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My parents show why redesigning 
services needs human empathy
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This is an edited version of Nadira’s welcome 
speech at today’s President’s Week event.  
A recording will be available from Tuesday 
16 June here: bit.ly/socitmpresweek2020

See more

President’s Week day 5: Friday 12 June 
Theme: Service design and transformation

Meet Mr and Mrs Iftikhar, my parents. Mum has 
dementia, unfortunately, and is hard of hearing. 
She has other conditions such as diabetes, angina 
and stomach-related issues. My dad is weak, 
frail, bed-bound and doubly-incontinent.

Just into lockdown, he was so weak and frail he had 
to be hospitalised for three and a half weeks. He has 
been released, thankfully, with a care package in place. 
But because of the issues of the pandemic we had to 
change hospital on three occasions. I have had to deal 
with a hospital discharge team, a social services duty 
social work team, an occupational therapist, a dietician, 
a district nurse, an incontinence service and the care 
agency since he was released and back at home. For 
mum, I have talked to a memory clinic, an audiology 
department and various specialist units in hospitals.

Why do I tell you this? I can suggest, very firmly, that 
there hasn’t been a single golden record for either 
of my parents put in place. In most instances, I have 
had to repeat information or actively share it with the 
service or department in question, even inform them 
when a discharge has taken place from hospital. At one 
point, I was told that particular information needing 
to be shared had been passed on to my brother when 
actually it hadn’t been, so who was that disclosed to? 

The whole experience has been protracted, 
painful and very, very stressful and I am a 
person in the know, I understand how the public 
sector works. What about the layperson?

Today’s policy theme, service design and transformation, 
is much more about the people than the technology. The 
interesting bit is human empathy, appreciating how things 
work from a community, grass-roots perspective. For it to 
work successfully there needs to be a proximity to your 
populace. I firmly believe that this is the unique dimension 
that we in local government and public service can bring.

Nadira Hussain 
Socitm Director of Leadership Development and Research

http://bit.ly/socitmpresweek2020
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Recordings of today’s events 
will be available from Tuesday  
16 June here: 
bit.ly/socitmpresweek2020 

Socitm Top Talent course: 
socitm.net/lead/top-talent

See more

“A lot of my customers 
would love to have one 

single set of credentials”

Martin King, 
Top Talent participant

Day 5 Top Talent session

Hybrid models may be best

route to remote working 

Local authorities should consider 
hybrid options in allowing most 
staff to work remotely, according 
to participants in Socitm’s latest 
Top Talent leadership course.

Members met for two days in 
Cardiff in February with later 
meetings taking place remotely. 
The three groups gave their final 
presentations online as part of 
Friday’s President’s Week event.

The challenge (see box on right) 
was set by Socitm partner IP 
Performance before most people 
were forced to work from home. 

“Covid-19 wrote the business case for 
us,” said marketing director Gareth 
Williams, adding that following his 
prescience in writing the project 
brief he would pass on this season’s 
Premier League champions and 
future winning lottery numbers.

“The Microsoft cloud solution 
looked promising with its focus 
on digital transformation and 
security, however the cost and 
requirements of moving all 
infrastructure to the cloud made 
it a very large undertaking,” said 
group member Duncan Ross. “The 
hybrid solution looked to be a 
realistic way of getting the benefits 
of the cloud while not dropping all 
on-premises investment.” It would 
also allow continuing use of legacy 
software and less dependence 
on one supplier, he added.

The second group considered 
the implications of a single sign-
on ‘zero trust’ model, defined by 
member Martin King as “a network 
security model that trusts no-one” 
with all devices and users checked 
regardless of physical location. 

King added that research at his 
authority suggests that a single 
sign-on service would be very 
popular: “A lot of my customers 
would love to have one single set 
of credentials that allows them to 
access the systems.” It could also 
provide social care staff with easy 
access to patient healthcare records 
as well as allowing NHS professionals 
to see social care data, he added.

The third Top Talent group looked 
at the benefits and costs of the zero 
trust model. Benefits include making 
the workforce mobile, reducing 
operating costs, closing security 
gaps and improving productivity. 
However, such a system would 
require new products and support, 
as well as extra staff resources.

Dave Sanderson, one of its members, 
also talked about participants’ 
experiences of the course: “Fear, 
uncertainty and doubt did creep 

The first group considered a range of 
options for a fictional North Council 
with 7,500 staff working in seven 
offices with limited existing capacity 
for homeworking. It recommended 
moving to a hybrid of on-premises 
and cloud software provision, 
costing £1.56 million and taking six 
months to implement, above a full 
18-month migration to Microsoft’s 
cloud services costing £4.71 million.

Top Talent’s 

challenge

“To support this new 
legislation* and enable 
the rise in flexible, mobile/
roaming and homeworking, 
public sector organisations 
must guarantee and 
secure the availability of 
suitable technology to allow 
workers to perform their 
roles regardless of location 
or device and without 
impacting productivity or 
user experience.”

* In July 2019, Conservative MP 
Helen Whately introduced a bill to 
Parliament that would make flexible 
working the default for employees, 
although it was not adopted by the 
government and did not become law.

in, but working as a team helped 
eliminate this for us,” he said. “We 
all leave as credible leaders.”

Session chair Nadira Hussain 
applauded the presentations, in 
some cases the first members 
had given to a remote audience, 
adding: “I am so impressed and 
pleased with what I have just seen.” 

http://bit.ly/socitmpresweek2020
http://socitm.net/lead/top-talent


All President’s Week 2020 
events will be available to  

watch again on our website 
from Tuesday 16 June

bit.ly/socitmpresweek2020

Replay all events here
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