
Masterclass 2 – Digital culture 
change

Digital Support Programme

Webinar starting soon
Please stay on mute with videos turned off
Weds 26th January 2022



https://lga.rethinkpartners.co.uk#LGADigital

• Keep video switched off to improve connectivity
• Hold questions to the Q&A – but capture them in the chat bar 

on the right of the screen as we go along
• When speaking please give name and organisation
• We will be recording the meeting for sharing
• Q&As, slides and materials will be shared following the 

meetings
• Twitter handle below

Ground rules 

https://lga.rethinkpartners.co.uk/


https://lga.rethinkpartners.co.uk#LGADigital

• What is culture change and why is it important to using 
technology well

• How creating the conditions for success and culture change 
are linked – and what you can do to influence them

• Direct experience from Rethink Partners and Councils of 
doing this work

Masterclass themes

https://lga.rethinkpartners.co.uk/


https://lga.rethinkpartners.co.uk#LGADigital

Time Topic

10:00 – 10:10 Welcome, introductions and ground rules 
Georgia Goddard, LGA

10:10 – 10:20 Digital culture change overview
Clare Morris, Rethink Partners

10:20 – 10:30 Model for digital culture change
Irene Carson, Rethink Partners

10:30 – 10:45 Creating the right conditions for digital culture change
Gina Walton, Kent County Council

10:45 – 11:00 Acceptance and use of technology
Stephen Boddington, Norfolk County Council

11:00 – 11:20 Plenary Q&A
11:20 – 11:30 Close

Agenda

https://lga.rethinkpartners.co.uk/


Digital culture change
Clare Morris, Rethink Partners



https://lga.rethinkpartners.co.uk#LGADigital

What is culture?
"Workplace culture is the character 
and personality of your organisation. It's made 
up of your organisation's leadership, values, 
traditions and beliefs, and the behaviours and 
attitudes of the people in it. Having a 
positive workplace culture is vital to delivering 
high quality care and support."

Skills for Care

https://lga.rethinkpartners.co.uk/


www.local.gov.uk#LGAcaretech

"It's how we do things around here”



www.local.gov.uk#LGAcaretech

Why does it matter?
Culture Change 

Support
Strengths Based 

Practice
Great Technology 

& Service



www.local.gov.uk#LGAcaretech

Changing culture is a journey



Digital Culture Change Model
Irene Carson, Rethink Partners



Use Trust & Love

Digital Care Technology 

Culture Change

Access a 
managed service 
to install support 

and manage 
technologies 

Resources 
(people and 

money) to deliver / 
invest 

Clarity on how 
digital care 

technology links to 
wider strategic 

priorities 

Everyone is aware 
of the benefits of 
care technology 

Programme of 
support for digital 

adoption 

Embed a 
personalised 
approach to 

technology into 
care planning 

Source great 
technology 

through effective 
commissioning 

Flexible and 
appropriate 

procurement

Balanced risk 
analysis

Devise and 
implement 
sourcing 
strategy 

Support 
Governance and 

leadership

Gather and 
use evidence of 

impact

Deliver a 
compelling 

communication 
programme

Engage 
communities 

and key 
stakeholders

Train staff
to build 

confidence 
and capabilities 

Create clear 
pathway and 

process

Automate 
technology 

assessment and 
referral 

Access an 
independent 

source of 
market and 

product 
knowledge 

Provide 
specialist 

commissioning 
support to 

optimise value 

Adapt 
procurement 

models to 
purchase digital 
care technology 

Engage 
experts and 

secure 
authorisation 

Creating the conditions

Interventions

Main Objective
Social care workforce, families and people 
we support use trust, love and great digital 
technology.

lga.rethinkpartners.co.uk



Adult Social Care
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Georgina Walton 
Senior Project Manager, Innovation Delivery Team, Adult Social Care

Kent County Council

Our digital culture journey – still on the road! 



Adult Social Care
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The Starting Point! 
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Our Journey – Creating the Conditions  

• Leadership – being brave

• Vision and Strategy – clear about what we want 
to achieve and developing a roadmap 

• Understanding our current state and 
limitations 

• Developing the right structure to support 
innovation – creation of Innovation Delivery 
Team and Innovation Framework 

• The people we support  



Adult Social Care
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Our Journey – Creating the Conditions 

• Assessing our digital culture and identifying 
opportunities 

• The networks – the role of digital champions 

Prior to KARA we were having to text 
each other which was long winded and 
not an effective way of communicating. 
KARA has allowed myself and Sharon to 
have all our conversations in British 
Sign Language and therefore 
communication has improved 100% -
Juliet, KCC Sensory Services Team

• The support offer 

• Communications 

• Creating the space to talk and share 
learning 



Adult Social Care
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Our Learning 

• Confidence 

• Methodical approach 

• Continuous learning and being realistic on what can be achieved

• Getting the foundations right and building from there  

• Alignment with the corporate change management and culture offer 

My final reflection and question
• We have learnt a lot on our journey but how do we create the right 

conditions to keep us moving forward, how do we sustain what we put in 
place and develop further and not go back to our old ways of working? 



LGA Digital Support 
Programme
Masterclass
Digital Culture Change

Stephen Boddington – Innovation 
Lead Norfolk County Council



Culture is the ideas, customs, 
and social behaviours of a 
particular group of people or 
society





Organisational culture is not a monolith

ü All organisations have sub cultures – different teams 
behave in different ways

ü Hierarchically position affects the organisational culture

• Front line adult social care practitioners report a 
sense of pride about their roles, a commitment to 
public service which motivates them and a belief 
that their work makes a positive difference to the 
lives of the people of Norfolk

• Corporate and departmental transformation projects 
are often framed around budgetary pressures



The acceptance and use of technology 
in organisations
Local government organisations operate within a 
complex environment of multiple lines of service 
with different characteristics, needs and 
outcomes, as well as staffing, governance and 
funding structures. Organisations which operate 
within this type of complex setting need to move 
beyond the notion that the adoption of new 
technology is a simple technology-driven change 
but rather a complex, iterative process of 
organisational change that interacts with wider 
societal changes.

Many organisations have failed to reap the 
benefits of new technology due to the problem of 
underutilisation. 

The successful implementation of technology not 
only depends on the commissioning of this 
technology it is also dependant on the need to be 
accepted and used by our employees, partners 
and citizens.

Therefore, as an organisation, how do we 
maximise the opportunities that are available to us 
via the implementation and acceptance of 
technology enablers?

One way to realise benefits from technology is to 
consider the implementation of technology 
through a theory of acceptance and use of 
technology framework. The framework  on the 
next slide was adapted from a number of 
prominent models with roots in information 
systems, psychology, sociology and innovation 
theories and has been utilised in numerous 
research pieces to better understand and 
formulate technological change within 
organisations. 



A framework for considering the 
acceptance and use of technology



Our behavioral intent is to increase the 
use of digital technology in the way that 
we deliver services, in the way that we 
work and in the way that citizens engage 
with us.
How we achieve this is influenced by 
four key factors

is related to perceptions of ease of 
use. Evidence shows that the more 
comfortable and confident a users is 
with IT the more they use the IT and 
the more benefit they get. Age, gender 
and perceived digital skills impact 
heavily on this influencer.

Is related to the perception that others 
believe it is important for the system to 
be used. This influence can also 
contribute to perceptions of the quality 
of the IT. Age and gender are key 
influencers esp. older workers who 
place more import on social influence

Is related to infrastructure and 
organisational support systems and 
the working environment. 

A framework for considering the 
acceptance and use of technology

Behavioural 
Intention

Performance 
Expectancy

is related to the user’s expectation that 
using the technology will result in an 
improvement in their performance. If a 
user understands or believes that a new 
piece of technology will improve their 
working experience then they are more 
likely to adopt and adapt working 
practices and are therefore more likely to 
engage with and see benefits from new 
technology. This intention to use 
technology is moderated by the gender, 
age and digital skills of the individual.

Effort
Expectancy

Social
Influence

Facilitating 
Conditions



Alcove Video 
Care Phones 
Pilot
Case study – can video care 
phones support socially 
isolated day service users 
with no or low digital skills 
have a better life 



Brief overview of the project
• 200 unit roll out of Video Care phones  to support day opportunities 

as a response to COVID-19
• Device can be remotely delivered / activated; plug and play solution 

with in-built SIM; locked down tablet co-designed for older people and 
vulnerable adults with low / no tech skills; more functionality and 
security than standard video call platforms

• 12 month contract with a view to assess for the longer term
• Engagement work with day service providers began in Jan 2021 with 

briefings, training and service user identification completed by mid 
Feb 2021. And the first devices in operation by the last week in Feb.



Day Service Pilot Project – Evaluations
Client feedback
Our initial baseline evaluation work with clients who received the device indicated that this 
group were predominantly lonely with over 85% indicating they were lonely most or some 
of the time and missing friends and family – examples quotes from the evaluation are 
below

“Missing my friends, only able to receive phone calls from support workers at my 
Day Service, as I don't have a phone or access to the internet.”
“Most of the time I feel down, so I just sit down and chill out. I'm ok most of the 
time. If I'm missing people or not seeing them - this makes me feel down. 
Sometimes I don't show it.”
“I have felt quite down for the past few months and I’m on my own quite a lot”



Day Service Pilot Project – Evaluations
Client feedback
When we resampled clients after 3 months of using the devices we could already see a 
marked reduction in loneliness, with no users reporting feeling lonely most of the time and 
hardly ever and some of the time being the only options chosen. Example quotes from the 
evaluation inc.:

“I enjoy speaking to someone”
“Because I have been able to see people more”
“I’m happy that I can connect with my family”

Regarding ease of use, two replies report that family members help them use the device 
and the rest report that it is ok and or easy to use. Example quotes from the evaluation 
inc.:

“Its simple to use all I have to do is press a button”
“I can make and receive calls independently”



Day Service Pilot Project – case studies
Client feedback



Day Service Pilot Project – Call data

Key findings:
• Since early April 21 we have seen a steady 

increase in Carephone to Carephone calls, 
which means clients are speaking to each 
other as families and providers use either 
an App or Web browser to make and 
receive calls

• Alcove introduced a group calling facility in 
April and we can see that providers have 
been using this facility to run group 
sessions however feedback has suggested 
providers have struggled with a blended 
offer of building and digital based service 
delivery

Data correct as off 14 January 2022



Day Service Pilot Project – Call data

The call direction data shows that nearly 26.4k of the 30.3k minutes of video calls done so far have been 
between friends and families, which supports the reduction in social isolation that has been self reported. 

It is also worth noting that the largest volume of calls is out from devices which indicates that the cohort, who 
were identified as having no to low digital skills, have been successful using the devices

Data correct as off 14 January 2022



Pilot Project – Evaluations to date
Provider feedback
The provider evaluations also support these findings:
Asperger's East Anglia reported 
“The impact that the video phone has had on two of our service users and our staff has 
been incredible. We have seen a significant reduction in isolation and anxiety levels from 
the people we support to use the tablet. Staff have been able to support a highly 
demanding client working as a team. In the past the client would constantly call our offices 
and staff mobile phones morning through to night leaving answer phone messages which 
clearly showed his frustration and loneliness. Since having the tablet this has greatly 
reduced which we put down to him being able to physically see someone. The client 
describes himself as being emotionally isolated and that having the tablet has made him 
pace around the house a lot less and he finds he doesn't talk to himself so much. This is 
really positive for staff to hear as concerns for his mental health before receiving the tablet 
where high.”



Pilot Project – Evaluations to date
Provider feedback
Whilst Assist Trust reported:
“Some of the members who are using the care phone have been very socially isolated. 
We have been able to use the system to keep in touch with our members and do some 
lovely activities with them, for example cooking and dancing. The members using the 
system always give good feedback.”
And Centre 81 confirmed that the technology has been easily grasped by their clients:
“I obtained two care phones for two ladies that we shop for. They use them daily and I 
check up on them daily via the care phone. As the two ladies have never used this type of 
technology before they have adapted very well.”



Pilot Project – Evaluations to date
Provider feedback
The Orbit Club reported:
“The Orbit Club is a group of people who use their personal budgets to meet in a 
community venue rather than go to a service run by a provider. The Club is user-led and 
has been functioning independently for many years without the support of any staff 
members.  
Covid-19 had a significant impact on the Club; a lack of knowledge, finance, equipment 
and internet access meant that members were unable to keep in touch during the initial 
lockdown. There was a real danger the Club would lose touch and fold.
With the support of one of our County Council Development Workers, the Alcove Project 
has enabled the group to come together virtually each week using care phones. The calls 
have given members the opportunity to chat socially as well as talk about re-starting the 
face-to-face meetings.  
The Alcove Project has helped to bridge some of the barriers the group faced and 
importantly it has enabled them to discuss their future. 



Pilot Project – Evaluations to date
Friends and family feedback



Pilot Project – Evaluations to date
Friends and family feedback



Next Steps – Year 2
Having successfully secured funding for another year the project is exploring  new options 
and approach's that may make digitally inclusive video interactions sustainable in the long 
run

ü Can we step up day service users to mainstream tech for video calls? Is the Alcove 
device a stepping stone to mainstream digital inclusion?

ü Can video interactions support reablement services?
ü Develop a virtual online only day service provision
ü Can a virtual domiciliary care agency manage check in calls to free up capacity in the 

wider market to support more physical visits
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Q&A / Plenary discussion

Add your questions to chat! 

https://lga.rethinkpartners.co.uk/
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These tools are available to download at:
https://lga.rethinkpartners.co.uk

https://lga.rethinkpartners.co.uk/
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Diary markers 
• Masterclass 3: digital discharge (Wednesday 23rd February, 

10.00am - 11.30am)
• Masterclass 4: digital access for all (Wednesday 9th March, 

10.00am - 11.30am)
• Masterclass 5: working with the care market (Wednesday 23rd

March, 10.00am - 11.30am)

To register, visit https://lga.rethinkpartners.co.uk/events/

https://lga.rethinkpartners.co.uk/
https://lga.rethinkpartners.co.uk/events/
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1. Please complete masterclass evaluation form 
https://research.local.gov.uk/jfe/form/SV_b9gE7dSMafJ98fI

2. Tools from this session are available at: 
https://lga.rethinkpartners.co.uk

3. Digital Technology for Adult Social Care (DTASC) 
Network: 
https://khub.net/group/digital-technology-for-adult-social-care-network

4. Slides will follow!

What next? 

https://lga.rethinkpartners.co.uk/
https://research.local.gov.uk/jfe/form/SV_b9gE7dSMafJ98fI
https://lga.rethinkpartners.co.uk/
https://khub.net/group/digital-technology-for-adult-social-care-network
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Programme contact details
• socialcaredigital@local.gov.uk
• liz@rethinkpartners.co.uk / @RethinkPartners
• jemma@rethinkpartners.co.uk
• clare@rethinkpartners.co.uk / @Clare1Morris
• irene@rethinkpartners.co.uk

Thank you 

https://lga.rethinkpartners.co.uk/
mailto:socialcaredigital@local.gov.uk
mailto:liz@rethinkpartners.co.uk
mailto:jemma@rethinkpartners.co.uk
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