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This session

• About Norfolk and Voluntary Norfolk 
• Voluntary Norfolk & the LAA, Public 

Services Delivery and Personalisation
• Learning from experience



About Norfolk

• World heritage coastline
• Wide open fields
• Modern city
• World class research institutes
• Thriving market towns

• Rural isolation
• Inner city problems
• Teenage pregnancy
• Deprived areas
• Marginalised communities



…and Voluntary Norfolk

• Largest infrastructure 
organisation in the county

• As of January 2010 have 
over 100 staff

• Volunteering
• Voluntary organisations

• Voice



The LAA

• Recognition of a key strategic 
development

• The sector has a crucial role to play –
forming a team

• VCS LAA Co-ordinator
• VCS LAA Reference Group



Public Services Development

• Project devised by the sector
• Key roles: 

– Training & capacity building
– Strategic influence

• Third Sector Guide to Public Sector 
Commissioning



Personalisation

– Personalisation Conference Oct 08

– Cross-sector Personalisation Forum: 
voluntary sector & social services 

– Workforce Development Project
– Personalisation Think Tank
– Support for organisations affected by 

review of day services



Services in Development

Personalisation Development Officer (funded by 
Adult Social Services)

• Promoting awareness of personalisation and implications 
for voluntary organisations

• Building the capacity of organisations to adapt:
– Planning services around individuals
– Promoting services to personal budget holders, direct 

payment holders and self funders
– Help with costing their services (FCR, unit costing) and 

business planning

– Back office services – support with accountancy & 
invoicing, adding to our existing accountancy 
package



Lessons we have learned 

• In many ways, this is business as usual
• We cannot solve all of the dilemmas that 

personalisation raises
• There are other support organisations getting 

involved and looking at different angles
• Know who else is out there and what they are doing
• We are sticking to what we do best – capacity 

building for the sector
• Do not over-estimate the understanding of small, 

local providers
• Many are only now realising that personalisation will 

affect them – whether they want it or not



Lessons we have learned

• “Never knowingly undersold!”
• Turn up offering solutions
• Fortune favours the brave
• You don’t always win, but track record 

counts 
• Keep the door open
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