Talk: An Adaptation  
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Julie is a young woman with severe epilepsy who has 
been supported by Trafford for several years, most 
recently with a Personal Assistant (PA). 

She contacted us for support in April 2017. Under the 
Let’s Talk approach, the same Social Care Assessor who 
had arranged for Julie to be supported with a PA several 
months earlier went out to visit her. 

What did Julie want? 
Simply put, Julie wanted to be independent and work. 
She did not enjoy the feeling of reliance on her PA to 
help her be independent.

What did we do?
Julie and our Social Care Assessor worked together to 
find a suitable place of work at Julie’s local BHF where a 
staff member was trained in epilepsy management.

What was the result?
After only a few weeks, Julie contacted us asking to 
reduce her PA hours down to only one hour a week. She 
reported that she was enjoying her independence and 
felt able to support herself.

Same Client…
Same Worker…
....Different Conversation

…Different Outcome

12 Weeks In and Smiling: Julie’s Story
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Richard, an elderly gentleman was discharged from hospital 
in July 2017 after a hip operation. Upon arriving home with 
a member of staff, it was discovered that his boiler had 
broken, and the house was freezing cold. She immediately 
notified the Community Social Work Team, and started to 
make plans to take Richard back to hospital.

What did Richard want?
Richard more than anything wanted to stay at home. He did 
not enjoy his stay in hospital and had been desperate to 
return home for the past week.

What did we do?
After contacting British Gas to arrange a replacement boiler,  
a Let’s Talk purchase card was used to purchase two 
electric heaters to heat Peter’s home in the meantime.

What was the outcome?
A hospital readmission was prevented, and Richard was 
happy to be able to stay at home. He was safe, warm and 
where he wanted to be, with an engineer arriving three days 
later to replace the boiler. Social care was enabled to take 
immediate action, we gained Richards trust and he 
engaged well with services.

Preventing hospital 
readmission by thinking 
creatively 

One Year In and Going Strong: Richard’s 
Story
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Proof in the Pudding

• More staff time ‘getting to know their patch’

• Stronger community links and community solutions

• Less paid support, other alternatives explored

• Reduced average cost of care per person 

• Fewer contacts receiving care packages

• Increased homecare, less residential/nursing care 

• Increased satisfaction, the ‘heart’ back in the job
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• Developing practice & skilling up staff

• Shaping commissioning intentions

• Offering better community solutions

• Forging stronger connection with Health

• Aligning to social prescribing and wider PSR

An Eye to the Future
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The number of staff that can 
be supported through the 

first three available training 
days

The Present and Loving It: Oliver’s Story

“I feel confident 
now.
I’m making new 
friends and 
trying new 
things.”
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