Personalisation through participation
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Made to measure public services
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What is personalisation?

Personalisation through participation changes the way in which services are delivered.
It is about enabling the individual, alone or in groups, to participate in the delivery of

a service. From being a recipient of services, citizens can become actively involved
in selecting and shaping the services they receive.

Personalisation is not a new idea. Advertisers and marketers have understood its appeal to
consumers for many years. Banks and supermarkets have been personalising their services with
increasing visibility since the late 1990s. The Economist has recently noted how many companies
have built R&D processes that respond to individual customer suggestions. This ensures that
these individuals are included in the creative process.

Only recently, however, has the concept of personalisation — and more importantly, of personalisation
through participation — been applied to the delivery of public services.

In November 2004, iIMPOWER hosted a dinner with Charles Leadbeater, author of a Demos
pamphlet on personalisation, and a group of local authority chief executives to discuss the
opportunities that personalisation through participation offers the local government sector.

The debate about personalisation through participation is part of a wider debate on the delivery
of public services. But the subject has captured the imagination of policy makers and those in
service delivery. In education, the Government’s rhetoric is increasingly around empowering {&
parents to shape their children’s schooling; the Innovation Unit at the DfES has set up a consultation :
process on how this might affect schools. In health, a recent Green Paper suggests ways in which /
the concept could be introduced to social care. 9\‘\ k '
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What does personalisation mean for local authorities?
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IMPOWER believes there are two types of personalisation relevant to local authorities:

Static personalisation which is about improving access to the delivery of existing services. Local
authorities are already making these changes, driven by the modernising local government agenda.
Providing centralised customer contact centres or opening up other channels for information
delivery enables individuals to access information about services when and where they want to.
This is personalised service at its simplest.

There are both service and cost benefits to be gained from these changes; the Gershon Review
highlighted the efficiencies generated by Liverpool Direct’s customer contact one stop shop.
Enabling better communication in one direction is a good start but there are further opportunities.

Dynamic personalisation which is where an individual actively participates in the delivery of a
service. Dynamic personalisation is likely to require a fundamental shift in the approach to the
delivery of services but the rewards are potentially significant.

Consider how certain groups of individuals may respond to a service in different ways. Some users
of a service have a better idea of their needs than others. Building an opportunity for dynamic
personalisation into the way these services are delivered would mean that those individuals who
wanted to could be much more involved.

An example might be diabetics, who generally have a clearer idea about their medical needs than
the deliverer of the service. Enabling services to accommodate this would mean that they are no
longer just ‘consumers’ who are assessed for a service but instead have the option to help shape
and select their own services.

How should local authorities approach personalisation?

The two sorts of personalisation offer a terrific opportunity for local authorities to change the way
the individual interacts with their council.

When considering how to change service delivery, the following questions should be considered:
How practical is it?
Evaluate the complexity of the service and whether personalisation could be used to create a
simpler delivery
Consider the roles that partner organisations have to play
Look at other examples in other local authorities to see what has worked.

What sort of personalisation should be used?

Consider whether static or dynamic personalisation would be appropriate
Understand how personalisation would affect a service for residents and visitors, council

employees and suppliers.




What would be the benefits?
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There may be short term costs but longer term savings

The benefits may not be immediately apparent — people’s feelings of empowerment can be
difficult to measure accurately

Recent research claims that “being asked to participate also makes it more likely that people
will do so.”

(Civic Education and Local Government. Cardiff University. London: ODPM (Feb 2005).)

Examples of personalisation

Static personalisation enables individuals to gain access to services and information on their
own terms.

The “ldeas Store” at Tower Hamlets rebrands the library and expands services on
offer to residents. It offers access to lifelong learning courses, computers and a créche
as well as book and CD loans.

Tower Hamlets have enabled individuals to choose from a broader range of services
in a way that is more convenient and personalised.

Dynamic personalisation is participation as the basis for service delivery process changes.

graffiti with their mobile phone and text it, together with details of its location, to the
council who will then alert a street cleaning team. The user can look at the before
and after results on a website and choose whether to be alerted by text of the outcome.

The local authority needs fewer resources on the ground looking for graffiti, and
residents are encouraged to take responsibility for making the change happen,
empowering and connecting them to the local community.

Charles Osborn

Charles Osborn is an IMPOWER topic expert on personalisation.

iIMPOWER is an independent consultancy focussed exclusively on the public sector.

We support senior management on the transformation of the public services they
deliver by providing advice on strategy, operations and techﬁlogy.
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