Social
Impact
Report

Welcome
In 1989 our founders set up a consultancy business with a social mission,
everything we did would be:

beneficial to the public
and for purposes which
are in the public interest
Since then the public sector has changed and so have we, but we’re still working
on finding new ways to pursue the same goal.
As we come up to our 30th birthday join us to reflect on the impact we’ve had
together, and our shared goals for the future.
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How we make a difference
Our definition of social impact is broad: we’re here to improve the delivery of public
services for the people they affect, and we think that citizens have an important role in
defining what “better” means.

What we do

What happens

The impact

Research
& evaluate

We know what
works and why

Policies, services and
infrastructure that
meet people’s needs

Engage
& consult

We know what
citizens want

Empowered citizens
that have control
over their lives

Supporting
change

Professionals make
better decisions
based on evidence

A community of
professionals commited
to better public service

Develop
people

Our staff are experts
in social impact

More organisations
generate social impact

How we measure our progress
We know how hard it is to measure social impact and we are continuously improving
our approach. For each area of our work we measure:
How much?
We keep track of the level of activity in each area, whether that’s people engaged,
leadership days delivered, or value of projects evaluated. This gives us a sense of scale.
How well?
We strive to know what works, so we measure the extent to which our activities are in
line with their objectives. We measure the quality of our work from the perspectives of
clients and participants.
What changed?
A text-book engagement project with a million people doesn’t have a social impact if
nothing changes in the world. We follow up with all our projects after 6 months and for
our largest projects after 2 years to uncover the change that has taken place. Wherever
possible we identify a metric we can check at each follow up.
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What works and why?
We think that good decisions require good evidence and that good evidence comes from
inclusive social research and evaluation.
How much?
During the last 12 months we have captured learning and impact through our evaluation
work of funding programmes with a collective value of over £10m, impacting on tens of
thousands of citizens and workers.
Our evaluations often support innovation through pilot projects and over the same period
we have examined around 50 pilot projects that seek to improve how public services are
designed, managed and delivered.
How well?
We know that our evaluations have made a positive impact in many ways:
• Our evaluations have resulted in funding programmes being extended, such as the Local
Government Association and NHS Digital launching a £3m fund based on learning and
recommendations from our work.
• In Essex dozens of families have benefitted from support developed as a result of our
evaluation of the Family Intervention Fund.
• Across England our formative evaluation of temporary staffing pilots is helping 14 NHS trusts
plan and respond better, changing the way they work and reducing reliance on external
agency staff.
What changed?
Our evaluations are specifically designed to help our clients learn about what does and doesn’t
work. However, unless we can understand the change that has taken place can we really claim
to have made any social impact? We know that our evaluations have supported change by:
• Improving health care as a result of better skills and patient experience, such as nurse
associates.
• Improving routes into employment for those furthest from the labour market such as women
or former service personnel accessing careers in construction.
• Improving life outcomes for users of social services by using digital technology to help them
become more independent, self-confident and build stronger friendship groups.
• Broadening housing options for young people whilst building an inter-generational support
networks through homesharing.
Case study: Robot carers, evaluating innovation
The effects of digital transformation in government have been eagerly anticipated for years
As people who are passionate about public services we’re excited by the possibilities. As
evaluators we want to see the evidence.
We’re working with the Local Government Association to evaluate 12 pilot schemes that are
introducing new technology to enhance social care. They range from robotic exo-skeletons
for assisted lifting on the Isle of Wight, to enabling vulnerable adults to develop friendships
and independence through apps. Our evaluation will test the relative effectiveness of the
interventions, and consider their costs. We’re working formatively, so we’ll be sharing learning
across the pilots as they go to maximise their chances of success.
You can read more about the programme in the Guardian https://www.theguardian.com/
society/2019/jan/15/finding-way-out-loneliness-app-councils-charities and check back next
year for our review of the social impact.
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Case study: New models of working in the NHS workforce
Over the past few years Traverse has specialised in both
workforce issues and issues around the NHS and other bodies
working in the Health sector. Notably, we have carried out
3 major studies with Health Education England on various
segments of the NHS workforce: Nursing Associates, Medical
Administrators and Clinical Endoscopists. We have also
worked with the Department of Health and Social Care to
evaluate a Digital solution to rostering issues “Bank Flexible
Working”. All of these programmes have the same issue at
their source – a general lack of staff within Health and Caring
professions and consequently the need to develop innovative solutions. The problem is
only being exacerbated by the current political uncertainty around Brexit, as well as the
constant issue of an ageing population.
The Clinical Endoscopist programme was developed to ensure a greater number of
trained endoscopists to meet growing demand in England. This programme aimed to
bring through more endoscopists by provision of an accelerated programme (completed
in 6 months). Traverse provided the tools to evaluate the initial sample cohorts, we then
continued to work with HEE to evaluate the programme on an ongoing basis.
“Medical Administrator” is a somewhat wide term for the large numbers of people in the
NHS who carry out the important role of taking administration away from medical staff to
allow the latter to concentrate on Care. Traverse is working with HEE to better understand
the different roles that fall under this umbrella. Nursing Associates are practitioners of
nursing who haven’t received the full length of training to become completely qualified.
Again we have been working with HEE long term to understand and evaluate the role
and provide the tools to understand the role going forwards.
All of these new roles aim to take pressure off doctors and nurses by giving a quicker
route into the health professions and to take non-medical work from health professionals.
Traverse is providing the necessary tools to allow these new methods to be processed
with appropriate checks and balances.
Bank Flexible Working is a connected but different concept. It allows professionals who
have left the NHS to make their time available on a piecemeal basis via an app. In
theory this allows access to valuable resource – but of course it’s important to carry out
full cost benefit analysis. Again, Traverse are helping the Client negotiate a tricky
analysis of the project.

Case study: Valuing social interventions
Back in 2010 we (and many others) were perplexed by the complexity of measuring
the economic impact of social projects and programmes. It seemed there were just
too many variables to measure effectively and accurately!. Many project managers
(particularly in the public and not for profit sectors) knew their work was making a
difference but lacked the tools to demonstrate this.
To try and tackle this Traverse produced the Economic Assessment Tool (EAT) which
provides a simple method to demonstrate the economic value of initiatives. The EAT tool
works with the knowledge and experience of staff on the ground, making it both quicker
and less contentious than many external cost benefit assessments.
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Using these simple tools we have worked collaboratively with practitioners on the
ground to evaluate their services. Here are just a few examples:
Community-based oxygen assessment service in Central and Eastern Cheshire PCT
The assessment demonstrated that this initiative saves approximately £1.1m annually.
There was a return on investment of approx. £20 for every £1 invested.
Supporting healthcare assistants to manage pressure sores in Bradford and Airedale
community health services.
The pilot suggested that there were annual savings of approx. £90k to be made
and a return on investment of approx. £11 for every £1 spent.
Vision rehabilitation services in Surrey with the RNIB
Our research, commissioned by RNIB, with support from the Department of Health and
Social Care, has identified that the cost of providing vision rehabilitation services is
dwarfed by the financial benefits. Independent research by Traverse, based on a case
study of services provided by Sight for Surrey has shown that the financial benefits of
good vision rehabilitation services significantly outweigh the actual costs of delivering
the service. In fact at the case study site, over £3.4 million of health and social care
costs were avoided, reduced or deferred annually based on a service which cost an
estimated £900,000 a year to deliver.

Engage
& consult

What do citizens want?
We believe that public services work better when they reflect the experiences and
needs of the citizens they serve. That’s why so much of our work is about figuring out
what citizens want.
How many?
Engagement: During the course of 2018, the team at Traverse
have delivered over 70 engagement events and talked to
over 6,000 people.
Consultation: We analysed over 500,000 consultation responses
last year on topics ranging from new road schemes, to charging
for gas distribution, to TV licensing.

Average workshop
participant score
for 2018 was 4.62
out of 5.

How well?
When we facilitate conversations between citizens and public services we take on a dual
responsibility. We’re there to support the commissioner to listen, but we also have a duty to
the participants to ensure their voices are heard clearly and fairly. If either side isn’t satisfied
then we haven’t done our jobs, so we ask for the same feedback from our clients and our
participants. We’re constantly seeking to improve, but we’re pleased to report that both
audiences scored our engagement work over 4.5 out of 5 on average this year.
What changed?
Our engagement and consultation work covers a huge range of subjects, and change
is often a lengthy process that can come years after we leave. Here are just some of
the places we feel we’ve made a difference over the years.
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Case Study: Royal Borough of Kensington and Chelsea: Engagement on future housing
management
In March 2018 the Royal Borough of Kensington and Chelsea Council (RBKC) took back
housing management responsibilities from Kensington & Chelsea Tenant Management
Organisation (KCTMO), following the Grenfell tragedy. At this time, they committed
to giving residents a say on how their housing should be managed in the longer term.
To enable this, the Council and a resident steering group appointed Traverse in June
2018. From June 2018 to February 2019, Traverse worked closely with the resident
steering group to design and deliver a programme of engagement to talk to residents
about the options for housing management, and to consider different engagement
approaches.
Traverse ran 11 open public events across the borough, and a further six events with
local community organisations. We designed and hosted a website giving information
about the engagement, and worked with the council and local residents associations
to make sure as many people as possible knew about the events. In total, 230 residents
participated.
Events took the form of small two-hour group discussions led by Traverse facilitators. We
wanted to ensure that events were inclusive, that they involved a wide cross-section of
the resident population and that information was clear and understandable, regardless
of people’s prior knowledge. Of the 153 participants who filled in a
feedback form at the end of their session, over 90% were positive about
the experience.
With the findings of the events we produced a full report, as well
as presenting summary findings to the resident steering group, the
council, and the tenants’ consultative committee. The events showed
that most residents wanted the council to continue to manage their
home, but with a higher degree of resident involvement and a better
quality of service. Residents placed a high importance on repairs and
maintenance being carried out efficiently and effectively, having a
positive relationship with housing staff, and feeling safe and secure in
their homes. They provided a range of ideas and recommendations to
the council on this basis.
This work has helped the council to understand how residents feel about the way
their homes are managed, and to work with residents on improving how resident
engagement continues in future.

Case study: Airport expansion, the case for and against
In October 2016, the Government announced a new Northwest Runway, Runway 3,
at Heathrow Airport as its preferred option to deliver airport expansion in the South East
of England. We worked for the Department for Transport to deliver the nation-wide
consultation on the draft Airports National Policy. The issue of airport expansion has long
been debated by both politicians and the public, so the consultation generated a lot
of media interest and received more than 70,000 responses.
We were involved from the outset of the consultation project, working alongside DfT
officials and the independent consultation adviser (a new role created specifically for
this consultation reflecting its high-profile) to support a fair and transparent consultation
process. Our analysis and report were also peer reviewed by an external consultancy.
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Case Study: Citizen engagement in our utility networks
Since water, gas and electricity distribution were privatised
in the UK the relevant government regulators have
continually evolved new ways to ensure that citizens are
paying a fair price for these essential services. Recently
there’s been a real focus on companies understanding
what customers expect and at what price, particularly
when it comes to long term decisions like how to invest in
the resilience of our networks to climate change. We’ve
worked with a wide range of utility companies to help
them not just listen to their customers as a one-off, but to
evolve their relationship from a detached service provider,
to an active partner. Two of our biggest projects are:
Cadent: In May 2018 Traverse was appointed to assist with
Cadent’s customer and stakeholder engagement activities
supporting the development of their next 5 year business plan. We are using a range
of methods to reach different audiences across Cadent’s distribution regions. These
include: deliberative workshops, interviews, focus groups, surveys, and more. This allows
Cadent to better understand the needs and expectations of its 11 million customers,
and enables customers and stakeholders to influence decisions that will affect the
future of their gas network.
Bristol Water: We worked with Bristol Water for over two years to develop their new
approach to engagement. We started with a rapid evidence review to help Bristol
Water evaluate current practice and evidence, then worked with their wider team to
co-create a strategic programme that made the most of their skills and opportunities.
We incorporated input from regulatory economists to ensure the strategy met the
needs of the business and the regulator, while maintaining our focus on a strategy that
was clear, motivating and above all deliverable. We successfully took the strategy
through Bristol Water’s governance process, including the external Customer Challenge
Group which will report to Ofwat in 2019.
Aside from a successful business plan we’re proud that Bristol Water also became the
first water company to publish a social contract, setting out how they will work with
the local community to develop shared responses to long term challenges.
Bristol Water chief executive Mel Karam, said: “This social contract is a massive step
forward for us as a company but also for the industry. It reflects our purpose to have
a positive impact for society in what we do, building trust beyond the delivery of
pure and reliable water supplies.”

You said, they legislated
Traverse has been delivering policy consultations since 1999 when we were still Dialogue
by Design. Looking back over 20 years we can see the impact of our work in the
legislation that applies today. We’ve been involved with:
• Regulations on how scientists can use human and animal tissue in research.
• Government strategy on eradicating bovine TB.
• The UK position on nuclear power via the National Policy Statement.
• The route, mitigation and property compensation for HS2.
• Regulations allowing for mitochondrial DNA transfer in conception.
• Alcohol licensing regulations, including the free provision of tap water.
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Supporting change
For 30 years, Traverse has worked with organisations to help them navigate change.
We have worked with senior leaders and frontline staff, management teams and local
partnerships to build their skills, resilience and capacity to achieve positive impacts.
As the world has changed over those three decades, so, too, have the challenges
our clients face, but Traverse has been consistent in its ability to support groups and
individuals across public services to steer a course through uncertainty and complexity.
How much?
Organisational and leadership development were the centrepiece of Traverse’s
early work, and we have supported hundreds of public and third sector clients since
our foundation. During the last 12 months alone, we have designed and delivered
development activity with over 40 organisations, from one-off workshops on systems
thinking to development programmes across several months.
How well?
Many of our clients have invited us to work with them over a number of years, so we’re
confident that we’re making a difference. Of the organisations we worked with in the
past 2 years some 50% have subsequently recommissioned us.
What changed?
It has always been difficult to pin down the impact of our work in this area, the impact
gradually emerging over the months and even years that follow an intervention. Clients
tell us that those impacts are real, however – evident through the more confident
managers, the stronger relationships, the more effective partnerships and smarter
priorities that often follow from our work. We share just a few examples below.

Case study: The Rubber Windmill – testing the NHS internal market
Few of us at Traverse today remember the ‘Rubber Windmill’, but it’s a programme that
some of our clients still talk about nearly 30 years on. At the time we were known as
OPM (the Office for Public Management).
This major simulation exercise was commissioned by Alasdair Liddell back in 1990, working
with OPM founders Laurie McMahon and Greg Parston. It attempted to test how internal
market reforms in the NHS might work in practice, enabling managers and clinicians
to test mechanisms and behaviours, and develop practices to ensure the new system
worked. It achieved national notoriety following press reports that the new NHS market
had crashed, although in reality it had been deliberately tested to destruction by
withdrawing funding to the point where services could no longer be sustained.
Repeated in following years, the exercise did more than make the obvious point that
the health service suffers when money is tight. It highlighted the weakness of purchasing
(later called commissioning), the potential of GP fund-holding (now reborn as clinical
commissioning) and the need to take all clinicians, especially those in the acute sector,
with you. It was also evident at the outset that the voice of the patient was not being heard.
Questions were asked in parliament and it was said that prime minister Margaret
Thatcher was not best pleased with these “war games” in East Anglia. But the Windmill
proved very influential and the testing went on. As a result, the reforms were introduced
more gradually and with greater care than otherwise they might have been.
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‘The series of workshops has been really,
really useful and I’ve taken something
away from every single one of them.’
Janice McGuiness, Head of Culture and Enterprise, Canterbury City Council

Case study: Canterbury DC: Toolkit for Change
In 2012 we ran a six-month programme in Canterbury to help the council’s managers
develop commercial and entrepreneurial skills and to inspire new ways of thinking
that could lead to more creative service design. Toolkit for Change ‘challenge and
creativity’ workshops and follow-up support incorporated best practice from other
councils, communities and the commercial world, framed clearly within the core values
of public service. In between workshop sessions, managers and staff worked on ideas,
challenges and possibilities culminating in preparation and presentation of business
cases for change to a panel in the final session. At the time, participants were confident
that they gained from the experience.
‘I think the approach of OPM has been really refreshing in that they’re really good at
harnessing energy… moving ideas from one place to another and getting the best out
of us.’ Velia Coffey, Deputy Chief Executive, Canterbury City Council
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Case study: Shropshire Focused Local Learning
We worked for Shropshire Council over several years, supporting their transition to unitary status
and subsequently on this programme to help elected members to explore new ways of working
in their communities. Working with a cohort of members over several months, the programme
enabled them to focus on real local issues which they had found difficult to fix. Through a mix
of one-to-one support and group workshops, we explored different ways in which they could
make an impact. As a result of the programme, one councillor got the ball rolling on saving
a derelict pub whilst another built a neighbourhood partnership to help tackle anti-social
behaviour and other ‘local pride’ issues. The neighbourhood partnership won an LGA award
later that year, whilst the pub became a community asset and is now an award-winning venue.
A video about the project is available here: https://tinyurl.com/yymrqnxe
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Case study: Winter planning simulation in Bath and North East Somerset
In 2013, Bath and North East Somerset (BANES) CCG asked us to design and deliver a
simulation of the urgent care system as part of their winter planning. Senior leaders in the
area were aware of the need to establish fundamental change across the whole health
and social care system that would help to meet the challenge of rising demand for
emergency care in a climate of limited or reducing resources. We designed a behavioural
simulation exercise of the whole urgent care system from primary care, ‘blue lights’ and
A&E, to discharge and social and community care services.
Fifty-one people participated in the event, which succeeded in galvanising the entire system
to take more concerted action to improve urgent care planning in Bath. It also confirmed
in the minds of all parties that it is the CCG that, as system leader, has the responsibility for
making change happen. However, the strong sense that all members of the health and social
care community need to work together, with clear leadership, to deliver sustainable hospital
occupancy levels, was increasingly evident as the simulation progressed. As a direct result of
the exercises a number of tangible improvements to winter plans were made. We wrote
about we learned from the simulation in the Health Service Journal: How simulations can help
develop new thinking to tackle winter admissions crises.

Case study: Social Investment – funding in an age of austerity
Social Investment aims to find innovative ways to fund public services – particularly in a culture
of austerity. Over the last few years the Traverse team has been working on Social Impact
Bonds, which bring public commissioners and social-minded private investors together to deliver
services with measurable outcomes. The provider is paid on the outcome, which means the
commissioner is only paying for benefit received. We’ve provided support to some of the earliest
and most experimental impact bonds, taking innovative approaches to complex social issues
from addiction services to early years intervention. Pioneering work in the UK has led to interest
from other nations including Japan and New Zealand seeking out our expertise to understand
how the social investment model can help them face their own social challenges.
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Developing people
Like a lot of businesses we think our people are our greatest asset. Where we’re different
is that we don’t want to keep them all to ourselves. We believe that some of the greatest
change we can achieve is through the work our alumni do in the organisations they go on
to lead. We like nothing better than for one of our team to find a passion and take all the skills
of evidence, insight, engagement and communication that we instil into a new environment.
Employee Ownership
Our approach to social impact is all about empowering people to influence the world
around them. This starts at home with our employee ownership model. We don’t just have
values on a poster in reception, we have them in our monthly employee meetings, when we
write our strategy together, when we share the risks and rewards of running a business, when
our directors are accessible to all our staff, when we have 100% transparency about our
finances, when our Trustees ratify our Directors, when we eat cake from the employee owned
bakery down the road for the fourth time in a month, when we empower our staff to take on
leadership roles, when we share our learning with other EO businesses, when we tell our clients
no because we believe in doing what’s needed, and a million other ways every year.
We started our employee ownership journey in 1994, and were 100% employee owned
in 2009. Since then we’ve worked with an investment partner, Capital 4 Colleagues, who
support and champions EO businesses. By 2017 we had won Employee Owner of the Year.
We elect trustees from across our business to hold us to account for our performance and our
impact. This year our trustees are:

Anna McKeon

Skye McCool

Jane Simon

Marcus Clissold-Lesser

Our success isn’t just about keeping our employees happy: we believe that modelling
exemplar employee ownership challenges other organisations to up their game too.

13

Measuring Social Impact is difficult!
In 1989 we set out to make a difference through our work and its social impact. In the
subsequent years we have been faced with every conceivable pitfall and seemingly
impossible question.
Measuring social impact in a meaningful way is so hard because it’s:
• Often ill-defined.
• Can sometimes only be measured long after the project ends.
• Doesn’t happen in a vacuum.
• Rarely quantifiable.
• About slippery concepts of “change” and “outcomes”.
This complexity is what keeps us fresh and motivates us to use the right tools and
develop new ones to meet emerging challenges. We’re privileged at Traverse to
have been able to reflect, learn and grow our knowledge of social impact thanks to:
• The rich diversity of the people we engage with.
• The vast range of questions and subjects we are asked to examine.
• Our collaborative work with curious and insightful clients.
• Our vibrant network of subject matter expert associates.
• The creative freedom employee ownership encourages.
• …and all the staff that have left their mark over the previous 30 years.
We know how hard it is to measure social impact, because we do it every day,
hopefully a little better each time.
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So what’s next?
We can do more. Over the next 12 months we’re aiming to:
			Become nationally recognised as the benchmark in high
quality evaluation; an organisation that helps our clients clearly
understand their impact and build on this
to improve what they do and how they do it.

Research
& evaluate

			Be the go-to provider for engagement on complex and
controversial issues in public services. We want to be recognised
as having made the case for, and led the change for, addressing
complex and controversial issues in public services through
dialogue and deliberation.

Engage
& consult

			Consolidate our reputation as the ‘go to’ organisation providing
independent and authoritative support to the various players
developing and implementing Social Impact Bonds (SIBs)

Supporting
change

			Be known as a Company where people want to join because
they know they can develop high quality skills and competencies
that can open up more rewarding opportunities.

Develop
people

We’ve been on this journey for 30 years, and we know that there’s plenty still to do.
Two of our most important goals in the next year are to increase our social impact, and
to improve how we measure it. We’re committed to documenting our progress in the next
version of this social impact report. If you’d like to be part of that impact, as a partner,
a member of our team, or a critical friend we’d love to hear from you.
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252B Gray’s Inn Road
London WC1X 8XG
Tel: 0207 239 7800
Email: info@traverse.ltd
Web: www.traverse.ltd

