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The Public Service Transformation Academy
Working with 
communities 
and carers

http://www.publicservicetransformation.org/
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PSTA – who are we? 

We’re a not-for-profit social enterprise. Our mission is to drive better 
outcomes for people and communities by developing the capability of all 
public services to collaborate, innovate, and lead.

Our partners:      RedQuadrant, 
Whitehall & Industry Group, NCVO, 
E3M, TSIP, Alliance for Useful Evidence 
(part of Nesta), LocalGov Digital, 
Numbers for Good, Basis, Browne 
Jacobson LLP, Collaborate, Public 
Service Transformation Network

http://www.publicservicetransformation.org/
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PSTA – what we aim to do

• Most of the problems faced by public services and society have a significant 
underlying level of complexity. 

• This complexity differs – it can arise from having to deal with multiple 
stakeholders, from complex citizen needs, from a need for cultural or 
behavioural change, or from a complex system of organisations that need to 
work together. 

• Often, all these sources contribute to the complexity at the same time. 
• The only way to deal with this is work that crosses disciplines, organisations, and 

sectors, and that is founded on a strong learning approach.
• We empower change-makers to deal with these complex challenges.

http://www.publicservicetransformation.org/
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How we work – our Academy programme

North East
NSW Treasury, Australia
Q Volunteering
Sefton (partners and internal)
Serious Fraud Agency
Somerset
Staffordshire
States of Guernsey
Suffolk
Wirral

DfE children’s commissioners
City & Hackney
East of England
Far southwest
Greater Manchester
Kingston & Sutton
Knowsley
Leicestershire, Leicester and Rutland
Leicestershire internal
Money Advice Service

And 15 waves of the national Cabinet Office Commissioning Academy – ongoing 

http://www.publicservicetransformation.org/
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Academy five day programme – across five months

Day one Day two Day three Day four Day five

Overview and 
commissioning 
for outcomes

Understanding 
markets and 
providers

Site visit to 
somewhere 
practicing bold 
commissioning

Influencing 
citizens and 
markets

Embedding 
commissioning 
and leading 
change

•Commissioning 
concepts and 
principles

•Systems 
leadership 
Commissioning 
for outcomes

•& value

•Understanding 
markets

•Provider 
perspective

•Procurement as 
an enabler

•Peer learning 
circle

•Social value and 
deep dive into 
Camden’s 
commissioning 
Tour of Kings 
Cross 
regeneration

•Building 
resilient 
markets

•Co-production
•Citizen based 

approaches
•Elective sessions
•Peer learning

circle

•Leading 
transformation

•Embedding 
commissioning

•100 day plan 
presentations 
and peer 
challenge

•Peer learning
circle

Knowsley City & Hackney Camden Wirral Sutton

About application of learning during and after – adult, peer, action learning

http://www.publicservicetransformation.org/
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Feedback

Ninety-eight per cent report making useful connections, and 
nine out of ten of past participants said the Academy was:
• a good or excellent use of their time
• a good or excellent value for money
• relevant or highly relevant to their learning needs
• an experience they would recommend the academy to 

their colleagues and peers

• 'An incredibly useful insight into how to commission 
services that citizens need positively and successfully.' 
Theresa Chambers, Home Office

• 'I’ve found the Commissioning Academy to be a really 
useful experience for a number of reasons, but the main 
one is that it provides a fantastic and unique opportunity 
to hear some of the theoretical stuff alongside some 

really practical examples of what others have done 
within government and a combination of those two 
things has been of enormous personal development but 
also of real practical use in the workplace as well.' Steve 
Scott, DWP

• 'We’ve got out of the Academy exactly what we wanted. 
We’ve never really found a way to get together as the 
public sector and learn from each other and that’s 
exactly what we’ve had from this. We’ve had some really 
high quality presentations but I think the real learning 
has come from sitting, twenty or thirty of us in session, 
and sharing experience and expertise.' Julie Taylor, 
Assistant Chief Executive, Barnet Council

'one of our flagship development programmes for leaders' John Manzoni

http://www.publicservicetransformation.org/


© Public Service Transformation Academy 020 3771 2608  www.publicservicetransformation.org slide 7
Please tweet using #psta, and follow us @ServiceReform

How we work – our Alumni network

Over 1,800 senior decision-makers and practitioners have graduated from the Commissioning Academy 
since 2013 - includes participants from most major local authorities as well as CCGs, PCCs and the Police. 

Participating organisation also include the Cabinet office, FCO, Home Office, Ministry of Defence, 
Ministry of Justice, DWP, DCMS, Department of Education and the Department of Health  – among 
others…

Over 800 senior transformation leaders have graduated from our service transformation programmes 
and leading transformation since 2009,

http://www.publicservicetransformation.org/


© Public Service Transformation Academy 020 3771 2608  www.publicservicetransformation.org slide 8
Please tweet using #psta, and follow us @ServiceReform

State of Transformation conference and report

http://www.publicservicetransformation.org/
https://www.publicservicetransformation.org/2018/05/state-of-transformation-report/
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• Survey & 21 think pieces • 33 case studies

State of Transformation report and case studies
https://bit.ly/2suxV9f https://bit.ly/2DrHnRQ

http://www.publicservicetransformation.org/
https://www.publicservicetransformation.org/wp-content/uploads/2018/05/2018-case-studies-public-service-state-of-transformation-from-the-public-service-transformation-academy-e-version-ALPHA2-1.pdf
https://www.publicservicetransformation.org/wp-content/uploads/2018/05/public-service-state-of-transformation-2018-report-from-the-public-service-transformation-academy-e-version.pdf
https://bit.ly/2suxV9f
https://bit.ly/2DrHnRQ
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Case studies – state of transformation 2018

Themes and examples:
• Engaging with citizens as whole people

Lambeth mental health services – taking coproduction seriously at scale
• Harnessing the power of place and community

Co-production of early years’ services in Queen’s Park, London
• Collaborative working

Citizen commissioners in Sutton
• New models of commissioning and governance

Strength in numbers: the Pan London Care Impact Partnership
• Transforming service delivery

Public health and children’s services integrated working – Coventry
• Innovation, data, and technology

33 case studies of real, on-the-ground transformation

http://www.publicservicetransformation.org/
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Survey – state of transformation 2018

http://www.publicservicetransformation.org/
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Survey – state of transformation 2018

http://www.publicservicetransformation.org/
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Survey – state of transformation 2018

http://www.publicservicetransformation.org/
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Survey – state of transformation 2018

http://www.publicservicetransformation.org/
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Survey – state of transformation 2018

http://www.publicservicetransformation.org/


© Public Service Transformation Academy 020 3771 2608  www.publicservicetransformation.org slide 16
Please tweet using #psta, and follow us @ServiceReform

Upcoming Events

Working Better Together in Social Care 
PSTA/LGA Conference 30 January 2019  (free)

State of Transformation
Annual PSTA Conference 23 May 2019
First call for case studies email nkk@wig.co.uk

Sign up to events at www.publicservicetransformation.org

We welcome follow-up and conversations!
Terry Rich
Chair, Public Service Transformation Academy
terry.rich@publicservicetransformation.org
www.publicservicetransformation.org

http://www.publicservicetransformation.org/
http://www.publicservicetransformation.org/
mailto:terry.rich@publicservicetransformation.org
http://www.publicservicetransformation.org/


Somerset
asset based commissioning 

#doityourway

Stephen Chandler
Director of Adult Services
SChandler@somerset.gov.uk

mailto:TDBaverstock@somerset.gov.uk




Supporting People to Live Independent 
and Positive Lives
Promote wellbeing and independent living
 Provide person centred support
 Partnership working and collaboration
 Strength based conversations
 Sustainable community based solutions
 Focus on outcomes

Belief in “doing the right thing”



Commissioning in Somerset

4 examples:

• Community Connect
• Carers Service
• Micro enterprises
• Innovation with health



Community Connect – systematic 
commissioning led change to practice

• Culture Change
• Tools
• Resources
• Infrastructure
• Investment



Community Connect 
The new way of Somerset 
- Community development (including community events, 

mapping, community presence, community connectors)

- Change of conversation (including what matters to me, network 
map, peer forum)

- Early intervention and improved customer service (call back, 
Talking Cafes)

- Data collection to evidence and support change

- Getting feedback and listening to people’s experience and ideas 



Community Connect approach in 
practice….
• Changing the conversation - focus on what matters to the person, what 

they can do to help themselves and what is available in their community

• Partnership working - Integration of Community (Village) Agent and 
volunteers into team

• Peer Forum to challenge practice and improve outcomes for people This is 
a multidisciplinary meeting and includes the Community Agent

• Authorisation – the team has authority to agree care packages and 
placements but they have a budget.

• Reduced bureaucracy - faster processes

• Community events and online forum bringing local networks together

• Local engagement with Living Better, GPs and District Nurses

• Development of Taking Cafes so people have local access



Community Connect - Aligning our 
services 
• Drop ins and Talking Café’s are now open in 11 locations throughout the 

County

• Community Agents are now part of Peer Forums in every Locality, and are 
able to offer community support and non funded solutions at the point of 
options being discussed

• Community Connect Map being used at first point of contact and on 
triage to inform available alternative options at every conversation with 
the client

• Community Agents working in acute settings to support discharge 
planning as part of Home First



The Somerset Carers Service –
collaboration with carers
Carers and Carers Voice 
• Reviewed existing services and told us what works well and what doesn’t
• Co-designed the new service 
• Set up a Carers Panel that worked with commissioners to develop the tender 

documentation and evaluate the bids
• Developed a monitoring framework for Somerset’s Commitment to Carers that 

contributes towards monitoring the effectiveness of the new service going forward.

Resulted in partnership with Community Council for Somerset

The new model builds on Community Connect approach and successful community 
models that CCS has provided in Somerset: Village Agents and Community Agents 

 Promote wellbeing and independent living
 Provide person centred support
 Partnership working and collaboration
 Strength based conversations
 Sustainable community based solutions
 Focus on outcomes and value



Somerset micro enterprise project

Community Catalysts – unlocking potential – affecting change

- Sustain and stimulate market and support countywide enterprise

- Nurture entrepreneurism and help get new ideas off the ground, 
explore new ways of working and imaginative models of support to 
maximise the community and its resources

- Promote and support delivery of independent living, choice and 
control by supporting the development of new community micro-
enterprises responsive to local need

- Demonstrate quality and value by supporting micro-providers and 
unregulated services to find cost effective ways to demonstrate quality 
to commissioners and customers 



What do community micro-enterprises offer?

- Personal and tailored support, rooted in communities

- Co-produced services

- Flexible and responsive to change

- Choice of services that help people to live their lives and meet 
health and support needs

- Help people to link to their community and build social capital

- Help people to make their money go further

- Local people helping other local people



Micro enterprise - Success enablers

- Flexible commissioning approach – models and targets

- Listening and changing the parameters

- Truly encompass community development – allowing people / 
communities to shape the service

- Good communication and relationship with provider

- Using good as exemplars

- Letting project learn and develop along the way

- Creating relationships with communities and social care teams

- Building trust between professionals and micro providers



Innovation with health

• Home First Integrated Discharge: right time, right place, 
right support

• Peer Forums: new conversations; integration of 
community agents to connect to community solutions

• Neighbourhood teams (Frome): locality focus; 
integrated working; sharing information and technology 
to improve outcomes

• Fit for My Future: joint commissioning led strategy; 
focus on outcomes; community focus; strength based



#Doityourway

Customer 
satisfaction 

95%
Staff 

satisfaction
78.5% feel work is 

important and valued
85.5% feel able to 

work on own initiative

Demand under 
control

100% improvement in 
resolving queries at 

FPOC
20% of contacts 

require formal social 
work intervention

Improved 
outcomes

Reduction in delayed 
transfers of care (3.08%)
Reduction in number of 

long term residential 
placements 

focus on reablement / 
home first/ community

Balanced 
Budget

Increase in 
community 

solutions
11 Talking cafes accessed by 

~200 people per month
Community agents seeing ~ 

90 people per month
900 people using micro 

providers

Impact “I couldn't be getting through this 
without you guys. (The Talking Café) 
really is a fantastic facility in West 
Somerset, such a wealth of support”



Impact – One Team 
(Commissioning and operations working together to effect change)

Impact – marker improvement in 
DTOC (-75%)



Involving Carers and 
Communities

Emily Holzhausen OBE
Director of Policy and Public Affairs 
Carers UK 



@carersuk

Collaborative Commissioning
Carers Leeds 

https://www.youtube.com/watch?v=wbklL6LSpjM

https://www.youtube.com/watch?v=wbklL6LSpjM


@carersuk

A carer in Devon said: 

“Privilege to participate as a Devon 
Carers Ambassador” 
“I feel respected”
“ It’s a role I enjoy doing and take 
seriously”



@carersuk

Being Heard:

• Built by carers

• Takes advocacy 
principles

• Helps foster 
engagement

https://www.carersuk.org/help-and-advice/get-resources/being-heard-a-self-advocacy-toolkit-for-carers-uk
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