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Dear Colleague
CHANGING LIVES: CITIZEN LEADERSHIP

As you may know, the report of the review of social work
services was published in February 2006. The Scottish
Executive's implementation plan was published in June
2006 which indicated the intention to establish a User and
Carer Forum to provide the opportunity for service users
and carers to directly influence and shape implementation
of the Changing Lives agenda.

One of the initial tasks for the Forum was to follow up on
the idea of Citizen Leadership which had first been
developed in the review and develop a set principles and
standards for Citizen Leadership. It was agreed that this
work would be done with the support and direction from
the Practice Governance Change Programme which |
chair. The Forum produced an initial draft earlier this
year; this was placed before both the Practice
Governance Change Programme group and the National
Social Work Services Forum who both offered some
constructive comments. The attached revision is now
being circulated for wider consideration: including to Local
Practitioners' Forums, the National Social Work Services
Forum, other Change Programmes, Scottish Executive
policy areas and other networks, and the Forum would
welcome your views (contact arrangements are included
in the paper).



| hope you will take this opportunity to read this paper and
consider what it is trying to achieve in providing a
framework not only for service users and carers, but for
policy makers, service deliverers and others to make sure
the views of citizens are sought in meaningful and
effective ways. The phrase ‘citizen leadership’ has been
carefully chosen to reflect a belief that this work is about
more than advocacy and that those involved are not
simply current users of services. The clear intention is to
ensure that people are enabled to have the opportunity to
work in partnership with others and have more control
over their lives and services.

ANDREW LOWE

CHAIR PRACTICE GOVERNANCE CHANGE
PROGRAMME

CHANGING LIVES



Two documents on
Citizen Leadership

Citizen Leadership Report
by the User and Carer Panel
Page 4 - 20
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Page 21 - 36
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1. Introduction

The 21% Century Social Work Review recognises that the
development of strong leadership is needed to bring about
the changes that it recommends. The Review says that
frontline social workers should have leadership qualities
as well as senior and middle managers, and should be
given the opportunities to show leadership in their work.

It also says that Citizen Leadership can help transform
services. People who use services, and family carers,
should be involved as leaders in the planning,
development, and monitoring of services. They should
play key roles in who becomes a social worker and what
they learn. To do this, these citizens need to have the
chance to develop leadership skills.

Citizen Leadership is more than “user involvement”.
Effective consultation needs to take place, but Citizen
Leadership is something more. User involvement does
not require any shift in power. Citizen Leadership does
require a shift in power: It is a new relationship between
policy makers/service planners/service providers and
people who use services/family carers. In this new
relationship, citizens move from being “service users” to
leaders. They take on a shared responsibility for ensuring
that the right services are available for themselves and
others.

This new partnership does not just work at the level of
policy making. At an individual level too, people will have
more control of the services they use.

As a result, services become planned and delivered in a
way that focuses on achieving things that will make a
difference to people’s lives.



2. Why Citizen Leadership?

It has been recognised for a while that people who use
social work services, and family carers, should be involved
in shaping the services they receive. We are the experts
when it comes to knowing how services affect people’s
lives. Itis important that we should be able to show
leadership in shaping services so that we can use this
expertise effectively.

Services should give us the support to live the lives we
want to live. If we, as citizens, have more say over the
services we receive, there is more chance that those
services will be right for us. When this happens, they will
be more likely to produce the outcomes that we are
looking for.



3. What Is Citizen Leadership?

Citizen Leadership is about people being able to speak
out and shape services, for individual benefit and for the
general good. Here is an example of Citizen Leadership in
practice:

The Scottish Executive wanted people who used Social
Work Services to play a big part in the 21°* Century Social
Work Review. A panel of people who used services or
were family carers were recruited. They met often for
about a year to share their experiences and discuss their
views. They considered all the main themes of the
Review, and passed their views on to the Review Group.

Many of the changes that the panel wanted to see have
become recommendations in the final Report “Changing
Lives”. The Panel influenced the Review Group’s thinking,
and influenced the final Report. The Review Group found
that the Panel were very effective at using their personal
experiences to inform their thinking about services in
general.

This is an example of Citizen Leadership because:

= People who used services influenced services at a
policy level

= They were involved in the process at an early stage

= The professionals involved gave the Panel a certain
amount of power

» The Panel had the leadership skills to communicate
what they wanted to say

= They also had the chance to develop new skills and
confidence along the way — attributes that they can
use in other situations




Citizen Leadership is both a quality that people have, and
an activity that people do. Itis a personal quality that
people often develop in groups, and it is seen through
activities such as problem-solving and working for change.
It is not just about influencing policy. It is also about
individuals showing leadership.

M has had a lot of experience of using services. She has
also become assertive and clear about what she wants.
She is recognised and respected by the many people who
know her.

V came to see M because she wanted help but was afraid
to go to the Social Work Department. She was worried
that Social Workers would put her children into care. M
was able to give her reliable information about what
services were available. She was able to discuss the pros
and cons of going to the Social Work Department. And
she was able to link V in with a collective advocacy
organisation.

Citizen Leadership can be seen in many walks of life.
Trade Unions, tenants associations and grassroots
campaigns are three places where you would expect to
see it. In this report, we are thinking about how citizens,
as opposed to professionals who work in social work
services, can take on leadership roles to influence
services. Later on in the report, we talk about how
professionals can support Citizen Leadership.




4. Benefits of Citizen Leadership

When people who use services, and family carers,
become leaders in the way that we have described, there
are a number of benefits that result.

Firstly, an improvement in the quality of services can be
expected. Many of the recommendations in the 21°
Century Social Work Review will require services to be re-
designed. Involving Citizen Leaders in planning these
services will lead to better services, because people with
personal experience of using services will be directly
influencing the shape of new services. Citizen Leadership
provides that link between service planning and service
use.

Secondly, there is an economic benefit. When people
take more responsibility for assessing their own needs,
planning and choosing services to meet those needs, it is
more likely to be a more cost-efficient process. When
they develop the skills to solve problems and take
decisions about the bigger issues in their lives such as
where to live, who to live with, changing a service that no
longer suits, it is even more likely to save money.

Thirdly, people who develop leadership skills of
assertiveness and problem-solving, motivation and
delegation, are likely to use services as a means to
leading the life they want to live, instead of becoming
dependent on them. In other words, people will be less
dependent on services.



5. Qualities of Leadership

The qualities of Citizen Leaders are the same as the
qualities that the best leaders in professional and business
settings possess.

Here are some key qualities that good citizen leaders
possess, with some examples of where we know this
leadership is already shown.

Challenge the process

This means being prepared to ask “Why are things done
this way?” It means being prepared to take risks to
achieve a better result.

Example: The User and Carer Panel of the 21% Century
Social Work Review has questioned a number of social
work practices and suggested different ways things
could be done.

Example: Someone asks to change their respite service
from a traditional service based in a building, to a
flexible service that is new and experimental.

Example: Turning down an unacceptable service at the
risk of not being offered an alternative.

Inspire a shared vision

This means having a vision for the future, being able to
communicate this to other people; and getting them to
work towards achieving the same vision.

Example: People First, a collective advocacy
organisation, had a vision of all long-stay learning
disability hospitals closing. They put a lot of energy into
convincing other people this was the right way to go.
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Enable others to act

This part of leadership means allowing or supporting other
people to be able take on more responsibility. This can be
seen when someone who uses services encourages
another to speak up.

Also, because people have been relatively powerless,
there are many examples of leadership through collective
action.

Example: Carers campaigning to keep lunch clubs
open.

Model the way
This means influencing other people by the way you live,
speak and act. It means leading by example.

Example: Peer support groups where people treat
each other in a respectful way.

Example: Citizens being involved in the training and
development of professionals.

Encourage the Spirit

This means showing an active and sincere concern for
others in the organisation. A good citizen leader will be
giving positive feedback to both sides — for example, being
part of a local government monitoring group, and saying
when services are working.

Example: The way people work with their social worker,
being clear about what they want, and praising them
when they do a good job, demonstrates good leadership
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6. Current Examples of Citizen Leadership

We have given a few examples above of Citizen
Leadership. Here are a few more examples of where we
see Citizen Leadership already happening:

The User & Carer Panel of the 21%' Century Social
Work Review

People First, HUG (Highland User Group) and other
collective advocacy organisations

Training Social Workers and Social Work students
(Scottish Voices)

Young Carers training hospital staff

People recruiting their own support staff
Community Care Forums

Volunteer organisations

People claiming a Direct Payment

Citizen Advocacy, where people who use services
are supported by other citizens to say what they want
to say

12



7. Relationship Between Professional Leadership
and Citizen Leadership

There is no question of Citizen Leadership replacing
professional leadership. There will always be a need for
strong leadership at the top of Social Work Departments
and other agencies.

The Report of the 21% Century Review, “Changing Lives”,
recommends developing the leadership of frontline
workers. We think there are similarities with the
development of Citizen Leadership. Front line workers are
not going to become bosses, but they should be able to
show more leadership. That means taking more
responsibility, showing integrity, being prepared to stick
your neck out, etc. People who use services and family
carers are citizens who should be able to show the same
sort of leadership. If everyone took more responsibility to
act like a leader, services would be much better.

13



8. Barriers to Effective Citizen Leadership

There are a number of reasons why more citizens do not
show more leadership more effectively. These include:

= Lack of power

= Lack of experience

» Token involvement

= Lack of information

= Lack of investment
Lack of power
In business, leadership is often associated with
management, especially senior management, because
managers have more say than workers. Frontline workers
will only be able to show leadership if they encouraged
and enabled to do so.

In the same way, citizens need to be encouraged and
enabled to become effective Citizen Leaders. Unless
there is more of a shift in power from professionals
towards people who use services, and family carers, our
ability to show leadership will be limited.

The User and Carer Panel is an example of good
partnership working. The Panel felt that we were listened
to and were able to influence the final report. Even so, we
did not have the final say, either about the report, or about
the process. Also, we knew that we were not involved by
right, but because some people in the Scottish Executive
were committed to the idea.

Lack of experience

Lack of experience is a second barrier. Many people have
the experience of being assessed and then given services
with little or no say. Without any opportunity to practise
leadership skills, people cannot develop expertise.
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In addition, many people who use services have little self-
confidence and low self-esteem. It may be that all their
lives people have told them “No, you can’t. You're not
able”. lItis even harder to develop leadership skills if this
is your starting off point. People who want to develop
leadership skills need to have different opportunities to do
this. This means both formal opportunities like training
courses, and informal opportunities such as joining an
advocacy group.

Token involvement

More and more, people that use services are being asked
to get involved in planning their own services or having a
say in local services. But we think that a lot of that
involvement is tokenistic. One “service user” in a room full
of professionals is not likely to change anything.
Sometimes these groups are badly facilitated and that
stops citizens being able to make a contribution. Having
to read papers written in professional language means we
often can’t contribute.

This “involvement” is actually a barrier to Citizen
Leadership because some professionals may honestly
believe that they are doing all they need to do.

Lack of information

There are many reasons why people who use services,
and indeed carers, do not get all the information that
would make it possible for them to get a full picture. But
without good reliable information, anyone would struggle
to be an effective leader. Citizens are no different.

Lack of investment

We believe that leadership development is possible, but
that takes money. Companies invest a lot in developing
leadership qualities in their upper and middle
management. If we are serious about Citizen Leadership
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making a difference to how services are delivered, we
have to invest in capacity building, training etc., and also
in supporting the ongoing practice of Citizen Leadership.

16



9. What Needs to Be in Place For Citizen Leadership
to Flourish

It is true that Citizen Leadership will exist in places without
any encouragement at all. However, many more people
have the potential to become leaders with the right
opportunities to develop. And even born leaders need the
right environment for their leadership to be effective.

For individuals to develop their leadership potential, and to
give as many people as possible this opportunity, the
following factors need to be in place:
1) agencies that commission and provide services
recognise the leadership role that service users and
family carers can play

2) these agencies make sure that the way they work
gives these citizens the power to show their
leadership qualities

3) people have the opportunity to join peer groups
where they can develop their leadership skills safely
e.g. collective advocacy groups

4) people have the opportunity to take on leadership
roles in different ways

* at an individual level this might mean accessing
a Direct payment, or recruiting their own support
staff

* at an operational level it might mean training
social work students

* at a strategic level it might mean being heavily
involved in a local authority’s plans to implement
the recommendations of the 21°%' Century Social
Work Review
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5) people get the right support to be actively involved
in a leadership role, including independent
advocacy.

6) there is investment in developing the leadership
skills of a significant number of people who use
services, and family carers, to enable them to take
on major leadership roles in influencing the services
that they, and others, receive.

7) there is investment in developing the capacity of
service organisations to respond to Citizen Leaders.
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10. Developing Citizen Leadership

Citizens often develop leadership qualities by experience.
It's “learning by doing”. So people can develop
confidence to contribute positively when they get the
opportunity, and are encouraged to do so. Then they
realise that they can do it, and learn how to do it better.

That is why groups are so important to this process. In
groups, people can encourage each other to speak up.
For most people, groups are a safe place to practise.
They are a place where people can discuss ideas and
decide together about strategies. And groups are often
given the opportunities to contribute in the first place (for
example to a consultation), where individuals are not.

This idea of a safe place is important. When your
confidence is low, it is difficult to stick your neck out.
Someone might need a push to take that first step. A
group can push you, in a good way!

Investment in leadership development is a crucial factor.

If we want a future generation of Citizen Leaders, there
need to be courses that people are encouraged to benefit
from. There have been a number of leadership courses
for people that use services and family carers. Both
Scottish Human Services Trust and the Scottish
Consortium for Learning Disability have offered leadership
courses.

We propose a new national leadership course for people
who use services and family carers. This course will need
to be offered to a large number of people across the
country — we need enough Citizen Leaders to make a
difference.
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As a separate point, professionals will need training to
learn how to give someone the leadership role he/she
should have. This might be part of their training as
students or part of their ongoing development.

Also, whole organisations might need to be trained in how
to work in partnership better with the people that use their
services.

In addition, there needs to be a change in service culture
that puts Citizen Leadership at the heart of service
planning/delivery. There is no point in citizens learning
leadership skills if they have no opportunity to practise
them in their own lives.

People need a goal. We need to feel that acting as a
leader is going to make a difference. This is true at every
level of involvement.

It may be that new structures or links are needed to allow
people’s voices to be heard in the right places. This might
be a local User and Carer Panel — we know this is a model
that has worked at a national level. Another possible
structure might be a local collective advocacy group. We
don’t want to define a structure — every area will be
different. What we do want to stress is that there is no
point creating a new structure if nothing else changes.
Any new structure must come from a real desire to give
people more leadership.

If Citizen Leadership is developed in all of these different
ways, we will see services that suit people much better,
that are much better value for money, and that allow
people to have more independence and control of their
own lives.
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Principles and
Standards
of Citizen Leadership

A Working Document

User and Carer Forum

Version 4
16" April 2007

21




Background to this document

The User and Carer Forum began to meet in September
2006. The Forum is supporting the implementation of
‘Changing Lives’: the report of the 21 century Social
Work Review. The Forum is made up of members from
the User and Carer Panel that worked on the Review

and new members from a wide range of backgrounds and

experiences.

changing

\é\‘ Who we are
X" | We are a group of people, some of us use services and some of

us are carers. On the Forum we represent ourselves and not the

lives

ooy D tand

organisations we work with. At the moment there are 12 of us.
Some words or phrases we would use to describe the Forum are
“‘expert; passionate; accessible; togetherness; empathy; growing in
confidence; unique; from service user or carer to citizen leader”.

We are from all over Scotland and have a variety of backgrounds
and experiences; these include autism spectrum disorder, caring,
criminal justice system, drug and alcohol addiction, dementia,
homelessness, learning disability, mental health issues, physical
disability, as well as the LGBT (lesbian, gay, bisexual,
transgender) and ethnic communities.

“The reason why | want to be on this Forum is in the hope we
can help with ideas and actions so that users, carers and
providers do not have to wait in vain for the spirit of the
agenda set out in ‘Changing Lives’ to influence the delivery of
improved services” ...Isabel

Our work
We are a voice for people who use services and carers. We share
our collective experiences.

One of our main aims is to develop Citizen Leadership —
something that the User and Carer Panel had thought of during the
21° century Social Work Review. Citizen leadership is an activity
that happens when citizens have power and influence and
responsibility to make decisions. Citizen leadership happens when
individuals have some control over their own services. It also
happens when citizens take action for the benefit of other citizens.
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Principles and Standards of Citizen Leadership

The User and Carer Panel came up with the idea of Citizen
Leadership during the course of its work for the Review in 2005
and this was included in ‘Changing Lives'.

The Forum has taken forward the work of the Panel in their
meetings so far and has been developing Principles, Standards
and Indicators of Citizen Leadership. As part of their work to create
them they looked at the other standards like the National
Standards for Community Engagement.

There are some jargon words in this document. This is what we
mean by them:
= A Principle is the way things should be done

» A Standard is what we expect to see happen
» An Indicator is an example of it happening.
The Citizen Leadership document is not complete, it is a draft and

we want other people to look at it and send comments back to the
Forum.

Please send any comments to:

Scottish Consortium for Learning Disability (SCLD),
Adelphi Centre Room 16,

12 Commercial Road,

Glasgow, G5 0PQ.

Tel. 0141 418 5420 —

E-mail laura.f@scld.co.uk @
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Principles of Citizen Leadership

A Definition. What is Citizen Leadership?

“Citizen Leadership is an activity... it happens when citizens have
power and influence and responsibility to make decisions. Citizen
leadership happens when individuals have some control over their
own services. It also happens when citizens take action for the
benefit of other citizens.”

People who use services and carers are citizens. This means they
should have rights and responsibilities in their communities. They
should:

* have a say

e getinformation

* take part in decisions

* make things happen

A leader influences and enables others to make a contribution and
so helps to make it happen.

1. Potential
Everyone should have their leadership potential recognised.

2. Development
People’s leadership potential can only be fulfilled through
opportunities for development.

3. Early Involvement
People who use services and carers must be involved at all
stages of developing and delivering services.

4. Person-Centred

Everyone is an individual and should be helped to show
leadership in the way that suits them best.

5. Information

People need information that is clear to them and they need it in
plenty of time.

6. Equality
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People use their leadership skills to challenge inequality in
services and wider society.

7. Control Through Partnership

Citizen Leadership enables people to have more control over
their own services, through working in partnership with those
services.

8. Wider Benefit
Citizen Leadership is for the benefit of other people who use
services as well as yourself.

Principle 1 - Potential
Everyone should have their leadership potential
recognised.
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Standards

* There is the assumption that everyone has leadership
potential.

* All people who use services and carers are encouraged to
take more responsibility.

* Everyone is offered opportunities to show leadership.

Indicators

o Assessments identify people’s gifts, skills and capacities,
and not just their needs.

o People who use services and carers have opportunities to
express their views and those of others.

o People are encouraged to take responsibility at a time when

they can do so.
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Principle 2 - Development
People’s leadership potential can only be fulfilled through
opportunities for development.

Standards

People who use services and staff have a safe environment

to develop Citizen Leadership.

Clear information is provided on the development of Citizen
Leadership.

Sufficient resources are provided for the development of
Citizen Leadership.

Indicators

O

People who use services and carers understand leadership.

Professional staff support and encourage the development of

Citizen Leadership.

People who use services and carers are fully aware of their
rights and responsibilities.

People who use services and carers receive training on
developing Citizen Leadership.

Clear standards for development are in place.

There is a drive from the top for services encourage the
development of Citizen Leadership.

Professional staff receive training on developing Citizen
Leadership.

The rights of people who use services and carers are
enshrined in their personal plans.

Citizen leaders act as mentors and share experiences.

People show leadership skills that they didn’t have before.




o People who use services and carers have the opportunity to
practise Citizen Leadership.

o People who have refused services in the past are given
support and encouragement to develop leadership skills.

o People who have had little opportunity to take responsibility,

now have opportunities to learn to take responsibility for
themselves and others.
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Principle 3 - Early Involvement
People who use services and carers must be involved at all
stages of developing and delivering services.

Stan

dards
People who use services and carers are involved in setting
the agenda for service development.

People who use services and carers are asked for their
views about service developments.

Indicators

O

There are open meetings between service users, carers and
social workers.

People who use services and carers are involved in
meetings to plan new services.

Local panels of people who use services and family carers
are set up to give their views on service development.

People who use services and carers are able to make
suggestions at community venues and/or other places that
are comfortable and easy to get to.

People who use services and carers have the confidence to
challenge service professionals.

People who use services and carers make positive
suggestions about developing services.

Services show improvement.
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Principle 4 - Person-Centred
Everyone is an individual and should be helped to show
leadership in the way that suits them best.

Standards

People who use services and carers get the right support to
be actively involved in a leadership role, including
independent advocacy.

People who use services and carers have the opportunity to
show their leadership qualities in different ways.

Everyone should be assumed to have leadership potential.

People who are unable at any time to exercise responsibility
and leadership (e.g. because of iliness) should be supported
and encouraged to develop responsibility for themselves and
others at a later time.

Indicators

O

Independent advocacy resources are available locally to
people that want to use them.

Social work services staff understand the various ways that
people can show leadership.

Communication aids and other technology are provided
where they are needed to allow people to take on leadership
roles.

Meetings take full account of participants’ different
communication needs.

Where people have individual support plans, these show
how people have been supported to make choices and show
leadership.

People who use services and carers are getting the service
they want.
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Choice and options are offered.
Access to advocacy is available before a crisis develops.

Support is available early to prevent a person’s situation
getting worse.

No one should miss out on support just because they are
alone or ill.

There is continuity of support so people can become
stronger and deal with changes and difficulties.

When people are finding it hard to take responsibility for

themselves they are offered support that is right for them e.g.
advocacy and peer support.
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Principle 5 - Information
People need information that is clear to them and they need it in
plenty of time.

Standards
* People who use services and carers get clear accessible
information so that they can make the most of their
opportunities to show leadership.

Indicators
o People who use services and carers are getting information,
advocacy and other available services.

o There is sharing of information between peers and through
informal networks.

o Relevant documents are available in different formats.
o Regular information from social work departments goes to

people who use services and carers (in different languages
and formats).
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Principle 6 - Equality
People use their leadership skills to challenge inequality in
services and wider society.

Standards
* People who use services and family carers have access to
advocacy.

* Organisations respond positively to challenges by people
who use services and carers.

Indicators
o Independent advocacy resources are available locally to
people that want to use them.

o Organisations have mechanisms in place that allow service
users and carers to make positive suggestions for change.

o People who use services and carers get responses to
questions or challenges.

o Campaigns led by people who use services and/or family
carers have brought about changes.
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Principle 7 - Control through Partnership

Citizen Leadership enables people to have more control over
their own lives and services, through working in partnership with
those services.

Stan

dards
People have a significant say in the assessment, planning
and delivery of their own services.

Funding is flexible.
Person centred planning is the norm.
People have the support they need to overcome the

problems and issues that are preventing them from taking
more control over their lives.

Indicators

O

People choose their service provider.

People who use services are able to change their social
worker.

People who are entitled to direct payments must have
access to them.

People who use services are involved in recruiting social
workers and support staff.

Contracts exist between paid carers and service users.
Services are improving.

There is effective communication and good relationships

between the social worker and the person who uses services

and carer.
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o People who use services and carers have increased
opportunities to develop skills and lead the lives of their
choosing.
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Principle 8 - Wider Benefit
Citizen Leadership is for the benefit of other people who use
services as well as yourself.

Standards

People who use services and carers are involved in service
development and/or strategic development.

There are mechanisms for good practice to be shared from
one individual’s situation to another.

People who use services and family carers are involved in
training of social workers and other professional staff.

People who use services and carers are able to support
each other and to support family, friends and neighbours.
Services do not get in the way of this.

Indicators

O

People have access to a Local Area Co-ordinator.
Citizen Leaders publicise issues.

There is evidence of people who use services and carers
campaigning.

People who use services and family carers influence policy
change.

People do not only have connections with services but are in
touch with family, friends and neighbours.
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