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Personalisation ~ thinking about  
care and support in an entirely 
different way 
– putting people first, rather than 
services.

Personalisation in Lambeth whatʼs it all about?

Self Directed Support ~ Support 
that you decide and control. You 
control the money for support – your 
Personal Budget. You choose what 
support you want and how to spend 
your Budget. Lambeth will support 
you to do this.

Personalisation in Lambeth whatʼs it all about?

Co Production ~ To make something or bring something into existence together.

Personalisation in Lambeth whatʼs it all about?

Personal Budget ~ The money you 

get to pay for your support and other 

things in your support plan. 

Personalisation in Lambeth whatʼs it all about?



Introductions

The event was facilitated by Tricia Nicoll from Tricia Nicoll 
Consulting. 

Helen Charlesworth-May, the Joint Divisional Director for 
Strategy and Commissioning, Lambeth ASC & NHS 
Lambeth set the scene about Personalisation in Lambeth.

Lisa Shokir from Vital Link shared her 
thoughts about Personalisation and what it 
means.

Personalisation
What does it mean? It's about the person. 
That means you...and you...and you....and you….
What are your likes or talents?
What change can enhance your life and help you recover?
Personalisation can be that buffer. 
That's what today is all about. So listen and learn but enjoy! 
Hopefully you'll find that person inside. Through Personalisation you'll come to
understand that you're unique, unlike any other. 
So welcome one and all and enjoy this day - it's for you!
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Personalisation - how much do YOU understand?

At the beginning, middle and end of the 
day, Julian Hall and Tricia Nicoll asked 
people how much they understood about 
Personalisation. We used red, green and 
yellow cards to vote on the the following 
questions:

First vote - beginning of the dayFirst vote - beginning of the dayFirst vote - beginning of the dayFirst vote - beginning of the day

Question No Not sure Yes

I have heard of personalisation 1% -- 99%

I feel confident that I could explain 
Personalisation, Self directed support, personal 
budgets

20% 40% 40%

I like what I hear about personalisation, self 
directed support and personal budgets

5% 30% 65%

Iʼm worried about what I hear about 
personalisation, self directed support and 
personal budgets

60% 20% 20%

I think personalisation, self directed support and 
personal budgets could have a really positive 
effect on my life/job

5% 35% 60%
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Crow Theatre

Crow Theatre performed a piece called ʻPersonalʼ. Details about Crow Theatre can be 
found at www.crowtheatre.co.uk They work with professional actors and are interested 
in getting non-actors involved in their project to experience theatre.

Crowtheatre Director and play writer - Natasha Campbell
Therapist - played by Natasha Campbell  

Katy - played by Helen Wilkes 
Parizad - played by Padma Damodaran

Janice - played by Sheena Salmon
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Personal stories of change

We heard from 5 speakers who have personal experience of self directed support; 
Personalisation from a service-user perspective and from a support broker 
perspective. Their stories and experiences gave a real insight into self directed support 
and whatʼs involved and we thank them for giving up their time to contribute to this 
event.

Eric Nash from Croydon: ʻEricʼs Storyʼ 
Nichola Harris - a support broker from Croydon

Stefano Peria:  ʻPersonalisation My Wayʼ#
Lee Elliott: ʻA support brokers perspectiveʼ 

Kamel Benbakhta ʻMy experience of self directed supportʼ

What Eric and Nichola told us:
I used to work with computers and 
part of my job was to give 
presentations to an audience of 
people. I have always been confident 
with speaking.

I have been in the mental health 
system for 29 Years, since I was 15 
years old. This has included continued 
yearly readmissions in to hospital 
triggered by my negative thoughts, 
self-harming and isolation. I suffer with 
increased anxiety and continuous 
need to self-harm on a regular basis.

I know that there are key times in the week when I am at particular risk of self-harm 
due to my isolation and not communicating. I have identified that having someone with 
me would distract me from negative thinking and would have a positive impact on me, 
thus reducing my self-harming behaviour. It will also assist to motivate me to feel 
happier about things and enhance my quality of life.
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I arranged a personal assistant for 11 hours a week  - on a Saturday and Sunday and 
one evening. I know that I need someone who is:
• My age group
• Has experience of working with people with mental health problems
• Good time keeping, reliable & Flexible
• Shares my interests
• Is able to motivate me and encourage me.
• Good risk management skills 

I also want to use my budget to do a photography course. Self-directed support has 
given me the chance to share my presentation skills by talking to other groups and 
people about how my life has changed.

ʻMy support plan has given me hope for my futureʼ

What Stefano told us:
Stefano has not received a personal budget however was invited to speak as
his story represents the themes of personalisation and how personalisation is not just 
about getting a personal budget - its about thinking differently.

Stefano shared that he had spent a long time feeling frustrated with services as he did 
not feel he was getting the help he needed. He felt that because he was eloquent and 
could speak up for himself, his difficulties were overlooked, despite feeling when he 
was at his most unwell that he couldn't actually express what was happening to him. 
He had to rely on his own strength and determination and the only real support he was 
offered was medication. His situation changed for the better when he was fortunate to 
have a 'good GP' who listened, understood and respected his judgement and asked 
him what help he thought he may need. She gave him the support he needed rather 
leaving him to sort everything out himself which enabled Stefano to be in control. 
Stefano developed a plan with the Doctor to come off the medication he was taking 
and Stefano identified things specific to his needs and interests he could do that would 
support him to stay well. These changes made a really positive impact on his wellbeing 
and his life. 

What Lee told us:
Lee shared a modern day fairytale with us ……My name is Lee and Iʼve been asked to  
share with you some of my experience of working as a support broker in Lambeth and 
define what self-directed support means to me.
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So, what is a support broker? What does a support broker do? And is it any different 
from a key worker or care co-ordinator?  

We all have our own unique story to tell and one job a support broker can do is help 
you tell your story in a way that makes sense, so that the reader gets an idea of the 
main characters in your story, the challenges and problems that you face and what you 
need to help you overcome your challenges. We also need to describe the dangers 
that might lurk along the way and what you can do to protect yourself from them to 
give you a good chance of transforming the frog into the handsome prince and getting 
to the “happy ever after” stage.

We might call your story a ʻSupport Planʼ and youʼll be learning more about this later in 
the day. Like any good broker, I also need to get you a good deal and make sure your 
money goes as far as possible.

Lets take a closer look at someoneʼs story.  Since Panto season is fast approaching, I 
thought weʼd take a look at ʻCinderellaʼ.

Who, apart from Cinders, are the main characters?

On the good side, weʼve got Buttons, Prince Charming, the Fairy Godmother.  On the 
not-so-good side thereʼs the Ugly Sisters and the Wicked Step-Mother.  At the 
beginning of the story, the one gleam of light in Cinderellaʼs life of drudgery is her 
friendship with Buttons. One day, however, an invitation to Prince Charmingʼs Ball 
arrives and Cinders sees a way of changing her life for the better - but she has no 
transport, nothing to wear, no shoes and the house is a mess!

Cue Fairy Godmother, magic helpers, sexy ballgown, glass slippers, carriage and 
horses BUT – and itʼs a big ʻBUTʼ - the magic runs out at midnight, which complicates 
life for everyone.

Now, if the Fairy Godmother were a support broker…

Obviously, itʼs a good idea for Cinders to go to the Ball – she might increase her social 
networks, develop greater self-esteem, maybe ultimately stand up to Ugly Sisters and 
Wicked Step-Mother and develop a better relationship with them.  So, how can we get 
Cinders to the Ball, making sure that she looks good, feels confident and stays safe 
while having a fabulous time?

Well, for a start, I certainly wouldnʼt expect Cinders to go out gallivanting, dressed up 
to the nines in Jimmy Choo glass slippers without the taxi fare home!  In fact, if we 
think of some of the Fairy Godmotherʼs magic being money, what if Cinders buys a 
cheaper dress and a pair of Primark shoes to free up some cash for a cab fare home?  
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No? OK, lets keep the designer dress and the glass slippers and find Cinders a pal 
whoʼs also going to the Ball so they can share the cab, save money, keep each other 
company and stay out longer if they want.  

Even better, say some of the magic is money and some of it is what we might call 
ʻsocial capitalʼ or opportunities in the community.  Then, Cinders can join a Timebank; 
she likes animals and can do some dog-walking in return for some time from a local 
fashion design student who can design and make her the glamorous dress. 
Through Timebank, Cinders might also get someone to help her with the domestic 
chores around the house.

Cinders gets out of the house more on healthy walks, increases her social networks 
even further, gets the house sorted and has enough money to splash out on the Jimmy 
Choo shoes and share a taxi home with her pal.  

So what are the risks, what can go wrong?  Well, weʼd best make sure that Cinders 
knows where she can catch a night bus if she needs one and that some numbers for 
reputable minicab firms are on speed-dial in her mobile.

Did I mention that Cinders is on the higher mobility rate of DLA? She can get her own 
transport through Motability and employ Buttons as her personal assistant – Buttons 
can drive her and her friends to the Ball and drive them home again afterwards. She 
can also get a volunteer mentor through the ʻBack to Lifeʼ project who can help her get 
out of the house more often and increase her level of confidence even further.

Can you see where Iʼm going with this?  Thereʼs more than one way to get to the Ball 
and the important thing is that Cinders makes an informed choice about how to reach 
her goals and she gets good value for money.

The support broker cannot make any decisions for her but can make sure that Cinders 
knows about all the options open to her, what theyʼll cost, how she might pay for them, 
and what is available at no cost.

Iʼve taken quite a light-hearted view of the subject and we need to remind ourselves 
that while weʼre not necessarily dealing with pantomime Ugly Sisters, Trolls or Giants, 
we are dealing with very real and disabling challenges such as stigma and isolation, 
low self-esteem and self-harm.  Equally, while Prince Charmings might be thin on the 
ground, the really magical transformations can come in the form of decent housing, 
access to education or meaningful employment and better social networks.

As a totally independent person who is working for and in the interests of the person at 
the receiving end of mental health services, while negotiating with the providers of 
services, I have the privilege of seeing both sides of the coin – the service usersʼ side 
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and the service providersʼ side.  I have to say that, consistently, Iʼve witnessed service 
users totally ʻgettingʼ personalisation, understanding – despite the professional jargon 
that mystifies it – understanding the good principles of personalised services and being 
hungry and impatient for change.  While I know there are many hard working, well-
intentioned professionals trying to make progress, I feel duty-bound – like Cinderella 
impatient to get to the Ball - to ask, “Can we go a bit faster, please?”
 
Now, the last thing I want to do is have you believe that support brokers are Fairy 
Godmothers and that they can grant wishes. They canʼt. They donʼt have magic wands 
and, try hard as they might, they canʼt always make things happen as quickly as weʼd 
like. But they can help people to transform their lives and, while there are no 
guaranteed “happy ever afters” to any of our stories, there is the dignity, strength and 
self-respect that comes with directing our own lives.

Iʼm going to end where I began.  What does 
self-directed support mean to me?  It means 
that service users have a voice and that they 
are able to use it.  Our challenge is to ensure 
that service usersʼ voices, which have often 
been marginalised within our society, are heard 
and listened to, that the support which is 
provided genuinely reflects the need which is 
expressed, that itʼs planned imaginatively and in 
the spirit of empowerment – side by side with 
service users.

What did Kamel tell us?

Kamel told us how he had spent several years moving from place to place and in and 
out of hospital, never really getting the support he needed to stay well and manage his 
life. In 2004 he reached a crisis point and ended up back in hospital. 

In 2005 he got a place at a day service, but things still didnʼt feel that positive. In 2006 
he was supported to get a personal budget. With his support plan, he was able to plan 
the things that he knew would help his recovery; going to the gym, driving lessons and 
training to drive a forklift truck. He was also able to change his medication and move 
from a depo injection to managing his own medication through tablets - this made a 
huge difference to how he felt. All of this cost less than the support he was getting 
before.

His plans for the future include more time at the gym, getting a job and his own place 
and getting his European Computer Driving License!
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Personalisation - how much do YOU understand NOW?

Second vote - lunchtimeSecond vote - lunchtimeSecond vote - lunchtimeSecond vote - lunchtime

Question No Not sure Yes

I feel confident that I could explain 
Personalisation, Self directed support, personal 
budgets

20% 20% 60%

I like what I hear about personalisation, self 
directed support and personal budgets

5% 30% 65%

Iʼm worried about what I hear about 
personalisation, self directed support and 
personal budgets

70% 20% 10%

I think personalisation, self directed support and 
personal budgets could have a really positive 
effect on my life/job

15% 5% 80%
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Workshops and small group sessions

The afternoon was spent in small group sessions. 

Workshop 1:  Whatʼs important when assessing for personal budgets? 
Naomi, Olu, Marieke
This session offered people a chance to explore what is important to be included in an 
assessment; the who, what, and how.  It was a chance to share experiences from a 
service-user and staff perspective and provided information that is useful in helping in 
the development of assessment tools for personal budgets.

The first exercise in the workshop asked people to share their thoughts about 
the word and the idea of ʻassessmentʼ

Positives thoughts and ideas….
• Provides a framework / blueprint
• Meant to be open and fair process with equal opportunities
• Opportunity to find out information
• Can provide a gateway into services
• Can provide a comprehensive picture of a persons needs/carer needs + opinions
• Ensures a person gets the right services
• Reassuring that you are being heard
• Provides opportunity for rapport to be established
• Can be an ongoing collaborative process 
• Helps identify and manage risk/safeguards
• We all have experience of assessment – part of everyoneʼs life so it is common 

and necessary
• Helps us to know where we are and where we are going
• Goalpost, know where Iʼm at – deadlines
• Helps me understand where I am – understand about the mind
• Clearly explained criteria, followed clearly, step by step
• Recorded in written form – feel more confident
• Feel listened to
• Choice of who is assessing you, where and when
• Process explained – what happens after
• Get to know the full picture, know the person in depth – not just on paper
• Need to know who can read see your assessment - confidentiality
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• Process + purpose of assessment to be communicated clearly + outcome of 
assessment

• Develop rapport + positive outcomes
• Access services, information gathering exercises
• Identifies strengths, potential, future plans, risk 

Negative thoughts and ideas…..
• When people donʼt talk to the person theyʼre assessing
• Tick boxes!
• Relying on data, often incorrect data, not checked
• Use of jargon, words that people donʼt understand
• Feel lost
• Sometimes questions not relevant, too limited, bad wording
• Can build up peopleʼs expectations, especially when needs canʼt be met
• Hearing but not listening
• Sometimes questions are leading towards a certain target/outcome
• No follow up review
• Not knowing its going to happen, not prepared
• Process to long, not always relevant
• Too much info to give a direct answer – not enough scope to answer fully
• Paperwork – can be seen as another duplicative exercise
• Answers can be influenced by the questions
• Can be boring and dull. Not always sure what its for and what will be done with it
• Can be patronising + coercive
• Can be intimidating – feeling of being judged
• Does it work, whatʼs it for?
• Can close opportunities
• As the assessor asking the same repetitive questions for the client
• Being assessed by someone who doesnʼt know you well as you know yourself
• Client is assisted when in fear of being sectioned, within the assessment thereʼs 

normally two people assessing

The second exercise was to design an ʻidealʼ assessment for a personal budget 

Who?
• Service user, carer and family
• Consent and thinking about the whole process
• Who, what needs to use it
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• The person chooses who would be doing the assessment
• Triggers - might be urgent
• The persons opinions are really considered about what they want from the 

assessment 
• Money no object – getting on with the assessor 
• There would be other peoples relevant opinions
• Independent body + choice to bring an advocate along or family/friend/carer
• Do you need a specialist assessor like Occupational Therapist?
• Assessment apart from ward round
• Client + who can advocate/be with them
• Someone you know and trust

What?
• Financial circumstances, interests, resources already available + for how long, 

level of need + potential positive outcome
• Clients opinions/money no object - think big
• Level of need social need, physical need or mental need
• What the person wants, goals, adequate resources
• Money no object, go on cruise.
• Consider carefully what questions there are in the assessment.

Where?
• Choice – e.g. social settings, office, hospital
• Flexible – as far a possible
• Mutually agreed venue which is private
• Residential retreat in a country for 2 weeks
• There should be flexibility in terms of assessment in office or at home

When?
• Official review time + ongoing monitoring with care coordinator/support worker
• When change occurs e.g. if when you want change and support
• Over more then one session 
• When it suits the person being assessed - more choice

How?
• Together, user centred, clearly communicated + understood
• Respectful wording of questions to offer choice
• Its done in a respectful way
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• From writing letters to speaking to someone on the phone – setting up 
assessments 

• Confidentiality 
• Give the person choice 
• Should be comprehensive 
• Someone typing it up as you do it
• 20 minutes max
• No waiting list – no referrals

Workshop 2.  Debate: How decisions are made? 
Seona, Tricia, Hilary#
This session involved debating about the benefits and use of personal budgets and 
how decisions are made. It offered people in the session a chance to understand why 
and how decisions are made and hear different peopleʼs perspectives and thoughts on 
this area. There is a poster of the things that people said on the next page and the key 
ideas are also typed up after the poster.
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Personal budgets - how decisions are made about how people can spend their 
money
We started by asking people what criteria they thought the Council would use to decide 
whether the support plans that someone had for how to use their personal budget are 
acceptable or not. We made a list and then Seona Gordon, who is Head of 
Personalising Services at Lambeth Council, talked about the decision making process 
within the Council and the criteria used to determine whether residents are eligible for 
a personal budget. The session explored what participant views were about why 
Councils have a criteria. 

Creative $ $ $ $ $ Need$$ $ $ $ Access 
Statutory responsibility$$ $ Entitled/eligible  $ $ $ Legal$
Its a good decision$ $ $ Experimental$ $ $ Relevant
Last as long as it takes$$ $ I live in Lambeth$ $ $ Affordable
Save money$ $ $ $ Available$ $ $ $ Beneficial
Want$$ $ $ $ $ Risk$ $ $ $ $ Safe
 $ $
Seona said that the key thing is that the Council do want people to be independent. 
The other key things that are taken into account are:
✓ What do you want to achieve?
✓ Affordability and ensuring people who use services get value for money. This is 

linked to what you want to achieve
✓ Public money is spent appropriately on outcomes
✓ Once money is agreed you can use the money - if it is part of the support plan!
✓ The review will look at how you continue to get value for money and whether there 

other pots of money you could use
✓ If your needs change or you spend less than you planned, then you can review 

the use of the budget
✓ Direct Payments do require receipts and you need to have a separate bank 

account
✓ Prepaid cards are available or credit union accounts
✓ The Council has a responsibility to make sure that people who are self funders 

have good information about what they can buy

We then thought about some situations that might make the newspaper headlines - 
things that ʻJoe Publicʼ (or the Council!) might find difficult to get their heads 
around……ʻsomeone chooses to go fishing with their personal budget while they live in 
squalorʼ …….ʼsocial care council money pays for sexy massage!ʼ …… service-users 
connedʼ…….. We had a fairly heated debate!
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We finished by thinking about the need for evidence - how we can demonstrate that 
the sorts of things people are using their personal budgets for really are meeting the 
needs they have and the outcomes they describe in their support plan.  We said:
• They use a reputable company 
• The person tells you!
• Word of mouth
• Listening to people - their quotes, ʻafter a fortnight fishing I can think clearerʼ
• The cost

Workshop 3a): Support planning; Who, why, and where?
Niesje, Sandra 
This workshop was a focussed discussion group to explore who is best placed to 
support someone with their plan if support is required, where this should take place 
and why.

This is what people said:

Who Why Where What 

Group 1 Family
Key worker
Person with lived 
experience

Help you 
understand
Trust
Support
Have knowledge
Keep in touch

Home
Shopping
Day centre

Employing PA
Holiday
Employ singing 
tutor
Music Studio 
with Carol 
Thompson!

Group 2 Family/
Professional/ 
service user
Support worker
Individual

Impact on 
Feeling 
comfortable
Totally in control

At home
Day centre
Cafe or library
Community 
Centre

Clear 
communication 
Daily living skills
Knowing the ££

Group 3 Self/individual
Partner
Relative and 
friends

Empowering
Ease of time to 
complete
“knows self best”

At Home Music
Piano tuner
Tailor
Drumming 
sessions
Discussion group 
attendance
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Workshop 3b): Creating a support plan
Bernie, Karen, Mary, Farid, Lisa##
This workshop was a chance for people to try creating a support plan based on a role-
played case study; in writing or drawing. In particular, the idea was to create a support 
plan without a budget to focus on the concept of Personalisation rather than just a 
personal budget and to consider what other opportunities are available for those who 
would not be eligible for a personal budget. There were two artists on hand to help 
people!

Anthony - a case study
Anthony is 18 years old and is 
receiving support from the LEO 
team after a recent hospital 
admission following a psychotic 
episode. He has been diagnosed 
with schizophrenia, is on 
medication, and his mental health is 
now stable. Anthony does not meet 
the criteria for FACS, so he will not 
get any money from social services.

Anthony is living at home with his 
family in a very crowded 
environment as there are four other siblings. He has to share his bedroom with two 
older brothers who at times can be quite abusive and aggressive towards him and 
there are often fights. Anthony has finished school and does not go out of the house. 
He is very withdrawn and lacks confidence, and at time feels very anxious and 
depressed. He has very few practical living skills. His mum is very supportive and 
looks after him but finds it difficult to cope at times as she is physically unwell herself. 
She feels that Anthony needs to be more independent and is concerned that the 
current living situation is contributing to the depression he is experiencing. 

Anthony feels that he cannot change his life as he has no where else to go and has no 
money to pay for anything. He does not feel able to work and is at risk of losing his Job 
Seekers Allowance as he keeps missing appointments. 

Whilst at school and before he was diagnosed as having schizophrenia, Anthony was 
a good student; he was very musical, enjoyed art and was very good at computers. He 
did think about a job in IT or engineering. He likes to play football. He would also like a 
partner. His mum also said he used to have lots of friends coming to the house. 
Anthony also likes cycling.
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What needs to be in a support plan?
✓ Whatʼs important to you
✓ What do you want to change or achieve?
✓ How will you be supported?
✓ How will you use your Individual/Personal  Budget?
✓ How will your support be managed?
✓ How will you stay in control of your life?
✓ What are you going to do to make this plan happen? 

Anthonyʼs Support plan

Whatʼs important to Anthony?
• Heʼs a young man who enjoys music, computer games, cycling, and football
• to carry on education but not in an informal setting?
• To live in alternative accommodation
• His mental health needs do not deteriorate
• His mum and family
• His independence
• To have a job
• To have a girlfriend

Whatʼs working in his life?
✓ When at school and before he was ill, he was good at maths and IT
✓ He is very musical
✓ Mum wants to continue to support him
✓ Good GP and community health team
✓ Good support from LEO

Whatʼs not working in his life?
✦ Crowded house
✦ He has no work
✦ He has to share a room
✦ Fighting with his brothers
✦ Missing his appointments at job seekers
✦ Mum health is deteriorating
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What does he want to change or achieve?
• Move out of his motherʼs house and learn how to be more independent
• Be able to feel less depressed and anxious
• Attend a computer course he has identified which costs £200 per year
• Buy a new computer as his existing computer is now broken
• Be able to deal with the Benefits Agency
• Find some way of occupying his time during the day
• Be more involved in his local community

How could he be supported?
Move out of his motherʼs house and learn how to be more independent
• Anthony could be referred to the SNAP Team who would assess his suitability for 

low level supported housing. Anthony would have a key-worker who would work 
with him to gain the skills he needs to be more independent. In time, Anthony 
could be referred for independent housing through the Affordable housing register
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• Get himself on the housing list
• Look at private rented flats and use his housing benefit
• See if he could share with a friend
• Look up old friends from school on Facebook
• Flat share

Be able to feel less depressed and anxious
• Do volunteer work
• Part time work in his Mumʼs local pub
• Look at the charities website
• Look in the libraries
• Family/mum to talk to friends and neighbours
• Join local football team
• Look into Access to Work funding
• Anthony could be referred to Lambeth IAPT (Improving Access to Psychological 

Therapies) for free counselling

Attend a computer course he has identified which costs £200 per year
• Anthony could be supported to find a free computer course, or an application to an 

educational charity could be made for him towards the cost of his preferred course

Buy a new computer as his existing computer is now broken
• It may be possible to find a charitable grant to help fund or supply a new computer

Be able to deal with the Benefitsʼ Agency
• Anthony needs to receive some benefitsʼ advice as he is not well enough to work 

at present. He could contact an advice agency, or call the Lambeth Every Pound 
Counts team to see if he would qualify for their support

Find some way of occupying his time during the day
• There are a range of mental health services/voluntary sector organisations and 

groups in Lambeth, as well as generic services he might be interested in
• Look at his own resources - he is good with computers. Could he fix/solve 

problems for people who have computers?
• Charities website; as he is good at art could he volunteer to make Christmas 

cards?
• MIND directory
• Tap into mental health resources - Mosaic
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Be more involved in his local community
• Anthony could offer to volunteer or become involved in offering peer support
• Look for groups and projects in his area
• Run errands for people on his bike
• Support planning and peer support
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And all this with no money!

Workshop 4:  Empowerment, Disempowerment and Personalisation 
Competence training team (RECC): Bola, Sharon, Fabio, Anne
The aim of this session was to generate thought and discussion around the area of 
empowerment and disempowerment, what that means and how this relates to the 
Personalisation agenda. 

In this session, people shared their thoughts about what disempowerment and 
empowerment mean. There was a real mix of people in the group, which gave a 
valuable opportunity for service-users, commissioners and healthcare professionals to 
really talk to one another.
 
A poem titled “disempowerment” was read - this poem looks at disempowerment 
through the eyes of a service-user relating their experience. People then worked in 
small groups to think about discrimination in society, within themselves and in mental 
health services. Key issues that came up were:
• Statistics about the inequality of treatment and over-representation of people from 

a minority ethnic background in mental health services
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• How people perceived they were treated by mental health services and how some 
things may be specific to different cultures

• People do feel that things are progressing and that staff are now more 
representative of different cultural groups. This means that they are starting to 
have a greater awareness of the need to understand individuals specific cultural 
needs in order to offer an effective service

• There is an ongoing issue of empowerment within minority groups and it is 
important to understand this and the need for cultural awareness and individual 
differences as part of self directed support/Personalisation. Only then can we be 
really person centred

• How much freedom will people really have with their plans? People agreed that 
alternative and creative options are really important if they best meet the needs of 
the individual. ʻMedication is not the only answer' and things that support social, 
holistic support are also important 

• People were anxious about eligibility and who would be entitled to a personal 
budget and what that meant for those who are not eligible

Finally, people thought about how service-user empowerment is related to 
Personalisation and it was agreed that Personalisation is really about empowering 
service-users to be more independent by giving them more choices and power to live 
the kind of lives they want to.
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Third vote - end of the dayThird vote - end of the dayThird vote - end of the dayThird vote - end of the day

Question No Not sure Yes

I feel confident that I could explain 
Personalisation, Self directed support, personal 
budgets

-- -- 100%

I like what I hear about personalisation, self 
directed support and personal budgets

-- 5% 95%

Iʼm worried about what I hear about 
personalisation, self directed support and 
personal budgets

75% 15% 10%

I think personalisation, self directed support and 
personal budgets could have a really positive 
effect on my life/job

-- 35% 65%

100%!!!!!
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Fanon Choir

The Fanon Choir finished the event in fantastic style!

How was the day for you?

People shared their thoughts and feelings about the day as they left, using red and 
green cards. The posters are on the next page and then what people said is also typed 
up as some of the cards are hard to read.

28



29



Today has been great because…...

✓ Great - feels really positive. Thanks!
✓ There was real respect for and interest in the views of service users and carers
✓ I really loved the real life experience stories
✓ Very interesting, I enjoyed it lots
✓ Par-excellence!
✓ Venue, food was very good. The whole event was fantastic. I did enjoy the theatre 

group. The speeches and presentations were very good. I did learn about 
Personalisation

✓ Interesting but worrying
✓ Workshops - the approach and input
✓ Networking opportunities
✓ Very informative
✓ The singing!
✓ Inspirational day and what a good mix of people!
✓ It was very nice to meet and hear people from different organisations and sectors 

and find out a bit more about Personalisation
✓ Today was very refreshing; lots of good ideas of how to approach Personalisation. 

Good venue, lots of networking, lots of old faces and new ones. Lunch was 
confusing

✓ Its been very good. Iʼve had a great day
✓ Understand what Personalisation means
✓ It has been great because I feel very empowered by the knowledge about 

Personalisation 
✓ Energetic and kept me interested
✓ Everyone together sharing ideas - it CAN be done differently
✓ Imaginative and diverse programme - Chair was lovely
✓ The play - reflective about how we can be perceived and not listened to. Working 

with and talking to other service users and networking
✓ Meeting new people
✓ Well paced, variety of activities and different partners coming together. Real      

co-production!
✓ I enjoyed it all
✓ It has made Personalisation come alive, allowed for discussion and was a very 

positive day
✓ Workshops went really well. It was an informative and entertaining day!
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✓ This has been a fantastic day with total involvement from all staff and service 
users. Excellent, well done and thanks

✓ I thought the food delicious, the other participants good-natured. Also the venue 
the best of the best. So well galvanised Tricia and team and thanks to Coin Street 
Management, kitchen staff and Fanon Choir

✓ Groups working together
✓ Good venue, food and drinks. Good workshops. Fanon Choir. Informative
✓ A fantastic day. Great to have input from such a dynamic group of service users! 

Thoroughly enjoyable
✓ Well organised and interactive. Really nice vibe, not much negativity
✓ Very informative and interesting. Well organised
✓ It was very informative
✓ Learnt a lot. Really good, up-beat atmosphere giving everyone a positive outlook. 

It CAN be different!
✓ Interesting and entertaining

Things that have not worked for me today…...

✦ Not enough information
✦ Members remained quiet at the workshops and the staff dominated for much of 

the discussion until it was pointed out quietly and then we all contributed!
✦ I would like the key points and highlights provided in some form of documentation 

for the future and further workshops carried out
✦ Venue ventilation not good
✦ Lunch didnʼt work for me, nearly ate ham thinking it was smoked salmon
✦ Didnʼt listen to service users
✦ No one is going to help Anthony!
✦ The chance to do more workshops 
✦ Not bad issue but would have been good to see how it fits with other systems - 

CPA, assessment, care planning etc, recovery etc
✦ More veggie food
✦ The chance to do more workshops
✦ Maybe would have been good to take part in 2 workshops - hard to just choose 

one!
✦ Workshop 2 had a limited debate - more of a Q&A session
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Thankyou to everyone who helped make this 
event happen!

Tricia Nicoll
November 2010
Tricia@tricianicoll.com 
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