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BY COTMANHAY

UNTAPPED 
RESOURCES

Good ideas

Aspirations

Lack of knowledge

Help to build capacity and get 
things done

Resources to ‘have a go’ at the 
good ideas they have

Confidence to make these ideas a 
realityBARRIERS

NEEDS

I really used to enjoy 
running a popular 
butty shop for dads 
on the school run

Setting up a 
motorbike club for 
local youths to keep 
them off the roads 
would be a good idea

Presents the story of...

I would love 
to run a 
dance club

Ideas

Lots of 
staff!

Willingness Aspirations Local 
knowledge

Existing 
community 
buildings

Help build 
capacity & get 

things done

Resource & 
support to 
‘have a go’ 
with ideas

A suitable 
community 

‘space’

Confidence 
building

No-where (space) 
to develop ideas or 
‘set things up’

Loss of energy, a feeling 
of being let down, broken 
promises and a belief that 
nothing good will happen 
for Cotmanhay

Perception that no-
one is really bothered 
about the community, 
or its ideas

A culture of 
complaint rather 
than constructive 
conversation

Lack of confidence to 
initiate ideas, or tackle 
problems, despite 
knowing what could work

Reliance on a belief 
that things can only 
get done with external 
help or money

Underused 
(Children’s Centre) or 
unsuitable (Pavillion) 
local premises

Loss of community 
newspaper

Local buildings not open 
at the right times or 
restricted to a specific use

Worry about the impact on 
income/benefits of setting 
up a business

Lack of time and 
resources among local 
agencies to encourage 
people’s ideas to flourish

Sarah Mike

I want to set 
up my own 
business

There’s nothing 
for young 
people to do 
around here

Ask me what I think 
about things. Don’t 
assume you know all the 
answers

Positivity and a focus on 
strenghts. Don’t see me 
as a problem

A comfortable 
environment to give 
people the confidence 
to talk

A friendly ‘hello’

A way to get together 
to discuss our ideas

Emotional and practical 
support

Break down problems 
into small goals and help 
to work through tem

Community 
buildings

(e.g. cwifi in the 
Children’s 
Centre) 

Network 
of willing 

volunteers

Lots of good 
ideas

(and knowledge 
about local 

issues)

County Hall 
staff

(in different roles, 
sharing practical 

advice &
skills)

A welcoming ‘place’ 
where you can ‘just 

go’ regardless of 
who you are, your 
age and what you 
are interested in. 

A space to 
collaborate and test 

ideas with people 
who listen

The right 
support to grow 
confidence and 

make things 
happen

Good quality local 
intelligence about 
what works locally

Time to get things 
off the ground and 
prove that change 

can happen!

A feeling of being a 
part of something 

amazing!

Paul

Caring responsibilities
 - no time Lack of confidence Wrong sort of support 

(which fosters dependence)

Energy
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Alison Denise

What have we learnt from people in Cotmanhay

What families told us would make a difference

What have we learnt through prototyping 
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FAMILY TO FAMILY
UNTAPPED 

RESOURCES

Passion to help others

Local knowledge

Reluctance to ask for help

Community focused serices, 
designed by local people

Support of local agencies

Lack of time to support 
volunteering activityBARRIERS

NEEDS

I spend all my time 
supporting family 
members through their 
difficulties but there’s 
no-one to support me. 

I don’t like asking 
people for help. It’s up 
to me to provide for 
my children. It can be 
isolating.

My friends at the 
church really helped me 
to turn my life around. 
Continuing to help 
others as a volunteer 
keeps me on track.

Presents the story of...

Volunteering also 
helped me. It got me 
out of the house, I 
met new people and it 
reduced my anxiety. My 
whole family benefited.

The power 
of informal 

activity

Passion to help 
others

People with 
first-hand 

experience of 
surviving through 

difficult times

Local 
knowledge

Support 
of local 

agencies

Knowledge 
about how 

things work 
and who can 

help

Confidence
A ‘space’ to 

come together 
and support one 

another

Reluctance to go into 
someone else’s home to 
receive help

Professional help may 
be available but this is 
not always appropriate

No time to build 
relationships and 
help people to build 
their confidence

Staff are too busy with 
the day job to support 
growing a strong 
volunteer network

A feeling that people 
are already doing this. 
No need for a new 
project.

No channels of 
communication to find 
out about what support 
may be available

Support is time (or 
funding) limited

I learned a lot going 
through difficult times 
and now want to share 
what I learned with others, 
so they can make things 
better for themselves

Do what you say you’ll 
do and don’t abandon 
me. It might take time.

Be positive and focus 
on the celebrating the 
good. Don’t see me as a 
problem.

Be qualified by your 
own life experiences. 
Be open-minded, good 
at listening and speak 
kindly to me. Don’t judge 
or make assumptions.

‘What can I help you with?’ 
Ask me what I’d like to talk 
about. Then reassure me and 
work ‘with’ me to resolve any 
problems. Take small steps to 
build confidence

Keep things confidential 

Be genuinely motivated 
to help and enjoy things. 
Don’t be too serious!

People in the 
community who 

are willing 
to help 
others

Staff based 
locally

The benefits of 
the volunteer

as well as those 
supported (e.g. 

building networks,
 confidence 
& new skills)

People who are 
doing amazing 

things for others
but who are in danger 
of collapsing under the 

pressure

Sustained support 
for volunteering, 

which bring about 
a sense of purpose 

and community

The use of local 
buildings to bring 
people together

The ability 
to access 

community 
assets

Informal ‘group’ 
activities to 

build people’s 
confidence

Time and 
patience - to 

build trust and 
relationships

Someone to 
show you how to 
do things, so you 
can then have a go 

yourself

More time for 
local staff to 

spend supporting 
volunteering and 

local action

Community focused 
services, designed 

by local people

Anxiety Isolation

Reluctance to ask for help

Many local 
people helping 

others
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What have we learnt from people in Cotmanhay

What families told us would make a difference

What have we learnt through prototyping ...the idea of having neighbours who you could go to for advice

Time

Complexity and importance 
of local support networks not 
valued by local agencies

Staff without enough time to 
support volunteering activity

Karen AlisonHayleyTraceyClaire
Local staff 
to support 
volunteers



Strong local 
networks and 
associations

Links to 
community 

capacity building 
ideas

Recognition that 
things need to 

change amongst 
partners + staff

Staff enthusiasm 
to work 

differently
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Skilled and creative staff

Families aspirations

Poor perception of public services

Buy-in from senior officers and 
leaders

Better information and 
communication about what can help

Organisational culture
BARRIERS

NEEDS

I see so many doctors and 
all of them are telling me 
something different. My 
days are spent just waiting 
for the next appointment. 
I’m grateful for the help but 
I hate it.

People think we’re lazy as 
processes slow us down and 
make us look like we’re not 
doing anything. ‘Teams Around 
The Family’ work well, as long 
as everyone is fully committed.  
Intensive interventions provide 
results but people fall back into 
difficult after the intervention ends.

I spend too much time writing 
things up and arguing about 
who is paying for what. I’d like 
to spend more time just helping 
people, rather than arguing over 
who should help them. 

Even when we try and look beyond 
our own service boundaries and see 
problems within a family which need 
addressing, we know that referrals 
might not always get picked up.

Presents the story of...

I cried out to the support worker 
that I was breaking but she wasn’t 
listening. She told me I was doing 
okay. There are so many people 
involved in my life but none of 
them know what my family needs. 

Families own 
motivations and 

aspirations.

Opportunities 
to build social 

capital

Unique 
skillsets being 
used flexibly to 
help alleviate 

problems

Large, skilled 
and creative 

staff base

Good work 
(and models of working) 
and best practice goes 
on across other areas 
(and departments) of 
the county but no-one 

knows about it

Knowledge of 
local families 

and community

Support 
which works 

for me

A less complex 
system, fewer 

points of 
contact 

People observe that 
things have to get bad 
before you can qualify 
for support 

Difficult to identify 
families at tipping point 
if they are not already in 
the system

Concerns about 
safeguarding when 
trying out a new 
approach

My psychiatrist has always been 
there for me and my family. He knows 
our situation and has supported us 
through difficult times. Other support 
hasn’t been right for me. People make 
assumptions. I don’t fit into their 
boxes.

Continued support, with 
understanding empathy, 
exploring problems and 
feelings and making joint 
plans for improvement. 

Judgemental attitudes 
and not listening 
perpetuate the ‘us and 
them’ feeling.  

Trust and honesty is 
needed. Admit mistakes 
and keep people 
informed. This sort of 
honesty means a lot to 
people.

Community focused solutions 
offering informal support, and 
taking small steps

Support should be 
genuine and positive. 

Better information 
and communication 
about what can help 

be accessed

Services which 
tackle whole-

family/ community 
problems not just 
single issues or 

individuals

On-going contact 
after the support 
period has ended

Greater links with 
community, and 

tapping into local 
knowledge

Buy-in from senior 
officers and leaders

Joint commissioning 
and procurement, 

based on the 
needs of people in 

Cotmanhay 

Poor perception of 
public services

Continuation of care lost 
when moving from one place to 
another (or from service to another or 
member of staff leaving)
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What have we learnt from people in Cotmanhay

FAMILIES STAFF

What families told us would make a difference

What have we learnt through prototyping 

Fragmented support and a lack 
of time to build relationships

Duplication and resource 
inefficiency caused by silo working

Process and outcome based 
targets, quantitative metrics 

Distrust of professionals – people 
no longer use the Children’s Centre 
since the Social Workers are based 
there. Feel they will be watched/ judged

Staff working individually in 
a team. Only being able to do 
what’s in their job description.

Separate budgets and 
conflicting organisational aims 

Posh professionals - ‘us 
and them’ - feeling judged

Claire Local support worker Social worker

Personal Advisor

Faye Graham
Louise Chris

Treated as a problem 
rather than opportunity

Isolated

Jo

Someone to 
help ‘fight 
my corner’ 

I’m included 
in deciding on 
interventions 
that are about 

me

People with 
the time to 

listen

Get to the need 
behind the need. 

Creating value and 
stopping life for 
families getting 

worse.

Greater 
freedom to be 

flexible and 
creative 

Good exit 
strategies 
that look at 

progress being 
sustainable

We too often set 
up a targeted 

service to tackle 
a presented need. 

Rather than 
addressing the root 
cause in a holistic 

way.

‘Not another team/ service’

Complexity of 
current systems

Organisational 
culture

Inspection regimes

Perverse incentives - the 
more problems you have the 
more help you can receive.

People come into the 
system when they become 
‘a problem’ which is damaging 
to self-esteem and unhelpful in 
building a relationship

Fear and distrust of local 
organisations

Conditional 
engagement – people 
have to act in a certain 
service/target-driven 
way in order to receive 
support or qualify for 
help or benefits.

CONNECTED TEAMS


