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What is a different conversation
and why do we need them?

Wouldn't it be amazing if our work
across Bolton truly empowered our
communities to grow in confidence?
Where a collaborative approach was
the starting point? Where we focused
on what was strong NOT wrong in the
first instance?
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Our vision for different conversations

Bolton’s Vision as an Integrated Care Partnership is that people will be involved in
their own health and wellbeing with the aim of staying well for longer in their own
homes, as part of a strong, connected and engaged communities.

To deliver a changed relationship between the Bolton people and staff we need to
change the way we work. We wanted our staff to be empowered to have a different
conversation with local people. One that sees the whole person and puts them
at the heart of everything we do. To do this, we are committed to creating the
conditions including reviewing policy and practices to allow staff to work in this new
way, enabling them to focus on prevention and early intervention supporting people
to connect to their community.

We sought to commission a culture change programme to enable our workforce to
have different conversations with the people of Bolton.

We chose Boo to deliver our programme because of their local knowledge and
commitment to Bolton; its people and the place, their strong history of co-production
and co design and ability to engage with a wide range of people and stakeholders.

Joanne Dorsman

Neighbourhood Transformation @ Bd'm

Programme Manager INTEGRATED PARTNERSHIP

As part of their commitment to creating social value across Bolton and
beyond, Team Boo funded some of the catering costs of the programme

This amounted to an over direct donation from Team Boo to ensure
that all participants enjoyed a healthy lunch and refreshments




Introduction from Helen Smith,

Director of People and Development, Team Boo

Engaging, useful, real and interactive
— this is what we at Boo always strive
for in our programmes, and | was
delighted to be the lead facilitator
for the Different Conversations
programme and help us to achieve
just that.

With a background in community
development and health and social
care which later led to coaching and
leadership; this programme brought
together all of my experience and
passions which | was able to draw on
for both the programme content al
also delivery.

It was great to meet so many fantastic
people across the 19 sessions and to
build on the wonderful work that is
already being done.
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Phase 1 - Co-design

It was important that this programme was co-designed so that it met the needs of the services

in a way that made sense to them and that the programme was able to draw on local examples.
To enable people to have their say in what was included in the programme, we ran a series of
workshops that brought people together across health and social care services and asked them
to share what they thought was already working really well in Bolton and what areas they thought
needed to be developed by the Integrated Care Partnership.

Phase 1 — activity

* Communications launch

* Introduced Team Boo to the system

* Team Boo have accessed all suitable forums
and met all usual and unusual stakeholders

* Attended AQUA events

* Joined VCSE leads to explore possibilities
* Hosted district drop ins

* Hosted neighbourhood drop ins

* Launched and collated co-design survey

* Team Boo and Videobox created some early
stories of why we are doing this




Co-design survey questions

We are currently working toward building learning programmes that can enable staff to have
confidence in participating in strengths-based conversations with the people of Bolton.

For these learning programmes:

What would you like to see in the training?

What skills will help you to do your job even better?

What will make the training worth your time attending?

How would you like the training sessions to feel?

What is your preference in terms of learning style (please select your top 3)

What stories do you have around strengths-based conversations working for you?

Who uses strengths-based conversations well? Why do you think this?

Is there anything else you would like us to consider for training programmes?

Emerging themes

Consistent definition on terminology from
the ICP and partners

Need for shared paperwork/systems
Desire for interactive and practical learning

Strip back the language and be consistent
across all services

VCSE in Bolton is incredible! More
opportunities to truly collaborate as equal
partners

True co-location rather than being based in
the same building?

Desire for strengths-based approaches
across all levels of leadership

Clarity on ICP values and expectations of all
staff and citizens

There are teams doing this really well...Peer
Navigators, Social prescribing service etc.

Not all interactions will be strengths based
and that’s ok



Phase 2 - Creating the toolkit

Different
Conversations

Integrated Care Partnership
Self assessment and goal setting

What is a different conversation and why do
we need them?

Strong NOT wrong!

What does this mean for communities?
Local examples

What stories can you share?

How can we have a strengths based
conversation?

Dialling down the noise

What makes great communication?

Find out what really matters to the
person about the situation

Ask them what a good outcome is
for them from the situation

Explore what the person has already
got in terms of skills or support that
can help

Find out what other support they
think would be helpful

Ask what is working well right now

Core skills that will help you have a
strengths based conversation

Barriers and personal bias

What might get in the way of a different
conversation?

Our top tips for having a Different
Conversation

The power of simple questions

Supporting others to achieve their goals...
whatever the size!

Exploring the Wellbeing Wheel
Wellbeing Wheel

#0neSquareMile




Phase 3 - Testing out the approach with colleagues from
across Bolton

Once the co-design phase was wrapping up we were in a position to test out some content and
ideas with key folk. We invited members of the Safequarding Adults team and leaders from

across Bolton to join a virtual lunch and learn session and a whole day testing content session
where tools and techniques were trialled.

Feedback from the sessions really helped us to update the content, factor in far more practical
activities to keep participants focused and tailor the messaging to really ensure it landed

effectively. We were also able to record some footage and amend the toolkit to better meet the
needs of participants.
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persons story
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Phase 4 — Delivery

Following the comprehensive codesign phase we created a 1 day programme covering a range of
top tips that help us in having great conversations within our communities.

After a few covid related barriers were removed...

Getting to know each other and sharing what makes us proud to work in Bolton
How we listen to what others are saying

How we ask great questions

How we support others to achieve their goals

Positive approaches to risk

Getting to know the local community and what it has to offer

Venues included

Castle Hill Centre
Winifred Kettle
All Souls

Bolton Hospice

Bolton Science and
Technology centre




Listening to Responding Ownership
understand to a crisis and action

Really listening to Spotting that a different No matter what your role,
peoples stories and conversation isn't the right knowing that if you can
requests for support place to go when people do something to support

are in a crisis! another person then act on
it and follow it up!

Positive Approaches to Risk — what is within our reach?

What is the risk of NOT taking a risk with others when trying a different conversation?

Happy

These ideas Think how
are great to these can
start off. be made safer

How can this be
tweaked to make
the person
be happier

Don't use
these ideas!
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Feedback and useful data...

The programme ran from September 2022 through to July 2023 in a range of locations.

NORTH SOUTH <

Number of 9
sessions

g

| |
Number of 3 Number of
sessions sessions

Qttendees 90

Attendees 35 ’ ') <¢\ttendees 79

There were a total 96%
of 19 sessions, of people that would
delivered by Helen recommend the

Smith. course to a colleague

In total, 204

people attended the
programme.

97%
of people
who said they enjoyed
the training
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Awareness of how | am listening.

Recognise when my empathy
levels are higher.

Making goals more person
centred and really try and
understand what clients want
from my intervention.

More effective communication
both verbal and non verbal.

Look at what is available in the
local community of my client.

Lots of group interaction and input
Nice and relaxed course

Interesting topics

Lovely setting, lovely lunch and
lovely positive trainer

No power point.

We gathered feedback through our evaluation forms and here
are some of the things that people said:

The importance empowering service
users to make choices for themselves
and engaging in their community.

Less writing down during my visits.
Consider positive risk taking.

Consider strength based
conversations more rather than
solution based approach.

Loved the walk around the
community.

There was lots of variation — Direct
teaching, QA and time for reflection

| felt the session flowed well, didn't
feel rushed and had a good mixture of
everything.

Meeting people from other team




After the sessions participants reported:

Understanding of the importance of
having a strengths based conversation

Confidence about having conversations with
others about identifying their strengths

Confidence about having conversations
with others about how they could use their
strengths

Confidence in supporting others to set
meaningful goals for themselves

Awareness of assets available
in the local community

‘Very interesting with a relaxed atmosphere Thank you’

Different Conversations
Participant
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What lessons have been learned along the way?

At Boo we understand the importance of reflecting on what is working well and also and
developmental feedback we may receive. The first couple of sessions resulted in some tweaks
being made to the running order of the programme.

Here are some other things we learned and updated as we went

* A couple of people have said that they * Theinitial plan was to spend a good chunk

already do what is in the programme and
that they think that the training is too basic.
They would like something following on
from this to build on the foundations.

For some team leaders they have been
reflecting on their leadership styles.
Conversations could easily go onto
leadership and coaching so may be a need
for something in that area.

The venue we used in the South district
didn't work as well for the 1 square mile
community walk activity — probably due to
its location being in between the hospital
and a school.

There was some low take up of booking
initially. We sent out lots of reminders and
encouragement for people to book and by
the end many of the sessions were booked
to full capacity.

of time in group coaching sessions in the
afternoon. After trying different ways, it
seemed that people found the 4 questions
of Stop, Start, Continue and who else to
involve, the most useful. We therefore
changed the timings to enable this to be
more focussed and give people time to
share their identified actions with the rest
of the group if they so wished.

We send a link out in the joining
instructions to a video to watch before

the session. We found that the majority

of people had not watched the video prior
to the session for various reasons. We
changed it so that where venues had wifi,
we showed the video as part of the day.
This was not possible at one of the venues.

Change to scheduled sessions due to non essential training being cancelled during

winter pressures. Need full support from managers to enable people the time to book

onto the programme.

‘The risk illustration
was simple and really
helpful.

Different
Conversations
Participant
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1 Square Mile activity feedback

ﬁmgoing to get my team to go

out and about and explore the
local community and what it
has to offer for one of their team

meetings!

“The walk around, taking time
to learn about the community
we work in. This will help sign
posting”
Kimberly Caroll

( 1 square mile

works really well
— particularly at

L Winifred Kettle.

“Walking around the local
area to see what activities/
centres are available for
elderly patients to attend”

Louise Day

One group walked around the park and met an elderly gentleman sitting
on the bench with his dog. They got chatting to him and discovered that
he used to be a musician and play in a band and he had led quite an

adventurous life. They reflected that putting what they had learned into
place meant that they saw beyond the initial assumptions they made and
were able to find out more about him. He enjoyed his chat too.
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Reflections from the team...

Helen was the lead facilitator for the delivery of the programme and
shares her thoughts:

| loved developing and delivering this
programme. With past experience

of community development along
with encouraging a culture of person
centred approaches, it felt like a
wonderful experience to be able to
draw on that foundation, along with
using a coaching approach and the
learning from the co-design phase,
to create something new.

| think it reminded many people that
we need to go back to basics and
ensure that we are approaching
conversations in a way that puts
the person at the heart and that we
listen to their whole selves and what
they are telling us.

‘Helen’s enthusiasm
and engagement kept
us all focused.

Different
Conversations
Participant
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Strong NOT wrong!

What will it be like when we
share our successes — as well
as addressing some of the
challenges in a different way?

How can we create
an environment for an
asset-based approach

to thrive?
[Let's move away frorﬁ
people’s needs and towards
our community assets and
how we enable others to “What will happen when we think
thrive through community! about what is right with people

rather than fixating on what is
« wrong with them?”
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¥ Bolton

INTEGRATED PARTNERSHIP

Bolton
Different
Conversations
Programme

In partnership
with

boo®

coaching &
consulting

‘! CALL US
01204 357980

< EMAIL US |
hello@ boo-consulting.com

www.boo-consulting.com

FACEBOOK
@booconsulting

X
@boo_hq

INSTAGRAM

@boo_hqg
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