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The iNetwork Innovation Awards are an important opportunity for iNetwork members to celebrate and share 
leading practice and recognise the valuable work of peers. Each year we receive dozens of nominations across 
the iNetwork Innovation Award categories; only one project can win in each category, but all are deserving of 
recognition. 

This brochure highlights the 2020 nominations and is a showcase of innovation: the organisations, partners, 
teams and individuals who have led the way on innovation across the local public sector. 

Congratulations to the winners of the Innovation Awards 2020 listed below

•	Category:	Transforming	&	Innovating	Public	Services	Award	 
Winner: St Helens WoW (Ways of Working) Programme 

•	Category:	Connected	Procurement	&	Commissioning	Award	 
Winner: COVID-19 – The catalyst for doing things differently 

•	Category:	Effective	Information	Sharing	&	Security	Award 
Winner: NAFN COVID-19 Business Grant Fraud Alert 

•	Category:	iStandUK	Award 
Winner: OpenCommunity: Setting the Community Services Data Standard 

•	Category:	Partner	Excellence	Award  
Winner: St Helens Together Volunteer Portal 

•	Category:	Most	Creative	Video	Award 
Winner: Buy Local Business Directory 

•	Category:	COVID-19	Response	Recognition	Award 
Winner: St Helens Together Volunteer Portal 

•	Category:	Outstanding	Contribution	Award 
Winner: Greater Manchester Combined Authority 

You can find out more information about the progammes at iNetwork and iStandUK.

WELCOME

https://i-network.org.uk/
https://istanduk.org/
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Lancashire & South Cumbria 
NHS Foundation Trust

Project Aims and Objectives:
Mental health problems in the general population have been rising for 
many years. About 1 in 6 people in the UK suffer from a common mental 
health condition such as anxiety or depression at any one time (McManus 
et al. 2016). At the same time, mental health spend accounts for only 11% 
of the NHS budget despite causing 23% of the disease burden in the 
UK (The King’s Fund, 2015). The NHS also has a shortage of consultant 
psychiatrists, and has struggled to attract and retain junior doctors who 
want to specialise in psychiatry (Royal College of Psychiatrists, 2017). 
Whilst this is starting to improve, the length of time needed to train a 
consultant psychiatrist means that it will be some years before we start to 
see the impact of this improvement.

Most people with mental health conditions in the UK receive appropriate 
and effective care from their GPs but in some cases, patients with more 
complex mental health needs need specialist care from Mental Health 
services. However, waiting lists are lengthy due to the rising pressure 
on specialist services, and it may be months before patients receive the 
necessary treatment.

Therefore, with the rising demand for Mental Health services, and 
decreased resources to meet this need: 
1. Patients who need care and treatment from specialist Mental Health 

services are waiting longer to see a consultant psychiatrist
2. GPs are having to see and treat more people with more complex mental 

health needs in primary care, whilst they wait for specialist treatment

In many cases, the GP may be able to provide some specialist treatment to 
“medium complexity” patients with some direct advice from a consultant 
psychiatrist. Until recently, there hasn’t been a quick, easy, and structured 
way to access the specialist advice, and the only way of doing this would 
be to put in a referral to specialist Mental Health services. This route of 
making a formal referral can be a lengthy process.
The “Advice and Guidance” (A&G) system is a solution to this problem. 
A&G is a secure electronic messaging platform which allows GPs to send a 
message to a consultant psychiatrist in specialist Mental Health services. 

The process is as follows: 

1. GP sees a patient who has a mental health condition of medium 
severity i.e. where the GP would benefit from some specialist 
advice, but where the patient doesn’t necessarily need the input of 
MentalHealth services

2. GP opens the electronic patient record and sends a brief query to a 
consultant psychiatrist requesting specialist advice using the A&G 
button

3. Consultant psychiatrist receives the query via secure email, and 
responds to GP via the system in the agreed timeframe (currently ten 
working days)

4. GP receives the response and can either refer the patient on to 
specialist services as usual, or start the appropriate treatment 
themselves

5. GP then closes the conversation on the system and the written record 
of the advice is entered automatically on the GP electronic patient 
record

A&G system can therefore help: 
• Facilitate quicker access to the appropriate mental health care
• Improve the knowledge, skills and confidence of GPs in dealing with 

more complex mental health conditions
• Improve waiting list times for patients who do need to be seen by 

specialist Mental Health services (by funnelling some of the less 
complex referrals into the A&G platform instead)

• Promote more joined up care across organisational boundaries i.e. 
primary care and secondary care services

The Achievements
Most data was collected on the outcomes of the implementation between 
October 2019 (implementation date) and February 2020. This was in 
the form of qualitative data (based on focus groups and interviews with 
professionals) and quantitative data, from in-built surveys and activity data. 
Pre- and post-implementation activity data was collected comparing the 
six months prior to deployment, with the four months since deployment of 
the system.  

Quantitative findings 
• 75% of GPs found the A&G system “easy to use”
• 75% of GPs felt the advice they had received from psychiatrists was 

“useful” or “really useful”
• 53% of GPs using the A&G system changed what their planned 

treatment on the basis of the advice received
• 68% of GPs said that they would have made a formal referral to Mental 

Health services if they hadn’t had access to the A&G platform in this 
case, compared with only 29% after A&G was implemented

• None of the GPs would have managed the care of the specific patients 
themselves prior to the introduction of A&G, compared with 43% after 
having received the guidance via the platform

• There was no evidence of a change in waiting list times demonstrated 
as a result of the implementation of A&G

Qualitative findings 
• Interviews were held with all the psychiatrists who were providing the 

clinical advice, as well as a selection of four GPs who were using the 
system to request advice. A selection of benefits was identified by GP 
and/or psychiatrists:

• Assurance to patients that their care is being managed with specialist 
input

• Reducing unnecessary appointments for patients
• Speeding up care for patients
• Providing care for patients who otherwise wouldn’t access specialist 

mental health care
• More reliable than ad hoc emails

The platform was launched in October 2019, in Lancashire and South 
Cumbria NHS Foundation Trust, in Lancaster & Morecambe. The A&G 
platform represents a major transformation in how we deliver mental health 
care to patients in primary care – traditional channels of care have been via 
GPs making formal referrals to Mental Health services. A&G has been used 
in some acute hospital trusts, but there is nothing published about its use 
in a mental health setting elsewhere in the UK. Therefore (to our knowledge) 
this is the first significant use of this model of care in a UK Mental Health 
service. 
Benefits are detailed in the section below.

References
McManus, S., Bebbington, P., Jenkins, R. and Brugha, T., 2016. Mental 
Health And Wellbeing In England: Adult Psychiatric Morbidity Survey 2014. 
Leeds: NHS Digital. 

Royal College of Psychiatrists, 2017. Census 2017. Workforce Figures For 
Consultant And Specialty Doctor Psychiatrists.
[online] RCPsych. Available at: https://www.rcpsych.ac.uk/improving-care/
workforce/our-workforce-census [Accessed 1st December 2020]. 

The King’s Fund, 2015. Has The Government Put Mental Health On An 
Equal Footing With Physical Health?. The King’s Fund Verdict. [online] 
The King’s Fund. Available at: https://www.kingsfund.org.uk/projects/
verdict/has-government-put-mental-health-equal-footing-physical-health 
[Accessed 1st December 2020].

“Advice & Guidance” in Mental Health for GPs
Transforming & Innovating Public Services Award Nomination
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What are the key learning points?

• Ensure the system is designed with stakeholders – when any new 
system is introduced, particularly if it requires staff to work differently 
it is vital to proceed with a “co-production” mindset. Often, new 
technologies are implemented in a top-down manner without 
adequate consultation. This can lead to feelings of resentment and 
then disengagement, which may then affect the success of the 
implementation even if the idea itself is a positive one. In addition, 
the end-users of the system will understand their existing workflow 
best and will be able to suggest realistic and workable changes to the 
future-state. This will improve the chances of successful deployment. In 
this project we engaged the psychiatrists from the earliest stages, and 
were able to work through their concerns about impact on workload in 
a constructive way. They themselves came up with solutions and the 
project felt as though it was genuinely co-owned

• Don’t forget other key stakeholders – one of the challenges that we 
faced early on in deployment, was around the confidence and input 
from administrative staff who are a key part of ensuring that the 
processes work smoothly. As the A&G we initially underestimated 
how vital admin colleagues were to making the system worked, and 
in hindsight we should have engaged with this group from an earlier 
stage. We did not fully appreciate the concerns from admin staff about 
their workload and staffing levels early enough, and this led to some 
gaps in the process and difficulty in meeting agree Key Performance 
Indicators. One we uncovered and addressed these concerns, the 

Additional Comments
This project has been shortlisted for a HSJ 2020 award in the category 
of “driving innovation through technology” as can be seen here: https://
awards.hsj.co.uk/shortlist-2020 

The learning has also been shared with another Mental Health NHS Trust 
(North East London NHS Foundation Trust), who have also subsequently 
deployed a similar system.

Overall, both groups found the system valuable and easy to use, and were 
keen to see it continue.
Suggestions were also made by professionals to further improve the system 
such as creating a “Frequently Asked Questions” on clinical topics that the 
GPs could access, and expanding the system to add other professionals 
providing specialist advice such as mental health pharmacists.
Whilst the project has not yet demonstrated a reduction in waiting lists in 
Mental Health services (possibly because the analysis was done shortly 
after deployment), the other benefits have shown the system to be a 
key method of improving care for patients, in a way that is easy for, and 
supported by professionals.
Since this initial implementation, two other services have also gone live with 
the same system (Older Adults Mental Health services in Lancaster and 
Morecambe, and rheumatology services in Preston), and more interest has 
been expressed by other clinical teams who would also like to implement 
A&G.

processes became smoother, there was less resistance, and admin 
staff felt supported and listened to.

• Consider a “soft launch” rather than a big bang approach – when a 
new system of work is introduced this can lead to some anxiety in the 
end-user team about the impact on workloads. In the Mental Health 
service where A&G was deployed, even though staff felt positive about 
the change, there was also some apprehension about managing what 
was perceived to be additional work. This was considered by the 
A&G project team, and a decision was made to “switch on” the new 
system with some brief communication to GPs in the area about the 
new platform. This allowed a “soft launch” approach which resulted in 
a gradual increase in traffic, rather than a deluge which was the fear. 
This allowed the mental health service to get used to the system, and 
to iron out any teething problems with minimal impact and disruption 
for patients or staff. Further more comprehensive communications 
have since been disseminated to publicise the system now that it has 
bedded in within the mental health team.

• Be realistic about the timeframes for benefits realisation – The initial 
vision was that this platform would reduce waiting lists for patients 
that have been referred to Mental Health services, due to some 
referrals being funnelled into the A&G channel. This has not yet been 
evidenced by the figures, possibly because the analysis was done 
too soon after deployment to have an impact. However, a number of 
other benefits (both quantitative and qualitative) have been identified 
as per the previous section which has clearly demonstrated value to 
both patients and staff. Therefore, when commissioning a service like 
this it is important to have realistic expectations of what benefits may 
be realised, and the timescales within which to expect them. It is also 
worth considering non-cash-releasing benefits, and how this might be 
captured through other means which may be equally valuable it terms 
of quality and experience.

https://awards.hsj.co.uk/shortlist-2020
https://awards.hsj.co.uk/shortlist-2020
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STAR Procurement

Project Aims and Objectives:
STAR Procurement have been focussing on a number of key areas for 
improvement over the last few years. Two examples are: 
• Engaging and encouraging local businesses/VCSEs and SMEs to bid 

for public contracts.
• Encouraging more Social Value in contracts and the link to increased 

bidding and winning contracts from Greater Manchester businesses.

The impact of a multi-pronged effort has delivered some tangible outcomes 
for example: 
1. Local spend increase (within Greater Manchester) moving from 13% 

for one of our Authorities in 2017 to us exceeding 50%across our 4 
Authorities in 2019/20

2. Bidding has increased from the Greater Manchester business sector
3. 2019/20 we saw 57% of all winning bidders were Greater Manchester 

businesses
4. 25% Social Value return secured on total contract value awarded, 

equating to £31m delivered back to communities in 2019/20 

STAR has a continuous improvement programme which reviews the way in 
which we undertake procurement from: 
1. Planning
2. Market making
3. Market engagement
4. Simplification of procurement (use of Risk Based Sourcing)
5. Driving 20% Social Value weighting in all procurement
6. Using Social Value Portal (SVP) to capture Social Value above £50K 

contract value to improve contract management of the delivery of 
Social Value.

7. Continue with the local spend improvement within Greater Manchester
8. Target local/SMEs/VCSEs to engage with us 

Each Partner organisation strives to have a thriving local business 
community which is a key element of their Corporate Plans and the 
Greater Manchester Strategy, and has been a focus of STAR over the past 
few years, reflected in our Business Plan and Responsible Procurement 
Strategy through our Risk Based Sourcing model. Over the last few years 
we have implemented new approaches to support both our communities 
and local businesses/ VCSEs through procurement, gaining us national and 
international recognition for our achievements. 

Given the exceptional circumstances caused by COVID-19 during the early 
part of 2020, we recognised the importance of revising and refreshing 
our approach to identify immediate action to support local businesses 
to continue to bid and win public sector contracts but to also deliver 
to existing contracts and meet the requirement of their Social Value 
offered within their contractual arrangements. We focused on simplicity, 
developing stronger communication, coaching and support and timing of 
all procurement to allow businesses to create a strong bid and not miss the 
opportunity. 

In response, we launched our 10 point business support plan for local 
businesses and SME’s in May 2020 to ensure that we were doing all we 
could to help our local businesses and to play a role as part of the wider 
Greater Manchester ‘Build Back Better’ campaign. 

The Achievements
1. Risk-Based Sourcing – 78 Risk Based Sourcing procurement projects 

were undertaken by STAR 1st April 2020 – 31st October 2020 totalling 
spend £30,793,900. 84% of contracts went to SME’s and 89% of the 
money was spent within Greater Manchester

2. Market Engagement – Through the use of TEAMS and Zoom we have 
been able to continue to run market engagement events and continued 
to comply with our Market Engagement protocol. Some of these 
events have had over 100 business and have included professional, 
place, and people category areas.

3. Communications – Useful information for suppliers provided via our 
website e.g. Government policy updates, supplier relief and business 
support grants. Tender opportunities continued to be advertised 
via The Chest & Twitter. We continued to improve our supplier and 
market knowledge by gathering information and communicating to our 
suppliers through the use of our database software.

4. ‘Meet the Buyer’ (MTB) Event – used the opportunity to re-design our 
annual Meet the buyer event. The event was held over a week and 
took place virtually through Zoom. There were over 25 sessions across 
the week and nearly 600 bookings made. Sessions included top tips 
for tendering, Social Value, ethical procurement, and industry specific 
updates. Feedback from businesses has been extremely positive and 
supportive of this new approach. They liked the flexibility to attend 
throughout the week rather than a day-long event and the variety of 
sessions offered. Knights Corporate Workwear based in Stockport 
stated, ‘On behalf of my team we wanted to thank all of you who had 
input for this, we found it very educational and felt like we learnt a lot 
so big thanks from us here!’

10 point plan for Local Businesses and SMEs support 
during COVID and Preparing for Recovery

Our 10 Point Plan includes: 
1. Risk-Based Sourcing - This involved the further roll out of simplified 

quotes targeted at local businesses, SME’s, & VCSE’s (Below OJEU)
2. Market Engagement – Better using technology to continue to engage 

with the market ‘virtually’ before procurement begins
3. Communications – Useful information for suppliers provided via 

our website e.g. Government policy updates. Tender opportunities 
continued to be advertised via The Chest & Twitter

4. ‘Meet the Buyer’ Event – Moved to a virtual event and re-scheduled to 
November to allow more businesses the opportunity to attend

5. Flexible Approach - New procurement approaches to allow for cost 
fluctuations and extended timescales

6. Forward ‘Pipeline’ Planning - Continuing to advertise upcoming 
opportunities to provide opportunities & support stability for the market

7. Social Value in Current Contracts - Opportunity for existing suppliers 
to adopt new COVID-related Social Value measures

8. Social Value in New Contracts - Suppliers can select to deliver COVID-
related Social Value measures and/or current TOMs measures

9. Showcase Suppliers - Showcase suppliers who have supported the 
public sector with COVID-related requirements

10. Post-COVID Requirements - Planning for what the public sector will 
need now and once restrictions begin to be lifted and how these can 
be sourced locally

STAR proactively supported our Partners and Clients since the beginning 
of lockdown helping local businesses through this unprecedented situation. 
The 10 Point Plan demonstrates how we provide further assistance 
throughout the continuation of lockdown, the new tier system, and also 
during the post lockdown period.
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Additional Comments

This has very much been a team effort, both within STAR and with our 
Partner Authorities and wider stakeholders. At a time when we have all 
been adapting to a turbulent market place, experiencing difficult personal 
circumstances and high levels of uncertainty, it has been great to have 
the 10 point plan in place and have real actions that will help support our 
communities now and as we move into the recovery. The team work, from 
vision to delivery, has been exceptional and made me very proud.

What are the key learning points?

We recognise the importance of how simple and effective procurement can 
support the business communities during this COVID crisis and subsequent 
recovery, and believe it is important that this support plan is delivered 
far and wide. We want to use procurement as a force for good and to be 
proactive with our approach.

5. Flexible Approach – We adopted new flexible approaches to ensure 
that we could continue as Business as Usual, as far as possible. This 
meant that suppliers could get more certainty for their pipeline work 
and kept confidence in the market. Additional flexibilities included 
timescales and granting extensions where needed. We ensured that 
tender validations and re-pricing options were built in to contracts, 
which was particularly helpful to relieve uncertainty in the volatile 
construction industry, early lockdown.

6. Forward ‘Pipeline’ Planning – We have continued to advertise 
procurements throughout COVID, and ensure its business as usual for 
us, to help give confidence and certainty to local businesses – right 
from the start of lockdown, using the CHEST, Contract Finder, and 
Twitter. All work planning information was shared at the MTB event to 
give the market an understanding of what procurements were coming 
up, so they could understand their potential pipeline and resource 
themselves to respond to tenders. There will be additional early market 
engagement including Rochdale’s capital programme early next year.

7. (and 8.) Social Value in Current & New Contracts - STAR uses TOMs 
national framework and worked with the Social Value Portal to develop 
additional COVID TOMs related specifically to a COVID response. 
This was to help suppliers to continue to provide Social Value but in 
a way which helped our Partners’ COVID responses, and also the 
flexibility to change their Social Value to ones that were more easily 
deliverable through the crisis. STAR have worked flexibly with suppliers 
to change outcomes where they are not achievable because of COVID 
restrictions. We have Quarterly reports on Social Value, and in spite of 
the pandemic in the first two quarters of this years 
COVID TOMs delivered £120k 
Standard TOMs delivered £2.35m

8. 9. Showcase Suppliers - STAR has showcased good news stories 
and suppliers who have supported the councils and communities 
throughout the pandemic, particularly on PPE. We have done 
this through the STAR website, social media, and our Partners 
communications channels.

10. Post-COVID Requirements – We are working with all STAR partners 
and the rest of Greater Manchester to identify and plan for post-
COVID requirements. Any additional requirements will be sourced 
locally where possible (through RBS), we will ensure all social value 
is developed and built around recovery, and continue to contribute to 
and follow governments guidance supporting local supply chains

We are proud of what we have achieved so far, and will continue to revise 
and develop our 10 Point Plan to deliver even more as we move into 
recovery. We are proud this work has not compromised value and quality 
for our partners, and that even during these difficult times and uncertain 
market conditions, we delivered over £7M of cashable savings in 19/20 and 
are on track to deliver our savings targets for 2020/21.

Our aim was to continue to operate as business as usual as far as 
possible, to give the market the confidence and security that we are still 
open for trade and to ensure we communicated immediate and pipeline 
opportunities for them to bid for.. However, given the highly complex and 
dynamic market conditions, resource availability both within our Partners 
and in the business community, and the ever changing national, regional, 
and local picture, this was a difficult challenge. The 10 point plan helped us 
focus on what we could and couldn’t do, and to challenge our own thinking 
on the art of the possible. 
We learnt the importance of listening to the market and local businesses, to 
understand what they needed from us and how we could help. We had to 
then balance that with what was legally possible and what we could do with 
the resources we had available. 
We also had to move at pace, and recognise that the plan must be flexible 
enough to change and continuously improve. Importantly, although we 
have done a lot to support our local businesses and SME’s, and moved at a 
fast pace, we have a fully auditable and transparent procurement process, 
which ensures fairness and compliance whilst still delivering value, quality 
and Social Value

Key Learning Points: 
1. Simplicity – keep reviewing our processes and practices
2. Communication – ensure all know what contracts are coming up for 

renewal
3. Training and support – give businesses the very best chance of 

successfully bidding and winning
4. Listen – ensure we understand the views of the business communities 

and those who represent them
5. Pace – respond quickly to give businesses the best chance to survive
6. Flexibility – adapt and adjust as the landscape changes
7. Allow time – give businesses time to submit bids whilst balancing 

business survival pressures
8. Ensure we still maintain quality and value for money
9. Celebrate success – promote success stories and businesses who 

have adapted to deliver for the great and good for Greater Manchester
10. Share our approach - So we all do our very best

We have continued to work collaboratively across Greater Manchester and 
further afield. We have promoted our work both regionally and nationally 
on the 10 Point Plan and supported others who have wanted to adopt a 
similar approach. We presented at the I-Network conference and took part 
in a webinar to help promote the work and encourage others to collaborate 
with us on this. We are happy to share our learning and work with others to 
ensure continuous improvement.

Connected Procurement & Commissioning  Award Finalist



9

STAR Procurement & 
Rochdale Council

Project Aims and Objectives:
The main focus of the project was to bring procurement and adult care 
commissioning together with a common strategy and work plan that 
was compliant, forward looking, challenging and deliverable. This meant 
working in a concentrated and focussed way and collaborating together 
to deliver a transformational plan and strategy that had full buy in from all 
parties.

The objectives from a procurement perspective were:
• Identify opportunities for the local and SME sector organisations
• Procurement efficiencies
• Identify collaborative opportunities
• Consider more innovative and flexible routes to market
• Compliance with PCR 2015 and Council Constitution
• Opportunities for market engagement and training local suppliers and 

SME’s
• Focus into the requirements for Social Value for each procurement 

opportunity to ensure we maximise relevant and deliverable outcomes

Objectives from a commissioner perspective were: 
• Identify opportunities to transform services
• Make service efficiencies
• Culture change
• Better working relationships
• Better outcomes and deliverables
• Establish new ways of working

The project Action Plan was produced in collaboration between STAR 
Procurement and Adult Commissioning Team. This covered key areas 
such as Governance, Exemptions, Procurement Initiation Documents 
(PIDS), Integrated Commissioning Board and Commissioning Plans. 
In order to deliver the Action Plan, Task & Finish groups were established 
with clear roles and remits. Commissioning Leads, a Project Team and 
Subcategory Groups were created in line with Procurement Category 
Strategies to tackle commissioning intentions and governance in small 
achievable pieces. 
Support was brought in from other subject matter experts to ensure 
the plans and strategy were compliant and deliverable, for example 
training was delivered from Legal leads to Officers in Procurement and 
Commissioning so there could be a collective understanding of the 
Governance requirements under the Constitution across the services.
During the project the COVID-19 Pandemic hit, impacting on resources 
and availability. However, even though there were other urgent and 
conflicting requirements on both teams, the project was followed through 
to completion and within timescales. This shows the dedication and desire 
for change across the teams.

What are the key learning points?

Tracey Harrison, Assistant Director for Commissioning at Rochdale 
Council, has reflected that, “STAR Procurement and Adult Care 
Commissioning have worked in partnership to improve our processes and 
procedures ensuring greater transparency and effective use of resources. 
A key achievement has been the culture of teams working together and 
improved technical knowledge across organisations for public benefit and 
improved outcomes for residents. It’s been a pleasure to be part of this 
work”.

James Hunter, Head of Strategic Procurement at STAR Procurement, has 
taken the following learning from the project, “Over the last 12 months, 
officers in Adult Social Care Commissioning and STAR Procurement 
have worked incredibly well to ensure that Governance Processes and 
constitutions have been developed and implemented into day to day 
practice of the commissioning cycle. The creation of frequent Subcategory 
meetings, collaboration with Local Authorities across the GM and North 
Manchester geographical footprint and innovative supplier engagement 
has enabled Commissioning intentions to be delivered to timescales 
in the middle of a pandemic, with a reduction in the use of exemptions 
and off contract spend during this period of time. Moving into 2021 we 
intend to ensure Integrated Team Meetings between commissioning 
and procurement are planned to ensure continued shared learning 
and consistency between both teams and continue to develop quality 
assurance processes to continue the high performance of both teams”.

A Collaborative Adult Care Commissioning Plan
Connected Procurement & Commissioning Award Nomination

Additional Comments
Moving into 2021 the intention is to now work across Rochdale’s 
Geographical Commissioning Footprint and Strategy to collaborate 
with further Local Authorities. Integrated Team Meetings between 
commissioning and procurement are planned to ensure shared learning 
and consistency between both teams. The activity has now been 
mainstreamed and embedded as‘Business as Usual’ but there are also 
plans to further develop this through on-line contract management 
systems.

The Achievements
The key achievement is that there is now a strategy and work plan in 
place that is compliant, forward looking, challenging, transformational and 
deliverable. 

In developing this other achievements included: 
• The forward plan is in and working and linked to the category strategy
• Improved and efficient governance processes; governance process 

followed in a timely manner so no delays
• Reduced off contract spend and requirements for exemptions
• Time included for strategic review of each opportunity to ensure time 

and resource built into transformational opportunities
• Planning and work planning has been developed and successful in the 

last 12 months

• Collaboration opportunities have increased by 150% on the previous 
year with STAR working across it’s 4 Local Authority areas to 
collaboratively benchmark, understanding work plans, share technical 
learning and deliver savings through collaboration opportunities

• Commissioning intentions are produced and reviewed and approved 
by the Integrated Commissioning Board on an annual basis

• Market engagement planned in to better equip the local and SME 
market when bidding for Adult Social Care Tenders

• Social Value identified and linked to the priorities of the council prior to 
procurement

• The forward plan has enabled an improved approach to the budget 
and savings planning procedure, savings can be identified and 
categorised much earlier

• Efficiencies across the services as teams working more cohesively
• Improved communication
• Assurance around roles and responsibilities, nothing duplicated nor 

missed

The main achievement comes from the culture change. There is now 
a cohesive team approach with clear roles and responsibilities, mutual 
appreciation for workloads and pressures due to the time spent working 
together towards a common goal. This benefit is now being replicated 
across teams within the council. This culture change has come at the 
perfect time to help support the COVID response. It also provides a 
solid foundation for the work that is now underway to deliver more 
transformational and collaborative adult care procurement activity across 
STAR Partners and Greater Manchester.
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Bolton Council

Project Aims and Objectives:

Bolton Data Cells Group is lead by the Assistant Director for Public Health 
Lynn Donkin. 

With her leadership and insight the group was formed as the main multi-
partnership “data cell” which aimed to ensure that relevant data was used 
lawfully for operational and strategic decision making.
 
Information Leadership was a key requirement which was demonstrated by 
Lynn who proactively considered all aspects of the required work eg data 
sharing; project management; Management Information; IT solutions and 
wider IG/ lawfulness and data ethics. 

Lynn brought together key stakeholders who could rapidly respond to the 
needs of the Community. 

Intelligence reports and dashboards were constructed effectively 
throughout and considered the appropriate use of primary and secondary 
information.

The Achievements
• Effective and lawful data sharing and security.
• Effective and dynamic information provided to officers so that effective 

decisions could be made (strategic and operational) Effective review 
and response which directed resources.

• Effective risk assessment.
• Effective production of analytical products.

Bolton’s Data Cell Group (Response to Covid)
Effective Information Sharing & Security Award Nomination

What are the key learning points?

• The importance of bringing together all key stakeholders and getting 
things right from the start. The importance of providing rich intelligence 
/ Business Intelligence reports. 

• The importance of data ethics within public health.
• Responding to societal needs and risks.
• Significant work in leading on producing a data dictionary/ data flow 

mapping and DPIA
• Use of enabling technology Power BI to provide a rich understanding of 

the datasets. Bringing together IG, Analysts, and decision makers and 
the front line staff into one “data cell”
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North Yorkshire County Council

Buy Local Business Directory
Effective Information Sharing & Security Award Finalist

Project Aims and Objectives:
The early weeks of lockdown introduced self isolation and shielding to 
North Yorkshire’s most vulnerable residents. Uncertainty, panic buying and 
general increased demand left some goods and services unavailable to 
sections of society. Likewise, local businesses were unable to trade in the 
conventional way. The solution needed to put local businesses in touch 
with customers in an effective and trusted way. 

The idea came from the Local Economy Work stream through its desire 
to help people to buy locally. The Digital and Customer team suggested 
the improvement to the initial solution of a list held on the NYCC 
website, based on their experience of managing this type of information 
for community services. Initial discussions with NYCC Local Economy 
Workstream Chair, were held to agree the most appropriate approach. 
As well as the core teams listed above there was key input from
• Data and Governance
• Legal Services 

This is a new business directory built to put greater control at the hands of 
the user and done so under incredible time and regulatory pressure. 

Time was of the essence. The faster the service was launched, the greater 
its usefulness to our residents. 

By replicating an existing product (NYConnect- community directory) we 
were able to improve the solution, which was initially holding data on a 
website, with an overhead to keep up to date and constraints around data 
governance and sharing consent and create a model where data owners 
(businesses and service providers) sign up, consent, and are able to keep 
their own information up to date. We were able to give customers the 
function to search what types of products they were looking for and directly 
contact local businesses. 

The service put their trust an existing technical solution, which was 
already in use by customers. This saved months of time usually spent 
understanding requirements, defining and designing. The technical team 
were able to deliver a product that met core requirements within 4 days 
and took an agile and iterative approach to further tweak where necessary, 
based on customer usage and feedback and later on where Covid 
restrictions eased.

The Achievements
Buy Local is a free online business directory developed to connect 
residents with businesses and tradespeople operating under Covid-19 
restrictions in their local area. Developed in direct response to consumer 
demand in the first uncertain weeks of national lockdown to find local 
solutions online and assist local business to provide essential goods and 
services.

Buy Local was developed exceptionally fast, as circumstances demanded, 
and has put consumers in touch with local businesses through a clear, 
user-friendly platform.

This has been a truly collaborative approach across the County Council. In 
particular, we are celebrating the following teams:

• Digital Team – for their exceptionally quick and responsive design and 
implementation

• Customer Service Centre – outbound calling to businesses across the 
area

• Communications – who researched and produced stories and case 
studies which brought the directory to life. Also highly successful media 
campaigns that brought people to the site

• Trading Standards – for checking and supporting all the businesses 
listed

• Covid-19 Local Economy Work Stream – for striving to invigorate the 
local economy in such difficult circumstances.

• Growth and Heritage Services – developing the idea of the a local 
directory

The customer experience was simplified. The solution put 750 businesses 
in one place. Customers were able to access up to date information on 
one highly functioning platform. In addition, the process for businesses 
providing the information was simple and already tested, balancing 
verification and consent with timeliness and detail.

The customer experience was made more accessible by building the site 
to accessibility standards, as opposed to a PDF or Word document or a 
simple long list of business that would not be easy to navigate. Routes to 
the site were made known through excellent communications and links 
through other Local Authorities. 

The customer is more connected with other services, notably with Trading 
Standards. 
The trading standards service checked each applicant to the scheme 
and was able to engage positively with businesses who initially gave 
concern, giving them advice and guidance which enabled them to achieve 
compliance with relevant legislation and allow their entry to the scheme. 
This enabled the trading standards service to reach businesses it would 
not have had contact with otherwise and it is hoped that their positive 
experience on this occasion will encourage them to seek advice as required 
in the future. This is a good outcome for those businesses and also for the 
residents and other consumers with whom they trade. 

Finally, the experience was made quicker for customers. Functionality 
within the tool enabled customers to search by business type, area or key 
word to help them quickly connect with relevant businesses and provided a 
direct link to their website and social media accounts. 
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What are the key learning points?

The key challenge was in terms of bringing the wider team up to speed 
with understanding the best and most appropriate way to manage data 
and make it accessible for all to use. We had taken a lot of learning in 
this area as we built our Community Directory Product, NYConnect - the 
business area needed to be taken on the same journey to understand why 
the product was built in the way it was and how this benefited NYCC, The 
businesses and the customers in terms of accessibility, data sharing and 
Data governance.

Additional Comments
They say imitation is the best form of flattery and within a few weeks our 
site had been replicated by a neighbouring authority, as well as the New 
York city directiry looking very similar!

In terms of the benefits and efficiency delivered, this includes; 
Since the site launched on 10 April there have been almost 74,000 visits to 
the site.
Visitors have clicked the links to business websites 2,800 times. One 
Business has received 80 visits to their website. There have been 
53 telephone clicks, 
639 email clicks and 
3,358 clicks for further information about the services

In terms of the speed of the creation of the site and its usefulness in 
providing essential services, the shopping element of the site alone was 
visited 1,385 times in April (10th -30th). Residents wanted and used this 
site.

These figures show that customers have been put in contact with local 
businesses when they needed them most. 

The site went live in April and has been updated in response to customer 
feedback and as lockdown restrictions, we have updated the site to enable 
businesses to use it as a platform to support the ways they are trading.
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North Yorkshire County Council

Project Aims and Objectives:

The wellbeing of residents in care homes is paramount. That means every 
aspect of wellbeing, from physical to mental. A conversation with a loved 
one and being able to see their face makes a massive difference to people 
living in care homes and allowing them to stay connected during the 
unprecedented times caused by the COVID pandemic is vital. 

The UK government introduced strict lockdown measures in March to limit 
the spread of coronavirus, encouraging people to stay at home and only 
go outside for essential trips such as exercise, food shopping or to collect 
prescriptions.

Delivery of traditional Primary Care Service Models proved to be difficult 
under COVID with site visits potentially increasing the risk of infection being 
brought into the care home.

Many healthcare services were reconfigured to adhere to these new 
measures, which meant that most face-to-face appointments were replaced 
with telephone or online consultations.

Under normal circumstances, in-person visits to care homes are always 
welcome. They provide great comfort and vital clinical support to residents 
as well as allowing staff to keep in contact with the important people in the 
lives of the residents themselves. When those visits from loved ones and 
primary care clinicians were no longer possible it was necessary to use 
alternative means of keeping those essential contacts going.

Maintaining face-to-face contact between residents, their loved ones and 
clinicians involved in their care:
• Would be possible using remote and virtual applications already 

available to members of the public, social care workers and primary 
care clinicians.

• Would require all care homes to have the necessary equipment to 
access these applications and have the necessary support to staff.

• Would require coordination between local organisations involved in 
supporting care homes.

In response to this, two complementary initiatives were designed and 
delivered at pace and scale across the care homes in North Yorkshire.

The North Yorkshire Clinical Commissioning Group deployed 202 tablets 
to North Yorkshire care homes alongside an additional 30 “consumer” 
video calling devices deployed by North Yorkshire County Council to its 
own Elderly Persons Homes. Both initiatives were at a time when all parts 
of the health and care sector were under significant operational pressure 
resulting from the COVID pandemic. In addition, infection prevention control 
measures together with essential social distancing meant the delivery and 
handover of all these devices had to be carefully organised and managed 
through close working between the CCG and Council digital support teams, 
and a local community hub (Nidderdale Plus).

Sandra Anderson, Director at the Millings Care Home in the North Yorkshire 
town of Bedale, said: “From our first try we had a really good experience 
using the device. Residents were really happy with how it worked and we 
found it to be a really efficient way to contact healthcare professionals.

The Achievements
All the devices were delivered through collaboration between the North 
Yorkshire CCG and Council digital teams supported by the local voluntary 
sector organisation Nidderdale Plus. Deliveries were undertaken within 
strict infection control measures.

The deployment of the devices has been followed up by a structured 
survey and evaluation report commissioned by the North Yorkshire CCG. In 
addition, regular usage data was analysed to assess the amount of activity 
taking place through the devices. 

The devices can also be utilised by staff to access essential training 
sessions and materials and also to access applications such as self-care 
apps targeted towards a resident’s particular condition. 

Feedback from care home staff, residents and primary care clinicians was 
obtained and fed into the evaluation process. Some of that feedback is 
below:

• “Great initiative that we hope will continue after the pandemic 
restrictions are eased”

• “Very useful project to enable increase in use of technology and 
improve ways of working during current pandemic”

• “It’s really wonderful for our residents to be able to see the faces of 
their loved ones – we’ve had a few happy tears from them.”

• “Having the tablets has been invaluable during this crisis when 
residents can’t see their friends or families when normally, having visits 
would be the highlight of their day.”

• “It means families can have ‘virtual visits’ and it’s been brilliant.”
• “It gives everyone reassurance and peace of mind – families know their 

relatives in the care home are fine and it’s good for the resident’s mental 
health and stops them feeling isolated and locked in.”

• “Only that it is a great support. Much better to be able to see the 
GP during a consultation for our residents, rather than a telephone 
call. I have seen residents interacting with the calls and enjoying the 
experience.”

• •“I feel that the use of technology i.e. video calls would be of great 
benefit to use going forward when covid 19 restrictions are lifted. It 
reduces the amount of people coming into the home. Also one of 
our residents has attended and enjoyed weekly alcohol and anxiety 
groups. In the past he has not attended these groups, he says that he is 
attending due to been in his home environment”

• “Reduced need to physically visit means patients are more likely to get 
a face to face consultation, although virtual. It also frees up clinical time 
that otherwise would have been spent travelling to and from the care 
home. More regular review of our patients has been possible.”

• “The main difficulty is that for elderly residents with visual or hearing 
impairment, they struggle to engage with the tablet. It still enables me 
to see them however.

• I have found it helpful to examine overall well being, breathing, 
rashes, to do memory assessments. The obvious benefit it that it has 
significantly reduced the number of visits in person required. This has 2 
benefits: Firstly reduced risk of infection spread, and secondly, it does 
save time for GPs too.”

Care Home Tablets and Video Calling Devices
Partner Excellence Award Finalist
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What are the key learning points?

The allocation formulas used to decide how many devices to issue to each 
care home were devised separately by the CCG and the Council. This 
resulted in Council Elderly Persons Homes receiving more devices than the 
non-Council care homes of a similar size. However, the devices have been 
in such demand across all care homes that further work is now required to 
identify sources of additional devices. 

Access to care home settings has been restricted, not just for loved ones 
and primary care staff, but also to the digital teams and the community hub 
(Nidderdale Plus) who provided the delivery and handover services. Much 
of this has been done remotely which has presented challenges for some 
care home staff who are unfamiliar with the technologies being provided.

• “The drawbacks are definitely smaller than I thought. Clearly it’s more 
difficult to assess someone’s appearance over a video link but actually 
with a set of obs and a carer who is able to give a good account of how 
the resident has been doing, if the resident can’t do this for themselves, 
almost all problems that generally come up during the weekly care 
home round can be dealt with in this way perfectly well.”

Following completion of the initiatives, the local ITV News programme 
covered the story as an example of how people were adapting to the 
COVID-19 lockdown restrictions and brought positive publicity to the work 
of the CCG and the Council in caring for residents in these settings.

Additional Comments?

Early feedback from care homes indicated additional applications would be 
useful if deployed onto the devices. As a result, Whatsapp and Skype were 
made available on all devices.

This work has also now been replicated across England through 
subsequent initiatives to provide tablet devices to all care homes via a 
national allocation and delivery process.

Communication and support materials have been made available to primary 
care & care home colleagues via email, but may have benefitted from a 
more hands on, one to one contact, but owing to resources and sheer 
demand on all services this wasn’t possible or practicable given the nature 
of the pandemic response at the time. For example, providing more training 
and engagement opportunities through webinars would have meant care 
homes were better prepared for the devices and more aware of the benefits 
the devices would bring to their services.

The initiatives have highlighted some difficulties in care home IT 
infrastructure and network availability which will be further considered as 
part of a wider assessment of digital maturity in care homes.

The initiatives have highlighted benefits in care homes being overall closer 
to the patients journey and further support to bring them into the patient 
record journey should be considered (NHS Mail, online records, completion 
of the DSPT, SCR-AI etc.)
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Lancashire & South Cumbria NHS 
Foundation Trust

CITO Deployment
Effective Information Sharing & Security Award Nomination

What are the key learning points?

Learning Points:  
• Embrace the concept that information is there to be shared, unless 

there is good reason not to do so. Integrate Systems where possible. 
Make the end user experience as seamless as possible. 

• If there is an opportunity to improve something, take it.
 
Additional Comments
Enhanced security (missing from old system) fully protected folders.
 
The process of migrating the records has offered opportunity to cleanse the 
master index, address and correct data quality issues and provide the end 
user with a much improved, more complete view of the record.

Project Aims and Objectives:
LSCFT (The Trust) is a large NHS Community Trust providing services to the 
people of Lancashire and South Cumbria. We provide a range of services 
from acute and forensic Mental Health services for adults and older adults, 
Primary Care Mental Health, Physical Community services and a range of 
Childrens services, both Physical, developmental and Mental Health. 

Patients of the trust will be in contact with one or more of these services. 
Some patients may have multiple services open to them concurrently. As 
such the need to collaborate and share a mutual understanding of the 
needs of the patient is key to the delivery of efficient, effective services. 

We deployed an Electronic Document Management System (EDMS) in 
2007. Prior to that we held many legacy and current records on paper. The 
digitisation of paper case notes, along with the deployment of an in house 
built ePR, enabled near paperless working in our Mental Health Services 
but also maintained some barriers whereby colleagues in our Physical 
Community and Childrens services did not have access to these records, 
and vice versa. 

During 2020, as part of or GDE Programme, we deployed CITO a new 
EDMS. Our Aims and Objectives in this were to: 
• Build infrastructure for the new system which would be fast, highly 

secure and resilient 
• Migrate all documents from the old EDMS (WinDip) into the new CITO 

EDMS 
• Systematically subject each document to Optical Character 

Recognition (OCR) so that individual or phrases words can be searched 
for. (it takes time and is still going on, but it’s worth the effort) 

• Ensure that all users had access to all relevant records for the patients 
they see. 

• A Train all staff in the retrieval of documents 
• Build and Deploy technologies that enable seamless upload to CITO 

from RIO 
• A Re structure the Metadata for each record to reflect the current 

structure of the trust and improved document labelling 
• Allowing staff to retrieve information in a safe and timely manner

Once the new infrastructure was in place, we had the opportunity to 
redesign the metadata and create a much more open, accessible but highly 
secure system. Over 8 million records were migrated from the old system 
to CITO and, following detailed discussion and debate with a Document 

The Achievements
The information is now stored in a patient centric manner allowing each 
clinician access to all the records for a specific patient. 

Staff access the system via the main EPR (RiO) which ensures that the 
correct patient is selected.
 
The Word Plug in, when used in RIO, automatically uses the Patient NHS 
Number taken from RIO, thus improving data quality.

The system is significantly more user friendly and quicker than the old 
system and is being used by many more staff. 
Customisable filters allow for user defined, specific and pertinent searching.
 
Due to the constrains of the Pandemic, training using e learning and remote 
classroom teaching where required but this has been both effective and 
efficient.

Management Working Group, all he existing metadata was remapped to a 
new structure taken largely from an NHS Scotland Document Management 
Standard. 

CITO is closely integrated with RiO, the Trust EPR and we have also built 
a Microsoft Word Plug in which facilitates direct upload to the system from 
Word, where this is required.

before after
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Covid 19 - using data to direct support where it is most needed
iStandUK Award Finalist

Wigan Council

Project Aims and Objectives:
Covid 19 has really accelerated our approach to linking data sets across 
partners and services within the council. We have therefore used the 
opportunity to build a data warehouse which has meant that we can 
combine all our service data, with data relating to the national shield list, as 
well as data on those coming to us for help as they are being impacted by 
Covid. This has enabled us to quickly develop a vulnerability matrix / scale 
for children, adults and households. This has been used to proactively 
contact those whose risks are predicted to increase as a result of Covid, 
such as children vulnerable to neglect and abuse, as well as those at 
risk of social isolation, lack of access to basic things such as food and 
prescriptions, economic vulnerability and financial hardship. The approach 
has not only enabled us to proactively contact people and provide support 
and stay in touch with those most vulnerable, but also prioritise based on 
risk, and recent interaction with services. This has enabled us to use our 
resources to greatest effect and ensure people have got support when they 
have needed it most.

The Achievements

The key acheivements were:
• Those people with the least interaction with services identified on the 

shield list, and registered a potential need with the national government 
scheme were contacted for support straight away and prioritised 

What are the key learning points?

The design of forms to collate data. Most Local Authorities have had to put 
processed and services in very quickly with not much thinking time. Give 
more time, I think some of the data collection processes would have been 
designed differently, but hindsight and time is a wonderful thing.

• Children identified as being at higher risk and vulnerability were 
identified and regularly contacted by services for welfare checks and 
intervention where needed 

• Data was also used to flag people who we had predicted to be at 
greater risk due to the impacts of covid that weren’t attending services 
- such as vulnerable children not attending school. This would then 
trigger a welfare check

• Social media and targeted campaigns to reduce the risk of Covid were 
targeted at those with the highest predicted levels of vulnerability and 
therefore greatest impact from Covid

• Regular dashboards were able to be produced to show access to 
service provision and monitor levels of activity and interaction with 
services to inform effective planning and resourcing.
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Greater Manchester 
Combined Authority

Project Aims and Objectives:

Data to Insight is a national initiative funded by the Association of Directors 
of Children’s Services, the Department for Education, and Ofsted. Its goal is 
to help local authorities make better use of data, and its operating model is 
to crowdsource and independently develop data tools which can be easily 
shared between local authorities.

The COVID-19 Demand Modelling Tool is a new product designed to help 
councils prepare for changes in demand for services in the wake of national 
and local lockdowns. Moving from prototype to live deployment in two 
months, the project demonstrates an innovative approach to data tool 
development in the public sector in two key ways:
• pairing dedicated developer time with broader input from separate 

categories of collaborating local authorities
• designing for sharing, with portability at the heart of the design, so that 

all England’s local authorities can benefit from a single development 
project

When the COVID-19 pandemic hit at the beginning of this year, it created 
a situation no-one was prepared for. Local Authority children’s services 
departments urgently needed to begin modelling different scenarios, so that 
they would be able to plan for resourcing and protect their budgets — and 
this had to be simple for them. They needed to answer questions like: 
• ‘How much of the ‘drop’ in demand due to lockdown would end up 

coming back later, and when?’
• ‘Will there be a second lockdown?’
• ‘What will the new normal look like after lockdown?’

Some Local Authorities responded by developing their own models. Kent, 
for example, developed a robust, referral-focused data model which was 
shared widely. Many others, however, struggled without the capacity to 
build something themselves.

Our team — made up of members of GMCA, the Data to Insight network 
and Social Finance — spotted an opportunity: To bring together all of the 
work being done independently by Local Authorities and build a shared 
tool, that would be available to all, thereby supporting those who did not 
have capacity to build a tool themselves.

The tool was developed to work with the standard “Annex A” datasets 
which every local authority already produces in readiness for Ofsted 
inspections: to use it, all they need to do was download the tool, paste in 
three existing lists of data, and then start tweaking parameters to fit their 
local context.

We piloted a new engagement approach that enabled us to engage with a 
community of developers, stakeholders and end users, each of whom had 
different levels of knowledge of the tool and investment in its development, 
and demonstrated a development approach which fully exploited the 
potential of the Data to Insight network to turn standard data outputs 
into open, shareable data tools. One piece of work benefits many local 
authorities.

The Achievements
PACE	AND	RESPONSIVENESS: After two months of rapid iteration, the 
Social Finance team launched the COVID-19Demand Modelling tool to 
assist local authorities in modelling different scenarios for their referrals, 
CPP caseloads and CLA caseloads, which has since been offered free of 
charge to all English local authorities.

The project demonstrated the benefit of innovative financing arrangements 
with MHCLG, enabling rapid commencement, combined with strong, 
collaborative networks of local authority partners and supporting 
organisations, ensuring a high quality product. It also demonstrated the 
benefit of providing a dedicated development resource to work at the 
direction of the collaborating local authority stakeholders.

NEW	FEEDBACK	LOOPS: At the centre was a core development team of 
analysts from Social Finance and Data to Insight, responsible for building 
the tool and setting priorities on a weekly basis. This stable, focused group 
always had feature design and implementation in their sights. They were 
also responsible for synthesising the other feedback heard, allowing for 
rapid turnaround in quick sprints.

In the next layer were two local authorities who agreed to be regular 
testers and were reached out to multiple times during development. Their 
familiarity with the tool became an asset and allowed swift testing of new 
features.

Outside this layer were a group of approximately 10 local authorities who 
each provided user experience feedback once during the process. Their 
‘fresh eyes’ perspective provided the core team with regular insight into 
how the tool would land with its intended audience — Local Authorities 
who would be seeing the tool for the first time — upon release. 

In the final layer are the 151 local authorities connected to Data to Insight’s 
distribution network. By embedding development within this network, it 
should be possible to achieve a rapid take-up of the tool upon launch.

By facilitating regular interactions between these layers we cultivated a 
sense of shared ownership of the project between developers and users. 
This was particularly useful given the time-sensitive nature of the project, 
as it meant we could reach out to a wide range of stakeholders at any one 
time. This resulted in feedback iterations that took days, rather than weeks, 
to complete.

ECONOMIES	OF	SCALE: The project also demonstrated the clear benefits 
of collaborative working in this space: with relatively little investment, tools 
which are helping one local authority can be “mainstreamed” and made 
available to all local authorities, without significant resource implications for 
the originating local authority.

IMPACT	OF	THE	TOOL	ITSELF: Having been downloaded by over 50 of 
our colleagues in different local authorities, and with a design philosophy 
focused around making the core concepts of this kind of data modelling 
accessible to colleagues who might be unfamiliar with these concepts, 
the tool serves as an introduction to working with predictive models. It 
helps local leaders put indicative numbers against their predictions of 
how demand and service provision might change locally in the wake of 
COVID-19. And, because it’s provided on an open license, it gives local 
authority analysts a malleable tool that they can investigate and tweak to 
help build out their local toolkits.

Collaborative Demand Modelling for Children’s Social Care
Partner Excellence Award Finalist



18

What are the key learning points?

Working together on common tasks provides economies of scale. There are 
plenty of things every council needs to do for itself – including, of course, 
understanding their local contexts. But, instead of 151 analysts in 151 local 
authorities separately preparing their data for predictive modelling (if they 
can even spare the time), we can do that kind of work once for the whole 
set, and let those 151 analysts spend their time actually using the data 
instead. With minimal investment we can work together to produce tools 
which few local authorities could afford to produce individually.

Things change during development – and close, agile collaboration helps 
us adapt to those changes. By engaging a wider community of users in 
development, we had an audience that were engaged in the product before 
release. The prioritisation process also made us sensitive to changing 
underlying user needs. For example, the impact of children returning 
to schools on school referral volumes may have been the key driver for 
the tool’s creation, but a month into development, local authorities were 
increasingly concerned with the impact of lockdown on social worker 
caseloads in the medium to long-term. This resulted in a pivot in the 
overall focus of the tool, from predicting CS referral volumes to modelling 
the impacts of lockdown on the numbers of open Child Protection Plans 
and children in care. Additionally, as time went by, prospects of a second 
lockdown loomed ever closer. Users made it clear that the ability to 
forecast the impacts of future lockdowns would be key to ensuring the 
tool’s longevity. It was only due to close engagement with a broad feedback 
community that the core development team could feel confident in making 
such significant changes in feature prioritisation. It has (hopefully!) resulted 
in a tool with greater long term use potential that was laid out in the project 
brief.

You can’t be all things to all people. We put a significant focus on ensuring 
the model was easy to understand for a first-time user, and that it could 
be tailored to the needs of any local authority. We knew that we weren’t 
trying to make the best model for a single local authority, but instead 
make a model that could inform decision making in any area it is used. 

Additional Comments

This was a large-scale collaborative project. Credit for this collaborative 
project is due to colleagues in the following organisations:

• Brighton & Hove Council
• Calderdale Council
• Data to Insight
• Department for Education
• East Sussex County Council
• GMCA, particularly Wigan, Stockport and Manchester
• Isle of Wight Council
• Kent County Council
• MHCLG
• Ofsted
• Social Finance
• Slough Borough Council
• Walsall Council
• Wandsworth Borough Council
• Wil

The result is that any local authority can get started modelling demand for 
services, without having to do the data development work by themselves. 
However, not every local authority wants to do this work, and we could 
have spent time working to attract those unlikely users at the expense of 
increasing the tool’s value to our core customers – those dozen or so local 
authorities who wanted the tool enough to volunteer to test it. In future, 
we’ll use this learning across the Data to Insight network to foster individual 
but overlapping communities, knowing that each of our tools is useful to 
someone, without any of them needing to be useful to everyone.
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GM NHS

Project Aims and Objectives:

The Greater Manchester NHS Procurement Team combined experience, 
expertise, contacts and industry knowledge to successfully lead Greater 
Manchester’s Health & Social Care sectors to source and distribute 
appropriate, Personal Protective Equipment (PPE) in volumes which met 
demand during the Coronavirus pandemic.

At its peak, more than 1.2million items of PPE were being used across 
Greater Manchester. The scale of the task included calculating volume 
and demand of the PPE required at eight acute trusts, one specialist trust, 
two mental health trusts and North West Ambulance Service, and directly 
procuring it at best value in a highly-inflated market where prices being 
demanded from suppliers were upwards of 500% more than usual.

In addition, the three-strong Greater Manchester NHS Procurement 
Team worked with procurement colleagues in local authorities to ensure 
continuity of PPE supply for social care, primary care and emergency 
dental centres. The team developed a wealth of tools and systems so that 
secondary and primary care workers as well as social care workers and 
allied health professionals could treat Covid-19 patients with confidence 
and assurance of PPE supply.

The team has created a lasting legacy which includes: an innovative on-line 
stock system; a central warehousing and distribution facility, stocked for 
future Coronavirus outbreaks and a collaborative health and social care 
PPE procurement system; new, local sources of PPE supply. 

Our work has been characterised by collaborative working across Greater 
Manchester’s public sector organisations and the establishment of a 
number of new networks which will sustain and support the health and 
social care sectors we the fight against Covid-19 continues.

As the Covid-19 pandemic began to take hold in the UK March, the team 
set a number of aims and objectives:
• Support Greater Manchester’s NHS Trusts to procure the PPE required 

to keep front-line workers safe and to avoid duplication of procurement 
activity

• Establish strong links with social care providers and other public sector 
bodies in Greater Manchester to support the sharing of mutually aided 
PPE and relieve pressures across the system

• Set up a central receipt and distribution centre – and accompanying 
logistics operation - for Greater Manchester which would be handle 
millions of items of PPE and quickly deliver them to where they were 
most needed across the system.

• Implement a single data and analytics platform which would provide 
real-time information about PPE stock levels, burn rates and demand 
for the Health & Social care system to enable efficient procurement of 
vital PPE

• Support GM NHS Gold Command with robust, real-time PPE data to 
inform critical decision-making at its daily Covid-19 meetings.

• Work with the Manchester Growth Hub and local businesses to 
establish new PPE supply lines to reduce the demand for overseas 
procurements of limited supplies of PPE.

The Achievements
Please include here what the main results were from your initiative/project/
service. Also what impact has it had, and did you achieve or exceed the 
initial aims and objectives? You may wish to consider: what cost savings 
and increases in efficiency and productivity were made or identified? 2500 
characters.

In mid-March, and within four days, we met our first objective – build a data 
and analytics platform. We worked with AdviceInc, experts in healthcare 
data and analytics to build Stockwatch. Key priorities in its development 
were: 
• To be able to track and forecast PPE from day one across more than 20 

public sector organisations in GM.
• To build a system which was simple to use, did not require excessive 

user-training and provided a quick-response support service to user 
queries and issues

• o build a system which gave ‘member’ organisations the ability to 
‘mutually aid’ PPE.

Stockwatch replaced the cumbersome and ineffective single inventory 
systems being used by GM Trusts trying to cope with the rising demands 
for PPE. It enabled us to accurately target our procurement of PPE 
categories – we procured >4million items of PPE at the height of the first 
wave of the pandemic.

Daily reports were run-off from AdviseInc and presented to GM Gold 
Command to inform their decision-making and to provide them with the 
confidence they needed in knowing that stocks of PPE were available 
in GM to keep front-line workers safe. Stockwatch has now become an 
integral part of GM Trusts’ daily materials management activity and is 
enabling us, and more than 20 public sector organisations in Greater 
Manchester including Local Authorities, Transport for Greater Manchester, 
Greater Manchester Police Force, Greater Manchester Fire & Rescue 
Service (GMFRS) and North West Ambulance Service, to be able to track, 
forecast and meet the continuing demands for PPE.

To support Greater Manchester’s NHS Trusts to procure PPE, we set-up 
a GM Sourcing Group within two weeks of lockdown; each of our Trusts’ 
Head of Procurement nominated a procurement professional to sit on the 
group. Each representative led on a category and sourced, managed the 
quality assurance for, and ordered the PPE products. A process was put in 
place to ensure visibility of orders placed, price, expected delivery dates 
and invoicing. The work of the group avoided duplication of procurement 
effort across our 11 NHS Trusts.

We partnered with GMFRS to establish a warehouse facility to store more 
than 10million items of PPE and to do daily, targeted deliveries of PPE to 
where it was most needed to hospitals sites, local authority depots, primary 
and emergency dental care and care homes.

We set up links with procurement colleagues in our social care system to 
ensure efficient and effective direct sourcing of PPE to support their needs. 
Mutual aid was a feature of this partnership which benefitted secondary 
and primary care as well as social care settings.

We joined with the Manchester Growth Hub to source supplies of locally 
manufactured PPE from companies who diversified production. A legacy of 
this is that a Salford company now holds a DHSC contract to supply Type 
IIR masks, while a textile company in Tameside has a contract to provide 
gowns for the national NHS pandemic stockpile.

COVID-19 – The catalyst for doing things differently
Connected Procurement & Commissioning Award Winner
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What are the key learning points?

Our commitment, since we were set up in 2018, to build strong working 
relationships with procurement colleagues at GM trusts paid dividends; it 
helped us to quickly establish new systems and processes to successfully 
manage the challenge of PPE procurement and distribution. Understanding 
the value of data and analytics was also key to our success.

The regular and various communications we’ve implemented, as part of 
our BAU programme delivery, were stepped up during the pandemic and 
played a key role in our ability to react to an ever-changing and diverse 
demand for PPE, support our health and social care partners to continue to 
treat Covid-19 patients and to provide GM leaders with confidence in the 
successful outcomes of our work.

Members of the GM NHS Procurement Team attended the daily GM Gold 
Command meetings, presenting the Stockwatch data and providing 
assurance to GM Gold Command of the PPE procurement activity taking 
place.

Daily meetings of the GM Sourcing Group were held between April and 
July to ensure health & social care’s changing demands for PPE could 

be actioned swiftly; weekly Microsoft Teams meetings with Heads of 
Procurement were a useful forum for sharing of local intelligence around 
national PPE push stock activity and the sharing of mutual aid; daily calls 
with NHSE/I and regional procurement leads from Lancashire, Cumbria, 
Cheshire & Merseyside supported pan-regional mutual aid. We also set up 
a Whatsapp Group for Trusts’ Heads of Procurement. This was an efficient 
way for them to raise mutual aid requests and was particularly useful at the 
weekend when TfGM and GMFRS logistics support was limited.

At the start of our procurement activity, it was apparent that Infection 
Prevention Control would play a critical part in assuring the quality and 
standards of the PPE being procured. In a fragile and chaotic world-wide 
supply market we had to be sure we were buying products which would 
not expose front-line staff to risk. We recommended to GM NHS Gold 
Command that a coordinated approach for quality assurance of PPE being 
procured was needed. Gold Command designated an Infection Prevention 
Control Lead as a single point of contact to work with the Sourcing Group 
to review samples of PPE and their standards and certifications. This was 
an efficient way to ensure PPE supplies for Greater Manchester were fit-for-
purpose and met quality and clinical standards and minimised the risk of 
introducing sub-standard PPE into the system. 

The temporary receipt and distribution centre at Greater Manchester Fire & 
Rescue Training Centre in Bury was set-up initially with seconded staff from 
GMFRS. As Covid-19 progressed it became apparent that a new, longer-
term solution to sourcing, stocking and supplying PPE was needed. Early 
recognition of this fact enabled a project lead to be appointed to set up a 
permanent warehousing and logistics facility for health & social care PPE 
items in Salford.
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Greater Manchester 
Combined Authority

Dapian - DPIA’s simplified
Effective Information Sharing & Security Award Nomination

Project Aims and Objectives:
The Dapian project brought together a collective of Local Authorities, 
Health, Academia, Public Bodies and private organisations, who all 
recognised the need and potential for a public sector focused, Digital 
Data Protection Impact Assessment (DPIA) solution. The project’s aim 
was to increase the numbers of DPIA’s being completed and decrease 
the timescales it takes to construct them, thus generating efficiencies and 
ensuring compliance.

DPIA’s are a mandatory part of the General Data Protection Regulations 
(GDPR) which ensures an organisation assesses and evidences how they 
comply with their data protection obligations.

Wherever personal data is being used, a DPIA should be completed prior 
to any new services or projects progressing. The challenge is that staff 
often see this DPIA step as a barrier to progress and they are fearful of the 
complexity in the process. This results in staff members leaning heavily 
on a small subject matter expert team within the organisation, who are 
struggling to keep up with the demand. This can introduce delays into the 
process. The completion of a DPIA requires input from multiple sources, 
some of those may be external to the organisation. This results in lengthy 
completion times when relying on paper/Word documents being emailed 
around. The fall out of all of this is that DPIA’s are not being completed at 
the right time, assessment quality is poor, projects are processing without a 
DPIA in place and personal data is being used (and potentially being put at 
risk) without the proper processes being followed.

The need for a product to facilitate the production of DPIA’s was felt hard 
when COVID-19 hit. Public sector had to coordinate their response and 
direct it at those who needed it fast. Identifying vulnerable individuals was a 
multi organisation task. It required the public sector and voluntary sector to 
share data sets which contained personal information of the most sensitive 
kind. None of that was possible without the completion of a well considered 
DPIA.

The project’s objective was to empower the wider organisation to take 
responsibility for their own DPIAs, thus reducing the bottle neck and 
increasing the number of DPIA’s which are being completed at the right 
time. A key focus of the project was to simplify the process of completing 
DPIA’s and remove the complex language being used in the forms.

The resulting product (Dapian) hand holds non experts through the process 
of completing a DPIA start to finish, in a user-friendly fashion, using plain 
English guidance. Dapian leads staff through a triage tool, which tells them 
if they need to complete a DPIA, what type of DPIA they should complete 
and allows them to go on to produce their DPIA in a collaborative fashion. 
Staff are able to invite input and support from Information Governance 
(IG) experts where needed. The tool also allows third parties, partners & 
suppliers to play their role in the process. By standardising the data capture 
it is possible to surface a library of DPIA’s completed by other organisations 
for non experts to find examples to take a steer from.

Building on the GMCA’s Alpha project (nominated in 2019), the project 
developed the Dapian solution and launched it to the market in October 
2020. CC2i were crucial in bringing together the co-fund partners who 

The Achievements
The collaboration itself was a real achievement. Bringing together a group 
of partners who represented the different areas of Local Government, 
Academia, Health both regional and national, a training provider and the 
regulatory authority, created a fantastic team with a range of knowledge 
and requirements. The differences each organisation brought to the table 
put the development in good stead from the off. If we could solve the 
challenges for this diverse group of organisations, it’s probable that the 
resulting solution would suit many multiples of other organisations.

CC2i with support from the GMCA and LookingLocal did a lot of 
engagement work to bring in these partners together. CC2i broadcast the 
projects progress far and wide and ran webinars to share the projects’ 
learning.

LookingLocal maximised the collective expertise to inform the development 
of the solution. Each organisation brought end user groups to the table to 
provide plenty of opportunity for user-centred design, testing and feedback 
cycles.

financed the project and key strategic partners who supported the initiative. 
The team was comprised of:

Innovation	Lead:
CC2i

Technical	Lead:
LookingLocal

Commercial	&	sustainability	Lead:
Coalescent

Co-fund	Partners:
GMCA
LOTI (London Office of Technology and Innovation)
University of Nottingham
Cheshire and Merseyside Health and Care Partnership
Leeds City Council 
Norfolk County Council

Strategic	Partners:
ActNow Training
NHS Digital
Information Records Management System (IRMS)
Information Commissioner’s Office (ICO)

LookingLocal engaged with the collaborative partners who represented 
Local Government, Academia, Health, Regulatory body and a national 
training provider to develop a tool that was user centric and informed by 
industry experts, with a tailored approach to the public sector. The key to 
success was that the solution was tested with non experts at each major 
release step. This enabled adoption across the organisation and the system 
to deliver cross cutting sector benefits.
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What are the key learning points?

A very positive learning point is the importance of having a range of 
organisations and expertise contributing to a solution which has the 
ambition of being a multi-organisation tool which meets the needs of a 
range of users. Having this representation on the project and also engaging 
with the regulatory body legitimises the project and adds validity to the 
need to solve the problem with data protection impact assessments. 

By taking a national approach to standardising the data capture and 
product features it meant that: 
• it was possible to share DPIA’s between organisations to aid non 

experts in completing their own assessments

Additional Comments
It was fantastic to be shortlisted for this award last year. The work of 
that project, the incredible feedback we received and the support of 
organisations such as iNetwork gave us the launching pad to move forward 
with the next phase of the project which has resulted in the Dapian product.
 
These awards provide us with a great opportunity to share this story with 
the iNetwork members and it is always such a positive experience to enter 
into these awards alongside the other candidates.

The result of the project is Dapian – a digital solution to Data Protection 
Impact Assessments which has been developed and launched to the 
market. Dapian takes the fear and complexity out of DPIAs, uses plain 
English guidance and support and empowers users to go on to complete 
quality assessments. The project has evidenced that a 65% saving can be 
achieved by using Dapian as a digital solution, which ultimately leads to 
more quality DPIA’s being completed.

Dapian has a roadmap for future developments. The product which has 
been launched is the minimal marketable product and soon, we will see 
more functionality being added. The next focus for the project group is 
to implement an automated risk identification tool which will proactively 
suggest appropriate mitigations for the risk posed. Whilst the project has 
now concluded, the project team remain engaged as a functional user 
group to continue to help shape and prioritise the requirements, and ensure 
that the Dapian team can continue to access the industry insights that they 
need to drive Dapian forward to become an industry leader in this space.

• the product is sustainable in the long term because development costs 
and on-going maintenance costs are decreased. multiple organisations 
across the UK (potentially Europe in the future) can sign up to the 
product for low subscription costs.

• the product has a large pool of experts to call upon as the product 
evolves and share new best practise with.

In this project we had Coalescent whose role it was to ensure its 
sustainability through commercial success. Far too often projects are 
launched without any consideration about how it will be sustainable long 
term. Coalescent brings the expertise to ensure the product can continue 
to evolve and be maintained long beyond the duration of the project. 
Coalescent has already been successful in signing up 14 organisations to 
use the Dapian product and has a business plan to see 35 sign ups by the 
end of July 2021. It is through these new customer subscriptions that the 
product will remain viable and continue to evolve over the coming years.

Partner 
Excellence
Nomination
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Stockport Council

Project Aims and Objectives:

Our objective is to tackle digital inequalities (this is tightly bound up in 
social exclusion and inequalities) as a whole borough and not just as a 
council. So we have formed an alliance with partners (businesses, charities 
and organisations) that share these values and aims. 

In March 2018 Stockport Council established a Digital Inclusion Alliance to 
help digitally excluded residents to gain digital skills and confidence. We 
are an alliance of partners from all sectors who bring different expertise and 
resources to help shape, support and promote the ‘DigiKnow’ movement in 
Stockport.

Our aim is to give people the digital skills, confidence and access they need 
to use the internet in ways that help them to achieve positive outcomes for 
work, health and life.

Trusted faces in local places:
The people most likely to be digitally excluded are typically those less likely 
to engage with adult learning due to specific barriers such as financial 
difficulties, health and disability issues, language barriers or social isolation.
The DigiKnow approach is to deliver digital skills support through 
established and trusted community groups and organisations who already 
provide social support. This way there is more chance of helping these hard 
to reach groups.
Community groups offering digital skills support can be found on the 
Stockport Local online directory or call the DigiKnow Helpline 07537 
127095. Building a network of community based support centres is the key 
goal of this movement. We want to recruit as many community groups as 
possible including: 
• social/interest groups – could you build digital support into your regular 

activities?
• groups set up to offer aid or help to people in crisis – could you build 

digital skills support into your regular mission and reduce repeat visits?
• groups who have been set up to provide digital skills support, however 

informal

Our aim was to establish this network and help them to support over 6,000 
individuals in 2 years. Together we actually managed to support over 8,000 
people from April 2018 to March 2020. 

Then in March everything changed and our libraries were forced to close 
meaning access to devices and wifi became a bigger issue than before 
just at a time when people needed digital access to shield effectively – ie: 
purchase food online or complete school work etc. This just strengthen our 
resolve to do more.

The Achievements
Since April 2020 DigiKnow has:
• Retrained our digital champions so they can provide support remotely 

rather than in the usual face to face sessions
• Opened up a phone line so that access/contact can be maintained and 

people can request help
• Provided digital skills support to the VCSE to enable them to use digital 

methods to keep in contact with their client base
• Started a Digital Lending Library – so far over 120 devices have been 

loaned out to people to help them look for work, complete school work, 
stay on top of their finances and benefits and contact services

• Worked with partners to distribute over a thousand devices and data 
– working with Age UK’s Connect 2020 project, with DevicesDotNow, 
Good Things Foundation’s Supporting Families, DfE’s laptops to 
schools

• We’ve donated tablets to every care home and supported residence in 
Stockport and offered skills support in using it

• Joined Hubbub in their Community Calling scheme to get recycled 
smart phones to those fleeing domestic abuse or persecution

• And we’re exploring a device recycling scheme for the borough to help 
maintain damaged devices returned to the library and to provide low 
cost devices to people on benefits

Here is a video featuring 91 year old Mable in Stockport telling us about 
the impact on her life having a tablet has made. This shows how good 
collaboration really works – it was a mutual aid volunteer who discovered 
Florence in need of food and company. She told us and immediately one of 
our alliance partners linked in with the DevicesDotNow scheme to get her a 
tablet with data and we trained up the volunteer to provide support in how 
it is used. 

DevicesDotNow - Mable’s Story - YouTube https://www.youtube.com/
watch?v=SLSYeLAz7Vw

Additional Comments

Throughout all of this we have been sharing our experiences and our 
learning by blogging. See here for “Digiknow” | Digital Stockport Blog 
https://www.digitalstockport.info/?s=Digiknow

DigiKnow
Transforming & Innovating Public Services Award Nomination

What are the key learning points?

Tip	1	-	Work	in	partnership – there are many businesses, charities and 
organisations who wish to make a difference here and who would benefit 
from people having connectivity and good digital skills. Try to add digital 
into everyone’s mission as an integral part of what they offer rather than 
creating something separate from what they already do. Addressing digital 
inequalities is a bold ambition so no one organisation can not do this alone.

Tip	2	-	This	is	a	marathon	not	a	sprint. Don’t see this as a project with an 
end date but instead as something that needs to be a sustainable part of 
your inclusion strategy. So much funding is limited to 6 months or 1 year. 
The key is to try to find out what this can seed fund to get something off the 
ground but always with an eye on how it can viably continue.

https://www.youtube.com/watch?v=SLSYeLAz7Vw
https://www.youtube.com/watch?v=SLSYeLAz7Vw
https://www.digitalstockport.info/?s=Digiknow
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Tameside Council

Project Aims and Objectives:

The edge of care team comprise of both female and male workers, they 
attend to children and families when in crisis and work on a 121 basis 
in the home to keep families together and teach new skills to prevent 
them entering into the court arena. This work is intensive, consistent and 
sometimes exhausting. Throughout the last twelve months, all 12 of the 
team have worked relentlessly, during the Covid pandemic, making sure 
children were seen, fed with gift baskets, baby milk, clothed donated from 
family and friends and kept the side going and mostly had an immense 
effect on keeping children safe and loved. Coming up to Christmas again 
they have rallied round and obtained copious amounts of toys for the 
children who at Xmas would otherwise go without. I appreciate that they 
get paid for this job, however without the human touch and the passion 
for safety and wellbeing of children and families they would not be able 
to achieve the results for TMBC that they do, I believe this deserves 
recognition after this difficult year.

The Achievements

Keeping 95% of families together, reducing costs to the local authority by 
preventing children entering the care system, showing parents how to care 
for their children preventing financial burden on other multi agencies who 
provide learning courses and parenting courses.

What are the key learning points?

The team are consciously learning new skills, from working through Covid 
they have learnt that they can all work together, endure a lot more than 
originally believed and have made a significant change to young peoples 
lives that will grow to give something positive back to society

Additional Comments

The team are a crisis response team, this means attending families 
addresses when they are in conflict, this could mean during their own 
family time, team members never refuse to go out either in work time 
or personal, I really do think that they go above and beyond constantly 
without breaks and deserve to be praised for this.

Edge of Care Team
Transforming & Innovating Public Services Award Nomination
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Greater Manchester 
Combined Authority

Project Aims and Objectives:
The new, first of its kind Early Years application, allows parents and carers 
to access information and support for their child whenever they need it. 
The app was developed by the Greater Manchester Combined Authority 
(GMCA) with colleagues from the GM (GM) local authorities, GM Health & 
Social Care Partnership and frontline colleagues within the NHS.

The app is transforming the way health information is delivered and shared 
in GM. The app means that paper-based assessments used to review a 
child’s development up to the age of 2.5 years are now digitised, allowing 
parents and carers to efficiently complete the assessments online and 
access their records. The new system will help health visitors to identify 
developmental issues earlier and provide support for the child and their 
families quicker than current methods. It will also free-up valuable clinical 
time for health visiting teams, thought to be worth around £10m per year 
in productivity (once rolled out to the rest of GM), enabling health visitors 
more time to provide better quality care for our youngest citizens.

In GM, we are doing digital differently, we are committed to being a digital 
city-region that puts our residents at the heart of our plans and are working 
towards our ambitions to be recognised as a world leading digital city-
region. Home to more than 2.8 million people and with an economy bigger 
than that of Wales or Northern Ireland. Our vision is to make GM one of the 
best places in the world to grow up, get on and grow old. 

We want to empower people through digital and ensure that everyone 
in GM, whatever their age, location or situation, can benefit from the 
opportunities digital brings. Through our GM Digital Blueprint, we have 
committed to:
Offering digital access to public services that is joined up, user friendly and 
makes sense
Making sure everyone can get online to access public services within their 
community
Helping everyone to be confident internet users and helping people avoid 
internet harms like online fraud
Giving plentiful opportunity to feedback, recognising the importance to 
people that their voices are heard.

School readiness figures in GM are lower than the national average, with 
almost two in every five children not reaching a good level of development 
by the age of 5; increasing to one in every two children when in receipt of 
free school meals. Along with commitments made in our Digital Blueprint, 
the ‘Taking Charge of our Health and Social Care in GM’ strategic 
plan identified reform of Early Years provision as key to increasing the 
productivity of families. The plan committed to increase the number of GM 
children who reach a good level of development.

Through the GM devolution agreement, the transfer of Health Visiting 
commissioning to local Authorities, free early education places for 
disadvantaged 2 year olds, the Early Years Pupil Premium and the 
development of integrated services for 0-2.5 years we are presented 
with an opportunity to develop system-wide transformation. Supporting 
a sustainable shift from expensive and reactive public services to 
prevention, proactivity and early intervention. This will begin to break 
the intergenerational cycles of poverty and reduce levels of complex 
dependency.

The ambition of our programmes is to improve outcomes for children and 
their families by establishing a more consistent, integrated pathway with an 
emphasis on promoting early intervention and prevention. The programme 
has been developed to implement the Start Well Strategy and meet key 
objectives across the following themes: 

The Achievements

The initial outlined benefits of the Early Years project were: 
• Increase capacity of Heath Visiting (approx. 30% based on Salford 

pilot) so that families digitisation of assessments can be supported 
more effectively 

• Provide professionals with accessible and mobile data that is currently 
locked in paper records

• Better commissioning as public health officers often commission 
without any underlying historical demand data

• Creates richer data that will support risk stratification work 
• Data shared with Early Education Settings and schools ensures support 

needs are identified earlier 
• Puts the citizen in control of their own data

Following the completion of a problem statement matrix with the service in 
Bury, further emergent benefits have also been identified. Using the original 
benefits and tracking those emergent benefits, the following list of tangible 
benefits was created. 

Those accessing the app access video content pertinent to their child’s age 
range and this will reduce the number of queries to the HV service.
Ratification of records; records are currently stored in different formats, 
mediums, and locations. Amalgamation and ratification will improve the 
quality of the data and access to it, the timelier access to the data and 
improvements in the ability to share it.
Management of staff resourcing will be improved as the app will provide 
clear indications of workload and cases allocated to staff.
Benefit of advance viewing of the forms by HVs. HV will be able to review 
ASQ forms and other background information /pertinent assessment 
information prior to the appointment. HV will gain the ability to focus on 
complex needs and plan particular areas for review/questioning prior to the 
appointment, meaning more targeted sessions with parent/carer. Reduction 
in the need for hard copy packs used during assessments, meaning a 
reduction in costs, time, waste, and a smaller carbon footprint.
Prior completion of relevant forms means that the appointment session 
time allocation could be better used by the HV to tackle extra activities 
such as smoking cessation advise or alcohol consumption questions

Early Years Application
Transforming & Innovating Public Services Award Nomination

1. A healthy start, with supported parents and good early development
2. Stable families and strong relationships
3. Good early years provision in a caring environment
4. Places to play, develop and learn

The issues that professionals working within the Early Years Model are 
experiencing can be summarised as:
Existing model uses different local case management systems or paper-
based processes. This causes problems with the correct data being shared 
and in a timely manner
A need for increased information sharing and more robust, comprehensive 
agreement to facilitate information sharing across the 8 Stage Model.
No consistent model of assessment and data recording across Early Years 
Settings.

The 8 Stage Model has been adopted differently across the 10 local 
authority areas.

The app offers an integrated portal to view and manage data and complete 
digital assessments, gives mobile access to digital child development 
records for both parents and health practitioners and has digitised paper 
based development assessments. The app uses a Digital Outcome Record 
to provide a cumulative record of a child’s development to share with 
other early education settings and facilitates the uploading and sharing of 
documents between health professionals and parents/carers.
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What are the key learning points?

Throughout the development of the Early Years App, GMCA has had strong 
working relationships with the health visiting teams in the early adopter 
localities. We’ve worked closely with them to establish their requirements 
and worked collaboratively on the content and design of the App. This 
helped to ensure that the App was fit for purpose from deployment, 
enabling parents/carers and workers to complete digital assessment forms 
and share documents and have mobile access to child records and video 
content. 

One learning point that would be useful to be aware of for future 
deployments is to ensure there is flexibility within the App to account for 
any differences amongst localities. There is sometimes divergence from 
uniform regional policies and processes, e.g. which universal assessment 
forms are used, so having the ability to tailor the application helps to meet 
specific user requirements.

It is also beneficial to involve senior officials responsible for project sign off, 
e.g. in Information Governance, from an early stage to give them a strong 
oversight of the project and enable them to ask questions and raise any 
concerns early on. This helps to facilitate a smooth sign off of the project at 
the appropriate time and avoid any complications or delays.

Additional Comments

Work is underway to integrate Early Years with the Patient Demographics 
Service to pull through demographic data for new births, and in future to 
integrate with local Electronic Patent Record systems. 

Additional localities in GM will be adopting the Early Years app, either as a 
standalone app or when integrated with their local systems. 

The Early Years app is also being expanded to include additional 
WellComm and developmental data for older children in Early Education 
Settings.

An electronic file is made readily available for extraction and sharing if 
necessary. Documentation is less likely to contain mistakes and lack of 
clarity caused by handwriting would be removed.

The key driver outlined in the PID is, “to get more children ready to start 
learning at school at age 5”. 
The assessment forms have been digitised to help ensure children are 
developing as expected and provided with additional support when 
needed. The benefits for parents and carers include:
Makes it easy to access and complete forms online – they will no longer 
need to worry about losing or forgetting the paper forms
Gives them online access to their child’s development records whenever 
they need them, increasing their ownership and control of their data.
Provides videos and other guidance to support their child’s language and 
development
Enables their health visitor to share documents with them through the app
Meets people’s expectations of being able to use technology in many 
aspects of their lives 
Increases involvement in child’s development and engagement with 
services 
Improves experience of assessment process as information shared 
between agencies doesn’t need to be repeated.

Benefits for health practitioners and commissioners include:
• Provides accessible and mobile data currently locked in paper records
• Better tracks a child development to more quickly identify children who 

require additional support 
• Easier tracking of caseload and child records
• Less time spent on manual form filling and preparing paperwork for 

appointments
• Automatic scoring on assessment forms 
• Option to review forms submitted by carers in advance of an 

appointment
• Ability to print or save assessment form and child data

Additional benefits across GM include:
• Transforms the way services are used to better meet people’s needs 
• Provides a consistent model of assessment and data recording across 

localities 
• Better information sharing across agencies and avoids repeating and 

duplicating information
• Breaks down data barriers between families and health and education 

services 
• Information is held in one place and is easily available to staff and 

parents/carers 
• More effective commissioning 

• Savings in staff time and service costs
This work will pave the way for other public service areas to digitally 
transform the service citizens receive, by digitising paper-based forms, 
joining up different parts of the system and sharing information safely 
and securely. The app is hosted on GM’s Digital Platform, an advanced 
technology solution that allows data from multiple sources to be re-used by 
a variety of systems, allowing health and public sector professionals to use 
and share accurate and appropriate information at a quicker pace.
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Manchester City Council

Project Aims and Objectives:

I am nominating this team to celebrate over 10 years of pushing the 
boundaries on sustainable procurement, social value through our supply 
chain and ethical procurement. As a result the Council is at the forefront 
of progressive procurement practice with many authorities and other 
organisations watching and learning from the Manchester way and looking 
to follow Manchester’s lead. 

In the spirit of the Our Manchester Strategy, team members have been 
actively innovating within procurement processes to ensure that every £1 
spent benefits citizens of Manchester beyond the actual direct delivery of 
the contract. 

The objectives of our Social Value Policy are: 
• Promote employment and economic sustainability
• Raise the living standards of all residents
• Promote participation and citizen engagement
• Build capacity and sustainability of the voluntary and community sector
• Promote equity and fairness
• Promote environmental sustainability

The Achievements

Working with other teams notably Work and Skills, Legal and elected 
members they have raised the profile of Social Value, pushed / cajoled and 
encouraged suppliers to innovate and help communities and as a result 
created real jobs, apprenticeships and opportunities for the people of 
Manchester. 

In 2008/9 51.5% of procurement spend was in Manchester, in 2015/16 that 
figure stood at 73.6%. Meanwhile, the amount re-spent within Manchester 
by suppliers has increased from 25p in the £1 in 2008/09, to 43p in the £1 
in 2015/16. (Based on over £400million of our annual procurement spend 
with suppliers). 

In recent years, the council has increased its spend with SMEs by 20% – 
to 62%. Some 1,302 jobs and 665 apprenticeships have been created by 
suppliers alone.

64% of our suppliers now actively provide support to the voluntary and 
community sector, and the council is now using these examples to promote 
good practice to suppliers supporting other priority groups, including: 
• Looked after children and care leavers
• Helping long-term unemployed people with an underlying health 

condition and/or complex needs
• Supporting disabled people
• Helping older people, specifically adults over 50 who are economically 

inactive and/or in poor health
• Supporting vulnerable adults overcoming a crisis
• We have been measuring social value foe many years and have a wide 

range of indicators of social value outcomes which can be shared to 
support this submission. 

The work has been promoted through an annual event attended by 
Councillors, Local Authorities, Businesses, Charities, Housing Associations, 
Government, NHS and Voluntary Sector organisations. The event entitled 
‘Procurement as a tool to enable growth and tackle poverty’. A publication 
‘The Power of Procurement II The Policy and Practice of Manchester 
City Council – 10 years on’ was produced to support one of the events 
and reflects on and celebrates the ten years of Manchester’s progressive 
procurement.

A Social Value Tool Kit was produced by the team and has been widely 
promoted for use by suppliers when tendering for Council Contracts. It 
sets out the Council’s social value priorities and contains case studies to 
develop suppliers understanding and ultimately delivery of Social Value. A 
social value toolkit for commissioners was also developed to support our 
internal stakeholders to ensure that social value is embedded in everything 
that we do. 

The Councils Ethical Procurement Policy was also written during this period 
which sets out the behaviours that we expect of our suppliers on issues 
like employment, trade union recognition and modern slavery to name but 
a few.

There has been a concerted effort by the team to push the boundaries and 
promote Social Value in all of it’s activity. There have been challenges by 
suppliers, stakeholders and others but they have stuck to their guns and 
achieved great results recognised nationally (and internationally). This has 
resulted in us working collaboratively with organisations from up and down 
the land and beyond to learn from others and share good practice with 
others setting out on their social value journey.

We are currently resetting Social Value in response to Covid 19 to focus on 
the communities disproportionately impacted by the pandemic. We have 
had staff supporting the PPE effort from early in the pandemic and have 
recently worked at short notice to ensure food vouchers are allocated in 
time for the coming holiday periods.

Embedded Social Value at Manchester City Council
Connected Procurement & Commissioning Award Nomination
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What are the key learning points?

It wasn’t easy and senior sponsorship within the organisation has been 
crucial. It’s more than issuing a policy and we have done much to promote 
this within the Council to make it part of the culture of the organisation. 
Support and challenge from Members has been important and this has 
really helped to push the agenda along, particularly since 2015 when a sub 
group of the Resources and Governance Committee. 

In addition, we learned a lot from taking to our existing suppliers who 
offered innovative ideas to meet social value objectives. Their impact in 
communities can be focused to where the benefit is needed most. 

Since 2016 social value has been weighted as part of tender decision, 
currently at 20%, potential suppliers are required to demonstrate how they 
will deliver against the priorities. Initially set at 10% we increased it to 20% 
to encourage suppliers to think more seriously about social value with more 
weighting that could swing marginal decisions in favour of the best social 
value offer.

We are currently considering an additional 10% weighting for environmental 
considerations.

Procurement rules shouldn’t be seen as a barrier to delivering social value 
as there is provision within them to include social considerations.

Additional Comments

We have a committed team of people within the Council working hard to 
derive the benefits of our procurement spend for local communities. We 
have become a Real Living Wage organisation working with our supply 
chain to promote the living wage. We have signed a number of Covenants 
including the Care Leavers Covenant and the Armed Forces Covenant 
and we link up these groups with social value offers e.g. Barclays support 
young people leaving care through their social value initiatives.
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Greater Manchester 
Combined Authority

Project Aims and Objectives:
The Greater Manchester Technology Fund (GM Tech Fund) was a rapid 
response to the impact of school closure during the first lockdown of the 
COVID-19 pandemic. Greater Manchester Combined Authority invested 
£150,000 in 567 kit bundles which were made available to disadvantaged 
and digitally excluded pupils, working closely with schools and colleges to 
identify those in most need. 

The fund was created after it became apparent that insufficient connectivity, 
data and devices in family homes left a large number of young people 
in Greater Manchester without the means to carry out their schoolwork, 
communicate socially or access essential services and support. The fund 
aimed to provide learners at risk of digital isolation with the technology and 
connectivity needed to continue their learning at home while schools and 
colleges were first closed.

In April, the Dept. for Education announced a scheme whereby the 
government would provide free laptops, tablets and 4G dongles to 
certain pupils struggling to learn at home. The scheme was open to some 
disadvantaged year 10 pupils, care leavers and pupils with a social worker.

Whilst we welcomed the announcement from the Department for 
Education, as a region we had already recognised the need to go further 
and faster to help those most in need. Our young people, their parents 
and guardians needed to feel assured their education will not suffer during 
this period of lockdown. We also hoped these young learners will benefit 
through reconnecting with their peers and school network.

A cross-cutting team was formed to mobilise the GM Tech Fund project to 
explore the scale of the problem, identify where to target distribution and 
work with three pilot schools to understand what the young people required 
to become digitally enabled. 

The Good Things Foundation research shows that ‘Disadvantaged young 
people are likely to have lower quality access and lower levels of digital 
skills which impede their ability to take up education and employment 
opportunities’.[1] As part of this scoping exercise we need to discover:
Who is in need? Why are they in need? (FSM eligibility; EHCP; 
overcrowding in the home; Looked after children; young carers etc.)

What is their need? (Do you they have internet access but only 1 smart 
phone in the house? Have a laptop but no data access? Have no access to 
data or a device? Is this need because of Covid, or was an existing need?) 
We used data we had on varying indicators of deprivation (Free School 
Meal eligibility, number of looked after children, etc.) to analyse where the 
greatest need would be. To do this we used research from the Good Things 
foundation, and our existing data to rank X State-funded secondary’s 
across Greater Manchester from most to least deprived using FSM 
eligibility data. 
The project team worked with Local Authorities and schools to arrange 
delivery of the kits and distribution to the young people. Schools were 
prioritised based on the proportion of young people receiving free school 
meals; digital inclusion is connected to social exclusion. The decision 
about which children to provide with the kits was managed by the schools, 
allowing them to use their knowledge and experience to ensure that the 
digital kits went to where they were most needed. The schools were also 
consulted to ensure that the correct level of digital skills and online safety 
was assured for the young people receiving the kit.

Greater Manchester Technology Fund
Transforming & Innovating Public Services Award Nomination

The Achievements
The intended benefits of the Technology Fund were enabling young people 
to access online learning, to socialise and to access online services, 
information, advice and guidance during lockdown. The schools in receipt 
of the digital kits told us students are now benefitting through the ability to 
take part more regularly in online lessons and lesson plans and are able to 
work independently to complete homework or research.
Some schools have seen an improved engagement with teachers and 
tutors though regular ‘check ins’ and pastoral support and an increase in 
the number of hours of schoolwork completed. 

At the Hathershaw College, Oldham one parent explained that access to 
this kit has had a ‘very positive impact’ on her sons learning and that they 
found the equipment ‘very straight forward to use’.  

Andy Potts, Assistant Principal at The Hathershaw College said “Digital 
exclusion is always a consideration of ours, we need to ensure that pupils 
with limited or no access to a laptop or internet are not disadvantaged 
and that their ability to learn is not negatively impacted. In our school, 
the Greater Manchester Technology Fund has been an overwhelming 
success and I would like to say a huge thank you- it has been a wonderful 
opportunity at a time of need for some of our most disadvantaged pupils”.

We also received the following feedback directly from some Greater 
Manchester headteachers, pupils and their parents who received kit under 
the Tech Fund:
“The laptop was easy to use and has helped me access schoolwork from 
home. Thank you for helping me” 
There were other benefits of the project which were not foreseen at 
conception. 
The provision of digital kits to the homes of some of the most economically 
disadvantaged families in Greater Manchester was a key tool for teachers 
to use in their ongoing relationships with some of the most vulnerable 
children. Children who were living in homes where there is violence, 
substance misuse and safeguarding concern were able to communicate 
with their teachers face-to-face via video conferencing.

This opportunity to have regular ‘eyes on’ vulnerable children had been lost 
when the schools closed and had been maintained by teachers visiting the 
doors of households with paper copies of lessons and learning materials 
for the child. This had limited effectiveness due to the lack of regularity and 
the inability to communicate with the children for any significant length of 
time or monitor their everyday behaviour. The introduction of the digital kits 
placed the children back in regular face-to-face contact with their teachers 
and enabled teachers to monitor their activities and lesson completion 
online.

GMCA leveraged an existing relationship with Virgin Media Business to 
allocate a £50K seed fund for the purchase of digital kits for distribution to 
young people via schools in all 10 Localities of Greater Manchester. Further 
contributions were made by ANS Group and directly from GMCA. 
The GM Technology Fund successfully purchased and delivered 567 digital 
kits within 6 weeks of the project conception. Each digital kit delivered 
included a Chromebook, a MiFi and an unlimited three-month data plan.
 
The Technology Fund supports Greater Manchester’s existing commitment 
to provide essential digital skills to everyone, improve the digital capabilities 
of the region and strengthen the digital talent pipeline.

[1] https://www.goodthingsfoundation.org/young-adults-digital-skills-gap



30

What are the key learning points?

The Greater Manchester Technology fund was managed in an agile way. 
The rapid sprint required high intense activity for a short period of time. The 
user requirements of the young people were quickly learned through a pilot 
with three schools and the kits were based on the minimum specifications 
required by the young people to enable the funds to spread further to 
support more young people. The project was then rapidly scaled and 
successful delivery to 567 young people was possible in a very short period 
of time. 

One of the lessons learned from this approach included the value of using 
small pilots to test assumptions before a scaled-up delivery. We had 
assumed that the young people would need a high specification laptop 
with particular software provided. However, through running a pilot we 
discovered a lower grade device would be adequate and that the schools 
could place software on the devices themselves. This meant the cost per 
‘kit bundle’ became lower than originally anticipated and the tech fund was 
able to reach more young people. 

The team also learn that, when a project is time critical, the value that can 
be achieved depreciated as time progresses. Every day that the project 
went on was another day of young people being disconnected from 
learning, from friends and families and from vital support and services. It 
was therefore necessary to forfeit some of the analysis and precision in 
approach to enable an early realisation of benefits.

Managing relationships with stakeholders was key to the success of 
the tech fund – working with suppliers, head teachers and potential 
investors. Where possible, we utilised existing relationships due to the time 
constraints of this project, we utilised the relationships that GMCA’s Bridge 
GM team have with schools and colleges across Greater Manchester that 
are part of the largest Enterprise Adviser Network outside of London.

These EC’s were able to reach out to schools in their network, who they 
had established relationships with, and effectively manage this part of 
the stakeholder relationship. As the EC’s already had links with many 
schools who benefitted, it enabled us to quickly contact, get consent 
from, and finally deliver kit to schools. Without the links of the EC’s this 
may have taken much longer and likely wouldn’t have been as effective. 
These established relationships also meant it was straightforward to 
garner feedback for our evaluation, as well as anecdotes from teachers, 
parents and pupils to use in our communications. We harnessed existing 
relationships with suppliers of ICT equipment, through our digital team with 
the aim of purchasing kit in bulk at a lower rate and worked with a supplier 
who were keen to support our young people in Greater Manchester through 
the fund.

The way the fund was financially supported was also seen as an 
achievement. Investment from Virgin Media Business came through their 
delivery of a local full fibre network for Greater Manchester following 
their commitment to support local people when they were successful in 
securing that contract earlier in the year. ANS Group are another private 
sector partner the authority is working with – developers of two application 
launched across Greater Manchester (early years application and the 
community hub application). This was seen as great example of private 
and public sector collaboration, with both these organisations using the 
GM Tech Fund as a way to acknowledge that addressing digital exclusion 
doesn’t just rest on the shoulders of the public sector.
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London Borough of Hackney

Project Aims and Objectives:

The tool was created in response to an overwhelming request for help 
from residents, particularly vulnerable residents of the borough when we 
went into lockdown as a response to the coronavirus pandemic. This 
included categories such as shielded residents - over 70s, pregnant women 
and residents with health issues. To respond to this need promptly we 
leveraged several AWS services and Platform APIs to quickly develop and 
deploy a solution, with the first version going live within 4 days. Over 1,200 
households in Hackney utilized this service to ask for urgent help with food 
& medicine, mainly because they couldn’t leave the house and their normal 
support mechanisms weren’t available. This project used Platform APIs 
which are reusable data domain driven APIs to reduce development time 
and cost for existing and future services that will need data from a given 
data domain. Furthermore, the project also focuses on building a reliable 
cloud infrastructure, with data migration from on-premises to a cloud 
environment, thus making data and service availability greatly increased, 
aiming to reach an availability of 99.99999%. The project also includes the 
development of an API Hub that will be used for easy discovery of available 
APIs.

The Achievements
• Reduced development time & cost
• Great improvement on data availability and thus, services availability
• Less dependency on on premise data sources
• Team confidence in using cloud products and developing solutions 

including Solutions Architect certifications within the team. Secure, 
highly available and reliable cloud environment

• Reusable data pipeline from on premise product to cloud based 
environment.

• Reusable API template (boilerplate) with all tools and dependencies 
already set up, which greatly reduces development time of new APIs 
and ensures consistency across.

• Improved CI/CD pipeline, deploying to separate AWS accounts, which 
provides better separation of environments.

• Stable and scalable architecture.
• APIs not built on demand or for random services, but driven by 

existing data domains, which reduces dependency on backend 
development and speeds up the delivery of new services 

• Custom authorizer, which provides better security and fine access 
control down to the API endpoint level

• Provides confidence that users will only be able to consume an API 
endpoint they should have access to

• Catalogue of available APIs (API Hub), to ensure easy discoverability 
of new and existing APIs and prevents possible duplication of work

I Need Help Service
iStandUK Award Finalist

What are the key learning points?

• Built our core skills including our apprentices.
• Ensuring we have a consistent and reusable code base for all future 

APIs via our boilerplate Base API.
• Have well documented solutions to easily onboard new developers 

and simplify maintenance and support.
• Have a responsive support mechanism to respond to application 

issues fast.
• Collaboration with various teams including Security team,Information 

& Governance and Data & insight team for PIA and API usage 
framework.

• Data migration methods can vary massively depending on use 
case - built 3 ways of migrating data to account for possibly known 
scenarios

• Introduced the usage of Lambda, replacing existing ECS with EC2/
Fargate set up as it was better suited for our use case. Templated 
infrastructure set up using infrastructure as code - All AWS resources 
are now created using Terraform and Serverless framework, allowing 
for quick creation of resources and easier maintenance. As most 
of our APIs AWS infrastructure setups are the same, we produced 
templates to reduce development time and make provisioning of all 
required resources happen in minutes.

• Producing API documentation prior to development using 
Swaggerhub
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Manchester City Council

Project Aims and Objectives:

In January 2020, Manchester tested a new approach to support some 
of the city’s most complex and vulnerable residents living in one of 
Manchester’s neighbourhoods. This project aimed to work with residents 
who have complex support needs and to bring the right services together 
to plan a coordinated approach to support them. The pilot was called Multi-
Agency Prevention and Support (MAPS).
 
MAPS identified residents with complex support needs who were unable to 
access services, this could be due to not meeting service criteria or from 
loss of engagement with services. Without the right support people can 
often present repeatedly at different services, generating multiple ‘contacts’ 
but not receiving the right support. MAPS enabled us to bring these cases 
to a forum and be discussed in detail with multiple partners from a range of 
services with both local knowledge and specialist service insight. 

The multi-agency approach included services from across Manchester City 
Council, Manchester Local Care Organisation
(including Adult Social Care), Greater Manchester Mental Health, Greater 
Manchester Police, Housing Providers, Drug and Alcohol services (Change, 
Grow, Live), Domestic Violence and Abuse services, Be Well service (VCSE) 
and other partners who are members of the Bringing Services Together for 
People in Places (BSTPIP) programme. 

The aim of MAPS was to improve partnership working and help to reduce 
demand on front line services by supporting residents to access the 
appropriate service. 

The objectives for the MAPS pilot were to:  
• Bring services together to work with high demand residents in the 

neighbourhood and utilise the breadth of knowledge and expertise in 
the area 

• Share information and insight to better inform planning 
• Discuss cases and build action plans to create person-centred 

approaches 
• Share resources and working ‘together’ to better support our 

neighbourhoods
• Leave no adult behind and develop a community where everyone is a 

valuable asset
• Improve relationships and communication between services. 
• Reduce unmet demand and repeat calls on services.

MAPS started as an in-person weekly case management forum, due to 
social distancing measures it become a virtual meeting conducted via 
M365 Teams. Each partner has access to their own system, providing live 
updates and information on cases. Actions are agreed during the meeting 
and are reported to the chair at the next meeting. Joint actions are often 
set which require two or more partners to work together. Undertaking the 
pilot during lockdown has been challenging, however the collaboration and 
relationships built throughout the process have resulted in some extremely 
effective outcomes. 

Through improved sharing of information and taking a strength-based 
approach, services created a better understanding about individuals they 
were working with. Services could then plan activity to encourage the 
resident to access the right support. We were able to directly manage 
demand on services and ensure that relapses were managed at the earliest 
opportunity. The pilot also built better working relationships between 
services, providing direct links and new communication channels between 
the partners. By improving communication, we were able to ensure that 
issues were managed quickly and precisely, further reducing demand on 
front line services. 

The Achievements
The key achievements have been: 
• Strong working relationships built across multiple organisations 
• Better place vs person approach within each neighbourhood 
• Trauma informed workforce that considers the persons journey rather 

than their impact 
• Effective use of resources and support within the neighbourhood 
• Better outcomes for residents and communities 
• Better awareness of the offer within neighbourhoods 
• Community identity is increasing 
• Visible workforce within the community - ‘things being done when they 

say they are’. 
• Significantly less procedures and pinch points within organisations 

when trying to address an issue. Clear and concise reporting and 
management of the forum. 

• Complete and accurate information recording

The following case example illustrates a MAPS case in action:
XX was a single female living in her house with her abusive son. Due to 
illness she was taken into hospital. She was referred to MAPS for support 
due to Domestic Violence & Abuse, financial abuse and significant illness. 
XX was referred by her Social Worker who required assistance, ensuring 
that when she returned from hospital to her home that she was safe, had 
the appropriate support and was able to manage living independently. 

MAPS partners assisted and advised: 
Independent Domestic Violence and Abuse services & Women’s Aid 
support to address Domestic Violence & Abuse including financial and 
emotional support. 

Care co-ordinator discussed with GP to ensure appropriate medication, 
adaptations and modifications were provided to assist with independent 
living. 
Be Well agreed to provide day to day support with independent living with 
social services.
 
Southway housing are assisting with downsizing and moving into a more 
suitable property in a different location.

Police are monitoring the address for any further instances of Domestic 
Violence & Abuse. Her son is not allowed to attend the address and XX is 
aware that should he return she can call the police at any time and they will 
attend. 

Had MAPS not interacted it is likely that she would have returned to her 
son at the address to suffer further abuse, without the additional support in 
place.

Multi Agency Prevention and Support (MAPS)
Transforming & Innovating Public Services Award Nomination

Manchester has now rolled out MAPS to two other neighbourhoods in the 
city and plans to roll this forum out to each neighbourhood across the city 
over the next year. 

In Summary, the MAPS project was designed to help our most complex 
and vulnerable residents lead better and more stable lives. What we didn’t 
determine as an extra outcome was the strong working relationships of 
partners within neighbourhoods working together to support both our 
complex residents and the community in which these residents reside. By 
considering not only the person and the impact they have on the place. We 
are now considering the place and the impact that can have on a person.
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What are the key learning points?

Over the past year there has been a lot of time to consider key learning 
points. The impact of the pandemic has been considerable and has 
required the process to adapt in order to continue to function. There have 
been some challenges to delivering the meeting virtually and there would be 
benefits to being able to meet in-person. In addition, added pressures have 
been felt with working with complex individuals during a pandemic and the 
restrictions that have been in place. Outcomes may have been significantly 
impacted as a result of fewer in-person services and interventions. 
However, the key learning points are as follows: 

Creating and ensuring a trauma-informed neighbourhood. Adverse 
Childhood Experiences (ACE’s) play a significant role in the cohort of 
residents seen during the MAPS pilot. Having ACEs awareness and being 
trauma-informed enables a better understanding of the person’s journey, 
rather than their impact on the community. When a person’s journey has 
been considered, effective support can be introduced. Ensuring that the 
MAPS workforce is trained to understand ACEs became a priority within the 
forum. Members of the pilot were trained in ACEs in September 2020 and 

Learning from pilot: 

The MAPS pilot has been evaluated for its impact and has provided 
valuable learning to influence wider system thinking about how the city can 
support vulnerable residents. Recently acknowledged by leaders across the 
partnership: 

‘MAPS builds on Manchester’s track record of reforming public services 
with strong evidence showing sustained improvements in outcomes for 
thousands of families. MAPS brings together all the key partners in each 
neighbourhood to provide multi-agency support for those people that 
need it most, based on what is important to them, and how they live their 
lives. We are now rolling out this approach at scale across the city, working 
with many more citizens, helping to build a more progressive, equitable, 
inclusive, sustainable and thriving city’ James Binks, Director of Policy, 
Performance and Reform.

Additional Comments

The following illustrates the experience of the MAPS pilot: 
‘Many cases that have been referred are extremely complex, displaying 
chaotic lifestyles which has resulted in the need for various interventions 
in the past, some with limited success. MAPS has now brought together a 
range of partners and has encouraged the sharing of information and joint 
action, which in turn has and is proving to be beneficial for some of the 
individuals that have been referred into the meeting’ MAPS member.

although the impact of this training has not yet been evaluated, there has 
been a significant shift in the approach that partners have taken towards 
the actions that have been set for them. It is already evident that thought 
processes and conversations within the forum are now significantly more 
focused on the person and what support they can provide rather than just 
addressing the issues that they may be causing. 
Maintaining a strong collaborative multi-agency support team. At the 
beginning of the process, attendance to the case forums was very 
consistent. However, over the months during lockdown attendance has 
been difficult to maintain as capacity for services has become stretched. 
To maintain commitment and momentum we have re-engaged services 
and created a suite of content to share with providers that describe the 
process, confirms why it is important and how we hope to achieve better 
outcomes. From this, we have also engaged senior leaders to assist with 
this messaging and we are now starting to see more engagement from 
partners across the board. With the hopeful reduction of restrictions in the 
coming months and a re-engaged workforce, we should see significant 
improvements in attendance.

Gaps in service provision exist – particularly for single adults with complex 
support needs. The pilot has overall highlighted the need for more support 
in the city for adults who have complex support needs. Learning and 
evaluation from the MAPS pilot has highlighted this across the partnership 
with senior leaders committed to trying to address this gap.
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NAFN

Project Aims and Objectives:

In March 2020, a global pandemic resulted in a government imposed 
lockdown. During this time, organisations including local authorities were 
forced to work differently causing significant disruption. At the same time, 
businesses closed and the country faced economic crisis. 

In order to drive cash back in to the economy, the Government charged 
local authorities with administration of the COVID-19 Business Grant for 
small business, retail, hospitality and leisure at £10k or £25k dependent on 
the rateable value of business premises and other qualifying criteria. 

Within weeks of the announcement, LAs began to receive phishing emails, 
fraudulent applications, false retrospective registrations and doctored 
documents from fraudsters. Some appearing to be opportunistic and 
others clearly the activity of organised crime groups. Amongst these, were 
thousands of legitimate claims from local businesses in desperate need 
of financial assistance; some of which having their payments delayed as 
fraudsters had already made successful false claims in their name. 

A number of services had been developed both within NAFN and central 
government to support verification and validation of payment details, but 
nothing offered a quick reference accessible by all relevant departments 
at no cost. Local authorities needed a way to swiftly administer grants and 
carry out appropriate due diligence; simultaneously tackling fraudsters, 
supporting local business and saving the livelihood of local residents. The 
NAFN Covid-19 Business Grant Fraud Alert initiative was the answer and 
we developed the simple, free of charge check to support them to prevent 
losses, initiate further investigations and/or recovery action. 

The aim of our initiative was to quickly, lawfully and effectively share 
intelligence reported by members via intelligence alerts and distribute 
in real time. The alerts would provide an up to date list of all fraudulent 
applications, organisations, subjects, email addresses, bank account 
details and modus operandi as and when they emerged. Further to 
analysis, connections were detailed and linked incidents identified to assist 
investigations. Only known fraudulent data could be included further to 
assessment and grading. By consolidating all the information in to a single 
alert, highlighting in each issue the new and updated intelligence for ease 
of reference; local authorities were able to share appropriately, run account 
details through their payment systems and cross check them against new 
applications therefore raising awareness within their organisations and 
preventing further losses - a simple but extremely effective initiative not 
only succeeded in its objective but has further enhanced fraud awareness 
in local authority departments previously not involved in their organisation’s 
counter-fraud function. 

All intelligence received by NAFN is assessed, graded and given 
appropriate handling instructions. This ensures the intelligence is shared 
effectively and lawfully. It also allows each person in receipt of the alert to 
understand how to manage the content and make their own assessment 
to ensure the privacy of all parties is not breached by only distributing to 
organisations and stakeholders which lawfully require it. This particular alert 
was graded as lawful sharing permitted with conditions. Local authority 
recipients contacted NAFN frequently, prior to sharing with any bodies 
outside of their organisation.

Our objective to prevent significant losses of public funds was of course 
shared by the Department for Business, Energy and Industrial Strategy 
(BEIS) and the Cabinet Office, Counter Fraud COVID-19 Response Team. 
They soon became aware of our initiative and sought to be included 

The Achievements
In sharing a single alert (which grew from one page to 20) LAs were 
prompted to share further intelligence with NAFN which allowed us to 
identify cross border, multiple authority attacks on LAs by fraudsters 
seeking to illegally obtain public funds. This in turn supported the 
prevention of further losses. We have currently issued over 30 alerts and 
recorded over 2k fraud incidents with a total prevention value of almost 
£20m; an amount which is likely to increase as more reports come in and 
the government support continues.

The intelligence alerts successfully raised fraud awareness, not only 
amongst LA counter-fraud specialists but in all departments drafted in 
to support administration of the COVID-19 grants. Without the input of 
LAs feeding into this initiative, sharing intelligence regarding monies lost, 
recovered and prevented, many more LAs may have fallen victim and 
potentially millions in public funds lost to organised and opportunistic 
crime. 

The initiative immediately yielded benefits for local authorities (LAs), 
particularly those with little or no investigation function. LAs benefitted from 
the simple digestible formatting; our ability to share and raise awareness 
swiftly throughout their organisations and to check applications/bank 
details in bulk or on a case by case basis against their in-house systems 
and new claims. This saved significant internal resources at a time when 
much was diverted to other COVID challenges.

LAs have shared how valuable the initiative is to them and attribute a great 
deal of the prevention to our initiative (some examples are below). 
“This brings the total of attempt frauds against DCC linked to companies in 
the NAFN alerts to £770,000. Putting this against our paid Greggs Fraud of 
£150,000 it shows how valuable the alerts are.” 
Durham County Council.

“The information that you sent out this week alerted us to an attempted, 
and almost successful, fraudulent application for
£25,000 by “Barden Global LTD”. Although the NNDR account details were 
updated, the grant was not paid out.”
Waverly Borough Council.

The Department for Business, Energy and Industrial Strategy made 
contact to praise the initiative and its impact on prevention. We now have 
a fortnightly meeting and provide weekly reports for the Secretary of State 
showing the great preventative work being undertaken. 

“We are preparing advice to senior officials and would like to make 
them aware of the invaluable work you are doing, starting with this alert. 

NAFN COVID-19 Business Grant Fraud Alert
Effective Information Sharing & Security Award Winner

alongside local authorities. Further to agreeing the terms and handling 
instructions, the alert has provided the basis for government reporting to 
ministers and the Secretary of State. 

Our objective to support prevention was also bolstered by our desire to 
show the effectiveness of local authorities. In liaising closely with central 
government, we were able to show how quickly local authorities recognised 
the threat, shared details via the appropriate channels and supported 
the ongoing development of the initiative to benefit all organisations 
nationwide. In the midst of unprecedented challenges local authorities still 
recognised the benefit of effective information sharing and acted upon the 
intelligence immediately therefore mitigating the losses, which could have 
been relatively substantial.
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Additional Comments
As the intel alert has provided for such a large amount of intelligence we are 
now developing data sharing agreements with the National Fraud Initiative 
(NFI), BEIS, Police Scotland and Companies House. There are significantly 
broader benefits to be derived as a result of our initiative, which we 
continue to explore and maximise. 

This initiative could not have been achieved without the willingness of local 
authorities to share both their success and failures.

What are the key learning points?

Through this initiative we have been able to show local authorities the value 
of effective information sharing, not just in terms of building relationships 
and enriching intelligence, but the actual monetary value in terms of 
prevented losses. Their proactive engagement allowed us to build the 
alert and a central intelligence spreadsheet holding all the fraud incidents 
relating to COVID-19 Business grant fraud. This intelligence is invaluable 
and will serve to support public sector organisations in future fraud 
prevention and investigations.

In gathering and analysing the intelligence we were also able to identify 
the modus operandi. By sharing the key ways in which the fraud was 
being committed, this supported dissemination of information to officers 
outside of the counter-fraud function to understand on a basic level what 
to look out for in addition to checking bank accounts, emails addresses 
and company names. This has been built upon and incorporated into future 
alerts.

Prevented (fraud) keeps going up while losses are stable. The alerts you are 
putting out seem to be working” BEIS Counter Fraud and Investigations 
(Finance and Portfolio). 

Further benefits of the initiative include:
• Stronger central government/finance relationships; expedited 

development of agreements whereby information can be shared with 
banks, the Insolvency Service and Cabinet Office. This brought key 
benefits for local authorities, as banks acted upon intelligence shared 
to freeze accounts and were able to identify where Bounce Back 
Loans had also been paid. We’ve also been able to link banks with 
LAs enabling them to issue indemnity documents to recover the frozen 
funds.

• The Insolvency Service opened investigations in to the fraudulent 
businesses/directors; 13 to date considered cases of interest.

• A national investigation in to the cross border multiple authority fraud 
was commissioned by BEIS to be led by the National Investigation 
Service, with which we are working collaboratively.

“My colleague and I were enquiring about how to receive NAFN alerts 
which we find helpful for fraud compliance.”
HSBC Bank.

“I have seen a couple of versions of the attached Business Grant Scams 
alert and I am in the process of preparing a communication to go out to 
our Lloyds Banking Group Local Authority customers to reinforce the 
need for extra vigilance. As the team who ensure that our Commercial and 
Institutional clients receive the essential information they need about fraud 
awareness, I thought it would make sense for us to also receive the latest 
intelligence and guidance from yourselves over the current Business Grant 
Scam.”
Lloyds Bank.

As a not for profit organisation funded solely by members, NAFN services 
are often limited to organisations that are members. In this case we 
believed the prevention of substantial losses during a time of crisis required 
removal of such restrictions in the public interest. Indeed, the intelligence 
from non-member organisations supported our members and the overall 
initiative in kind. In addition, as the alert was free to all organisations that 
needed the intelligence to prevent crime, we supported them to make 
significant savings, not only in the prevention of losses but in unnecessary 
search/enquiry fees for known fraudsters.

Whilst the handling instructions for the alert were extensively adhered to, 
we identified that additional training for officers outside the counter-fraud 
function regarding basic fraud awareness and intelligence sharing would be 
beneficial. Whilst we did not record any breaches, it is our aim to support all 
public sector organisations to share and handle intelligence effectively and 
with the confidence they are acting lawfully.

Our work with central government (BEIS, Cabinet Office and Insolvency 
Service) has further enhanced the scope of support for LAs. Our shared 
focus was to support local authorities; however we did not liaise on this 
matter prior to the grants being administered and so it took some time 
at the height of the pandemic to develop a joined up approach whereby 
intelligence was gathered and analysed by NAFN, fed in to the investigation 
supported by Cabinet Office and NATIS and monitored and reported to 
ministers by BEIS. Effective information sharing could have been improved 
had time allowed for a more co-ordinated approach. Whilst we cannot 
address the urgency at which processes were implemented, with these 
stronger relationships we can respond more effectively in future and can be 
more proactive in engaging central government to ensure our existing reach 
to LAs nationally and position as a central repository for their intel can be 
maximised. 

Some local authorities still choose to receive and utilise Intel but do not 
share their own incidents in spite of alerts being anonymised. In many 
cases this is due to a desire to protect their organisations and/or avoid 
criticism. Tackling this remains a challenge and we continue to urge 
organisations to share their experiences in order to learn, receive and share 
new and improved practices. 

Our standard Intel Alert service consolidates reports and is issued on a 
weekly basis. To respond to COVID-19, our initiative required that the alert 
be sent to over 10,000 users on a daily basis. We identified quickly that our 
existing system was not as effective when dealing with this volume and 
frequency of communications, which therefore increased the time required 
to send them out. Our technology, systems and software are in need of 
upgrade in order to deliver the very best service and ensure the limited time 
of our officers can be used more efficiently.
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NAFN

Project Aims and Objectives:

In March 2020, a global pandemic resulted in a government imposed 
lockdown. During this time, organisations including local authorities (LAs) 
were forced to work differently causing significant disruption. At the same 
time, businesses closed and the country faced economic crisis. In order 
to drive cash back in to the economy, the Government charged LAs with 
administration of the COVID-19 Business Grant for small business, retail, 
hospitality and leisure at £10k or £25k dependent on the rateable value of 
business premises and other qualifying criteria. 
Within weeks of the announcement, LAs began to receive phishing emails, 
fraudulent applications, false retrospective registrations and doctored 
documents from fraudsters. Some appearing to be opportunistic and 
others clearly the activity of organised crime groups. Amongst these, were 
thousands of legitimate claims from local businesses in desperate need 
of financial assistance; some of which having their payments delayed as 
fraudsters had already made successful false claims in their name. 

Combined with our focus on recovery we developed the COVID-19 
Business Grant Fraud intelligence alert providing a quick reference 
document accessible by all relevant departments at no cost. LAs needed 
a way to swiftly administer grants and carry out appropriate due diligence; 
simultaneously tackling fraudsters, supporting local business and saving 
the livelihood of local residents. This initiative was the answer and we 
developed the simple, free of charge check to support them to prevent 
losses, initiate further investigations and/or recovery action. 

The aim of our NAFN COVID-19 Fraud Prevention and Recovery initiative 
was to facilitate the quick, lawful, secure and effective sharing of 
intelligence via intelligence alerts distributed in real time and data sharing 
with the finance sector. The alerts would provide an up to date list of all 
fraudulent applications, organisations, subjects, email addresses, bank 
account details and modus operandi as and when they emerged. Further 
to analysis, connections were detailed and linked incidents identified to 
assist investigations. Only known fraudulent data could be included. By 
consolidating all the information in to a single alert, highlighting in each 
issue the new and updated intelligence for ease of reference; LAs were able 
to share appropriately, run account details through their payment systems 
and cross check them against new applications. This aided in raising 
awareness within their organisations and preventing further losses - a 
simple but extremely effective initiative not only succeeded in its objective 
but has further enhanced fraud awareness in LA departments previously 
not involved in their organisation’s counter-fraud function.
 
A number of services had been developed both within NAFN and central 
government to support verification and validation of payment details. But 
what were LAs to do when the details failed the checks? To respond to this 
NAFN approached a partner organisation, National Hunter which has direct 
links to the finance sector. In view of the urgency, all parties considered if a 
new governance process was truly required. It was determined the existing 
data sharing agreement and process would allow us to pursue a new free 
of charge pilot project where we could capture the relevant information to 
approach banks for the holders of fraudulent accounts. 

The recovery initiative involved identification of fraud and secure transfer of 
data between the public and private finance sector. The banks were able 
to share (via National Hunter) the fraudsters details, whether the accounts 
had received payments from other LAs and also support freezing the funds 
in order to give LAs the opportunity to recover the monies. LAs would 
ordinarily seek production orders through the courts, which was further 
delayed due to closures as a result of the pandemic. This service had 
therefore never been offered before and was borne solely out of necessity 
during the national crisis with the aim to support LAs with recovery of 
previously lost funds. 

The Achievements
In sharing a single alert (now 20 pages) LAs were prompted to share 
further intelligence with NAFN which allowed us to identify cross border, 
multiple authority attacks on LAs by fraudsters seeking to illegally obtain 
public funds. This in turn supported the prevention of further losses. Where 
fraudulent payments were identified, our recovery initiative supported them 
to identify fraudsters, freeze accounts and recover funds. We have currently 
issued over 30 alerts and recorded almost 2k fraud incidents with a total 
prevention value of almost £16m; an amount which is likely to increase as 
more reports come in and the government support schemes continue. In 
addition to this, we have supported recovery of funds and local authorities 
report recovery of £1.2m to date. 

The intelligence alerts successfully raised fraud awareness, not only 
amongst LA counter-fraud specialists but in all departments drafted in 
to support administration of the COVID-19 grants. Without the input of 
LAs feeding into this initiative, sharing intelligence regarding monies lost, 
recovered and prevented, many more LAs may have fallen victim and 
potentially millions in public funds lost to organised and opportunistic 
crime. 

The initiative immediately yielded benefits for local authorities (LAs), 
particularly those with little or no investigation function. Our simple recovery 
support initiative used existing agreements and processes, which ensured 
made them accessible and efficient. Accounts listed in the alerts could also 
be checked in bulk or on a case by case basis against in-house systems 
and new claims. This saved significant internal resources at a time when 
much was diverted to other COVID challenges.

LAs have shared how valuable the initiative is to them and attribute a great 
deal of the prevention and recovery to our initiative (some examples are 
below). 
“This brings the total of attempt frauds against DCC linked to companies in 
the NAFN alerts to £620,000. Putting this against our paid Greggs Fraud of 
£150,000 it shows how valuable the alerts are.” Durham County Council
“The information that you sent out this week alerted us to an attempted, 
and almost successful, fraudulent application for
£25,000 by “Barden Global LTD”. Although the NNDR account details were 
updated, the grant was not paid out.” Waverly Borough Council
 
The Department for Business, Energy and Industrial Strategy made 
contact to praise the initiative and its impact on prevention. We now have 
a fortnightly meeting and provide weekly reports for the Secretary of State 
showing the great preventative work being undertaken. 

NAFN COVID-19 Fraud Prevention and Recovery
iStandUK Award Finalist

All the intelligence received by NAFN was assessed, graded and given 
appropriate handling instructions. This ensures the intelligence is shared 
effectively and lawfully. It also allows each person in receipt of the alert to 
understand how to manage the content and make their own assessment 
to ensure the privacy of all parties is not breached. This particular alert 
was graded as lawful sharing permitted with conditions. LA recipients 
contacted NAFN frequently, prior to sharing with any party outside of their 
organisation.
 
Our objective to support prevention and recovery was bolstered by 
our desire to show the effectiveness of local authorities. In the midst 
of unprecedented challenges LAs still recognised the need to share 
information securely outside of the public sector in order to recover public 
funds and pursue the perpetrators of crime.
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What are the key learning points?

Through this initiative we have been able to show local authorities the value 
of effective information sharing, not just in terms of building relationships 
and enriching intelligence, but the actual monetary value in terms of 
prevented losses. Their proactive engagement allowed us to build the 
alert and a central intelligence spreadsheet holding all the fraud incidents 
relating to COVID-19 Business grant fraud. This intelligence is invaluable 
and will serve to support public sector organisations in future fraud 
prevention and investigations.
In gathering and analysing the intelligence we were also able to identify 
the modus operandi. By sharing the key ways in which the fraud was 
being committed, this supported dissemination of information to officers 
outside of the counter-fraud function to understand on a basic level what 
to look out for in addition to checking bank accounts, emails addresses 
and company names. This has been built upon and incorporated into future 
alerts.
Whilst the handling instructions for the alert were extensively adhered to, 
we identified that additional training for officers outside the counter-fraud 
function regarding basic fraud awareness and intelligence sharing would be 

“We are preparing advice to senior officials and would like to make 
them aware of the invaluable work you are doing, starting with this alert. 
Prevented (fraud) keeps going up while losses are stable. The alerts you are 
putting out seem to be working” BEIS Counter Fraud and Investigations 
(Finance and Portfolio)
Further benefits of the initiative include: 
• Stronger central government/finance relationships; expedited 

development of agreements whereby information can be shared with 
banks, the Insolvency Service and Cabinet Office. This brought key 
benefits for local authorities, as banks acted upon intelligence shared 
to freeze accounts and were able to identify where Bounce Back 
Loans had also been paid. We’ve also been able to link banks with 
LAs enabling them to issue indemnity documents to recover the frozen 
funds.

• The Insolvency Service opened investigations in to the fraudulent 
businesses/directors; 13 to date considered cases of interest.

• A national investigation in to the cross border multiple authority fraud 
was commissioned by BEIS to be led by the National Investigation 
Service, with which we are working collaboratively.

“My colleague and I were enquiring about how to receive NAFN alerts 
which we find helpful for fraud compliance.” HSBC Bank
“I have seen a couple of versions of the attached Business Grant Scams 
alert and I am in the process of preparing a communication to go out to 
our Lloyds Banking Group Local Authority customers to reinforce the 
need for extra vigilance. As the team who ensure that our Commercial and 
Institutional clients receive the essential information they need about fraud 
awareness, I thought it would make sense for us to also receive the latest 
intelligence and guidance from yourselves over the current Business Grant 
Scam.” Lloyds Bank

“Just to confirm our bank contacted us yesterday to say that the 
beneficiary bank returned £24,820.59 to our account on
02/07/2020 in respect of the £25,000 Retail, Hospitality and Leisure grant 
that was claimed fraudulently for a Caffe Nero shop. This is a really good 
result. Thanks for the work that you have done to pursue this.” Bolton 
Council

NAFN services are limited to members. In this case we believed the 
prevention of substantial losses during a time of crisis required removal of 
such restriction in the public interest.

Additional Comments

As the intel alert has provided for such a large amount of intelligence we are 
now developing data sharing agreements with the National Fraud Initiative 
(NFI), BEIS, Police Scotland and Companies House. 
Our support of local authorities in terms of prevention and recovery has 
resulted in two of our Intelligence Officers being seconded to NATIS which 
has been commissioned by BEIS to investigate Covid-19 business grant 
fraud.

beneficial. Whilst we did not record any breaches, it is our aim to support all 
public sector organisations to share and handle intelligence effectively and 
with the confidence they are acting lawfully.
 
Our work with central government (BEIS, Cabinet Office and Insolvency 
Service) has further enhanced the scope of support for LAs. Our shared 
focus was to support local authorities; however we did not liaise on this 
matter prior to the grants being administered and so it took some time 
at the height of the pandemic to develop a joined up approach whereby 
intelligence was gathered and analysed by NAFN, fed in to the investigation 
supported by Cabinet Office and NATIS and monitored and reported to 
ministers by BEIS. Our prevention and recovery initiative could have been 
improved had time allowed for a more co-ordinated approach. Whilst we 
cannot address the urgency at which processes were implemented, with 
these stronger relationships we can respond more effectively in future 
and can be more proactive in engaging central government to ensure our 
existing reach to LAs nationally and position as a central repository for their 
intel can be maximised. 

Our work with banks highlighted the need to broker mutually beneficial 
data sharing agreements between the public and private sector, as some 
of the bank accounts pursued for recovery of business grants had also 
received bounce back loans. In spite of the successes, some banks were 
reluctant to share the information. We have raised this with UK Finance to 
aid standardisation across the sector. 

Some local authorities still choose to receive and utilise Intel but do not 
share their own incidents in spite of alerts being anonymised. In many 
cases this is due to a desire to protect their organisations and/or avoid 
criticism. Tackling this remains a challenge and we continue to urge 
organisations to share their experiences in order to learn, receive and share 
new and improved practices.
 
Our standard Intel Alert service consolidates reports and is issued on a 
weekly basis. To respond to COVID-19, our initiative required that the alert 
be sent to over 10,000 users on a daily basis. We identified quickly that our 
existing system was not as effective when dealing with this volume and 
frequency of communications, which therefore increased the time required 
to send them out. Our technology, systems and software are in need of 
upgrade in order to deliver the very best service and ensure the limited time 
of our officers can be used more efficiently.

The challenge of ensuring appropriate governance and processes are in 
place prior to going live with a pilot was set to cause significant delay to the 
recovery initiative with National Hunter. Both organisations sought to break 
this culture and instead of beginning the process again, we reviewed the 
existing governance and processes. We concluded the same agreement 
and process could be used to facilitate the pilot, saving time, resource and 
improving efficiency. This is a key learning point for both organisations and 
one we will seek to replicate in future.
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Oldham Metropolitan 
Borough Council

Project Aims and Objectives:
The Oldham Social Prescribing Innovation Partnership is a pioneering 
£1.1m three-year programme on behalf of Oldham Cares (our integrated 
care organisation) led by a local consortium of voluntary and community 
organisations.

The commissioning model is one of the first for the public sector in 
England, drawing power from the social value act to focus on innovating 
and iterating the service model through coproduction with partners and 
residents to get the best service and offer possible to meet residents 
needs.

The consortia of voluntary, community faith and social enterprise (VCFSE) 
partners includes Action Together (lead), Mind, Age UK, Positive Steps and 
Altogether Better. It works in partnership with local health and care partners 
particularly Oldham Cares and Oldham Council.
The objectives are to; improve the health and wellbeing for people in 
Oldham through ‘more than medical’ care and support, build upon 
community capacity, reduce pressure on the health and care system by 
digitally linking primary care to community capacity.

The aim is to develop a social prescribing approach linking residents 
who have ‘more than medical’ needs e.g. social isolation, loneliness, 
low level mental health. The model places community development and 
sustainability at the heart of the work and then links them together digitally 
with instant online referrals and in the future predicative risk stratification 
to identify those at risk of escalating into higher levels of need and acting 
before it happens.

The Achievements

The Innovation Partnership has brought together existing local 
organisations in a new partnership, this has created a shared space where 
they are encouraged to build stronger referral pathways and enable more 
collaboration by removing competing system or service metrics or targets.

• The social prescribing model has been operating for over 18 months 
and has supported over 800 people to date, connecting them to local 
activities such as walking groups, sewing groups or coffee mornings, 
or helping them navigate other public services such as welfare and 
housing.

• A care champion model has also been developed, empowering patients 
to develop their own support networks to tackle physical or mental 
health conditions using the activities they best respond to e.g. a 10 
minute walking group for people with COPD or asthma.

Oldham Social Prescribing Innovation Partnership
Transforming & Innovating Public Services Award Nomination

What are the key learning points?

The Oldham Social Prescribing model places community development and 
sustainability at the heart of the work. There is community development 
capacity built into the model which is vital to understanding what is 
happening in communities to connect people to, and to ensuring local 
groups are in a position to include more people.

The strengths based approach of the innovation partnership is also key 
to the success, putting social value at the heart and building on the skills, 
knowledge, experience and relationships of partners already delivering 
successfully in Oldham. The governance takes a more equal footing with 
partners and commissioners meeting regularly and being encouraged to 
surface system wide challenges and jointly unpick constraints such as 
access to services (e.g. parts of health or welfare) and build pathways 
where needed.

The digital capture of everyone in health and ASC to refer was a mammoth 
task, as well as getting the DPIA sign off from the local medical council – 
the time to do this should not be underestimated.

Additional Comments

A real case the partnership has supported (anonymised) - Rani is 27 years 
old, has a 1yr old, and is pregnant, moved to Oldham from India when
she married her husband 3 years ago, and has recently lost her husband. 
Rani visited the GP several times about low mood and physical aches and
pains. Sensing this was more than just medical issues at play here, the GP 
in Oldham West referred Rani the Social Prescribing partnership. Rani is
now accessing community bereavement support, knit and natter.

• From the cohort of people supported, early indications show that GP 
appointments have been reduced by 41% and reductions in accident 
and emergency attendance are in excess of 85%. Case studies also 
show that the approach is helping people live healthier happier lives, 
improve outcomes and enter employment.

A software system has gone live which digitally links in primary care to 
community capacity and all Oldham social prescribing partners. Allowing 
GP’s to link into community capacity within 3 clicks and live MI of the 
thousands of people using social prescribing every year and the outcomes 
they are achieving on a digitised version of the Warwick Edinburgh 
Wellbeing Scale.
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Adur & Worthing Councils

Project Aims and Objectives:

OpenCommunity, now renamed OpenReferralUK is the national data 
standard for local community services, helping deliver interoperability 
between different parts of the public service system, making referral 
and signposting to local community services radically simpler and more 
efficient.

A community website openreferraluk.org now supports the growing 
community of organisations and software suppliers who are adopting the 
standard.  The site contains tools and guidance, and supports a network 
of people working to implement the standard across the UK local public 
service system. 
 
OpenReferralUK ensures a common data format for information about 
local community services, helping multiple systems and websites connect 
to well maintained local service directories, increasing interoperability 
between health, local government and community based organisations.  
Services like social prescribing rely on referring and signposting people into 
community support, and OpenReferralUK helps radically improve how this 
is done.

OpenReferralUK officially launches at a free event on June 14th 2021, 
supported by the MHCLG Local Digital programme, as part of Digital 
Leaders Week.

The Achievements
• Helped steer the standards community to adopt a single standard 

providing clarity and a focus of effort (previously there were several 
projects working on the same aim)

• Developed the OpenReferralUK extension, with a richer dataset to meet 
UK needs

• Supported several implementations across the country
• Secured significant funding from MHCLG to build further online 

resources and support the community through peer to peer as well as 
direct help

• Unlocked projects in other sectors, i.e. CAST in the charitable sector

OpenCommunity: setting the community services data standard
iStandUK Award Winner

What are the key learning points?

• be inclusive, listen to those already working in the space and build a 
coalition and consensus

• think big, and work step by step
• make connections outside your domain, think about the whole system 

you are seeking to change
• find high quality external support when you need it, get new 

perspectives on the problem
• be patient, and accept sometimes it’s a long haul

https://openreferraluk.org/
https://www.eventbrite.co.uk/e/open-referral-uk-launch-event-registration-154721597463
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Sefton Council

Project Aims and Objectives:
On 20th March 2020, as a result of the Government’s announcement 
to control the spread of Coronavirus, all Active Sefton Leisure Centres 
temporarily closed, alongside ceasing of all community-based services 
delivered through Active Lifestyles, Active Workforce and Active Sports.
Although where possible services were managed agilely and delivered 
virtually, the ceasing of physical delivery and closure of sites meant the 
section were able to redeploy staff to support over 22,000 residents 
identified as ‘Clinically Extremely Vulnerable’ (CEV) and shielding, with 
some incredibly positive outcomes.

40 staff from Sefton Councils Active Sefton team were redeployed to 
support the bespoke shielding support service, which involved making 
welfare calls to CEV residents to ensure they had access to basic 
essentials, alongside any further care or wellbeing support provided 
internally or through wider partners. The aim was to ensure the boroughs 
most vulnerable residents were connected to services and to their 
communities at a time when they needed support the most, both from 
a physical and wellbeing perspective. Ranging from a friendly voice, 
implementation of support packages, social care assessments, financial 
support, through to escalation of emergency domestic violence situations 
or supporting those on the edge of crisis, the shielding support service 
continued throughout the initial four months of the pandemic and received 
overwhelming praise. 

To develop the service several Council teams and wider partners came 
together, coordinating approaches to ensure demands were met to fulfil the 
aims of the service. This included: 
Active Sefton – who managed and coordinated the service as well as 
providing operational delivery. Staff contacted all CEV residents weekly or 
biweekly, reaching over 1200 phone calls per day.
• Business Intelligence – received information from the national data set 

on CEV residents and analysed data to extract those residents known 
to council services (Adult Social Care, Children’s Social Care, Early Help 
Services) as well as residents that registered for support. The data was 
manipulated and transferred into a useable format, ensuring it was easy 
to report and feedback on various outcomes, as well being used to 
set up a text messaging support service. The team identified residents 
who were financially in crisis and able to access support such as the 
Emergency Limited Assistance Scheme (ELAS).

• Contact Centre – responded to resident’s phone calls 7 days a week 
and triaged to relevant support services both internally and through 
partners, such as Sefton’s Council for Voluntary Service (CVS).

• Communities Team – delivered emergency food parcels to residents 
across the borough with no access to food, as well as visiting residents 
who had not responded to calls or exhibited welfare concerns.

• Green Sefton – gave additional support with emergency food parcel 
deliveries.

• Partner organisations included;
• Merseyside Fire & Rescue – delivered emergency prescriptions to 

residents who were unable to access medications.
• Sefton CVS – provided assisted shopping services, befriending support 

and connected people to a wide range of community organisations to 
support mental and physical wellbeing.

Staff had access to a range of resources in order to signpost on to further 
support if requested or if they deemed it appropriate. The objective of 
ensuring our most vulnerable residents stayed safe, physically and mentally 
well was achieved. It also allowed Sefton Council to identify residents 
that were incredibly vulnerable or even in crisis but not known to Council 
Services. By identifying them early, escalation of their support needs in 
the long-term should halt by way of ensuring they receive the support 
they need now. Without this service these residents would have remained 
unknown and unconnected. Socially isolated residents are still receiving 
befriended support through our voluntary services and have become much 
better connected to services and their communities.

The Achievements

Over the 4-month period the key achievements of the shielding support 
service include: 
• 50,289 welfare phone calls were made, with staff calling over 1,200 

residents per day at its peak
• 1,200 emergency food parcels were delivered to local residents, with 

deliveries arranged twice per day
• 653 people were triaged across to Sefton Council for Voluntary Services 

(CVS) for further wellbeing support, including additional befriending 
contact, mentoring support and connection into any local community 
services

• 410 people were triaged across to Sefton CVS for assisted shopping 
support, which was suited to their specific dietary needs

• 289 people have had medicines picked up and delivered by Merseyside 
Fire and Rescue 

There was also continuous signposting to further support from other 
council services and partners, including but not limited to:  
• Referrals to the Emergency Limited Assistance Scheme (ELAS)
• Referrals to adult social care in order for residents to receive social care 

assessments
• Housing options support for residents that were in financial difficulty 

with rent or had problems with tenancy
• Foodbank support for families who needed additional access to food 

aside from that provided through national or emergency food parcels. 
Some families struggled to feed their families due to children being 
home from school and the increased costs of providing extra meals

• Referrals through to Primary Care for those residents who were 
exhibiting worsening health as a result of isolation, both from a physical 
and mental point of view

As outlined earlier the team also dealt with a number of difficult situations 
for people in / on the edge of crisis, including those with deteriorating 
mental health, safeguarding and domestic violence concerns. The phone 
calls from staff have been met by some very appreciative residents, who, 
without the support, were at complete risk of social isolation. As the service 
progressed and knowledge increased, the callers independently began 
building up the confidence to contact a whole range of professionals to 
seek advice or clarification on issues that were in turn fed back to CEV 
residents, including additional research outside of their remit on services 
and signposting.

There were also secondary outcomes as a result of the shielded service 
that will continue to benefit Sefton residents and Sefton Council regardless 
of the pandemic. These include:
• The service allowed Sefton Council to find residents that were unknown 

to support services even though they were socially isolated, had poor 
health or suffered with a variety of other factors that affected their 
quality of life. As a result, it allowed the Council and wider partners, 
such as Sefton CVS, to put appropriate support in place for them 
early, which in turn will improve their quality of life and subsequently 
stop escalation into more specialist, intrusive, costly services that are 
already in high demand (such as Adult Social Care) in future years 

Sefton Council COVID-19 Shielding Support Service
Transforming & Innovating Public Services Award Nomination

The dedication and support given by staff supporting this service was 
incredible. Staff were expected to transition from their day jobs into 
roles that required completely different skill sets overnight. Managers 
coordinating the service prepared data late every evening ready for calls 
to be made the following morning. Callers very often found themselves in 
emotionally difficult situations, dealing with residents who were frightened, 
in crisis, had been bereaved due to COVID-19, had heightened mental 
health issues, substance misuse problems, in financial difficulty, with 
suicidal concerns, needing medical attention, or raising domestic violence 
issues. It is evident that staff members have grown from their experiences 
of supporting these residents. When shielding ceased on 31st July, Sefton 
ensured a process remained in place for residents to receive support, with 
the Contact Centre continuing to triage residents even now.
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What are the key learning points?

There was a need for the shielding support service to be implemented 
rapidly, with lead partnerships established, plans and procedures 
developed, roles and responsibilities agreed, and its full implementation 
put in place at speed both internally and with external partners to ensure 
support was facilitated from week one of lockdown. 

Managers and other Officers supported the transitions to very different 
work areas that the staff would not ordinarily be used to or trained to 
undertake. There were challenges faced to make the redeployment work, 
whilst also ensuring staff were competent, confident, comfortable and 
trained appropriately, however the feedback and outcomes achieved have 
made it very worthwhile.

The fortunate position for Sefton was that strong partnerships were already 
in place across services within the Council, as well as with the voluntary, 
community and faith sector and wider organisations and partners. This 
network was therefore harnessed immediately and gave the development of 
the service a much-needed head start. The network has since remained in 
place and been called upon in preparation to step up once more if or when 
it is necessary. A key learning point from this is the importance of building 
and maintaining key networks and relationships and the difference this can 
make to communities.
 
A lesson learnt, and one that will be mirrored nationally, is about planning 
for the future. The hard work put in by all partners and front-line staff 
allowed this service to become effective with limited training. However, 
given the unprecedented circumstances, it meant that staff lacked the 
knowledge and awareness necessary, and although with guidance the 
competence and confidence developed rapidly, a planned approach would 
be preferable. In future, consideration would be given regarding training 
that could be delivered to the workforce to prepare them better. This could 
be something more generic in nature around supporting people, community 
delivery, communication, resilience-based training and IT skills. Wider, 
more varied training opportunities would have been invaluable for this piece 

Additional Comments

The staff that supported Sefton’s Shielded service worked incredibly hard 
to support vulnerable residents at an overwhelmingly difficult & frightening 
time. Partners, managers, through to welfare callers, there was a shared 
understanding of how important it was to make this work & what difference 
it would make to our communities. Everyone went above expectation for 
4-months & this award would reinforce how important this piece of work 
was. The service was one of the unique offerings nationally.

• The need for several teams, both internal and external, to come 
together and create the service within a matter of days has meant that 
a crucial network of partners has developed, with a number of pivotal 
key working relationships that will continue to be utilised for other 
pieces of work moving forward to the benefit of our residents. There 
has also been a much heighted knowledge and awareness of each 
other’s services, priorities, and the way in which they are delivered, 
both at a management and operational level

• As the support given to CEV residents was so thorough and 
longstanding, when the second lockdown was introduced on 5th 
November, demand for the service was heavily reduced. This was for 2 
reasons – i) vulnerable residents that were in need of intensive support 
had already been connected into services and communities and were 
continuing to receive the help they needed, ii) other residents who 
initially asked for support were given enough knowledge, guidance, 
advice and signposting into services or resources that allowed them to 
help themselves, which meant they remained completely independent 
during the second lockdown

One of the most important outcomes was the growth and development 
of the operational staff that dealt directly with CEV residents. The skills 
and abilities essential to support our vulnerable were very different to 
those employed in their normal roles, with the staff showing a willingness 
to learn from the outset of the service. The staff dealt with residents 
who were exhibiting a whole range of difficult personal circumstances, 
a number of which personally affected the callers. The growth in their 
interpersonal and communication skills as a result of this was incredible, 
in addition to the significant increase in their confidence. Added to this is 
the much-enhanced knowledge and awareness of the range of services 
available through Sefton Council and our partners, something that they are 
continuing to utilise in their day jobs.

of work. Some thought is therefore being given regarding staff member 
training and diversification of training plans.

Over the course of the shielding process, networks and key relationships 
continued to develop and ensured that the most vulnerable in our 
community could access support for essentials or wellbeing. Crucial to 
this was the way data was interpreted, input and reported on to ensure 
necessary actions were taken. Several of the staff working on the shielding 
support have practical day jobs, which means their computer time and 
subsequent IT skills can be limited to what they normally require. The 
presentation of the data by our Business Intelligence Team into a more 
user-friendly format, using drop down boxes and simplifying outcomes, 
ensured that residents had relevant actions followed up and received 
contact based on their own requested timescales (weekly, fortnightly, 
monthly etc). Something as simple as the way data was presented was 
crucial and over time was changed to suit the needs of the staff. 
Given the nature of the service another important element was the support 
that staff received through regular contact with managers. They were 
able to contact them at any time to resolve issues, for reassurance and 
to discuss specific circumstances affecting residents. This ensured that 
actions could be taken, and issues dealt with swiftly to ensure the support 
given to individuals was appropriate and timely. Strong leadership and 
management support were therefore crucial elements. It was also important 
to ensure staff have wider health and wellbeing support around stress 
management, working from home (which most were not used to), and tips 
and ideas to improve their own mental and physical health during a very 
challenging time.

The Council communicated with residents via social media to raise 
awareness of the support available to residents, which allowed engagement 
with people who were potentially having issues registering as part of the 
shielding service. Queries were directed to the Contact Centre, which in 
turn allowed residents to receive assistance if they were entitled to support. 
It was evident that clear communication allowed more people to access 
shielding support, raised the Council’s corporate social responsibility 
profile, which reinforced how critical clear communication is internally and 
publicly.

Changes to areas of work, different processes and new systems was dealt 
with reactively, which in many ways was unavoidable but can also be a 
challenging way to work long term. Procedures, communication networks, 
and relationships have been formed as a result of the shielding support 
service, which will stand in good stead for future work and adapting to 
challenging times.
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North Yorkshire County 
Council

Project Aims and Objectives:

The social isolation work stream was set up in response to the Covid-19 
pandemic, to support vulnerable citizens and those in social isolation 
through the pandemic. The overarching outcomes were:  
• No vulnerable person goes hungry during the pandemic
• Vulnerable people have access to key requirements such as heating, 

broadband and energy
• Vulnerable people and support organisations know where to go to 

access help
• The process for accessing help is as streamlined as possible

This mission brought NYCC and partner organisations together without 
politics or agenda to support people in the county in a unified, cohesive 
fashion. It was a full team effort to set up and many people pulled together 
to work innovatively. This included the development of new services:
• Community Support Organisations (CSO) model
• The new Universal+ service
• Outbound calling to vulnerable residents
• Prescription delivery
• Coordination of the Yorkshire Post delivery
• Door knocking to vulnerable/shielded residents
• Data mapping
• Implementation of the Tribe volunteer app
• Support for food banks and links with supermarkets.

This involved a number of teams across North Yorkshire county council 
including; Stronger Communities, Customer Service Centre, Corporate 
Systems Team, Data & Intelligence, Projects & Programmes, Corporate 
Comms, Business Support Service, Unified Communications and Security, 
Data Governance, Social Care teams, Living Well.

Key	aims	and	objectives;
• Simplifying the experience for customers
• Clear and consistent comms
• Scripting – to ensure consistent and informed experience
• Pro-active outbound call campaign (and digital campaign to the 

changes in shielding)
• Delivery through CSOs – local delivery to meet local need
• Work with Districts to ensure a joined up approach

Making	the	customer	experience	more	accessible
• Ensured the service was accessible to all including online, Telephone 

and face to face model.
• Analytics to identify vulnerabilities and likelihood of digital inclusion
• Yorkshire Post campaign and use of Tribe – ensure information and 

communications to meet the needs of people who were shielding
• Out of hours services through U+

Making	the	experience	more	connected	with	other	services
• Brought together work of NYCC staff, district councils, fire service, 

volunteer groups, CSOs, NHS/CCG services, community transport and 
central government into one process

• Internally linked to stronger communities and HAS via U+ and CRC
• Buy Local- business directory for self help

Making	the	experience	quicker	for	customers
• Proactive call campaign

The Achievements

We needed a large-scale local response to the national shielded 
programme; there was huge amounts of data and communications to 
be managed between varieties of organisations and had to implement 
partnership working with many different organisations. 

The idea that was driven out of necessity, however the data & digital 
approach was led by the D&I team. The customer team led in the end-to-
end design to ensure it aligned with our principles and were able to tap in 
to existing practices and technology. 

We needed an innovative response, expanding the provisions we already 
make for the citizens of North yorkshire;
• Brought together service delivery from a number of agencies into one 

model in response to Covid. Over 2 million bits of data were shared 
from districts, CCG’s, the Fire service and NYCC to help identify and 
plan the support 

• Used innovative technology like volunteer apps, power BI/data 
analytics/data consumption 

• Carried out an outbound telephone campaign, at scale, and alongside 
delivery of other services. 

• Created a new team (u+) and the technology to support the team.
• Used volunteers in a model that hasn’t been used before.

All this was delivered in a true, agile & iterative approach; issue resolution 
and collaborative working adopted. Issues with the model were amended 
as we learned more about how we would distribute the lists. There was 
continual reviews and refinement, to make it slicker and more efficient while 
still delivering the required outputs. 
 
In	terms	of	what	was	achieved
Data was an important aspect to the successful delivery, along with 
effective working with partners to achieve a common goal. This was 
received positively and a combined hope that more work like this can be 
done in the future.

We used data to put live a fully multi-channel, multi partner distribution of 
contact management with real-time identification of risk and same-day 
escalation of concerns to CSO’s. We knew exactly who had been called 
and when, when people needed a new call and when they were added 
to the list. We sent over 40k SMS messages, nearly 25k letters, made 
around 140k calls and carried out over 2,500 door knocks/face to face 
conversations.

The CSC triaged effectively which helped to identify other needs as 
lockdown progressed; this would then indicate where other support needed 
increasing e.g. reviewing the hardship element under the local assistance 
fund. 

Customer feedback was positive, customers were complimentary of the 
contacts made but equally where customers were telling us they didn’t 
need the contact we were able to ensure that customers didn’t get any 
further calls. CSOs have worked with residents to allow them to regain 
independence using services that were developed, to hopefully reduce 
future needs should a further lockdown occur. 
The success is shown through the amount of people that we helped. 
Between April and Aug 2400 – 4000 people received help a month, 200 – 
700 prescriptions were delivered and 400 – 1000 shopping deliveries made.

Social Isolation Response - Covid 19
Transforming & Innovating Public Services Award Nomination
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What are the key learning points?

Data sharing with partners did and continues to be one of our biggest 
challenges although some of the arrangements that were implemented as 
part of Covid response did help ease this process.

We have for some time had a capability based approach at NYCC for 
delivering services and this helped when spinning up new services or 
plugging in new technology- we understood the gaps and what the 
key tools should be used for. We were able to quickly implement new 
technology and services using this approach.

Key focus on the customer experience, again we have a strong customer 
approach and design principles at NYCC and this helped us shape new 
services considering all customer touch points - this was challenging at 
times for those who were not as familiar with our customer principles 
however we were quickly able to build trust as the experts.

Additional Comments

At the recent Innovation awards, ran by North Yorkshire county council, 
the Social Isolation response team was awarded the Peoples choice award 
which was voted on by members of NYCC.
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Halton & St Helens Voluntary and 
Community Action, & Team Kinetic

Project Aims and Objectives:
St Helens Together is the name of the collaborative community response 
programme of residents, businesses, public services and voluntary and 
community groups across the Borough working together to improve 
outcomes for people. One of the key foundations of St Helens Together 
is the Volunteer portal. This was implemented through a partnership 
consisting of Halton and St Helens Voluntary and Community Action, 
Volunteer Centre Halton and St Helens, Team Kinetic and St Helens 
Borough Council. Before COVID 19 the Borough had been impacted 
by austerity and changes within local partnerships had impacted work 
between sectors and across organisational boundaries. In 2018 St 
Helens was the Liverpool City Region Borough of Culture and a focused 
programme was implemented to bring the community together through arts 
and cultural activities. This programme brought forward new volunteers. 
The year also brought about a new appointment within St Helens Council 
and new governance structures, enabling a focused period of strategy 
development between the council and the voluntary, community and faith 
sector. Within the emerging revised Voluntary Sector Strategy volunteers 
and the development of volunteering opportunities where identified as key 
development areas. Although there was a Volunteer Centre in St Helens 
and an active infrastructure organisation, there had been a reduction 
of investment in the sector and therefore volunteers were recruited and 
managed according to individual group and project needs. In 2019 it 
was announced that St Helens was a host venue for the 2021 Rugby 
League World Cup. This gave a further incentive to invest in an ambitious, 
innovative, cross organisational place-based volunteering system. Team 
Kinetic were identified as a private sector partner to the partnership, due 
to their reputation of supporting volunteers at the Commonwealth games 
and their national work with a number of public sector organisations and 
partnerships. 
 
The aims of the development of the volunteer portal were to increase 
engagement with volunteering, to support organisations more efficiently 
with the recruitment and management of volunteers, to provide greater 
flexibility, support, reward and recognition to volunteers, and to have a 
system that would offer business intelligence and greater insight into 
volunteers across the Borough. 
 
The overall objectives of the programme were to support new volunteers 
in St Helens, from younger people looking for initial experience for their 
personal development, to people interested in changes of career or 
experiencing a change in circumstances, to retired people wanting to spend 
some hours serving the community. The desired outcome was to support 
peoples health and wellbeing and to enhance the local employment and 
skills pathway. 
 
The Team Kinetic Volunteer portal was commissioned at the end of 2019 
and was implemented at the start of 2020. The system was ready for user 
testing in March 2020 at the outset of the coronavirus pandemic. Due to 
the need to rapidly co-ordinate mutual aid groups, individual volunteers, 
businesses donating resources and the voluntary and community sector, 
the user testing of the portal was accelerated and the system went live on 
18th March 2020. The portal brought all of the offers of support together 
in an efficient, safe and effective way. Volunteers were able to register on 
the portal. Organisations were able to add particular opportunities to the 
portal, for example for volunteers to support the foodbank, and for people 
to make wellbeing telephone calls to isolated residents. The role of Street 
Champion was created for community volunteers. An electronic referral 
pathway was created between the St Helens Together helpline and Halton 
and St Helens Voluntary and Community Action, so if a resident telephoned 
the helpline needing support with tasks such as buying a loaf of bread, 
a pint of milk, or their needing their dog walking, the referral seamless 
transferred to the voluntary sector, the portal supported matching the 

The Achievements

The key achievements of the implementation of the St Helens Together 
Volunteer portal have been that 1,744 volunteers have registered and 
together they have offered 8,688 volunteer hours. The economic value of 
the volunteer support offered total £80,798 (calculated at the UK Living 
Wage) during the first six months of the programme. Twenty different 
voluntary and community sector groups have used the place-based 
volunteering portal. Most importantly 32,993 people have been supported. 
The volunteers have managed 37,339 food related tasks, including 
delivering food parcels, preparation and delivery of hot and cold meals, 
assembly and delivery of packed lunches and shopping tasks. 16,161 
telephone calls have been made to support people feeling lonely and 
isolated.3,675 tasks have been completed in relation to support around 
employment and the impact of unemployment.  
 
To date the portal has mainly been used to support the community 
response to the coronavirus pandemic. This has had a major impact on our 
ability to provide co-ordinated, efficient, and effective support to people. 
Volunteering already has a higher profile across the borough of St Helens 
and people are clear as to where to register, and organisations know 
that there is one place where they can advertise their opportunities for 
volunteers. 
 
The programme had also had a wider social impact. The registered 
volunteers have reported how the programme has given them a sense of 
purpose and have brought people together to support their communities.
Here are some examples of the feedback that has been received from the 
volunteers; 
 
“I have completed six tasks for various vulnerable and self isolating older 
people. I have to admit I have been extremely humbled by the experience. 
It has certainly opened my eyes to just how many folks in our community 
need our help, care and support at this very difficult and stressful time 
for all of us. I am happy to be able to help out in this way and continue 
volunteering for as long as possible. It’s a wonderful feel good experience 
which for me is an absolute pleasure to be involved in.”

“I find it easy to pick up tasks that are suitable to me. The app is great.”
“Great way of linking volunteers with the community.”

“Using the I Can Help App is easy and efficient. Really happy to be helping 
others and making use of my spare time.”

St Helens Together Volunteer Portal
Partner Excellence Award Winner

task with a local volunteer and the person was supported. The Volunteer 
portal was able to create identification cards, with helped with the safety 
and security of residents during lockdown as the card had a photograph 
of the individual and confirmed if the individual had had their identification 
verified, and if they had been DBS checked. A Community Task Dashboard 
was implemented, allowing an overview of all tasks and their status. 
 
A few months into the operation of the portal, Team Kinetic requested that 
St Helens be a national pilot area for the “I Can Help” app. The app was 
an innovative and effective way that volunteers could pick up tasks in their 
area. 

The partnership developed over the 2 years of the programme has led to 
greater collaboration and partnership working right across the Borough. 
This provided an advantage at the outset of the pandemic when there was 
a huge need for collaboration and efficiency.
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What are the key learning points?

The key learning points to date cover five main areas:
1. Relationships and trust
2. A good business case
3. Raising awareness with residents
4. Ongoing engagement
5. Celebrate success

The first key learning point was that leadership is essential to set the 
direction of travel, but also it is necessary to allow everyone in the 
partnership to have a role and play their part. Roles were allocated 
according to peoples skills and abilities. Team Kinetic brought their 
development skills in providing the technology and tools that they knew 
from experience would support the volunteers most effectively. The 
VCA and Volunteer Centre brought their knowledge of local community 
groups and organisations, and their connections with existing volunteers. 
Experience of engaging with volunteers also offered support with marketing 
of the portal and understanding of what barriers people may face when 
volunteering and how they could be overcome. The council contributed not 
only the investment but the wider place-based leadership role, connecting 
the volunteer portal and the partnership into the wider Borough priorities. A 
successful partnership required good working relationships and trust. Every 
aspect of the process had to be explained in clear and simple language 
so that everyone understood the system and how it would operate. No 
question was a silly question to ask, it was important that everyone had the 
time and space to fully understand and to explore any potential risks and 
issues.

The business case had to show the value generated by the programme. 
This was calculated primarily by looking at the cost of investment into the 
portal and the administration of the portal, against the return generated 
by the volunteering hours. This was challenging as actual cash investment 
was required to the project, whereas the cost savings generated are 
calculated on the basis of what a paid worker would have been paid to do 
the task if the volunteer had not been in place. This aspect of the business 
case has greatly exceeded estimates. Benefits have been generated in 
the first 6 months of the programme which have more than tripled the 
cost of the initial investment. A key learning point is to consider all of 
the benefits that the programme will generate and ensure that these are 
monitored throughout implementation. This ensures that evaluation reports 
can highlight that the programme was worthwhile. This has also been 
supported by qualitative feedback left by volunteers. Podcasts have also 
been recorded by volunteers. The words of the volunteers themselves have 
been very powerful in highlighting the success of the programme. E.g. one 
volunteer discussed the impact of furlough of her mental health, and how 
the programme had given her a much needed focus and routine and had a 

Additional Comments

The concept of the place-based volunteering portal was originally to 
support the 2021 Rugby World cup. The system has been implemented, 
developed and a supplementary app developed a year in advance of the 
event. The system will provide an ongoing legacy of St Helens Together and 
is hoped will go from strength to strength as a one stop shop for volunteers. 
Community groups and individuals are already starting to use the portal for 
other purposes, such as to organise community litter picks.

positive impact on her health and wellbeing. This benefit was not foreseen 
at the outset of the programme but the recording of the case study has 
supported knowledge of the wider benefits of the programme.

It was importance to raise awareness of the portal with residents, so that 
they would come forward to volunteer and also so that tasks were brought 
forward for the volunteers to support with. The usual channels of social 
media, digital media and the local newspaper were used to advertise 
“St Helens Together”. However we were aware that some residents are 
digitally excluded and some areas of the borough did not receive the local 
newspaper. During the initial lockdown the Borough libraries were also 
closed, which meant these venues could not be used to support marketing 
and communications. A solution was needed for a communication 
channel to reach as many people as possible across the borough. The 
solution created was a large sticker that was attached to residents bins. 
These were stuck to bins by council staff. This proved to be a successful 
communication channel, with many of the volunteers stating that seeing the 
sticker is where they found out about the programme. We also shared the 
sticker template with a neighbouring local authority.

A further learning point has been the ongoing engagement with volunteers. 
They have been able to feedback on the tasks they have undertaken and 
any queries and concerns. Regular communications have been sent out 
to registered volunteers, particularly during the pandemic around updated 
government guidance, and issues such as cash handling. This has allowed 
us to deal with challenges and tailor the system to further support volunteer 
needs.

In June 2020, in conjunction with national volunteers week, the success of 
the first months of the programme were celebrated. A postcard was sent 
out to each registered volunteer to thank them for their contributions. An 
online volunteers celebration event was held. Volunteers came together, 
shared their experiences and met others. This small scale, easy to organise 
event was very well received and meant a lot to everyone involved in the 
programme.
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St Helens Borough Council

Project Aims and Objectives:

The St Helens Borough Council WoW (Ways of Working) programme is an 
innovative change programme that encompasses cultural transformation, 
policy and strategy modernisation, digital innovations and a modern 
accommodation programme. Most importantly the programme has a key 
focus on staff health and wellbeing and ensuring that people feel part of a 
modern, efficient and effective council.

The programme ultimately delivers improved outcomes for residents, 
extending customer response periods through greater flexible working for 
staff and be providing services where data shows they are most needed, 
through the development of locality working.

The main objectives of the WoW programme are: 
• To increase the effectiveness of our activities
• To reduce running costs of the council through making best use of our 

assets
• To meet the aspirations of staff for an improved work-life balance
• To create environments to allow collaboration and innovation
• To reduce the environmental footprint of our working practices

Prior to COVID the council had started an agile working pilot, based in one 
building. The council had also signed the “Time to Change” pledge to show 
commitment to address mental health and wellbeing, and had launched a 
mental health first aiders programme. A range of wellbeing activities had 
been implemented from free fruit provision to a workplace sports evening 
with local groups and businesses as well as council staff. The pandemic 
has accelerated development of a modern working environment and what 
tools and techniques will be needed in the workplace of the future. A core 
equipment offer was developed for staff to support them in creating home 
working spaces. A closed staff Facebook group was implemented with the 
aim of replicating informal kitchen and corridor conversations. Staff from 
leisure services have implemented regular, live online workouts and library 
and arts staff have also implemented online sessions. A “screen free” hour 
has been introduced with the aim to encourage staff to have time away 
from their screens. A core strand of the WoW programme is staff wellbeing, 
however the programme is broader than wellbeing as it is embedded into 
our culture, leadership and the ways that we work. The programme has 
been developed around four key elements - a positive culture, greater 
collaboration, making the workspaces into the best place to work and 
creating a workforce fit for the future. The benefits of the programme are 
from four key projects; 
1. Policy and Strategy – started by producing a revised Agile Working 

Framework policy and are prioritising refreshing our HR policies
2. Cultural Transformation – our Vision, Values and Behaviours and how 

all staff can feed into and influence the programme through becoming 
cultural champions. This project has increased trust in the organisation 
as staff have seen how they can shape and influence the direction of 
the organisation.

3. Accommodation – the transformation of our physical environment, 
which includes rationalisation of our estate. This is centred around an 
agile hub which has been reconfigured for use from December 2020 
(when COVID rules allow) and the Town Hall as the democratic heart, 
and where the public interact with the council. The agile hub includes 
staff socialisation space and innovative “villages” where teams can 
collaborate. The hub uses corporate colours and modern, flexible 
furnishings. The next Phase of the project includes venues in localities 
around the Borough.

The Achievements

The key achievements of the programme to date can be summarised 
across the four key projects:
• Policy and Strategy - a revised agile working framework has been 

introduced. The multiple, complex policies across the organisation has 
been streamlined and revised and staff policies now are contained in 
three key documents, “starting work at St Helens Borough Council”, 
“working at St Helens Borough Council” and “exiting St Helens 
Borough Council”. Staff can now work fully flexible working patterns 
(according to business need), which is enabling some services to 
be more accessible to residents, as differing working patterns mean 
that staff can respond to customers outside of traditional working 
hours and provide more modern and responsive services. Through 
greater home working staff are reporting savings in commuting costs, 
there are savings in resources due to less printing and paper and a 
reduction in staff sickness levels. The new working arrangements are 
also supporting a better work-life balance through allowing work to be 
blended around caring responsibilities, allowing staff to schedule time 
for personal appointments and wellbeing and trusting and enabling staff 
to achieve the outcomes required in their roles.

• Cultural Transformation - over 130 staff have volunteered to become 
Cultural Champions and have started working with their teams to revise 
the vision, values and behaviours of the organisation. A new BAME 
staff group has been set up to order staff from these groups have a 
direct influence on ensuring a fair and equal organisation. Staff have 
increased their trust in the organisation and are having a greater level of 
involvement - for example a recent Wellbeing Pulse survey achieved a 
response from 636 people (20% of the workforce) within a week. Staff 
have created “A Day in the Life of “ case studies for over 30 different 
roles in the council to increase understanding of the roles within the 
council both internally and externally.

• Accommodation - council estate is reducing, focusing on a 
modernisation of the Town Hall as the public facing democratic heart 
of the organisation, and a staff agile hub created in one building. 
This building has been transformed to an open plan, modern agile 
hub consisting of touch down spaces, resource areas, staff villages, 
collaborative spaces and bookable desks and meeting rooms. The 
next phase of the programme will look at developing locality hubs in 
areas of the borough where data shows they are most needed, these 
will be public facing resident services and support, which will also have 
agile staff spaces. The accommodation is decreasing running costs of 
the council through focusing on key buildings and an asset transfer or 
disposal programme will commence as soon as practicable. The new, 
agile hub ensures that there is no wasted space and that utilisation of 
the buildings is maximised.

• IT and Digital - a new, innovative App has been created which allows 
staff to book spaces within the agile hub and town hall. This can be 
booked from 30 minutes to a full day. The App also includes COVID 
secure features, such as booking cleaning between booked meetings 
and ensuring there are sufficient gaps between bookings. This supports 
staff feeling safe and secure in the workplace.

St Helens WoW (Ways of Working) Programme
Transforming & Innovating Public Services Award Winner

4. IT and Digital – this has developed an innovative and efficient new App 
that staff can use to book desks, collaborative space and meeting 
rooms. This project also brings together the suite of organisational 
digital transformation projects.

5. In summary, our approach is reflected in the wellbeing pyramid that has 
been developed by CIPD. As the well-being pyramid shows, to create 
a healthy workplace, we need to ensure that our culture, leadership 
and people management are the bedrock on which to build a fully 
integrated health and well-being approach. When staff feel a high level 
of well-being they are more engaged and productive at work. This has a 
direct impact on the way that our services and support are delivered to 
our residents, businesses and visitors. This is what we want for our staff 
and why have started our journey to put the WoW factor in St Helens. 
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What are the key learning points?

The key learning points from the first Phase of the Ways of Working 
programme are to maintain regular, staff engagement in a variety of formats 
and to pilot and test before committing to high expenditure items.

Staff engagement has been conducted in a range of formats including 
digital surveys, team meeting toolkits, “Chat with Kath” sessions with the 
Chief Executive, and “Let’s brew” sessions. A key lesson has been to listen 
to staff feedback and be willing to change and adapt plans based on staff 
feedback. For example, the original plans for the agile hub had no team 
areas the idea was that the bookable spaces would be meeting rooms, 
collaboration spaces and individual desks. However the feedback from 
staff was that they highly valued time within their teams to work alongside 
each other. This led to the development of the staff villages, which are 
dedicated team spaces.

Another key learning point is to test out configurations and spaces before 
committing to purchasing. There are many different types of agile and 
flexible furniture and these can be arranged in many different ways. We 
started with one floor of the building and arranged the furniture in an initial 
formation. AS showrooms have been closed during the implementation, 
the company have been able to lend us several different styles of furniture. 
When staff use the building they are asked for feedback on what furniture 
and configurations they like and dislike and which furniture is best for 
which purpose. Staff that have not yet been into an office due to the 
pandemic have been able to view mood boards of different styles of 
furniture and configuration plans have been shared. This feedback will 
used to inform the permanent purchase of the new furniture. 

Additionally we continue to learn from others, asking ourselves which 
organisations seem the best to work for (whether they are public sector 
or international private sector) and we research how they organise their 
spaces, what their policies say and what benefits are available for their 
staff.

Additional Comments

This has been a difficult programme to move forward at a time when the 
necessary focus of the council has been the response to the coronavirus 
pandemic. The tenacity and drive of staff have been key to introducing 
innovative, and sometimes challenging ideas to the workforce. The 
programme has absorbed the learning and experiences of enforced home 
working during the pandemic to influence the programme and inform the 
future ways of working.
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North Yorkshire County 
Council

Project Aims and Objectives:

This submission is based on the supply chain resilience arrangements put 
in place due to the Covid-19 outbreak. This included pre-emptive targeted 
support for the Council supply chain and supplier relief due to COVID-19.

The intention of these interventions was to secure Council supply chains, 
ensure service continuity during and after the COVID-19 outbreak and to 
ensure suppliers at risk would be in a position to resume normal contract 
delivery once the outbreak was over.

The COVID-19 outbreak had a profound and far reaching impact across 
all areas of life in the UK, including the supply chains that the Council 
relies upon to support and at times deliver services. It was inevitable that 
the Council would experience significant supply chain disruption, and this 
would have an effect of creating the risk that suppliers in our supply chains 
would suffer financial distress and possible bankruptcy.

In response to this, and along with guidance from the Cabinet Office in the 
form of PPN 02/20 - Supplier relief due to COVID-19 the Procurement & 
Contract Management Service set up a Supply Chain Resilience process 
in a matter of weeks. This included setting up a Supply Chain Resilience 
Board, which was a weekly decision-making and monitoring board, 
members: 
• Corporate Director Strategic Resources (Chair),
• Assistant Chief Executive (Legal),
• Assistant Directors Strategic Resources,
• Head of Procurement and Contract Management,
• Procurement Governance & Development Manager,
• Senior Category Managers and
• Directorate nominated supply chain contacts, including Adult / 

Children’s Social Care, Transport, Social Care, Technology and others 
as required.

The intention was to take a proportionate approach and triage suppliers 
that most needed financial support or could secure and stabilise the key 
County Council supply chains. The first part of the work on supply chain 
resilience was support for small and medium size enterprises. Very early 
in the outbreak, the Council agreed to pay all its’s small and medium size 
enterprises immediately in an effort to help improve cash flow and ensure 
businesses did not collapse. This support for the smaller businesses that 
supply the Council, who are usually paid within 30 days, demonstrated how 
important they are to our service delivery and the economic vitality of the 
county. This support will continue until the end of the year.

Overall, the Council took immediate and appropriate steps to support its 
supply chains.

The Achievements

The supply chain resilience process delivered the broad objective of 
ensuring a proportionate approach which triaged suppliers that most 
needed financial support or could secure and stabilise the key County 
Council supply chains. The central governance, coordination and 
challenge provided the opportunity to give complex financial issues proper 
consideration and colleagues from across the Council collaborated to 
deliver the right outcomes for the Council and it’s supply chains.

The policy changes and guidance provided by Cabinet Office were 
unprecedented, and the Council reacted at speed. Supplier relief fell into 
four categories: 

1. Immediate payment terms – If the supplier was deemed a small or 
medium size enterprise, they were moved to immediate payment terms 
at once.

2. Support & Funding on an agreed % sliding scale basis - As the 
Covid-19 outbreak spreads and its impact on service delivery increases 
there will be a number of providers, who for a variety of reasons will be 
unable to deliver their contracted services. In ordinary circumstances 
this would result in a removal of all payments. These payments may 
turn out to be payments on account in the same way as option 3. 
However, further analysis of suppliers / providers may identify some 
as “high risk” which may result in them requiring additional financial 
support. Treatment can then be considered on a case by case basis 
such as in option 3 below.

3. Payments on account – it is proposed that all NYCC suppliers / 
providers should be able to submit a claim for an up-front payment on 
account equivalent to a maximum of what NYCC would have normally 
expected to pay for their services in April –June 2020. During this 
period providers should continue to submit bills for actual services 
delivered. Payments for these services would only be made once the 
value of actual services delivered exceeds the payment on account. If 
at the end of June 2020, the value of services actually delivered does 
not exceed the payment on account, then NYCC will need to agree 
with suppliers / providers how to manage future payments. This could 
include agreeing to write off the difference (i.e. in effect this would 
become a hardship payment) and / or making a further payment on 
account. As the end of the first quarter of 2020/21 approaches, NYCC 
could consider whether it wishes to put in place arrangements for 
another set of payments on account for a further period.

4. Hardship payments – it was proposed that all NYCC suppliers / 
providers are able to submit claims setting out the additional costs and 
/ or loss of funding they have suffered as a result of Covid-19. NYCC 
will review these claims and subject to consideration of other means 
available to suppliers / providers to mitigate cash flow pressures, will 
consider making hardship payments to sustain supplier / provider 
viability. These payments would be goodwill gestures and organisations 
would not be expected to repay them. A robust process would be 
established for assessing and recording claims with a clear audit trail. 
this is Any payments would be reviewed and agreed at the weekly 
Supply Chain Resilience Board.

The Council were the first in the region and one of the first in the country 
to mobilise a supplier relief process, and many Councils nationally copied 
the process we developed, including some deemed leaders in local 
government. In total, 662 Council suppliers received some form of supplier 
relief, to a value of around £6.4 million. In addition, 1,000 SME suppliers 
have benefitted from immediate payments since April.

Supply Chain Resilience Board - Pre-emptive Targeted Support for the 
County Council Supply Chain and Supplier Relief due to COVID-19
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What are the key learning points?

It was important to put this process in place for the Council, and we learned 
to react quickly to supply chain distress and issues of resilience. Creating 
policy and process ‘on the move’ is uncomfortable but collective thinking 
and effort paved the way to success. It also reminded us of the importance 
of really knowing an understanding our supply chains, and the importance 
of intelligence and data for this. We have also realised the true value of 
supply chain resilience, and will keep the Board in place in the longer term 
as part of our enhanced contract management aims and objectives. This 
has proved useful as issues relating to Brexit have impacted our supply 
chains, and we feel better prepared, and able to respond to these issues. 

Another challenge we faced was the fact contract management in the 
main is dispersed across the Council, so collaboration and team work 
were needed to respond to the supplier issues we faced. We built strong 
relationships with key Directorate and Service representatives to ensure 
we could support them with their changing and often last minute urgent 
requirements. Continuously learning from our experience, we collectively 
went the extra mile on more occasions than I can count, and this piece of 
work has been an extraordinary effort by many NYCC staff to get to this 
point, and means we are ready to deal with any supply chain resilience 
issues in the winter or beyond.

Connected Procurement & Commissioning Award Nomination
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Wigan Council

Project Aims and Objectives:

The project, which commenced in June 2019, was to provide a new model 
of delivery to alleviate the issue of rough sleeping and homelessness across 
Wigan Borough. This was in conjunction with wider developments to ensure 
a service that would meet future need.

In total, 250 accommodation units (ranging from 25-100 units), would be 
procured across the Borough providing enhanced, bespoke, therapeutic 
support for individuals aged 16+ with a range of complex health and 
social issues, e.g. drug and alcohol, housing, mental health and oending
behaviour. The providers of the accommodation having complete freedom 
to develop the accommodation portfolio that offered a therapeutic 
environment, increasing the likelihood of a successful recovery outcome. 
The providers were tasked to ensure a 24-hour response, 7 days a 
week (with no restrictions to accessing the service), and as part of ‘The 
Deal’ values and principles, support individuals across all age groups to 
ultimately make progress towards independent living within the community. 
Excessive lengths of stay being avoided by providers understanding the 
community assets and developing sufficient options for progression and 
move on, including use of wider accommodation stock owned by the 
provider. 
 
The project was advertised as 6 lots, providers bidding for an individual 
lot, or any combination of lots. Partnership and consortia bids were 
supported to ensure the right combination of quantity and quality of units 
and specialist support were provided and to enable smaller providers to 
support delivery of the new model in an integrated approach to delivery and 
promote Social Value. As part of the project, providers also had to support 
the wider Borough homeless model ‘No Second Night Out’ and maintain 
between 6 and 10 beds, with additional support, for emergency use and 
unplanned accommodation immediately prior to the weekend.

Where contracts existed, all were due to expire in March 2018, so these 
contracts were extended to allow time for the relevant design and 
procurement to be completed.

As part of the review, data from across the partnership and health 
system had been reviewed to understand the current needs and trends in 
conjunction with wider developments to design and procure a service to 
meet future need.

A series of engagement events were held with the Council workforce, 
providers, partner agencies, and charities, to outline the new approach, but 
importantly to ensure that it opened up an opportunity to understand the 
strengths and challenges within the current system, and to collaborate and 
develop a spirit of joint working on current and future delivery, and that the 
networking opportunities this provided had the potential to develop into 
more formal contractual partnerships that arise within procurement activity. 

The Achievements
By developing a new approach that creates capacity and opportunities to 
work more creatively in partnership, there were broader improvements that 
this model would achieve. These included:
• Reduction in Police call outs;
• Reduction in attendance and admission at A&E;
• Reduction in re-offending;
• Reduction in rough sleeping and homelessness;
• Reduction in risk associated with drug and alcohol use;
• Improved health and well-being;
• Successful hospital discharge arrangement;
• Successful transition from prison to community following release. 

This project achieved:
Previous model:
Beds available - 140
Cost per annum - £1,210,831
New model:
Beds available - 250
Cost per annum - £1,152,679. 
 
A smooth service for the service user as the providers of the support are 
aligned under one partnersh

The procurement process was shortlisted for an award at last year’s 
‘GO Awards’, PROCUREX 2020. The resulting contract and established 
partnership of providers (known as “Wigan Supported Housing Partnership” 
consisting of The Riverside Group Ltd comprises Adactus Housing 
Association, Riverside Care and Support, and Your Housing Ltd) is a 
resource that is being utilised by Wigan Council and Wigan Borough 
Clinical Commissioning Group (CCG) in their response to the pandemic and 
in their approach to market shaping and service delivery.

Supported Accommodation
Connected Procurement & Commissioning Award Nomination

Site visits to meet with all current providers were undertaken, and six 
service user engagement events were also held in May 2018 across the 
Borough with people with lived experience of the provider and the system 
from each provider.

As part of understanding the potential of the new model, a number of 
visits to other areas have taken place with visits to accommodation and 
support provision in Manchester, Liverpool, and Lancaster. This wider 
understanding has helped ensured that good practice from other areas is 
considered as part of the procurement activity.
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What are the key learning points?

• Encouragement of partnerships bids to resolve TUPE issues where 
possible to deliver the best outcomes for affected staff. Importance 
of research into service design and engagement with stakeholders 
including service users and providers.

• Importance of pre procurement engagement with the market.
• Learning shared across the Greater Manchester procurement leads.
• Development and fostering or a new partnership for social housing in 

Wigan. The new partnership has broken down barriers between three 
organisations that provide social housing and support accommodation 
in Wigan.
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Wigan Council

Project Aims and Objectives:
TechMates is a digital mentor service introduced by Wigan Council’s Digital 
Services Team, against the backdrop of the COVID-19 pandemic. Wigan 
has been under stricter lockdown rules applied to Greater Manchester, 
raising concerns of a disproportionate impact on our community compared 
with the rest of the UK.

Residents have been propelled into a situation where they have felt 
removed from everyday life, unable to socialise and participate, impacting 
on physical and mental wellbeing. TechMates has provided vital support 
to residents, helping them access digital technology, Wi-Fi, and bespoke 
digital support over the telephone and via video calls. 

With funding from GMCA, we have been able to assign a digital officer to 
the project, ensuring that all learners and volunteers are receiving support. 
TechMates is delivered by volunteers and council staff, providing support 
to help residents use digital technologies such as smartphones, tablets and 
computers. We support a range of residents needing essential digital skills 
to thrive in the modern world but focus on those with low or no digital skills. 
This includes those already at a disadvantage, through age, education, 
immigration status, income, disability, or unemployment. It is proving to be 
a lifeline and a key enabler in terms of basic human needs. We aim to help 
every resident to achieve the government’s five essential digital skills:
• Communicating
• Handling information and content
• Transacting
• Problem solving
• Being safe and legal online

Using online services is no longer a choice but a necessity. It is now more 
important than ever to bridge the digital divide and ensure residents and 
businesses have the confidence and tools to engage with online resources. 
We help residents to become confident completing digital tasks during the 
pandemic. This has now expanded, from teaching basic digital skills to 
more advanced device troubleshooting.

It has enabled the Council to build on existing working partnerships with 
Wigan’s grass-roots community organisations, including Pensioners Link, 
Age UK and Wigan & Leigh Carers. From the start of the project, we worked 
closely with Wigan’s Youth Cabinet, who embraced the project, taking part 
in training and becoming TechMate volunteers. The partnership enables us 
all to communicate best practice, offer bespoke training, problem solve and 
work towards our shared goal of ensuring Wigan Borough becomes truly 
digital.

TechMates volunteers benefit in several ways. It gives them the chance 
to be part of a cutting-edge digital project, add something invaluable to 
their CV, share knowledge and transform lives through the power of digital. 
TechMates support Wigan’s #BeKind movement campaign, which was 
launched during the pandemic and aims to highlight the need to support 
each other through challenging times.
In April, we received digital devices from the Devices Dot Now scheme and 
referred each individual to a TechMate for support in learning how to use 
their device. A resource pack was put together to ensure they received the 
best possible introduction to technology.

Residents who already had their own device and have been supported by 
a TechMate, have shown impressive progress and results. Most learners 
achieve something they didn’t think was possible within the first few weeks. 
We also see a huge growth in confidence and motivation to learn more. 
It opens a door to feeling included in the modern world and an ability to 
interact with friends, family, and local services.

TechMates also support our local wellbeing offer by helping people to 
download and use a Fitness app, as well as an ‘in-home’ cycle scheme. 
These services are predominantly aimed at older people living with 

The Achievements

We are extremely proud of the achievements of TechMates and the Digital 
Services team. We have seen some real successes for both residents 
and TechMates alike. In relation to our TechMate volunteers, we have 
been astonished by the number of Wigan residents wanting to help their 
community by training to become a TechMate. In November, we celebrated 
recruiting our 100th TechMate. We are proud of our community and our 
residents. The people of Wigan Borough have risen to the challenge of 
trying something new, offering kindness, digital know-how and support 
to those that need it most. These volunteers have delivered an amazing 
611 hours (approx.) of support since June. The Digital Services team have 
delivered 35+ hours of training for volunteers and offered daily support to 
make volunteering with us as easy as possible. 
 
The TechMate project reaches across all demographics. Individuals 
who would normally shy away from engaging with Council services. 
For residents accessing this service, we have witnessed first-hand the 
difference TechMates can make to a person’s life. For example, one of our 
learners, Colin had low digital confidence and skills, limited access to an 
internet connection and couldn’t do the things he wanted online. He was 
thrilled to receive a tablet device through the Devices Dot Now scheme. 
Our TechMate appointments helped Colin to problem solve and build 
confidence. We set him ‘homework’ between appointments to help embed 
is new skills. Colin is a prime example of what happens when you give 
someone access and skills. He’s already accomplished so much in a short 
space of time - he’s even helping to run a virtual support group, offering 
digital support to others. Watch Colin’s Story - https://www.youtube.com/
watch?v=s3YTnQSsEJE. 
 
We have also seen the real-world impact digital skills can have on a 
person’s life. Residents supported by TechMates have gained employment, 
enjoyed exploring the internet for hobbies and information, accessed vital 
services online and video called with family they haven’t seen in some 
time. In some cases, learners with family living abroad, may not have seen 
them for years and through TechMates have seen grandchildren and great 
grandchildren in a virtual face to face for the first time. The TechMates 
project has enabled us to reach out to community groups/organisation 
and grow our Digital Community Partnership, a collective group of local 
organisations who want to help residents gain essential digital skills. Our 
community partners are a real strength to the TechMates programme. Our 
digital community partner, Pensioner’s Link, have seen the value in the 
support offered by TechMates and have become real TechMate (and Digital) 
Ambassadors for Wigan.

TechMates
Transforming & Innovating Public Services Award Finalist

Dementia or at risk of falls. Online classes and fun YouTube cycle journey 
videos help residents to keep fit and well.

We believe the TechMates project deserves the recognition of the 
iNetwork Award because it has helped us to completely transform how we 
deliver digital support to our residents. Our innovative approach, utilising 
technology in place of the usual face to face offer, has enabled us to react 
quickly to the demands of our community at a critical time.

We rolled out a short online referral form, allowing residents to request 
support. They can request support for themselves and others and apply to 
become a volunteer. We train all volunteers and utilise a Slack channel and 
email for our TechMates to keep in touch, share progress and good news 
stories.

In summary, realising the power of the volunteer sector to support our 
local community has enabled the Council to save money and reduce the 
pressure on our resources. It’s saved time, which has allowed essential 
resources to be focused on assisting residents in other ways. This has 
enhanced the efficiency and effectiveness of the support we offer to 
digitally excluded and vulnerable residents; while boosting confidence, 
fostering a strong and positive community spirit.

https://www.youtube.com/watch?v=s3YTnQSsEJE
https://www.youtube.com/watch?v=s3YTnQSsEJE
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What are the key learning points?

People are key - without the TechMate volunteers, community partnerships 
and a dedicated Digital Services Team, none of this would have been 
possible. The Deal 2030, Wigan’s Strategy for the borough, has been the 
driving force behind enabling not only our residents to become self-reliant 
and digitally confident but also to call on our community to support the 
people in their local area. In addition, our staff engage with residents across 
the borough every single day. They are key in ensuring the continued 
success of the programme and it is our aspiration to provide our staff with 
the skills and confidence they need to support our residents in the best way 
possible.

It is easy to make assumptions that everyone has access to the internet 
within their home. However, a lack of connection for many people has been 
highlighted through the closure of Libraries and Community Centre during 
the pandemic, the work of the Digital Services team and TechMates. This 
has affected people in a profound way during the pandemic, making it very 
difficult to apply for jobs online, get vital help and take part in education 
and personal development online. Wigan Council along with colleagues 
from Greater Manchester are working hard to address this inequality for our 
residents.

Additional Comments

Wigan Council is a local authority, providing 700+ services to around 
323,000 residents. The Digital Services team is integral to our ambitions, 
set out in our Deal 2030 strategy, and works closely with Wigan Borough’s 
community to support residents to develop essential digital skills. From 
helping people to get online ,to educating families on how to stay safe 
online and teaching children to code. Our digital community can help 
everyone embrace digital technology safely and confidently.

“I enjoy hearing the joy in their voices, of the initial scepticism at first, from 
the ‘I’ll never learn this’ to the ‘wow, this is really great’ moment, when they 
get it and when they think, this is actually very useful and I like what I’m 
doing.” - Paul Roughley, Manager at Pensioners Link in Leigh. See the full 
interview - https://www.youtube.com/watch?v=bIe2x0a5HGI.

Through the amazing work of our TechMates, together with the dedication 
and commitment of the Digital Services Team, there is now a huge 
awareness of digital inclusion across both the authority and our Borough. 
The fabulous success and progress of our learners has attracted a lot 
of attention. Our services are now approaching us to help their staff 
through the TechMates training programme so that they can support their 
customers. To ensure the future success of upskilling our residents, it is 
important that all of our staff are aware of the importance of digital inclusion 
and the barriers which need to be overcome. 
 
A key achievement for the Digital Team has been the sharing of best 
practice and knowledge with other authorities. In November, the team 
were invited to talk to Libraries from across the UK at a Libraries Digital 
Bootcamp. The virtual session talked about the delivery model for 
the TechMates project and offered tips and advice on how other local 
authorities could implement something similar for their residents. We have 
received excellent feedback and contact from colleagues across the UK 
who are now setting up their own projects. 

Another key area which the TechMates programme has run alongside is 
our accessibility awareness project. Sharing case studies of how residents 
with low digital skills have found it difficult to navigate an online process or 
access information. This has really helped raise awareness of why it is so 
important to design simple and easy to use online services. We’ve seen a 
real culture change across the authority in relation to this and the real-life 
stories has been key in supporting this.

Delivering our bespoke training for volunteers has been essential, however 
this has sometimes been a challenge on our resources particularly during 
the pandemic. It is important for TechMates to understand the expectations 
we have of them and for them to approach supporting learners in the right 
way. In addition, the interest in people wanting to volunteer was higher than 
expected. Although this is very positive, with a continual flow of volunteers 
signing up to become TechMates; organising, delivering, and following 
up or even the rearranging of training sessions was quite demanding. 
To reduce time and make the training process more efficient, the Digital 
Services team have now designed an interactive online training course. 
The training is delivered using a well-known survey platform and includes 
videos, and opportunities to test knowledge and share experience and 
feedback to the team. Support, follow up and progress reporting will of 
course still be provided by our team. 
 
However, our team members will be able to concentrate on other projects 
and further work towards our digital inclusion goals. Telephone and video 
call support has many benefits and does address some of the issues of 
accessibility with residents being able to lip-read or use captions/subtitles 
to communicate. However, from a support perspective, it is obvious that 
accessible technology and information about where to find and purchase 
accessible technologies needs to be made more readily available. For 
example, for those with quite severe sight impairment and low digital skills, 
it is quite difficult to figure out how to make a video call if you can’t see 
the icon for the video call application on your tablet device. In addition, if 
something that person was not expecting appears on the screen, problem 
solving is made doubly difficult and stressful for the learner. Accessibility is 
something our Digital Services team are passionate about. We’re setting the 
foundations to create the most accessible service possible by educating 
staff on creating accessible documents and guidance, and utilising funding 
to buy accessible technologies and equipment.

We realise that telephone support will not suit all learners, however, our 
model of delivery with the TechMates project has shown us how we can 
blend different kinds of support. In the future, we will continue offering 
telephone and video call support but hope to deliver face-to-face TechMate 
Tea Parties and one-to-one appointments in our community venues. In 
addition, the learning we have gained from the TechMates project has 
allowed the team to think about previously unattainable opportunities, such 
as setting up a brand-new tablet loaning scheme. We now know that we 
will be able to roll this scheme out with the resource of guaranteed support 
and volunteers to back it up.

https://www.youtube.com/watch?v=bIe2x0a5HGI
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Wigan Council

Project Aims and Objectives:

Wigan Council and Wigan Borough Clinical Commissioning Group wished 
to develop an ‘Ethical Framework’ that would deliver a transformed model 
of ethical, asset-based care, meeting the needs and aspirations of people 
to live fulfilled lives in their own home avoiding inappropriate admissions to 
hospital and residential care. To do this we knew that we required providers 
who were passionate about their service and could help our residents 
achieve and deliver on the points below: 
• That people have real control over their care and support, actively 

engaging residents, carers, local communities and partners in the co-
design and development of support packages.

• The difference that they are making to people’s lives through an asset-
based approach celebrating and facilitating people’s gifts, talents and 
aspirations.

• That they seek solutions that actively plan to avoid or overcome crisis 
and focus on people within their natural communities, rather than 
service and organisational boundaries.

• That they enable people to develop networks of support in their local 
communities and increase community connections.

• That they take time to listen to a person’s own voice particularly those 
whose views are not easily heard.

• That they fully consider the needs of the family and carers when 
planning support and care.

• That they ensure that support is culturally sensitive and relevant to 
diverse communities.

• That they consider a person’s whole life, including their physical, 
mental, emotional, and spiritual wellbeing.

Commissioners wanted care and support to be delivered by skilled and 
compassionate workers, employed by providers who offer excellent 
services to Wigan residents based on responsible and supportive 
employment practice, in return for a comprehensive reward and support 
package.

Commissioners wanted a way to engage with Wigan’s supply chain as 
trusted partners to co-design services to meet the needs of Wigan people. 
The ‘Ethical Framework’ is the foundation of this partnership.
The Lots covered by the Framework are:

• Homecare Services;
• End of life care;
• Complex Health services;
• Extra care;
• Supported Living for people with Learning Disabilities, Autism or 

Physical Disabilities;
• Supported Living for people with Mental Health needs;
• Day Opportunities;
• Non-personal care;
• Complex Care Including Transforming care;
• Homelessness Service;
• Temporary and supported Accommodation;
• Community Rehabilitation and Specialist services;
• Adult respite;
• Delegated Healthcare tasks Training;
• Community care and support at night;
• Direct payments and Personal budgets;
• Children’s Services.

The Achievements
Ensuring that providers, whether they be small local providers or large 
multi-national providers, were committed to Community Wealth Building 
in the borough proved challenging. However, it was crucial that providers 
understood its importance to Wigan politically and philosophically. Wigan 
Council has been practising elements of community wealth building for 
years under the banner of Social Value. 

We may not have recognised it, or even intended it, but its ethos is one 
that aligns strongly with what it means to be Wigan. Community wealth 
Building was embedded throughout the selection process, and not just the 
20% evaluation question within the ‘Invitation to Tender’. It was integral to 
choosing the right partners for our place and people. The interview process 
was structured to test interested parties’ commitment.

Community Wealth Building aims to reorganise the local economy to put 
control back into the hands of the local people and places. At the heart of 
the approach are key strategies for harnessing existing resources to enable 
local economies to grow and develop from within: 

The Deal 2030 Care and Support Ethical Framework
Connected Procurement & Commissioning Award Finalist

Service users participated in both the drafting of the specification and in 
the interview process to select organisations admitted to the Framework. 
They analysed the market from their perspective as recipients of services. 
Suppliers fed into the specification and Lots to be advertised. Even the 
“ethical rate of pay” for certain Lots was co-produced with the market as 
was the zoning of Wigan into manageable areas to reduce travel costs 
for staff and providers. This zoning of areas also helps providers and 
commissioners meet their environmental pledges.

Providers highlighted that travel distance between calls could vary, this 
impacted on the time spent with clients and resulted in complaints from 
both staff and clients. Providers were assured by the proposed zone model; 
Wigan is split into 16 zones for homecare and previously this was covered 
by 19 providers who could and themselves visiting clients across the 
borough.

The new model is still split into 16 zones, however there are now 12 
providers covering allocated zones. Providers contributed to the design of 
these geographic zones. This in turn has cut down on travel time, increased 
productivity, improved satisfaction rates and contributed to reducing 
carbon emissions in the Borough.

Providers had concerns as to whether providing care in Wigan would be 
cost effective. Providers were advised that the ‘Ethical rate’ for Homecare 
in Wigan (2019/20) is £15.40p/h. This price includes the National living 
wage, Travel, NI and pension contributions, Holiday pay and Travel costs. 
Providers were assured that Wigan wished to co-design an affordable and 
sustainable pricing model which was respectful of a healthy profit return. 
Small providers were less confident in using Wigan’s procurement portal 
and writing bids in general. The Procurement Team took a proactive 
approach to ensure small providers were not deterred by the procurement 
process.

It is envisaged that approximately £250m of spend will go through the new 
Framework but this may rise considerably as the CCG uses this resource 
more.

71 providers gained admittance to the Framework and all successful 
parties committed to undertaking community wealth building / social value 
activities to strengthen the partnership and give something back to the 
Wigan community.
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What are the key learning points?

Wigan’s Senior Management Team have shared the benefits of this 
approach with our Association of Greater Manchester Authorities (AGMA) 
colleagues, speaking to the AGMA Directors of Adult Social Care Group. 
One of the Greater Manchester Combined Authority (GMCA) single 
commissioning strategy priorities is the commissioning of a rapid 
improvement in homecare services across the region. The transformation 
of homecare in Wigan informs development and shaping of this important 
work and is seen as leading practice in designing a new Greater 
Manchester Ethical Framework.

Wigan Councillors are being paid to speak to other Local Authorities 
nationally about Wigan’s improvements to Adult Social Care, including the 
benefits achieved by this ground-breaking approach.

To progress our ambition for further radical re-design of homecare, we 
have developed a partnership with ‘Helen Sanderson Associates’ (HSA), 
an internationally recognised Social Enterprise, leading innovation in Social 
Care. HSA are working with us to move away from a reductive approach of 
time and task, to be one of the first areas to develop asset based, outcome 
focused homecare at scale. We will also be testing out a Wigan version 
of the Buurtzorg model, introducing the concept of integrated Wellbeing 
teams, able to provide a fully integrated health and social care offer of 
homecare.

Working for ethical providers among the care workforce is increasing 
the quality of recruitment and standards of provision enhancing the 
subsequent letting of contracts from the Framework such as Extra Care 
and Supported Living.
The commitment to Community Wealth Building has been shared across 
Wigan Council and Wigan Borough Clinical Commissioning Group. A 
workshop was held with the Centre for Local Economic Strategies (CLES) 
with the senior management from both organisations.

Wigan has a conscious focus on Community Wealth Building and has 
utilised progressive procurement techniques to reinvest Wigan money in 
Wigan.

• Progressive Procurement;
• Fair Employment;
• Socially productive land and assets;
• Making financial power work;
• Plural ownership of the local economy.

We achieved this through the presentations at the Provider Engagement 
Event; documents were uploaded within the tender pack that gave 
providers an understanding of what Wigan wants to achieve by 2030. The 
questions within the ‘Invitation to Tender’ (ITT) gave providers a chance to 
give examples of how they have or would contribute to Community Wealth 
Building /Social Value. Wigan Council’s “Community Book’ website enabled 
providers to link with community groups and charities.
Opportunities during the interview stage, either through the presentation or 
through response to questions, gave Commissioners an insight to which 
providers understood the importance of community wealth building and 
who could deliver on this key priority for Wigan.
From the feedback and enthusiasm received from providers who attended 
the Engagement Event we were confident that the Framework would 
attract like-minded professionals who were committed to working in an 
asset-based way which aligned with Wigan’s 6 Core Deal Principles (photo 
uploaded) and behaviours; we were not disappointed.
In total we received 327 expressions of interest, 122 applications, of 
which 4 bids were non-compliant, 117 providers were moderated and 87 
providers were invited to interview. Following interviews 71 providers were 
successful in gaining admittance to ‘The Deal 2030 Care and Support 
Ethical Framework’. These figures have been a measurable increase from 
the previous Framework where far fewer applications were received and 
only 45 providers joined the Framework.

We believe the Provider Engagement Event was pivotal in Wigan receiving 
a high number of quality bids and is reflected in the only non-compliant 
bids being from providers who did not attend the event or engage with 
the Procurement Team prior to submitting their bid. The success of this 
procurement process will mean our Borough’s residents will receive the 
highest standard of care from ‘the best of the best’.

The consultation with providers and service users (I-Statements of what 
service users want from providers) fed into a wealth of data that will be 
used to shape specifications for ‘call offs’ from the new Framework and 
ensure that the right services are put in place for Wigan people. This 
consultation has only just begun. The Framework is a tool to facilitate more 
open conversations with Wigan’s providers.

Feedback from bidders has been overwhelmingly positive saying that the 
procurement exercise was well managed. Weekly summaries of questions 
submitted via the procurement portal were shared openly to assist. The 
opportunity was advertised for 51 days across OJEU to give organisations 
an opportunity to apply.

Additional Comments

The Framework won a “Highly Commended” award at last year’s ‘GO 
Awards’, PROCUREX 2020. It is a resource that is being utilised by Wigan 
Council and Wigan Borough Clinical Commissioning Group (CCG) in their 
response to the pandemic and in their approach to market shaping and 
service delivery.
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University Hospitals of 
Morecambe Bay

Project Aims and Objectives:

The Information Sharing Gateway (ISG), led by The Digital Solutions Team 
at University Hospitals of Morecambe Bay NHS Foundation Trust (UHMBT), 
are embarking on a new exciting development in collaboration with their 
public sector partners across the newly formed ISG User Community to 
develop Data Protection Impact Assessment (DPIA) functionality within the 
ISG. 

This collaborative development, which hopes to be available for use by 
Spring 2021, has been enthusiastically designed and developed with the 
help and support of its users. It looks to further build upon the benefits 
organisations already access through their use of the Information Sharing 
Gateway. 

The Information Sharing Gateway (ISG) is a business enabling digital 
platform on which organisations can record information sharing agreements 
between departments and partner organisations. A public sector, not for 
profit project, which has seen exponential growth over the last 3 years, 
is now being used nationally by over 5,906 users in 3,310 public sector 
organisations to date. Over the last 2 years, system use has grown by 
nearly 70% with many organisations adopting the use of the system with 
region wide contracts to support the IG components of their work.
Over the last 2 years, and since the introduction of GDPR, the project team 
and key stakeholders have remained focused to ensure the functionality of 
the system remains relevant and continues to support robust IG processes.
Though the ISG User Community, there has been a huge demand to include 
additional functionality within the system to undertake Data Protection 
Impact Assessment (DPIAs) which have been an ongoing roadmap item 
since the introduction of GDPR.

Under the Data Protection Act 2018 (which implements GDPR), the 
concept of ‘privacy by design and default’, and as such ‘data protection 
impact assessments’ (DPIAs), are now seen as a mandatory function for all 
organisations. This means that data protection must be embedded into all 
activities, processes, projects and systems etc. from the design phase and 
throughout its lifecycle.

DPIAs are an essential part of an organisation’s accountability obligations. 
Conducting a DPIA is a legal requirement for any type of processing. The 
ICO states ‘Under GDPR, failure to carry out a DPIA when required may 
leave you open to enforcement action, including a fine of up to €10 million, 
or 2% global annual turnover if higher.’

As all staff involved in designing projects are now accountable under 
GDPR, it’s imperative that they adopt a ‘data protection by design’ 
approach. Digital tools to support this work will help empower and support 
staff with the process and guide them through what is often a complicated 
and challenging area of work.

The development will consist of an additional area/module within the 
existing functionality of the ISG where IG and non-IG professionals can 
undertake a standardised digital approach to a DPIA. This would include 
the ability to complete screening, collaborate on detail, assign and allocate 
tasks to other users to enable consultation, generate a risk assessment, 
review and provide easy access to DPIAs for internal and external auditing 
purposes. The information collected for a DPIA will then feed though 
relevant information to form the basis of a data sharing agreement, so 
providing further efficiencies.

The Achievements
A key feature of the ISG is accessibility and as a web-based system, users 
are able to have access from any device, at any location to manage, review 
and sign off sharing agreements instantly. Having electronic sign off has 
given ISG users the ability to get sharing in place quickly, with the system 
proving indispensable for organisations when partaking in sharing activities 
for Covid-19 purposes over the last 9 months. 

20/21 will see the system become truly sustainable, which has been a 
key achievement and not an easy task as a not for profit run project. With 
the help and continued support of its partner organisations, it hopes to 
continue to expand its functionality and develop further with an ambitious 
and exciting roadmap which includes DPIA functionality as a start.
The Information Sharing Gateway (ISG) provides a simple answer to a big 
challenge for organisations trying to overcome information governance 
requirements when sharing information. The ISG is now being used by 
NHS, Local Authorities, Police, Schools and many other organisations 
across the UK. Over the last 12 months they have also connected with 
interested parties from Wales and Northern Ireland. 

The ISG has been a key enabler for several high profile regional and 
national projects including the work with LHCR. Here are some of the 
regions currently contracting to use the system; 

• Yorkshire and Humber
• NHS England - Midlands (11 STPs)
• East of England (3 STPs)
• Greater London Authority (18 London Boroughs)
• Lancashire & Cumbria – (Region wide coverage)
• North East Connected Health Cities & NECs (Region wide coverage)
• Cheshire and Merseyside (Region wide coverage)
• Greater Manchester (Region wide coverage)
• South East of England – (Limited coverage)
• South West of England – (Limited coverage)
• Kent & Medway - (Region wide coverage)

The ISG User Community, which started half way through 2020, has also 
proved a huge success and continues to showcase public sector innovation 
and collaboration at its very best.

The Information Sharing Gateway
Effective Information Sharing & Security Award Finalist

Top-Line	Benefits 
• Paper-lite
• Supports remote working
• Within the ISG – Same registration
• Supports ‘Data Protection by Design’ principles
• Additional bolt on functionality to existing contracts (made available 

through ISG config)
• Supports a collaborative approach with the ability to assign certain 

tasks to certain roles within the system
• Standardised approach
• Supports the creation of a full Risk Assessment for activities
• Integrates into Data Sharing Agreements to form an end-to-end data 

sharing picture with associated risks
• Clear concise process– easy to use for non-IG professionals
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Additional Comments
Case	Studies
“Peter Wilson Greater Manchester Combined Authority
The ISG is a key part of the GMCA strategy. It answers all the issues we 
had in relation to data sharing. The ISG is very straight forward and way to 
use and allows all agencies access, making it much easier than emailing 
round documents and having multiple responses.”

”Trust” is an important factor in information sharing and this starts with 
the assurance level of each organisation that we want to share information 
with.

What are the key learning points?

What we learned and shared, as a not for profit project, is that it is 
important to remain open about your business model and ask for support 
and help for your partners to remain a success. 2020 provided an 
opportunity to review the success of the system to date and to look to 
connect with our users at a difficult time, to truly understand and find out 
where growth in functionality was needed to support them with their ever 
changing needs. 

We shared, we listened, we created….. We gave the ISG User Community 
a place to come together to share ideas, create launch plans, discuss best 
practice and to get involved.

By connecting with organisations on large deployments, the ISG has 
offered economy of scale and we were able to build a portfolio of support 
to help further engage and enhance usage. We held virtual sessions on 
how to get the most from the ISG’s functionality and reporting features. 
We reviewed usage and created scripts to bulk register organisations, 
to further support large launches giving immediate access and quicker 
deployments when time was of the essence. 

Cost savings, increases in efficiency and productivity.
Public sector savings, calculated by an average cost saving, have 
demonstrated that in the 3607 current live data sharing agreements, a 
cost saving of £11,049,900.22 has been made nationally through the use 
of ISG Data Sharing functionality and tools since 2015. This translates to 
10,117,635 working days.

As ISG users create sharing agreements to a standardised and inclusive 
template, the creation and review process is reported now as being 500% 
more efficient for collaborators and owners.
Signing off a sharing agreement has been estimated to be 1667% more 
efficient with the ISG.

As of January 2021, 5904 registered users, in 3309 Organisations 
are using the ISG to manage 3607 sharing agreements In 2020, the 
ISG’s licensed model was invested in by: LHCRE, NHS England, NHS 
Improvement, Health Education England, Cheshire and Merseyside Health 
and Care Partnership, Greater Manchester Combined Authority, Greater 
London Authority to name a few.

There have been difficulties at times in accessing resource to develop 
the system. Accessing development resource outside of major cities, 
especially within the public sector, can be difficult as costs for good 
developer resource are not always fully understood. This year we have 
been fortunate to have the support of an excellent external consultant and 
a talented full-time developer both committed to UHMB. 

Communication, openness to great ideas, a great team and surrounding a 
project with good, supportive people has been key.
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St Helens Borough Council

Project Aims and Objectives:

There is a national directive to reduce the footfall in Urgent Care settings 
as part of the pandemic response. The national campaign aimed at ED’s is 
known as Urgent & Emergency Care By Appointment. Trafford CCG have 
taken the principles of the UEC by Appointment and tailored them to deliver 
a locality based offer for urgent care, this has been done as part of a wider 
Health and Social Care Recovery and Reform Portfolio at Trafford.

Background and Programme Objectives:
Like many localities in England, Trafford has an urgent care system that 
is under unprecedented levels of pressure in terms of demand and long 
term financial sustainability. As a system we recognise we need to be 
looking at new ways in which we can deliver these services for our patients 
and ensure we can manage the pressure in the system by transforming 
our urgent care services within secondary care, primary care and the 
community.

During the months of the first peak of the coronavirus pandemic the 
number of people attending Emergency Departments (EDs) reduced 
dramatically, particularly those seeking help for minor illnesses and injuries. 
However, since May the number of people visiting EDs has been rising. 
At the same time, due to social distancing and infection prevention and 
control precautions, the space in EDs has reduced. We must now guide the 
public in making the right healthcare choices to ensure their safety, as well 
as making sure they get the right treatment in the most appropriate place 
for their needs. NHS 111 will make it easier and safer for patients to get the 
right advice or treatment when they urgently need it and increasingly, they 
will be able to book direct appointments/time slots into a service that is 
right for them. 
 
Around 70% of ED attendances are made up of walk-in patients, so 
as patient numbers have increased, the NHS aims to keep patients 
safe despite the reduced space in waiting rooms. We also know that a 
significant proportion of those attending EDs, particularly type 3 and 4 
patients could be seen elsewhere, for example in primary care, an Urgent 
Treatment Centre or in the community.
From December 2020, NHS111 will be able to book a timed slot for patients 
that need to be seen in an Emergency Department, to ensure patients are 
seen as safely and conveniently as possible.
Our ambition is to provide a better experience of care, whether that is by 
phone or online from NHS 111, at home from a paramedic, in a GP practice 
or pharmacy or when necessary in an emergency department. The aim 
is to improve patient experience in healthcare settings during COVID-19 
and provide a long-term model of access to urgent and emergency care 
services.
A national campaign called ‘111 First’ will support the changes:
‘NHS 111 First’ refers to offering people a different way of accessing 
and receiving healthcare, including a new way to access Emergency 
Departments. In short: NHS 111 First aims to build on and embed the 
beneficial changes in the way patients have been accessing healthcare 
during the COVID-19 pandemic.

In line with the national 111 First campaign ‘Trafford UEC by Appointment 
Programme’ patients are encouraged to call 111 where possible to access 
urgent care services and potential patient outcomes following clinical triage 
are: 

• Booked slot with GP through GP Connect
• Advised to attend ED
• Hear & Treat advice provided
• Advised to visit community pharmacy
• Booked appointment at the Walk in Centre (WiC) or the Urgent Care 

Centre (UCC)
• Referred to out of hours service

The Achievements

As part of MFT’s response to Covid-19, it was decided that Trafford General 
would be designated as a Green site (Covid-19 free). To ensure the site is 
as safe as possible, patients must be triaged for Covid-19 before arrival 
therefore the WiC and UCC patients needed to be manged differently. 
This then meant that Trafford General needed to go live with the 111 First 
initiative ahead of the rest of GM. As a result of this, the TPAS (Trafford 
Local Assessment Service) was stood up and new patient pathways were 
introduced in a matter of weeks.

The Trafford ‘local’ clinical assessment service known locally as the Trafford 
Patient Assessment Service (TPAS) is available from 8am -8pm and follows 
the same model as the GM local Clinical Assessment Service (GMLCAS) 
which seamlessly takes the calls outside of TPAS operational hours. NHS 
111 refers patients to TPAS/GMLCAS who ordinarily would have been 
directed to the UCC or WIC at TGH for a clinical assessment by either a 
GP or Advanced Practitioner. The TPAS is then able to manage the patient 
virtually through “Hear and Treat” or Advice and refer them on to the most 
appropriate service for their needs if necessary. 

Patients are now able to call 111 and they are directed to be clinically 
assessed at which point they are either booked in to and appropriate 
services including GP practice or they are advised on how to self-treat if 
clinically appropriate. When they are directed to one of the urgent care 
services at Trafford General then they are given a booked appointment slot, 
avoiding the risk of overcrowding on the site.

This offers the patient a better urgent care experience with limited wait 
times. This service has been live since the 27th October in Trafford. Since 
go live Trafford has seen a significant drop in patient numbers being 
referred to the WiC and UCC, although anecdotally this seems to prove the 
success of the model at this stage further analysis of all the data is required 
to ensure we fully understand the impact.

Trafford Urgent and Emergency Care by Appointment
Transforming & Innovating Public Services Award Finalist

If the patient arrives at Trafford General Hospital between the hours of 8am 
-8pm without a booked appointment they are triaged at the front door and 
booked in to the appropriate service.

Trafford General Hospital currently has a Walk in Centre provided by 
Mastercall and Urgent Care Centre provided by MFT these are co-located 
and use the same front door to access. Mastercall are currently operating 
a triage process at the front door of the UCC / WIC. The short term 
proposal is that the UCC and WiC become bookable only services and the 
two services align to form a UTC for Trafford. If patients do not book an 
appointment to attend they will be triaged on arrival and streamed to the 
WiC or UCC dependant on their needs. 

The appointment only service at TGH went live on 27th October 2020. 
Patients from the local area who call 111 for a minor illness or injury 
who previously would have had an outcome of attending the UCC or 
WIC are referred to the TPAS for secondary clinical assessment. If still 
appropriate for physical attendance at the UCC or WIC they are booked an 
appointment.

Patients who self-present to TGH without calling ahead will also be booked 
into an appointment slot, these patients will remain in the waiting room 
while they wait for their appointment, rather than leaving the site to return 
later.

The aim of the implementation of the system is to ensure TGH reduces 
overcrowding to support social distancing. 
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What are the key learning points?

• Targeted communication approach has worked very well
• Understanding the historical behaviour of patients is really critical and 

that evidence base should be used to design the implementation plan
• Implementing this during the pandemic has been helpful from a patient 

behaviour aspect however this will need to be monitored through 
easing of restrictions

• System approach to the change and collaborative working has been 
critical to the success of this programme

• This programme has provided Trafford with an opportunity to deliver a 
fully integrated care system enabled by a single point of access ‘111’ 
or ‘999’ where organisations will collaborate to deliver a range of high 
quality clinical services from clinical assessment to intervention. This 
will be in a number of settings including: Urgent Care, OOH, Primary 
care, community etc.

Additional Comments

The rapid implementation and success of Trafford’s Urgent and Emergency 
Care by Appointment has only been possible due to the collaborative 
working approach between Trafford CCG, MFT and Mastercall. We believe 
this is a great example of what can be done when organisations work 
together and hope for more success like this moving into the new world of 
integrating care.

 

Early data analysis is showing that there a >50% reduction of patients 
attending the service, with a large proportion being clinically advised to 
self-treat.

Friends and Family feedback:
Key Messages 
• 90% reported very good and 10% reported good overall experience at 

TGH
• Quick and efficient to be seen by a Doctor
• Friendly and helpful behaviour by all staff – Receptionists, Triage 

Nurses, Specialist Nurses, Doctors
• Colleagues have a wealth of knowledge/expertise and are informative 

throughout the process
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Wigan Council

Project Aims and Objectives:
The Deal 2030 is an exciting and ambitious strategy for Wigan Borough. 
It’s a plan which aims to make Wigan Borough the best place it can be, 
providing a unified strategy for the whole borough to make it the best 
possible place to live and work over the coming decade. It was created 
after the biggest ever consultation undertaken by Wigan Council called The 
Big Listening Project, which visited 83 locations across the borough, spoke 
to 6,000 people directly and collated 10,000 brilliant ideas.

To deliver the priorities in the plan it is essential that we work closely with 
partners, particularly those with whom we work to deliver and reform 
services for borough residents. To ensure we deliver the highest-quality 
public services, we have split the borough into 7 defined neighbourhoods 
which are population between 30,000 and 50,000, big enough for services 
to align staff to and small enough for staff to get to know an area well. 

Covid 19 has dominated the landscape across public services for the 
most part of the last 12 months. It has impacted upon the way that local 
services and networks operate and has provided different challenges and 
opportunities to support some of our most vulnerable residents and each 
other. 

From the start of the pandemic Wigan Council worked with partners from 
the Voluntary, Community and Social Enterprise (VCSE) sector, and from 
businesses as well as from across the public sector, taking a proactive 
approach to ensure a joined up and co-ordinated response utilising the 
already well-established community hub within each of the seven service 
delivery areas. We focused upon: 
• Individuals, couples and families who were self-isolating or shielded
• People who are vulnerable within our community, and who have 

complex needs
• Groups of residents in key settings, Primary Care, Schools, Care 

homes, homeless and other settings

We aimed to create and implement an integrated community response 
model to the Covid 19 pandemic; to support the health and wellbeing of 
our residents. A response model that could respond flexibly, was replicable 
and suitable for use at scale. Objectives were for all those in need to be 
provided suitable support in a timely manner, ensuring that basic needs 
were met including food, wellbeing, health and financial support.

Neighbourhood hubs co-ordinated a community response. High demand 
for support led to us deploy staff from across the partnership into 
roles within the hubs to provide a flexible and adaptable approach that 
maintained resident focus and didn’t duplicate ongoing work elsewhere in 
the system. 

Having a common goal and purpose brought everyone together; the focus 
was divided into two key priorities; boroughwide infrastructure and a 
localised offer across each of the seven neighbourhoods. 

The Boroughwide infrastructure comprised: 
• Central food distribution hub
• Helpline, contact points and welfare advice for residents
• Leads across logistics, food, finance, communications and volunteering
• Process and protocol development, matching of deployment needs, 

induction content, allocations, monitoring and welfare support
• Joint Intelligence for the identification of vulnerability, shielded cross 

referencing and performance arrangements
• Wigan Community Partnership Volunteer Bureau

The Achievements

Phase 1 of the response to the COVID-19 pandemic has stress-tested 
our established placed based model and amplified the importance of a 
partnership neighbourhood approach in supporting the health of all our 
people and resilience of our strong communities. 

It provided an unexpected yet valuable opportunity to work innovatively 
and collaboratively; to accelerate wider integration of services including the 
voluntary sector, to support the health and wellbeing of our residents and to 
improve our neighbourhood resilience both during and after crisis.

We quickly developed a boroughwide food offer, with a central food 
distribution centre co-ordinated by the Armed Forces Hub. Food was 
then transported to established food banks to support their increase in 
demand, where foodbanks hadn’t previously been available, we worked 
with community groups to set up a food provision that would be suitable 
for the area. Each neighbourhood was responsive to residents needs and 
food offers varied from cooked meals delivered to individuals, food parcels 
available to families and food pantries for those who were able to pay.

Through our approach we also: 
• Supported over 7000 individuals
• Provided over 32,000 food parcels / meals through the council, 

community groups and food banks
• Made over 5,000 comfort calls or referrals for welfare support or
• 20,000+ Items of PPE Delivered to residents, VCSE Groups
• 7 local comms and engagement plans in place supporting borough 

wide comms strategy
• Handled over 7,500 calls via our contact centre and around 1,500 

online forms form the public requesting support
• Registered an additional 493 volunteers

Community Response Model to COVID 19
Transforming & Innovating Public Services Award Nomination

The neighbourhood structure supported the community hubs to provide: 
• A voluntary, community sector support network
• Food bank network and provision
• Bringing organisations and services together
• Matching local volunteers and local induction
• Links to mutual aid groups, provision of local information and links with 

logistics
• Local co-ordination for food, pharmacy, wellbeing advice and comfort 

calls

Key practical delivery mechanisms included:
• Follow up calls via the contact centre requesting food, welfare checks, 

prescription collection and other enquiries
• Visiting vulnerable residents to conduct welfare checks where the 

National Shielding Team had been unable to contact them over the 
phone. This provided assurance that our vulnerable residents were safe 
and well and that support and assistance were provided if necessary

• Pharmacy pick-up service following NHS guidelines and advice from 
CCG colleagues. Our approach ensured that our residents were able to 
access vital medicines during the crisis.
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What are the key learning points?

Specific characteristics considered critical to the success of the delivery 
model have been:
• Multi-agency response: neighbourhood teams including Community 

Link Workers, Complex Dependency Team, IHL, GMP, staff deployed 
staff from council and partners, PCNs and local pharmacies

• Key community organisations: VCSE anchor organisations working 
hand in hand with neighbourhoods

• Networked food provision: supported by boroughwide infrastructure
• Flexible Workforce: redeployed staff, partners, VCSE & local volunteers 

working together
• Council Senior Management Team: support to deploy staff from non-

critical services and prioritising of the community response
• Robust deployment process: to match colleagues skills with activities 

and to provide a sound induction process to ensure organisational 
assurance and importantly the confidence of staff stepping into new 
activities and the priority of welfare support

• Central Contact Centre: provision of a dedicated helpline and route for 
online referrals

• Community Hub: Co-ordinating & managing the local on the ground 
response to food, volunteer offers, logistics, gathering intelligence 
around local VCSE resilience & setting up arrangements reflecting local 
needs

• Borough wide co-ordination point: matching incoming referral, 

Additional Comments

In Wigan we continue to review our processes and methodology in line with 
the developing landscape of neighbourhood delivery to ensure that high 
quality services are delivered in a logical, sequenced and timely manner 
and for the benefit of our residents. 

True to The Deal 2030 and in spite of the Covid 19 pandemic our residents, 
teams and partners pulled together in their commitment to #BeKind and to 
keep each other safe. We couldn’t be more proud of each other.

Our move towards a local data warehouse approach allowed us to 
combine data sets to support a cohesive approach for more accurate 
targeting, increasing inefficiency, enhancing outcomes and improving our 
safeguarding role. Some examples of our targeted approach include: 
• Advice card & communications: targeted distribution to ageing 

population through assisted bin collection service
• Outbound welfare calls: vulnerable children and families, shielded list, 

etc.
• Domestic Abuse: Proactive welfare calls
• Targeted visits and support package to specific communities in the 

borough
• Targeted visits to canal and riverboat dwellings, providing advice, 

education and support
• Asylum Seekers: Translated information, relaxation of ‘no recourse to 

public funds’ and access to food and other support via neighbourhood 
bases and hubs

• Residents and young people not complying to lock down rules: 
Targeted patrols and education, noncompliance visits across the 
borough

• Vulnerability due to mental health: Launched 24/7 helpline and 
consolidated support approach across neighbourhoods

• Targeted support for rough sleepers alongside self-isolation provision at 
Mercure Hotel and new accommodation provision in the community

• Drug and Alcohol dependency: Regular phone contact for residents 
who are identified as alcohol dependent by addiction service providing 
advice and support

We have recently undertaken a resident survey to better understand 
the impact that our community response has provided them during the 
pandemic. 1266 people responded with 94% saying they were happy with 
the support provided, 95% saying they would recommend the service to a 
friend and positive comments such as “Neighbourhood hub were like a life 
line to me whilst my husband is in bed ill, they gave me numbers to help 
with online shopping and gave me advice on getting a volunteer shopper. 
They both cheered me up no end at this time of crisis and I looked forward 
to their call every week to lift my spirits I felt like I had continued support 
throughout.”

monitoring requirements and tracking support
• Elected members: galvanise sub-local responses, intelligence and 

mutual aid
• A range of valuable outcomes related to workforce development have 

also been identified through the success of our asset-based approach 
to Covid 19:

• Attitudes and behaviours of staff from across partnership
• Having different conversations
• Partners knowing communities better
• Giving permission and growing confidence in the freedom to redesign 

and innovate
• Co-location of teams and expansion of partner agencies

Wider learning from our Community Resilience Model and response to 
Covid 19 working hand in hand with VCSE and partners: 
• Deeper understanding of our communities
• an opportunity to use the knowledge and expertise of elected members 

and communities better .
• Deal Principles allowing mutual aid to flourish in empowered 

communities
• Networked provision
• Community reservist model has developed workforce skills and 

experience and built an understanding of neighbourhood work across 
wider services

• Connecting boroughwide arrangements direct into the neighbourhood 
model provides a better service for residents e.g. Contact Centre direct 
links into neighbourhood hubs, with support from back office functions

• A physical hub provides a focus for integrated working on the ground, 
and promotes a common purpose
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The Outstanding Contribution Award is our top award, recognising the outstanding 
contribution of the iNetwork member organisation that has done the most to promote 
learning and sharing of innovation and best practice.

The winners for 2020 Innovation Awards were Greater Manchester Combined Authority.

Outstanding Contribution Award

Greater Manchester 
Combined Authority

Outstanding 
Contribution 

Award


