0:00:08 - Kirsty

Hi everyone and welcome to Governance Matters. I'm Kirsty, your host for this new
series where we'll explore why good governance is so crucial. We'llinvite guests to dive
into a variety of issues, sharing their expertise, advice and practical solutions based on
their unique insights and experience. At Governance Matters, we believe that
governance really does matter, especially to those of us working in local government. If
you're listening to this, it probably matters to you too. Good governance is built on many
moving parts, from attitudes to processes, and we'll be unpacking those building blocks
to help you improve, influence and evolve the governance practices around you. We're
here today with Councillor Minas-Bound and I'll hand over to you to sort of explain your
current role at Basingstoke and Deane.

0:00:59 -Simon

So I'm the group leader for the Conservatives at Basingstoke and Deane, having been
the Leader and Deputy Leader for some time and spent quite a lot of time sort of doing
someregional and sub-regional work as well.

0:01:11 - Kirsty

Okay, so let's start off with the icebreaker that| try to ask all of our guests on our new
podcast Governance Matters. Why does governance matter to you?

0:01:20 -Simon

Well, it's a great question, isn'tit? Because | thought how do | make it sound thatit's not
too dull? So for me itwas. You know why am | a councillor, why am | really interested in
this? And it's about making sure that, as a sector, we're not only doing things right but
doing theright things. And it's that stuff. You know, don't overthink it. It sounds a bit
scary, the word governance, but focus on, you know, have we decided to do the right
things, and when we do them, are we doing itright and do we get the right outcomes?

0:01:50 - Kirsty

OK, perfect. That's a lovely segway into what we're here to talk about today. So we're
talking about why? Sort of inclusive service delivery? You know again why does it
matter? But let's start with the basics. What does inclusive service delivery mean to you
and why do you think it's important today?



0:02:03 -Simon

For meit's about about, you know, services and inclusivity sounds a very process policy
question and that's the danger. Fundamentally, for me it's it should be about people, no
matter what service it is. You know, whatever the conversation, whatever the policy we
should, it should look and feel like the person the adult, the child is atthe centre and
people are curious about what does that adult or child need from us? So that there is
something about that. And I get how difficult that can be, because when you are
initiating and implementing policies and processes and criteria and thresholds, all of
that can feel really difficult. How do we remain to have that child orthat adult at the
centre of the conversation? And the reason why it's importantit's never been
thresholds.

All of that can feel really difficult. How do we keep remain to have that child or that that
adult at the centre of the conversation? And the reason why it's importantit's never
been more importantis sometimes it feels like an add-on. You know we need to do
inclusivity because you know it's the right thing to do and it's ticking a box, but atthe
core, it's really about making sure services are efficient and effective. If they're not,
we're going to be spending more of our own money, more of the rest of the public
services money, because we're not getting itright and suddenly we'll find that out when
it's maybe too late so |l can'timagine anyone not wanting to do that, but can you give me
some examples of when it doesn't go right, you know?

0:03:20 - Kirsty

so whatwould a service look like if it was inaccessible? Well, and that's again. | was like
what. So there are some things that are really obvious, aren't there about you?

0:03:24 -Simon

know. So what would a service look like if it was inaccessible? Well, and that's again, |
was like what? So there are some things that are really obvious, aren't there about? You
know, if it's too digital, those people who you know are digitally isolated will find it really
difficult. And for me, | reflected on what's one of the most powerful things and it came
down to a question that | asked, and then, for me, that's what's about are we asking the
right questions and are we curious about what thatindividual needs from us, and do we
work, work out the answer that says what can we do, rather than what are we able to do
within the process and the criteria?



| sort of remember this conversation | had, and it was. It was allabout somebody and a
family that was getting a huge amount of service from lots and lots of different agencies
and it was really tricky. It was a family that had experienced quite a lot of sexual abuse
and there was a couple of court cases and all the agencies and they were. They were a
family. That was, for me, | found really interesting, because they were really grateful for
the services that they got. They and if you'd ask them, did you getinclusive services,
they'd have gone. Yes, everybody's been really helpful. But and at the end of all of this
and | know them really well, and it's one of those strange councillor things that |
bumped into them outside the local convenience store, | wish | could say | was getting a
pint of milk, but | was probably getting a cheeky pack of crisps.

Butthat just said, actually, and | saw the mum and | said, oh, how are things? You know,
both the court cases have happened and | could just sense something wasn'tright. And
she was really positive about the services that she just achieved and there was
something that was blocking and the question | asked was you know what's holding you
guys back from moving forwards? You know whatis it? And it was as simple as all of
those agencies that were working really well hadn't asked the mostimportant question
that would make a difference, which was, after all of this, that the child was stillin the
same bedroom in the same house and nobody had asked would moving homes help?

And of course, when she went, oh, and then they were, she was absolutely one of those
mums was like you know, | don't want to be difficult. And | was like do you know what, if
there's one thing we can do, that's really easy. You know you've got real sort of
justification and to go through those processes. But it's just that curious and asking the
question that says for this individual, this family, something doesn't feel right. And how
dolask a big, open question, without getting into the process stuff, becausel can send
that email, | can, | can put you to the top of the list, and that just fundamentally went.
Just like you know, this isn't about ramps, this isn't about digitalization, this is just about
a service where everybody was doing a brilliant job, just hadn't asked the right question
so if you're at the start of a process and you're putting | know we sort of said, do you
wantto get away from it being processy?

0:06:04 - Kirsty

butl can't help but think about, when you're designing a service initially, that really
you're trying to think through the sort of the the residents flow through the service that



they're going through. So if you're designing something from the start, you sort of talked
about askingtheright questions. So so where would you start when designing a service?

0:06:23 -Simon

Well, | think itis before you rush ahead, work through allthose big questions as far as
purpose, what those outcomes, what are you trying to achieve? And it's that stuff, isn't
it? | think itwas Einstein that says and it's part of my trainer Pater that it's that stuff that
says you know, if he had an hour to save the world, he'd spend 59 minutes working out
what the problem was. And actually we don't do a lot of that. We go. We're brilliant,
we've done housing, we've done children's services, we know how it works ratherthan

going.

You know, the world's a different place, our residents are living different lives, and how
much time do we really spend working out what that look and feels like, rather thaniit's a
service and we're going to tweak it? | think if we were to take some really massive step
backs and go, what s this like? What is it we're trying to do? What do those people need
from us? And of course, we also and it's about keeping it realistic it says we know up and
down the country, there are councils going, but we're really stretched as far as
resources, which gets in the way of asking the big questions so | suppose, based on
what you said, it shouldn't ever just be about tweaking established services.

0:07:35 - Kirsty

So would you apply those same principles then? If you're inheriting something, how
would a department really?

0:07:45 -Simon

I'm curious enough and probably difficult enough to ask stuff, becauseit's that I'll
always ask myself and others questions, and | don't mean to be difficult, butif they're
not difficult questions, we're not asking the right ones. In my mind that you know, we're
really good, aren't we, at sort of saying we've had lots of slimy slice savings going
through and we will have a transformation department, but sometimes that if you
scratch the surface of it, that's a little bit of business improvement and it's that stuff,
isn'tit? What's what's business as usual? What's a bit of improvement? What's
transformation? Why do we do that and how do we do that and what outcomes does
that achieve?



And and the tricky bit for me and it goes back to the how do you start? Itis we very rarely
go have we? Have we got the right resource in place to make this work? And that could
be about skills, couldn'tit that says do you know what you know? Absolutely, we need
people who are close to it, but we might need those sort of really supportive skills that
enable you to challenge in a supportive way to get the best out of people, because some
people arejust a bit stuckin a rut. They're doing the best, they're feeling a bit
downtrodden and you know, having enabling them to look up and out a bit to say could
we do this differently, is there something there, something that you know I've sort of
given up on in my heart as as an employee that does this and that's.

0:09:02 - Kirsty

That's really tricky stuff from a culture management point of view do you think also
sometimes there's a bit of sort of a lack of awareness of really what's actually
happening in those, you know, residents lives? | don't know whether | sort of refer to sort
of unconscious bias orthere's just assumptions being made that also sort of contribute
to that inequality for the service delivery?

0:09:26 -Simon

absolutely. We all know places, don't we, that have probably been at the cutting edge of
something, whether it be ethnic diversity, and they've had to deal with those
communities and their services and how that that hasn't quite worked 30 years ago. You
might getinto a different place where you go. You know how do we deal with that and
maybe, again, the different barriers. Like | really shouldn't ask that question because |
know I haven't got the answer, | know | haven't got the resources.

I was doing some work over the weekend with a charity that looks after LGBTQ plus
people who've experienced domestic abuse looks after LGBTQ plus people who've
experienced domestic abuse, and it was that whole concept of talking through. If you
had somebody who was trans, who you were trying to support as far as housing to flee
abuse, that's really tough, isn'tit? Because you might turn around and say you know,
let's, let's not get into this whole gender critical. You know where's that conversation.
Butyou knowyou could look at it from a hard pounds, shillingand pence position. As far
as effectiveness, that says, if you offerthem a refuge in the wrong place, you're putting
in the hat, them in the hands of four abusers potentially, rather than one athome. What
are they going to do? They're going to stay at home and things are only going to get
worse.



And thatreally is that. Why would anybody even know that? Why would anybody even
think aboutit? From that person's you know, when it comes to can | get, can | get that
individual to engage with a service, and I'm offering everything and we've put resources
aside. And because allthose things are are just layer up, don'tthey? As faras how
people identify, you know, are they trans? Are they somebody who needs domestic
abuse services? You know, how do |, how do | navigate my way through that? Or if you're
an employee going through that, it's like, do you know, | haven't got a bit of paper and
there are 120 things that| need to establish that make it really complicated because |
can't navigate through all those services okay, so I'm going to ask something that
probably sounds very simple in the context of the how the conversation's been going,
but part of the objective of this podcastis to try to offer solutions and top tips.

0:11:29 - Kirsty

It does sound like a very simple question, but what would your top tips be to somebody
checking out the design of their service? You know, really sort of trying to check back in
where they're at and where they should be going to try and make something more
accessible. | don't want to even say a checklist Cause, again, that sounds really basic.
But where, what are those?

0:11:48 -Simon

I think the checklist is there to do something and | think we should focus on the function
of the checklist. For me, the function of a checklist is to provide some challenge. Are
you or aren't you? And | think, keep going with the challenge. Let's be a little bit more
sophisticated about that challenge. Where can | get the things that are really the people
who are going to really challenge me? Where am | going to hearthose voices? And, of
course, there's something about the question, there's something about the voices and
there's something about whetheryou really listen to the answer.

Because it might be and we know what happens, let's be brutal that says there are some
I don't know voluntary sector organisations out there. They're going to have a bitof a
beef because you cut their funding. And you might ask them, because you know they're
going to go, well, you cut our funding, how are we going to deliver any services? But, but
you know, and that's a fair challenge, yeah, but let's go to the next step and to run and
say let's keep going and go, let's keep going for those challenges. Why does it matter?



You know what is it you can't do. Who are those people that you can't help? You know
where? Where are those other places that we can support? And what's difficult about
that? And some of that's also about resilience, isn'tit? And lots of people in local
government, you know, are feeling a bit browbeaten becauseit's been a long old journey
as faras service changes, but saying do you know what? |'ve got to ask the questions,
even if | fundamentally have a longer list of things that | can't do because I'm not as
resourceful as | can. But actually | might get something on the can that | wouldn't have
gotif |hadn't got anotherfive that I can't.

0:13:16 - Kirsty

Okay, so it's really about that consultation piece finding the right people to ask the
questions of, and being open to what they're saying.

0:13:26 -Simon

Well and get the challenge. That's why | think things like speaking to your partners and
asking them to shine the mirror up, you know, things like there are lots of opportunities
for service reviews and peer reviews and all of that stuff where you can go, do you know
what? Or you know really even things like coaching. Isn'tit Coaching and mentoring? If
somebody's sitting next to you or watching you do something that says I've sat in that
seat before, watching you do something that says I've sat in that in that seat before, and
one of the biggest questions I'm asking myself is | can instantly see what the issueiis.
Buthow do |, how do | couch thatin terms of that person will take it as a supportive
challenge, hearitand and be motivated to do somethingaboutitso I'm trying to identify,
obviously, obviously, you know technology.

0:14:13 - Kirsty

Ai is everywhere at the moment, certainly in the news. Are there ways that councils can
utilise you know technology?

0:14:23 -Simon

data to help with this conundrum. We've all heard of councils that are doing things that
you know. I don't know. You've got your intelligent speaker that will keep you feel less
socially isolated because you know they become your friend, versus all of that really
exciting stuff where you go. It's that great stuff, isn'tit?



Who knew they would arrive in local government where you'd have business intelligence
units, thinking about Al and data and looking at trends and forecasting, when I've spent
lots of my life getting really frustrated in local government when people go, you don't
understand, Simon. You can't measureit, you can't unitize it, you can't talk about
inefficiencies and effectiveness, because everybody's a person. You think that's such
rubbish because you get into, you know we've got hundreds of councils doing
thousands of transactions every day and we can look at what the data helps us to
understand, and | would hope it also would help us to then provoke the right human
intervention at the end. So what's the question that we need to ask it? It might give us
some clues about what the options may be, or even the things that we're likely to miss.
So actually it might help with your lines of inquiry and your curiosity, butit's all. It's all of
those things okay.

0:15:39 - Kirsty

So let's say, if | say, let's say a council's gotitright, you know they've got a, they've got,
they've got a service, they've got they're getting fantastic feedback on it. But then
obviously time moves on. How can councils, you know, stay ahead of their changingand
diverse, you know populations, because they're the makeup, the diversity, etc is all
going to change over time. How can council stay ahead of that shift?

0:16:05 -Simon

| go back to do you keep pushing yourself, isn't? It says? And also, I'm a. I'm a great
believer in being positive and optimistic, butl will still do the never-ending challenge
that says so what could you be doing better? What's changed? It's a bit of a cheesy
phrase, but | sort of like it because it sets you up to do some interesting challenges
aboutthis.

You know, when does, when does the strength become an overdone strength, i.e. a
weakness? So you go. Do you know what? You used to be really good at that, but how
has that now turned into a bit of a blind spot or a bias? You're really good at that, so |
don't know.

We're really good at inclusive, inclusive services and I'm in fear of being very

stereotypical about some local authorities, but let's, let's go with it, because we know
there's somereal challenges in it. That says, if you've been good atrace and faith and
you know, | was at a local council relatively recently and | was talking to them about, |



don't know, LGBT health, sexual health issues, and actually they were they were
arrogant enough to believe that they were good at diversity because they've been doing
ethnicity for years and actually, like you know, | was genuinely shocked when the
responsethat | got was oh, this other stuff. You know about disability and its
intersectionality, or that, that, how, 1970s, 80s, does it feel when somebody says, oh,
we don't have that here and you think | justdon't believe it?

0:17:24 - Kirsty

itcannot be true it cannot be true it cannot be true so I would be missing a trick if I'm
talking about equality, diversity that| didn't sort of mention in any opportunity, with
having people engaging with us to mention what South East employers offers in terms of
support. So certainly the key thing for me is talking about keeping councils engaged and
on their toes and sort of having a critical friend. Keeping councils engaged and on their
toes and sort of having a critical friend. We definitely offer that through a diversity and
inclusion network which is for sort of HR colleagues across our member organisations.
We also have within our Partner Hub a series of toolkits and checklists that people can
use. I will go and review them today.

I'm not sure they're as challenging as you're referring to, but certainly it's a good place to
start and logically we've talked aboutyou're a trainer yourself and we certainly have
been talking about opportunities to reach out to councils that need a bit of supportto
have that critical friend challenges to how they're approaching things. So certainly we
do have courses available on various different elements of the things that we've been
talking about, whether it's your councillor's induction program to make sure that those
elected councillors understand the basics, versus working with some of the sort of
senior officer team and again some of these service delivery areas, to make sure people
are thinking about the right things. So if | just bring it back to what we, what we started
on, if listeners have one thing to take away from today's conversation, what should it be
about? The importance of inclusivity in services.

0:19:01 -Simon

For me, I think it's let's, let's, let's reframe the conversation. There's a there's a danger
that whatwe do is go. It's about inclusivity. Therefore, we're disengaging with people,
and that might have some benefits as far as efficiency. To have efficient services, we
have to get people engaged, whether that be employees in the local authority, people
outinthe communities, and we can only do that by being inclusive.



0:19:25 - Kirsty

Thank you, Simon, really appreciate you joining us today. You're welcome. Thank you for
joining me fortoday's Governance Matters podcast. Thank you forjoining me fortoday's
Governance Matters podcast. If you're a member of South East Employers and you have
any queries relating we have referred to or visit the Governance Matters webpage at
wwwseempcouk forward slash governance matters for the full list of available
episodes. If you enjoyed this episode, please listen again for episode 10 when Jake
Bowers will be joining us to discuss why inclusion matters for the Roma, gypsy and
Traveller community. Be sure to subscribe to the podcast on Spotify, apple Podcasts or
wherever you get your podcasts from. We also have HR edit and Seed pod podcasts
available covering HR and leadership issues, and visit the South East Employers
website for more information on how the team can support you with anything
governance related. Thank you for listening and we hope you will join us next week when
we'll be discussing questioning skills with Lynn Mead in the next episode.

Transcribed by https://podium.page



