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The criteria for project selection include:
· Cross-cutting i.e. involving a range of agencies working together to deliver benefits for a specific community/customer group

· Strong links to a Total Place approach i.e. the agencies are working together in an area, ideally under LSP governance arrangements

· Promotes efficiency, including reducing avoidable or multiple contacts

· Will have a major and quantifiable impact on priority LAA outcomes and key national indicators

· Enhances empowerment amongst local citizens

· Affordability (costs less than £150k)

· Capable of delivering benefits quickly (within 12 months)
· Ambitious and innovative, providing a model that can be replicated more widely

· Transferring learning to other local authorities and Local Strategic Partnerships

If you have a project you would like to nominate for further consideration, can you please provide concise responses to the questions in this form.
Below is a link to some tips and hints about filling in the paperwork which you might find helpful.
http://ideapolicy.wordpress.com/2009/08/13/capital-funding-for-social-media-how-to-get-it/
 

Information about projects which have already received funding is available from the Customer Insight or Social Media Communities of Practice.  – Find out more by joining these CoPs at http://www.communities.idea.gov.uk/welcome.do
When completed please return this form to customer.insight.proposals@idea.gov.uk  or social.media.proposals@idea.gov.uk 
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	Question
	Response

	Contact details
	Primary Contact
	Secondary Contact

	Contact Name
	Chris Elliott
	David Barber

	Role / Job Title
	Chief Executive
	Improvement and Performance Manager

	Contact Email
	Chris.elliott@warwickdc.gov.uk
	Dave.barber@warwickdc.gov.uk

	Work Phone No
	01926 456001
	01926 456065

	Mobile Phone No
	
	07879 840262

	Postal Address
	Riverside House

Milverton Hill

Leamington Spa

CV32 5HZ

	Riverside House

Milverton Hill

Leamington Spa

CV32 5HZ


	Brief overview of project (max 150 words)
	This project aims to build on work already underway within the Warwick District LSP to develop a shared approach to understanding what customers’ demand of us, along with a joined-up approach to delivering against these demands – specifically focused on five priority areas of activity.

The project aims to foster joint understanding and a spirit of working together amongst the leaders within each of the LSP partners by looking at three areas of activity :

a) Understanding more about (potential) customer demands in relation to the five priority areas of activity - including both the majority who find services relatively easy to access and use, as well as the significant minority who find services hard to access and as a result take up a disproportionate amount of time from service providers. 
b)  Understanding the customer journey between different services and organisations and exploring related barriers - seeing the “system” from the customer’s perspective.
c) Developing a shared approach to transforming services to better serve customers (especially those who are vulnerable and who find it hard to access services) whilst reducing costs (and waste) by removing barriers and designing a system that is easier for our customers to use.

	What are the specific objectives of the project?
	a) Shared understanding by Warwick LSP of customers demands and closer working between service providers within this locality.
b) More joined-up services for customers - particularly those who need multi-service / multi agency support – in relation to five linked areas of activity:
· more effective targeting of services and support for tenants of social housing

· sustainable independent living – more effective targeting of services and support for economically marginalised households, including energy conservation
· joined up approach to engendering a vibrant but safe night time economy
· providing a safe living environment and effective advocacy for vulnerable and homeless people
· stronger focus on physical activity to improve health – particularly for younger people .
c) More efficient service delivery leading to cost reductions.
d) A learning culture across the partnership leading to sustainable improvement to service for customers along with an approach that can be used across further areas of joint activity.

	Which customer groups are you targeting?
	All customers, but with specific emphasis on customers who find services hard to access and/or need multi-service / multi agency support including

· Vulnerable people – particularly social housing tenants; economically marginalised households and vulnerable or homeless young people

· Businesses – including those associated with the night-time economy
· Others who need multi-service / multi agency support to improve their quality of life

	Which LAA priorities and / or NIs will improve as a result of this project?  Please quantify the expected impact.
	It is expected that this initiative will have an impact across many LAA priorities by focusing on designing services for those are most in need.  In particular the impact will be in those areas where different agencies need to work closely together and need to design services in ways which break down barriers for customers.  The project will therefore focus on a number of key priorities (aligned with the Sustainable Community Strategy) but is expected to have a positive impact across a wider range of LAA indicators.  The priorities for this project are anticipated to be:
· NI 4 : % of people who feel they can influence decisions in their locality
· NI 21 : Dealing with local concerns about anti-social behaviour and crime by the local council and police
· NI 56 : Obesity among primary school age children in Year 6
· NI116 : Proportion of children in poverty 

· NI110 : Young people’s participation in positive activities 

· NI111 : First time entrants to the Youth Justice System aged 10-17

· NI152 : Working age people on out of work benefits. 

The project also has the potential to have an impact on the following LAA priorities:

· NI117 : 16 to 18 year olds who are not in education, training or employment (NEET) 

· NI124 : People with a long-term condition supported to be independent and in control of their 
condition 

· NI30 : Re-offending rate of prolific and priority offenders 
· NI163 : Working age population qualified to at least Level 2 or higher 

· NI165 : Working age population qualified to at least Level 4 or higher 

· NI166 : Average earnings of employees in the area 

· NI171 : VAT registration rate 
· NI92 : Narrowing the gap between the lowest achieving 20% in the Early Years Foundation Stage Profile and the rest 

· NI191 : Residual Household Waste per Household 

· NI 195 : Improved street and environmental cleanliness.

	What other tangible benefits/ outcomes are you planning to deliver?
	Significant cost reductions across LSP partners through reduction of waste and more efficient service design between partners.
Delivery of the Warwick Sustainable Community Strategy outcomes (in support of the SCS Delivery Plans) – including the potential to impact on the targeted geographic areas (Brunswick Ward; Crown Ward and West Warwick) and on rural deprivation (designing services to respond to needs of rural communities) and the following thematic priorities :
· Safer Communities (reduce serious violent crime; reduce anti-social behaviour including criminal damage; reduce serious acquisitive crime including vehicle crime).
· Health and wellbeing (reduce obesity; Increase opportunities to participate in sport and the arts; supporting independent living; improving mental health provision, awareness and access to services; reduce smoking; reduce drug and alcohol misuse; develop a joined up approach to tackling the causes of poverty).
· Housing (meet housing need; meet the Decent Homes Standard; reduce and prevent homelessness; make homes sustainable; support independent living for older and more vulnerable people).
· Economy, Skills and Employment (effective business support for small and medium sized employers; deliver inward investment focusing on the knowledge, creative design and high value engineering sectors; vital, viable town centres; continuous learning and increased skills; strong rural economy; address impacts of unemployment and recession; develop economy based on low carbon principles).

	Which partners are directly involved in delivering this project?
	The initiative links those organisation who make up the Warwick Partnership…specifically :

· Warwick District Council (WDC)
· Warwickshire County Council (WCC)
· Warwickshire Police 

· Warwickshire Primary Care Trust (PCT)
· Warwickshire Community and Volunteer Action (WCAVA)
· Warwickshire Association of Local Councils. 


	What are the governance arrangements including where progress is reported to and what are the links to the Local Strategic Partnership?
	The Project will be overseen by the Warwick Partnership Executive Group (WPEG).  WPEG will receive progress update reports (including the financial status of the project) at each of its meetings during the life of the project.
The project is based on continuing active involvement of leaders from LSP Partners.  Key decisions and ongoing review of experiments will be done by these leaders within the project itself.   
Chris Elliott, Chief Executive of Warwick District Council will be the project sponsor and will have overall responsibility for the delivery of the project outcomes.
Cllr Les Caborn, Chairman of WPEG, Warwick District Council’s Deputy Leader and Portfolio Holder for Customer and Information Services (and also and County Councillor) will be the member and political lead. 

David Barber, Warwick District Council’s Improvement and Performance Manager and Liz Young, Warwick Partnership Manager, will jointly take a lead role in the day to day delivery of the project deliverables and activities, as well as the day to day management of the project budget.
The project will be delivered through consultants (to be appointed through a formal tendering process) who will act as independent facilitators, providing external challenge and technical and process expertise.



	What role do Members have in governance?
	a) Lead Members of partner organisations will be actively involved in the project
b) Members already represent WCC and WDC on the Warwickshire Partnership Executive Group.  Cllr Les Caborn (WDC) is chair of WPEG and Cllr Jose Compton (WCC and Chairman of the Warwick Area Committee) is Deputy Chair of WPEG 
c) Each partner organisation will be responsible for ensuring that all key stakeholders within the organisation are informed and involved in the project including members and trustees.  
d) Report on proposals to WDC Executive, WCC Cabinet and to the relevant scrutiny committees of each Council following the completion of stage 3 (see below) and at the end of stage 4. 


	How will this project reduce avoidable/multiple contacts? 
	a) A key part of the project will explore customer demand – including listening directly to customer contacts. “Standing in the customers shoes” in this way provides a powerful way for leaders to hear and understand the actual words that customers use and the barriers they face. This will build an understanding of what customers contact the partner organisations about and which of  these contacts are value and which are avoidable.
b) The project will also explore which customers in which circumstances, commonly have to contact one or more of the partners about related matters or have to regularly follow up an initial contact before they receive the service they want.
c) Finally the project will use this analysis of customer demand to redesign the way our joint systems work so that customers get a prompt and effective service from across the partners without the need for multiple contacts.


	What efficiency savings will result from this project?  Please quantify the expected savings.
	Experience from our current work on systems thinking interventions (covering Housing Repairs; Benefits and a whole Council overview for WDC) has demonstrated that organisational silos often lead to waste in the system as the work is not sufficiently well focused on the customer demand and that capacity can be released by focusing on what matters to the customer.  

This project will aim improve the effectiveness of the system (across the whole Partnership) by responding to what matters to customers.  Conversely, the project will also aim to minimise the time that is spent on work that is, from the customer point of view, waste.   
It is expected that this will result in cashable efficiency savings worth at least £500,000 per annum across the partnership for 2011/12 onwards.  It is expected that a further £500,000 per annum of non-cashable efficiency savings will be achieved.


	How will the project involve and empower citizens?
	The project will involve and empower citizens in the following ways:
a) by directly listening to customer contacts, leaders will gain a better understanding of what customers want and how effectively this is delivered;
b) by looking at data relating to different customers groups and different geographical areas within the district to ensure our services are responding to these different needs. In particular the Partnership will buy in to Mosaic and will develop capacity to use this data (eg through the Warwickshire Observatory) and will seek the views of Community Forums on barriers to effective services;
c) by understanding the impact of the experiments in stage 3 (see below) through the use of Govmetric so that partners can promptly hear, understand and respond to customer feedback.  Again this could be supported by the Warwickshire Observatory; 
d) by analysing other consultation feedback (such as Citizens’ Panel and the Place Survey) and feeding this in to the development of plans to work more effectively will form part of stage 2 of the project.
e) by focusing on the delivery of the Sustainable Community Strategy (SCS) for Warwick District.  The SCS has been based on community involvement and its delivery is therefore part of empowering communities;
f) by ensuring the priorities of the project outlined above (LAA priorities and sustainable community strategy priorities) involve linking with community forums and responding to consultation feedback.

	How will the project contribute to developing new models of customer-centred design and innovation in the public services?
	Customer-centred design is at the heart of this project.  This will be achieved by leaders across the partnership working together to get a joint understanding of the barriers facing customers involved with the five priority areas of activity - especially those customers most in need and those requiring support from multiple services. 

By gaining this understanding together and basing decisions on solid data about what matters to customers, it will be possible to redesign services across organisations to focus on what the customers want.  
This will then be implemented through a process of experimentation, measuring impact, learning and improving. This implementation method will ensure that the reality of the transformation works not only for vulnerable and disadvantaged customers who need joined up support from across the partnership, but also for the majority who of the population who continue to require excellent value, high quality, mainstream services.

	How will the project make use of customer insight?
	Customer insight will be gained in four key ways at different stages of the project:
· Customer demand: by actively listening to customer demand, by taking time to “stand in the shoes of the customer” and by observing the work and customer interactions first-hand, leaders will gain insight in to how it feels to be a customer of our services and will gain a stronger understanding of what works and what the barriers to effective customer service are.  This will provide some of the core data for service redesign.
· Mosaic and benefits data/clusters: by using data about the make up of the community and where people with different needs are clustered, we can better target and understand the impact of our redesigned services.

· Govmetric feedback: will be used as a way of assessing how well new initiatives are received by enabling partners to hear, understand and respond to customer feedback in a timely way.

· Place Survey : the results of the bi-annual place survey and the Warwickshire locality survey will be used each year to identify what matters to customers, what is changing in the community and what impact any service redesign is having on people’s perception of the services the receive.
· Measuring what matters: As part of the “implementation and continual learning” (see stage 3 below) we will ensure that we are measuring the things that matter most to customers to ensure our ongoing improvement initiatives have impacts that customers recognise.  This will require leaders constantly using data about their customers to continuously learn and improve. 

	How will the project make use of social media?
	· A Partnership Learning and Discussion Forum will form a central part of the development of the partnership leadership community.  This Forum will provide an opportunity for the groups involved in stage 3 (described below) to share their data, findings and learning from the research they carry out so that all of the leadership community understand the barriers and frustrations faced by customers.  The Forum will especially come in to its own in stage 3 (described below) where the data and learning from the experiments can be shared through the Forum and all leaders can add their thoughts – thus ensuring that the redesigned services maximise the benefits of joining up across organisations.
· The use of online forums to link with the Community Forums will be explored to support feedback arising from the Community Forums as a way of further improving customer insight; 

· The Warwick Partnership Webpages will be regularly updated with data (measuring the things that matter to customers) showing the impact of new initiatives.  This will provide customers with live information about how effectively the SCS is being delivered.  Linked to this an online discussion forum will be developed to enable citizens’ and customers to enter in to discussion about the experiments detailed in stage 4 below

	What stage has the project reached and what work has already been completed?
	The project has been designed to build on three existing streams of work :
a) The Warwick District Sustainable Community Strategy Delivery Plans have been developed to ensure that the Partnership is focused achieving the agreed outcomes of the SCS which was approved during 2009.  Five linked areas of activity have been identified as a starting point.  These are:
· More effective targeting of services and support for tenants of social housing, particularly in relation to benefits, debt advice, social support and tackling worklessness.
· Independent living – More effective targeting of services and support for economically marginalised households to better protect themselves (eg strategies for preventing crisis, debt, crime, and fuel poverty).
· Focus on engendering a vibrant night time economy, coupled with an effective approach to community safety and anti social behaviour – demonstrated by achieving a “purple flag” for our town centres. 
· Developing preventative strategy for problems of anti-social behaviour, crimes and poor health by providing a safe living environment and effective advocacy for vulnerable and homeless people.  This will aim to enable these people to build a more secure life, for example by working together to provide of a youth foyer/training flat, coupled with a targeted advocacy service.
· Stronger focus on physical activity – particularly for younger people as a means of contributing to improved health (eg obesity reduction) and reduced anti-social behaviour and youth offending.
 A key part of this is ensuring the partners find ways of working together and becoming more effective in joining up their services 

b) Systems Thinking Leadership Development in Warwick District Council has demonstrated that the concepts set out in this proposal can be effective in building a more joined up approach across Council departments.  However, this work has demonstrated that to be truly effective in responding to customer demands there is a need to look beyond a single organisation to improve the way partners work together
c) Family intervention project : separate funding is being sought from the partnership to develop targeted support for up to 36 families who require the most resource-intensive support from across the partnership.  This is a parallel piece of work that will with the project described in the bid
This project takes all this work forward and in particular provides the method by which partners come together to understand customer needs first hand, to develop ideas in to practical experiments and to learn from these experiments and to improve services for customers.  None of the stages described below have yet started.


	Please outline the proposed project stages, key deliverables and timescales.
	Based on Warwick District Council’s experiences of a similar leadership development programme, the stages below offer a broad shape to the activities of the project which have been shown to work.  However this does not exclude other ideas which can help deliver the outcomes within the available budget.
Stage 1: Getting Started : this will involve taking time to understand the different perspectives and pressures of each of the partners – including those being experienced by key individual leaders within each of the partners and will involve awareness raising for leaders of partner organisations to build an understanding of basic systems thinking concepts and the shape of this project. This stage will be tailored to the specific needs of different organisations and individuals involved depending on current levels of knowledge and experience.
· Deliverable: consultants understand differing perspectives and pressures and leaders broaden basic awareness and understanding of the key concepts underpinning the project.
· Approximate Timescale: 3-5 weeks.
Stage 2: Understanding our system and high level service redesign: this will involve leaders from across all the partners going out in to “the work” to see things from a customer perspective and to experience the reality of where things get in the way of efficient service provision for customers. It will also involve leaders in digging up data to about the customer experience and building a joint understanding of the linkages between service and organisations.   Based on an understanding of this data, this stage will end with an intensive workshop to make some high level decisions about service redesign.
· Deliverables : leaders learning to work together; shared understanding of problems from the customers point of view; leaders experiencing the reality; gathering data; making strategic decisions.
· Approximate Timescale: 10-14 weeks.


	Please outline the proposed project stages, key deliverables and timescales (continued)
	Stage 3: Implementation and continual learning: building on the decisions from Stage 2, this stage will design, in detail, experiments to start the transformation process in relation to the areas of activity described previously.  These experiments will focus on delivering better and more efficient services for customers including developing new, sharper, customer focused measures so that their impact can be fully assessed.  Learning from the experiments will be continually gathered and the experiments will be reviewed accordingly until they work effectively.  A culture of continuous learning and improvement will be developed across all partners as part of this.
· Deliverables : designing practical new ways of working; assessing and learning from the impact of new ways of working (based on customer data) ; improving the new ways of working until they can be relied upon to be effective; developing a shared culture of continuous learning and improvement.
· Approximate Timescale: 12-16 weeks. 

	How will you transfer the learning from this project to other local authorities and their partners?
	Learning will be transferred through the following means:
a) Partners will be involved in learning together and will therefore transfer their joint learning as the project unfolds.  This learning will be underpinned by the Learning and Discussion Forum described above.
b) Once this project has delivered results, it is intended to look wider across the whole of Warwickshire by involving the Warwickshire Public Service Board – initially through a workshop to discuss the process and results and potentially by developing opportunities for other partners to gain experience about the approach.
c) The approach and results of the project will be shared through the Coventry, Solihull and Warwickshire Partnership.  Through this we will also explore the implications of this approach for supporting a move toward Total Place.
d) Improvement and Efficiency West Midlands (IEWM) will be encouraged to stay in touch with the project as it progresses and, should they wish, the Warwick Partnership would be pleased to feed the results and learning to improvement workshops and initiatives run by IEWM.

	Please state how much funding you are requesting
	£95,600


	Please give a detailed breakdown of this amount and outline what it will be spend on, highlighting any funding that is being provided by other sources
	Stage 1 Getting Started: £11,700 (13 days of consultant time)
Stage 2 Preparation and Support : £13,500 (15 days of consultant time)
Stage 2 Workshop events and support for work-based activities : £31,500 (35 days of consultant time)
Stage 3 Support Experiment Planning : £5,400 (6 days of consultant time)
Stage 3 Support Implementation and continuous learning : £13,500 (15 days of consultant time)
Online Partnership Learning and Discussion Forum - Development : £4,000
Geometric and Mosaic – part cost of year 1 licence and analytical capacity : £16,000



	How would the above funding enable the project to achieve its ambitions more quickly, involve more partners or deliver better outcomes?
	· This funding provides a means by which leaders within key LSP partner organisations can develop a joint understanding of our customers, develop shared plans for cross cutting, customer centred service improvement and build a shared culture and approach to continuous improvement.
· The funding also enables the LSP to develop a method and shared leadership culture to enable more effective, smoother and faster implementation of the Sustainable Community Strategy. 

· The funding enables partners to work together to focus on the things that matter most to customers and to deliver these tangible benefits more quickly by becoming more effective at working together and breaking down organisational boundaries.
 

	Any other comments you wish to add?
	An important angle to this project is taking time to build more effective relationships and to build different competencies for leaders.  Some of the time set aside within the project will therefore be about these “softer”, but no less important, aspects of effective working.  By working on these things, it is expected that the changes which leaders design and implement through this project will be sustained and the methods used can be applied in future activities.
This project provides 

· modern and innovative method for building effective partnership working, getting away from the age old barriers that organisations within partnership face, to deliver what matters to customers across organisations. 
· way of delivering tangible, measurable benefits that support priorities that have already been identified by our communities
· a method that can be replicated across all localities and across other services and partnerships
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