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Personalisation is a key priority for local governments to introduce.  The principles of personalisation have challenged RMBC Neighbourhoods and Adult Services (NAS) to consider the way services are delivered to customers and change and develop new ways of working.  

Key principles of personalisation are encouraging choice and control and enabling people to self direct their own support.  This has meant that the way in which people access support as well as the types and design of services have moved towards a more person-centred and outcomes focussed approach.  

With these principles, a change in the mindset of staff and customers a like was required.  Moving away form a traditional, service led model, staff needed encouragement to enable customers to plan their own support whilst customers needed to be aware of the choices available to them.

The ‘Personalisation Diploma Day’ invited staff and customers along to learn about personalisation and test their knowledge and understanding of what the new, exciting agenda has to offer.

At RMBC we pride ourselves on involving staff and customers in making decisions and shaping services.  We ensure that accurate and up to date information is issued to staff and customers alike.  

The ‘Personalisation Diploma Day’ was unique in its approach, aimed at both staff and customers it offered total transparency to what was potentially a difficult process.

Personalisation demands local authorities to change the way in which they deliver services and support, to ensure a more person-centred approach and offer increased choice and control for individual customers.  

With personalisation comes many changes for both customers and staff and providing accurate and up to date information to both parties is a key priority for both sub-groups.  The idea to host the event came from joint working between staff and customers.  

The event was designed to cater for both customers and staff to demonstrate how personalisation would impact on current working practices in a way that offered customers more choice.  For example, the concept of personal budgets was introduced and information about how to access and how to use a personal budget was provided from both a customer and staff perspective.

The key attraction of the day was offering attendees the opportunity to learn in a friendly and inclusive environment and be awarded a ‘Personalisation Diploma’.

This involved testing attendee’s knowledge of the subject at the start of the day followed by an activity-packed learning experience, increasing their knowledge and understanding of personalisation.  The same test was given the attendees which lead to amazing results.  Each participant experienced an increased score in the second round.

The day ended with a graduation ceremony, awarding a ‘Personalisation Diploma’ to all that took part.  The event was endorsed by a Rotherham Councillor who presented each certificates and provided a photo opportunity for staff and customers wearing a cap and gown.

The entertaining end to the event made it a memorable day.
Over 200 people took part and were successfully awarded a ‘Personalisation Diploma’. The event received some extremely positive feedback from both staff and customers.  So much so, due to popular demand a second day was offered to customers and staff.

This event proved to be a fantastic foundation for subsequent training sessions that have since been offered to staff, including the ‘3D Visioning Day’ aimed to introduce the Adult Social Care Resource Allocation System to staff.
The day also encouraged some follow on consultation.  Attendees informed us that they would like to be involved in any ongoing work to aid the development of personalisation in Rotherham.  We therefore took the opportunity to journey map both customer and staff experience of the new self directed support process, including completion of the Adult Social Care Assessment and Resource allocation System as well as the Support Plan.  This yielded some positive results, making the process and documents more robust.

Focus groups have also formed, for example a ‘Personalisation Champions’ focus group took part in testing our new processes and procedures, in line with personalisation.  Other staff have volunteered to become systems specialists and train staff on the new Adults Integrated System (AIS) which RMBC NAS are implementing to support personalisation.  Each of these staff have provided important and valued feedback which has been used to shape the way forward and ensure our proposals achieve what they set out to and are robust. 

Each of these initiatives was an unexpected and yet welcome outcome of the Personalisation Diploma Day’ and by far exceeding what we envisaged the day to achieve.

A number of comments from staff ( below) illustrate the success of the day. 

· ‘I came to find out about personalisation and left with a PHD ! They can call me Doctor Personalisation now!’- customer

· ‘The cap and gowns were a great idea. What a brilliant way of raising awareness’ – member of staff

· ‘I scored 6 out of 20 in the morning and full marks in the afternoon. I get personalisation now- its about improving choices’ – member of staff
The following press release captures the impact of the day
PERSONAL BEST

ROTHERHAM SOCIAL WORKERS and CUSTOMERS PASS WITH FLYING HONOURS

When they come to write the story of personalisation in Rotherham this will be one of the finest chapters. Around two hundred staff and customers flocked to PERSONALISATION COLLEGE as part of the events that make up PERSONALISATION WEEK.

If the aim of the event was to raise awareness then we certainly had a great outcome . Adult Social Care staff , carers and customers sat an exam on personalisation at the start of the day and then following an information session and workshops tried their hands again. 

The average score in the first test was 34 % but this rocketed to 93% by the end of the day . This meant that special guest Cllr Terry Sharman had to present a diploma certificate to everyone who attended. Innovations manager Tom Sweetman commented, “ We had hoped for a  dozen or so people winning  the certificate but in the end Cllr Sharman was presenting to everybody in the room ! They changed from personalisation novices to professionals as the session went on. You can never underestimate the people of Rotherham and it was exciting to see so many people winning the award. We have called the award the PHD (Personalisation Honoury Diploma)  and could not be more pleased with the way our workforce and customers rose to the challenge.”

Rotherham has become acclaimed nationally for its involvement of customers in the personalisation process and the Council is delighted that there are now dozens more personalisation ambassadors ready to spread the word about choice and control. The next stage for workforce development will be the implementation of the new improved social care assessment. It was certainly felt that this session had helped to improve workforce feelings about the changes that are taking place.

One member of staff commented

‘I have been on a  number of staff training days in my time but this one really helped. You were learning in a fun way and that’s probably the best way to take new ideas on board. I have moved from being suspicious and maybe a little fearful of change to realising that I can actually champion that change. It was a very productive session. 

The sessions certainly made a difference as when the more formal training in offering personalised assessments began following these sessions we found that our  staff were keen and enthusiastic and already possessed the skills and background knowledge essential to the process. The key outcome of the day is that the session improved morale and tackled concerns but in an innovative fashion that actually involved the staff. 
Another member of staff commented

I loved the day – it was real back to basics and reminded me why I actually came into this profession. Personalisation is about customer choice but its also about my role as an assessor and I like what I have seen today. This is one change that I am definitely in favour of . 
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