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Context

Fulfilling Lives Lambeth, Southwark &
Lewisham (Fulfilling Lives LSL) is funded by
The National Lot ter y Communit y Fund and is
part of the National Fulfilling Lives
Programme. This has been a £112 million
investment over eight years supporting
people who have a combination of
interconnected needs and experiences of
mental ill-health, homeless/or at risk of
homelessness, drug, and alcohol use and /or
interactions with the criminal justice
system. Fulfilling Lives LSL has worked with
a high number of women who have
experienced domestic and sexual violence
alongside these other experiences.
Since the programme began in 2014, UK
societ y has been impacted by austerit y
budgets, Brexit, the COVID-19 pandemic,
and significant energy price rises. The use
of food banks is higher than ever,1 and
increasing violence towards women. 2 Drugrelated fatalities have also reached an alltime high. 3 Alongside, we have witnessed
powerful social movements like #MeToo and
increased awareness on Black Lives Mat ter
bringing social injustice into sharper focus.  

We have also seen a recognition from
policymakers of the importance of crosssystem working to break down silos. For
example, Dame Carol Black’s Drugs Review
recommending a whole system
governmental approach to the new drug
strategy, and Integrated Care Systems
aligning health and social care.
In 2018, the Fulfilling Lives LSL programme
transferred to a new lead organisation,
Certitude. From this point on, we centred
lived and learned experience at the heart of
the programme and placed equal emphasis
on ser vice deliver y, co-production, and
system change.  
As our programme completes its course of
funding, we are pleased that the National
Fulfilling Lives Programme has been able to
generate more investment from the
Department for Levelling Up, Housing and
Communities and The National Lot ter y
Communit y Fund to continue to address
ongoing inequalities in our communities
through the Changing Futures Programme.  

1	In the period 2014-2021 seen a rise from 108,373 to 421,426 (Trussell Trust food bank users in London) ht tps://w w w.
trusselltrust.org/news-and-blog/latest-stat s/end-year-stat s/
2	In the year ending March 2021, police recorded domestic abuse-related crimes in England and Wales rose 6%; ht tps://
w w w.ons.gov.uk /peoplepopulationandcommunit y/crimeandjustice/bulletins/domesticabuseinenglandandwalesover view/
november2021
3	In 2020, deaths related to drug poisoning in England and Wales were at the highest number since records began in
1993 ht tps://w w w.ons.gov.uk /peoplepopulationandcommunit y/bir thsdeathsandmarriages/deaths/bulletins/deathsrelate
dtodrugpoisoninginenglandandwales/2020#:~:tex t=1.-,Main%20point s,%3B%2076.7%20deaths%20per%20million).
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An organisation for change

Our vision
National Fulfilling Lives programme
operates on a local and national level
and was designed to test and learn new
ways of working and influence system
change to provide better outcomes for
people experiencing multiple disadvantage.
The goal of Fulfilling Lives Lambeth,
Southwark and Lewisham has always
been to make a difference to the people
we serve, share our learning, shaping
practice and policy both locally and
nationally to influence long-term
systemic change.  
  

Phase one 2014-2018
Learning from personalisation
and outreach
The first four years of the programme were
based on a personalisation model and an
outreach approach which shaped our vision
and system change priorities. We captured the
evidence and findings from the programme
and listened to people we supported,
practitioners, and strategic leaders.
We obser ved that:
People experiencing interconnecting needs
and experiences were being asked to access
several ser vices with different criteria for
individual needs; as a result, they were not
accessing the ser vices and not having their
needs met.
Women were not accessing the ser vices
designed to support them and when they
did, they often had to conform to a
predominantly male environment.  
There was a discharging or closing culture
with a focus on short-term inter vention
despite a person’s unmet needs.
The system was structured as pathways and
thresholds between organisations were hard
for people to navigate, particularly at access
and transitional points.
Despite a sector-wide movement towards a
trauma-informed approach in deliver y, the
needs of people we were supporting were
not being met.
People experiencing ser vices were not
always involved and embedded in the
process of shaping and designing ser vices.
3

An organisation for change

Phase two 2018-2022
Refocusing our principles and
priorities
To embed innovation and create meaningful
system change, we took what was working
from the personalisation and outreach
model to shape a refreshed period of testing
and learning.
We rebuilt our core principles around a
learning culture which provided the team
with extensive training to encourage a
curious approach, as well as a
compassionate mindset. We recognised the
need to make time for reflection and that
mistakes can be allowed to be made along
the way. We also commit ted to a systemic
and collaborative approach to ensure
different perspectives across the boroughs
could offer a deeper understanding of the
current situation.

Restructuring our organisation
Recognising the collective impact of the
UK-wide Fulfilling Lives programme, we
strengthened and aligned our relationships
with the national programme. We ensured
that team members were actively connected
in the different forums. The experience of
communit y members from Lambeth,
Southwark & Lewisham were collated and
contributed to national outputs &
campaigns. We developed and supported
new Fulfilling Lives LSL ambassadors to
at tend the National Expert Citizen Group
(NECG) and ensured feedback loops
between local and national agendas.
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We created a blended workforce to
rebalance the equit y of both the learned and
lived experience within the programme. We
recruited on qualities and values rather than
experience and shaped new roles to ensure
people from different backgrounds had
impact across the programme.
With significant organisational change
underway, we brought in expert support to
help create an environment of learning,
which developed a greater understanding of
group dynamics within a micro-organisation
and externally in a wider system. We have
experimented with diverse ways of
delivering different t ypes of reflective
practice and team formulation to create a
safe space within the programme.
In adopting these best practice processes,
alongside a partner agency Thames Reach
we continued to deliver a safe ser vice to
people who were often experiencing
traumatic circumstances and challenging
life situations.

Building collaborative partnerships
To develop a deeper understanding of all
system stakeholders, as well as the system
itself, we instigated a competitive tender to
find a Research and Learning Partner. We
have been delighted with our collaboration
with NPC (New Philanthropy Capital),
Groundswell and the Centre for Regional
Economic and Social Research (CRESR) at
Sheffield Hallam Universit y, strengthening
the voice of the people experiencing the
system. This partnership has been pivotal in

strengthening our research, co-production
and exploring our system change priorities.  

system change priorities, which form the
basis of this Impact Report:

Communicating clearly

the design of our systems with a focus
on system behaviour (section one)

Through the different stages of the
programme, we have understood the impact
of a strong communications strategy which
clearly explains our practice and learning.
We have strengthened our website,
delivered our messages on social media and
presented our evidence and findings at
events hosted by ourselves and others. In
developing our communications, we have
recognised the power of the language, both
in terms of the lens we look through, and
the stigma at tached to labels. Addressing
the words we use, and how we use them has
been a critical part of our learning.  

Influencing at national level  

access to treatment/services, with a
particular focus for women (section two)
navigating transitions with a focus on
the importance of relationships (section
three)
While it is useful to reflect on our journey,
the real purpose of this report is to
demonstrate our impact. In doing so we
hope to share our learning for the benefit of
the people and programmes across our
boroughs, and nationally, who continue to
strive for a bet ter outcome for people who
experience multiple disadvantages.

We have aligned our strategic aims with the
National Fulfilling Lives and MEAM (Making
Ever y Adult Mat ter) programme. Working in
partnership with CFE (Fulfilling Lives
National Evaluation Partner), NECG (National
Expert Citizens Group) supported by
Revolving Doors. We have influenced
national decision making by submit ting our
local research, evaluation and evidence.

Exploring systems change
To understand the points in the system
which can lever most change, we explored
the power dynamics at play across the
system, including decision making around
design, deliver y, evaluation, policy
development and commissioning. System
thinking tools enabled us to identif y 3

Diane Elizabeth Smith MBE
Head of Programme
Fulfilling Lives Lambeth, Southwark
Lewisham
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Changing the system
Understanding the system and
influencing its behaviour

Changing the system starts with reflecting
on our own perspectives and how that
influences our understanding and
experiences; we are not just focussing on
changing the system external to ourselves
but also reflecting on our own part in the
system.
At Fulfilling Lives LSL we used systems
thinking tools to bring people together and
build an understanding of what influences
the journeys of individuals experiencing
multiple disadvantages in Lambeth,
Southwark, and Lewisham. Our Research
6

and Learning Partners from NPC led on the
development of a systems map, to explore
the barriers experienced by people. This
system map provides a deeper understanding
of why the system can be hard to access,
connect with and transition through, and
provides evidence for policymakers,
commissioners, ser vices, and practitioners
working within it.
Co-production has been at the heart of our
systems thinking approach and we have
used different techniques to co-produce our
outputs including blended workforce, peer
research, consultations, focus groups and
an appreciative inquir y model 4 . We have
included our ‘Expert by Experience’
volunteers and Ambassadors whenever
there have been opportunities to influence
change at a strategic or local policy level.
Providing direct practitioner support has
enabled us to capture the impact of system
behaviour on the people we are supporting.
We have ‘walked alongside’ people to
understand how the system is behaving,
whilst tr ying to navigate through it at the
same time.

4

Addressing the challenge of
system change
Putting co-production into practice
Co-production is about understanding the
power we hold individually and collectively.
Recognising how powerful we are together
with people using ser vices and those with
lived experience; this requires a shift of
mindset and moving beyond involvement or
consultation to sharing decision-making. It
is a way of being and learning together.
Challenging the system means being
prepared to listen to and act with people
with lived experience, centering them in the
solution.
For example, we co-wrote a response to The
Sexual Exploitation Bill with women of lived
experience of street-based sex work. This
formed a platform for the same women to
express their views to their local MP.
A pillar of our co-production has been
the development of a blended workforce.
This has required many changes including
creating new, flexible working pat terns
and providing development opportunities
for those with lived experience to progress
through the workforce for example,
volunteer roles to paid work as the person
gains skills, confidence and experience.

ht tps://positivepsychology.com/appreciative-inquir y-process/
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Changing the system

The first contact we had with one of
Fulfilling Lives LSL newest team members
was when they contributed to one of the
co-production workshops about drug and
alcohol ser vices. Soon after they became a
volunteer and are now employed as a Peer
Link Worker.

“I just feel that the skills I have
are valuable for an organization
like Fulfilling Lives, and it’s the
first time I’ve ever been
employed for my lived
experience, and wow it’s
amazing. Honestly, I mean who
would have thought that?
Fulfilling Lives LSL team member
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Building successful partnerships

Lived experience network partnership

Research and Learning partnership
Fulfilling Lives LSL commissioned a two-year
Research and Learning Partnership in
October 2019. Our joint research with NPC
(New Philanthropy Capital), Groundswell and
the Centre for Regional Economic and Social
Research (CRESR) at Sheffield Hallam
Universit y has drawn upon the experiences
of those involved in commissioning,
managing, and delivering ser vices and the
views of people with experience of multiple
disadvantages to explore the system and
understand it bet ter.

National Expert Citizens Group (NECG)
This group is designed to co-produce and
strengthen the voices of people experiencing
multiple disadvantage, by bringing together
people supported by Fulfilling Lives
programmes across England to create a
national panel of Experts by Experience.
This panel have collaborated with decision
makers including Public Health England and
the Department for Levelling Up, Housing
and Communities with the aim of improving
systems and services for people experiencing
multiple disadvantage.

As part of this partnership, we have
produced:

We have worked with the NECG to present
our evidence to Dame Carol Black’s
Independent review of drugs, as well as
talking to Cabinet Ministers about the
spending review. We have produced reports
based on the consultations we have done for
the NECG, to present local findings (E.g.
Breaking the cycle of homelessness.
Fufilling Lives LSL Ambassadors were also
involved in producing a Co-production
Support Package for the Changing Futures
programme; the aim of this was to help
people working at different levels in the
system understand how to do impactful,
meaningful co-production.

A Systems Map that identifies the systems
barriers and challenges at play for local
people experiencing multiple disadvantages
in Lambeth, Southwark and Lewisham
CRESR completed a comprehensive
literature review of existing evidence about
the effects of these areas on people
experiencing multiple disadvantage
Groundswell led on research which focuses
on understanding people’s experiences of
accessing ser vices and support
The findings of the partnership have been
bought together in a Synthesis Report,
which also contains links to the specific
outputs
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Changing the system

“I automatically just feel really
comfortable. I’m around people
that have walked a similar path
to me, and then those that
haven’t, their hearts are in the
right place. They want to help,
they want to make change,
they want to work with us as
well.”
Fulfilling Lives LSL team member
The NECG recognised that their membership
was reflective of the male population often
given attention by services and lacked in
female representation. Fulfilling Lives LSL
supported the NECG Women’s network to
shine a light on the experiences of women
and ensure their voices are heard in the
development of the NECG’s work and
priorities.

Sharing our learning
We have created opportunities to share
learning to influence policy and practice,
locally and nationally. Fulfilling Lives LSL
team members, have contributed to this
process by:
Bringing experts into the borough like Dr
Karen Treisman MBE, 5 testing the learning
as a team, then bringing together different
parts of the system to learn together.
Collaborative spaces to understand the
system and its behaviour such as Southwark
System Thinking Workshops, with a focus on
young women experiencing multiple
disdavanatge and communit y exploitation
and harm.
Informed Approach Champions and
multidisciplinar y reflective spaces, working
alongside Inspirit 6 and Holly Research &
Training
Writing reports and blogs
Producing Fulfilling Lives LSL ‘Disruption’
Podcast  
Writing articles for professional publications
Hosting conferences and webinars  
Contributing to and presenting at National
Fulfilling Lives conferences
Meeting with MPs, Commissioners, and
influencers 7

5

ht tp://w w w.safehandsthinkingminds.co.uk /about-us/

6

ht tps://inspirit-training.org.uk /

7

Illustrations by ht tps://jonnyglover.com/
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Changing the system

Our impact

Our Learning

People we support
By changing our language and challenging
labels used, we have tried to influence wider
societ y to view people with a set of
experiences rather than a set of needs and
problems, bringing a more real, strengthbased, and human lens.  

We have made progress in influencing
system behaviour yet there is more to do,
this work needs to continue beyond the life
of this programme.

We have walked alongside people we
support on all parts of their journey,
focusing on the relationship, travelling with
them to meet their goals and needs, valuing
all of their experiences, rather than a
prescribed set of outcomes, often designed
by the system.
Ser vice provision
Our system thinking workshops connected
lived and learned experience, practitioners,
policy makers, commissioners and ser vice
providers to think differently about how
ser vices are provided.  
Wider societ y
We have worked alongside people with lived
experience to amplif y their voice and
influence, both as part of a blended
workforce and by providing platforms for
people to share their knowledge at events,
on broadcasts, on our website, on social
media.
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We encourage others to take the learning
and continue to drive forward to bring about
system change across the creation,
commissioning, and deliver y of ser vices.

“You can make a difference to
one individual’s life by helping
them. Or you can make a
difference to hundreds of
individuals by trying to impact
a system.”
Workshop at tendee

Accessing the system
Understanding the barriers

The first step to improving access to
ser vices is to understand the barriers which
make it more difficult for people who
experience multiple disadvantage to access
the system. We have identified these as:
Multiple access points
People experiencing interconnecting needs
are often required to access multiple points
of the system to address singular needs.
The system is complicated to understand for
people needing the ser vice and
practitioners.
Dual Diagnosis
For people who have co-existing mental-ill
health and drug and alcohol support needs
(dual diagnosis), the entr y requirements of
ser vices can prevent people accessing
support. For example, if someone is
deemed ‘ too high risk’ to be supported by
drug and alcohol ser vices, and mental
health ser vices will not work with them
whilst they are using drugs and alcohol, an
individual can be left with no support.
Lack of trust
People often distrust in the system due to
poor previous experiences.
Gender
We have evidence that gender creates an
additional barrier for women experiencing
multiple disadvantages tr ying to access care
and support.

“They’ve got a book and if you
don’t fit into it they don’t see
this.”
Person accessing support
Relationships vs paperwork
A risk-averse culture in ser vices – reflected
in long deficit focused assessments – can
present a barrier to accessing ser vices. It
also disregards the importance of building a
relationship between the person accessing
the ser vice and the practitioner. People are
often asked to retell their stor y across
different assessments or to different
practitioners, which can be retraumatising.
Denied access – discharge culture
Ser vices are often commissioned and
designed to impose time limits and/or
require at tainment of pre-specified
outcomes to progress through ser vices.
People may be excluded from the system
due to how they express themselves that
stem from previous frustrations.
Alternatively, they may not be able to
adhere to the processes that the system
requires, such as at tending appointments at
certain times.

13
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Accessing the system
breaking down the barriers

We explored these barriers in more detail
and came to understand that a more
informed approach with a greater
understanding of the intersectionalit y of
trauma, gender and culture, would enable
access to ser vices.
We listened
We have listened to the views of people
across our local boroughs to understand
the challenges people face in accessing
ser vices. In particular, we have listened to
the experiences of the women we support,
and our evidence suggests that women
experiencing multiple disadvantage
encountered more barriers than men.
We learned
We have worked with local boroughs to
understand the experience of different
groups. For example, we have worked
alongside women who are involved in streetbased sex work to explore how we could
bridge the gap for women who are often
revolving around the system, well-known to
ser vices, yet still experiencing high levels of
violence and risk. We have built on this work
with Southwark to understand young
women’s experience who are at risk of
communit y exploitation.
We have learned from the changes to
ser vices resulting from COVID-19
restrictions, which had far-reaching impacts
on the system. Some of this has been
positive, for example where a more flexible
approach to assessments enabled a safer
way of working and a responsiveness to
more open conversations. Read more

We have embedded co-production and used
system thinking tools to support the codesign of a gender-informed drug and
alcohol ser vice, bringing together women
with lived experience accessing drug and
alcohol support and practitioners at a local
ser vice. We used an Appreciative Inquir y
model to develop our recommendations. We
have evaluated this approach and submit ted
it to a journal – Housing Care and Support
– to add to the literature around how to
embed co-production practices into ser vice
design and deliver y.
We understood
Our research revealed a high prevalence of
trauma amongst people experiencing
multiple disadvantage, and how, for many,
interactions with the system can retraumatise. We found that ser vices did not
always understand how trauma manifested
in people’s behaviour and that women who
have experienced trauma are in danger of
being labelled manipulative or diagnosed
with a personalit y disorder.
CRESR conducted a literature review of
existing materials designed to support
people experiencing multiple disadvantage
to bring greater understanding around
informed approaches and the intersection
between trauma, gender and culture. The
literature review highlighted that, whilst
progress has been made in understanding a
gender-informed approach, research tends
to treat women as a homogenous group and
more research is needed to understand
different cultural needs.
15

Accessing the system

We shared our learning
We have campaigned for change by sharing
our outputs in webinars, conferences,
through reports shared on our website,
through social media and by directly
connecting people with lived experience
with practitioners, leaders, and
commissioners.
In sharing our learning we have understood
that the language we use needs to be
carefully considered. If we don’t pay
at tention to it, it can create labels and
stereot ypes which adds to a negative
narrative that contributes to stigma and
discrimination and creates barriers for
people accessing support and ser vices.
We hosted a webinar to highlight the
importance of language to make sure
organisations and people are mindful and
intentional in their use of language. We also
created a tool to help people achieve this.
We have reached into communities
Our Communit y Practitioner Teams provide
person-led, relational and informed support
which encourages people to connect with
their local communit y as well as accessing
traditional forms of support. The team walk
alongside a person to advocate with them,
encouraging other ser vices to have a
greater understanding of the person beyond
their needs, to focus on repairing and
restoring a relationship, rather than
referring or signposting a person onto other
ser vices.
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“I think it’s important because
it affects the people I work
with especially with those that
experience multiple
disadvantage. There is a lot of
trauma behind people’s needs
that services are not aware of
and when you engage with
people and develop that
relationship with them that’s
when this information [about
their trauma] slowly trickles
out. And for me it’s helped to
understand the person, why
sometimes they disengage,
why there’s often no trust.”
Fulfilling Lives LSL team member

We have created specific roles to reach into
local communities and have recognised that
the lived experience within our blended
workforce can enable the development of
trusting relationships, insight and empathy.
In turn this provides a greater
understanding of how ser vices can work
bet ter with the person.

Our impact
People we support
We have reflected the voice of women we
supported in our Submission to the Women
& Equalities Commit tee 2019
We have worked with people with livedexperience of street-based sex work to
co-produce a paper opposing the Sexual
Exploitation Bill.
Ser vice provision
We have piloted an Informed-Approaches
Champion Multidisciplinar y Network across
ser vices in Lambeth, Southwark, and
Lewisham. The Informed Approaches
Champions receive a package of training
and reflective practice to enable them to
model their learning of informed approaches
into their organisations. Three groups of
Informed Approaches Champions have
received training and a final evaluation
report is being published.
Informed approach champion
We have tested our own learning and
expanded our knowledge with regards to our
journey of learning towards being more
trauma informed at both a deliver y,
organisational and system level. We have
joined cross sector networks to help us
break down silo working and have drawn on
experts, to share their learning to
practitioners, leaders, commissioners, and
policy makers across our local boroughs.

Local boroughs
We have contributed to the development of
Violence Against Women and Girls (VAWG)
strategies in Lewisham, Southwark and
Lambeth and have brought our expertise in
evaluation to explore the impact of a Sexual
Exploitation and Harm Panel on women
involved in street-based sex work in
Lambeth.
Commissioning
In our local boroughs, we have worked with
people we support, the wider communit y of
those with lived experience, and the
experiences of practitioners, to build the
case for change. This has led to
conversations with commissioners who are
keen to act on the evidence and incorporate
into their tendering processes.
Policy
We have called on the UK government to
pay at tention to the violence and abuse
experienced by women involved in streetbased sex work, in our submission to the
Violence Against Women and Girls call for
evidence to inform the development of the
national VAWG strategy.
We submit ted evidence to the Department
of Health and Social Care’s consultation on a
new Women’s Health Strategy in June 2021.
Our submission presented evidence and
insights from the programme representing
women’s voices, women’s health, and the
impact of COVID-19 on women’s health.
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Accessing the system

The system
System thinking workshops have brought
different perspectives and experiences
together enabling a depth of appreciation
and understanding to complex social issues.
This has contributed to system-wide
conversations, building on the systems map.
Whilst COVID-19 had an impact on
delivering a gender-informed pilot, we
continue to tr y to influence future tendering
processes to consider person-led and
gender-informed approaches to break down
barriers to accessing treatment.
18

Our learning
Understand barriers to access by involving
people with lived experience in the
research, design and development of
ser vices.
Rooting support in communities – as well as
traditional ser vices – enables people to
build relationship and strengthens their
support networks.
Investment in cross system/sector learning.
Reflective spaces helps to focus on the
change of behaviour of people across all
levels of the system which reduces barriers
and stops blaming the ver y people tr ying to
access the support system.
Designing gender-informed support enables
women to access ser vices by considering
and accommodating for gender-specific
needs.

“I found the section on the
systems map particularly
useful. It was helpful to see
the map and the different
connections which gave me
inspiration and ideas on how I
can tackle the task of building
a systems map. I’m mainly
taking away learning from the
practical side of things and the
process. The ‘What did we do?’
slide was helpful in recognising
that building a map takes time,
requires multiple opportunities
to speak to people, test and
refine.”
System thinking workshop participants

Embedding informed approaches across all
aspects of ser vice design and deliver y and
at ever y level of a system will reduce
barriers that prevent people from accessing
ser vices.

19

“What’s unique about our role is
that we can do a bit of
everything. Most other services
have a specific goal - housing is
housing…substance use is
substance use. We dip in and
do each of those things and
more. I feel that we [are] be
able to meet people where they
are – rather than them having
to fit into our service.”
Fulfilling Lives LSL Link Worker

20

Navigating the system
Understanding the importance of
relationships and the challenge of
transitions within a complex system

If someone manages to access ser vices, the
edges between needs can cause people to
“fall through the gaps” as they move
through the system. We have identified the
following challenges:

Revolving doors
If someone falls out of a ser vice, the system
often requires someone to go back to the
beginning to access a new ser vice, creating
a revolving door effect.

Single issue pathways
A system that is structured to tackle single
issues creates multiple access points across
a system

Too much onus on the individual
The burden is placed on an individual to
navigate a system that is complex while
tr ying to create and maintain numerous
relationships. This can be a particular
challenge for people experiencing multiple
disadvantages who may not have developed
stable relational at tachments as a child/
throughout their adult life.

Linear and inflexible pathways
A linear pathway of support does not
recognise people as humans who have
natural ebbs and flows to their journey, yet
support is designed to be delivered in a
straight trajector y
One size fits all
Rather than understanding an individual’s
overall situation, the system at tempts to
squeeze people into a one-size-fits-all
approach, using behavioural rewards and
enforcements.

Discharge culture
A culture within ser vices of discharging
people once they meet certain outcomes, or
if they do not conform to the ser vice’s
expectations. This does not recognise the
relationships formed and the need for
ongoing or more flexible support.

Inflexible
Ser vices are often commissioned and
designed to a fixed timeline and measure in
hard outcomes which do not accommodate
‘setbacks’ more likely to impact people
experiencing multiple disadvantage.
Language
Labels such as “hard to reach” or “hard to
engage” “multiple and complex needs” have
become normalised and can be used as a
justification to not seek out how we, as a
system, can bet ter support a person’s
needs.

21

Navigating the system

Addressing the challenge of
relationships and transitions
Developing a person-led approach
Over the years we have explored the
importance of relational support for people
who have experienced multiple disadvantage
travelling through a complex system of
support. Testing and learning has led us
towards promoting a person-led approach
underpinned by an informed approach which
is strength based and embedded in
restorative practices.
22

We have supported and trusted practitioner
teams to ‘walk alongside’ a person, allowing
team members to be creative, organise their
time and resources to support an individual
at a time and place which suits them. We
have reframed the learning from the
personalisation funding to enable team
members to access resources that builds
connections with people, ease bot tlenecks
and barriers within the system.

“Ultimately services don’t work
together, mental health teams
do not speak to homeless teams
and homeless teams do not
speak to other departments.”
Person accessing support

Working in the communit y
The teams work within the context of a
person’s communit y – meeting them where
they are most comfortable – and we let go
of time limits, lengthy assessment tools and
measurement of outcomes. Instead, we focus
on building a relationship with the person
by exploring their interests and strengths
alongside their identified goals. We explore
with a person their own networks,
resources, and communit y interests as
well as through ser vice provision.
Supporting less people at a time
Practitioners can only achieve a person-led
approach if they have fewer people to
support. That way they can dedicate time to
building trust in the relationships to
maintain their flexibilit y and creativit y.
Capturing how the system behaves
Person led approach is more than direct
support, its also how we influence system
change through the real time user
experience of the system. Practitioners and
Innovation partners captures the system
behaviours so as to influence system
change.
Offering peer support
Peer Link Workers are people with lived
experience who have a passion to make a
difference for others; they use their
relational qualities and can draw on their
own experience offering a depth of
understanding, compassion, and empathy.
We recognise that the system is often timelimited in its approach, so in partnership
with Thames Reach, we have tested

different time-limited approaches using a
Peer and Link Worker structure.
Link Workers offer more of a coordinating
role, using their learned experience of how
the system operates to help people navigate
through the system and working with
ser vices to find the best possible
combination of support.
Two examples of how we have applied this
approach would be:
to understand a person’s higher use of food
banks and isolation during COVID-19
pandemic
a time-limited model focusing on support
during significant periods of transition by
linking to ser vices before, during and after a
particular transition period.
In these examples, the Peer Link Worker
was able to focus on strengthening
relationships while the Link Worker was able
to provide practical support to reduce
financial exclusion. We delivered successful
individual outcomes but were unable to test
the approach with enough people to provide
a fuller evaluation.
Working in partnership with boroughs
and local providers
In the communities of Lambeth, Southwark,
and Lewisham we have evidenced that
people experiencing interconnecting needs
and often the greatest level of disadvantage,
require a person-led approach. The time
invested in the relationship and trust has a
significant impact for the individual and the
wider system.
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Anna’s story

Background

Fulfilling Lives LSL Approach

Anna is a caring woman with a great sense
of humour. She loves her family and
spending time with her granddaughter,
shopping, and tr ying new foods. Anna is
38-years old of European descent and was
granted indefinite leave to remain in the UK
during COVID-19.

Fulfilling Lives LSL has walked alongside
Anna since 2018, developing a positive,
consistent trusted relationship to support
her goals. We have overcome system
barriers together, advocating for her needs
to be met and capturing how the system is
behaving and could be improved.

Anna had a difficult childhood, experiencing
abandonment and trauma when young. Anna
has four children, two are adults with
children of their own; two are younger age
and live with a relative. Anna enjoys
weekend contact with them and speaking
regularly on the phone.

Anna has experienced domestic violence
throughout her life. Sometimes Anna is not
understood which has led to an escalated
ser vice response that has been retraumatizing.

Anna was supported by several parts of the
system including No Recourse to Public
Funds (NRPF), Drug and Alcohol, specialist
health ser vices for a lifelong health
condition, temporar y housing, and social
ser vices. Pause were supporting her after
her children were taken into care and
referred Anna to Fulfilling Lives LSL. English
is not Anna’s first language, and with the
different access points and relationships,
Anna withdrew leading to missed
appointments and being labelled as ‘hard to
engage’.
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Anna has been using drugs and alcohol for
several years. She began to contemplate
reducing her usage and entering residential
treatment but was concerned about
language barriers and not being understood.
The flexibilit y of the welfare budget enabled
us to explore different options with Anna.
She decided on the facilit y, length of time,
and t ype of treatment that would work for
her. Anna chose to lean into the trusted
relationships she has with Fulfilling Lives
LSL team members with both lived and
learned experience, who have walked
alongside her throughout the duration of the
process, from application to assessment and
at tendance so she was only accessing the
ser vices as and when needed.

Person-led approaches provide a person the
choice to explore and identif y their goals.
This empowers and returns the agency and
control to the person and offers continuit y
to them that builds trust. Fulfilling Lives LSL
has tested their relational support and
embedded their approach in an informed
and strength-based approach with
restorative practices, offering a trusting
relationship that is flexible and creative that
travels with a person on their journey.1

Outcome
The continuit y in the relationship meant at
the assessment stage, Annas’ journey could
be explained with Fulfilling Lives LSL
support, adding a depth of understanding to
her motivation. The investment in this t ype
of relational support – a person led
approach – ultimatley saves the system time
and money. Offering continuit y that travels
with a person reduces duplication of
ser vices and administrative time in lengthy
assessment periods.
Anna chose the detox and rehabilitation
centre to meet her cultural needs as well as
her treatment needs. Anna’s family were
also supported throughout the process, to
explain the treatment process and
strengthening their network of support.
Anna travelled to her detox accompanied by
her Fulfilling Lives LSL practitioner team and
three generations of her family.

1

Illustration: ht tp://w w w.safehandsthinkingminds.co.uk /about-us/
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Navigating the system

Our Impact
People we support
By implementing a person-led, relational
approach we have provided a different kind
of support to people with interconnecting
needs in our partner boroughs.

Ser vice provision
By presenting our peer research to an
audience of over 70 people in July 2021, we
were able to give a platform to people with
lived experience in front of people who can
influence change in the design, deliver and
commissioning of ser vices.

Our team
Through our test and learn approach we
have discovered:

Our Research and Learning Partnership
produced a guidance on trauma-informed
support for people with lived experience.

It takes time to build trust, imposing time
limits on developing a relationship is limiting
for the person and can be negative for the
practitioners/ser vices

Commissioning
We have produced guidance for commissioners
with our Research and Learning Partnership
which addresses why traditional outcome
measures and frameworks are not appropriate
for services aimed at people experiencing
multiple disadvantages, including:

We need the time and space as practitioners
to be curious and explore what is being
communicated rather than react with
enforcement to behaviour
People in ser vices and system need to be
responsible for restoring relationships
rather than the onus on a person who has
unmet needs

How approaches to outcome set ting and
measurement which focus on soft and
‘relational’ outcomes alongside hard, longterm outcomes can be more meaningful and
relevant for these ser vices.

Endings can be difficult, and the transition
of care of the relationships needs to be
carefully considered between people in
organisations

How commissioners can use these
approaches to develop improved
commissioning of ser vices for people
experiencing multiple disadvantage.

When testing new approaches objective
evaluation requires a clear framework.

A complementar y guide, provides practical
advice to ser vice providers and managers to
help them to develop more nuanced
outcomes evidence and reporting.
Re-thinking-Outcomes-Guide-forCommissioners
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Our learning
Person led approaches require a focus on
building trusting relational support within a
person’s communit y. Underpinned by a
strengths based approach which provides
choice to identif ying their own goals and
needs. This approach is underpinned by an
understanding of the intersectionalit y of
trauma, gender and culture and a focus on
restorative practices to repair and restoring
relationships.

“From the outset, I felt
respected and valued as an
individual, as opposed to a
recovering addict. I felt that my
recovery journey was a
collaboration between my key
worker and myself, with a focus
on independent living and
regaining my place in society.”
Person accessing support

It takes time, flexibilit y, and requires trust
in the team around the person, and in the
commissioning to understand an individual’s
journey.
Teams needs scaffolding of support to work
in a person-led way through a learning,
reflective and reflexive culture.
Teams with lived and learned experience
add value to the relational experience.
The system needs to be responsible for
repairing and restoring relationships rather
than the onus on the person who has unmet
needs and needs support.
Commissioning should be weighted towards
relational outcomes before hard outcomes
are achieved.
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Moving forward
Let ’s make change happen
together

Reflecting on our progress
Fulfilling Lives LSL is a programme which
has adapted to change. Throughout the
eight years we have remained focussed on
finding bet ter ways for people experiencing
multiple disadvantage to get the support
they need.
We are proud of how we have centred
testing and learning on relational support
leading to joining others in advocating for
person led approaches. We are proud of our
successes in applying co-production. In so
many ways we have been able to level the
playing field by ensuring that people with
lived experience have been able to
participate in developing, designing and
delivering services. We are proud of our
progress in creating a blended workforce
and establishing a learning culture across
the programme.
Making real change happen in the complex
system which surrounds people who
experience multiple disadvantage has proved
tough. However we have successfully brought
together different parts of the system to
learn from each other and we have
recognised the importance of collaboration
and the strength which comes from
partnership. Our work around the power of
language has been instrumental in shifting
perceptions inside and outside the system.
How the system responded to COVID-19 has
given us hope that greater change can
happen. We witnessed, and participated in,
the dynamic and rapid response to the
pandemic and we hope that the lessons
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learned about providing support in a more
flexible way will not be lost.
Fulfilling Lives LSL has been on a journey and
we have not always got it right. We should
have engaged more rigorously in developing
relationships across other parts of the
system. We have learnt that, in the same
way that relational support takes time to
build trust, so does building partnerships
and connections across networks and
organisations.
However, despite encountering many barriers
and having doors closed on us, we have not
given up – either on achieving our purpose
or on supporting the people we ser ve.
We acknowledge that our work does not end
with this programme. We ask the boroughs
of Lambeth, Southwark and Lewisham and
national programmes like Changing Futures
to appreciate our learning and progress,
read outputs and to learn from our
experience. Perhaps most importantly, we
ask to reflect on our findings in the
commissioning and deliver y of ser vices
across our communities.
Finally we wanted to share our overall
learnings and key recommendations.
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Moving forward

Our overall learnings
Co-production challenges the
status quo
To understand what communities, need and
for the response to be effective, they must
be developed in collaboration with people
with lived experience.
We have understood that working in a coproduced way challenges traditional power
structures and enables a connection with
communit y members. It promotes the
development of ideas alongside a range of
people from diverse backgrounds; this is
important if you want to make changes that
fully meet the needs of those you support.
We believe that co-production should be
used as an approach for governance and
commissioning as well as ser vice design and
evaluation if we are to achieve authentic,
impactful system change.
Person-led relational approaches
promote an informed choice
We have learned that focusing on relational
support reduces the need for multiple
access points and lengthy assessments
which mitigates against cliff-edges
experienced in transitions. An approach
which stops people ‘falling out ’ of the
system must be highly valued as it is less
damaging to the person and less costly to
the system.
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We believe a focus on repairing and
restoring relationships delivers bet ter
outcomes for an individual and the
surrounding workforce, leading to improved
retention and reduction in compassion
fatigue.
An effective person-led approach is built on
developing a trusting relationship that is
based on a person’s strengths rather than
deficits. This approach enables that
relationship to travel with the person as
they navigate through the system,
recognising that this journey is not linear.
This approach requires a support network
through reflective practices to support the
relationships around the person.
Women experience more barriers
We have found that women experiencing
multiple disadvantage have specific needs
and experiences that present additional
barriers to accessing ser vices. We have
shown that women’s needs are often unmet,
for example, the needs of women with
diverse cultural identities require greater
understanding which are not being met
through current treatment provision. We
need to redesign ser vices for women rather
than expecting them to fit into a system
predominately ser ving men.

A learning culture develops
understanding and reduces
competitiveness
We have demonstrated the impact of cross
system working and learning – building on
what works and embrace a more relational
approach to how we work together.
Investing in a learning culture takes time.
Embedding lived and learned experiences
within the workforce as well as in all shared
learning spaces takes time and adjustments
are required, and wellbeing must be
carefully considered.
Multi-disciplinar y reflective spaces allow a
real time depth of understanding of how the
system is behaving, shares good practice
and supports innovation where the system
is experiencing blockages.

We need to address siloed working and
commissioning
Longer-term funding creates stability for
many service providers and grassroot
community organisations. Tendering
processes should enable strong collaboration
rather than competition which creates silos
in delivery. Individuals need consistent and
joined up support to meet their needs.
Ser vices need to accommodate for people
experiencing coexisting needs such as
dual-diagnosis, who are currently often
excluded from ser vices. These changes
need to be implemented at a national level.
A whole system approach enables
ever yone to see the full picture
We have demonstrated the importance of a
whole system approach, which breaks down
the barriers of the current system structure
which then gets perpetuated through
legislative and funding streams, leading to
ser vice fragmentation.
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Moving forward

Our recommendations
Commission person-led, relational
approaches
We recommend commissioning a person-led
approach for people in our communities who
experience greater levels of disadvantages
and who are unable to access or who are
revolving around the support system. The
approach will cut across traditional pathway
structures and use strengths and resources
that may not need a traditional ser vice
response.

We would like to see co-production embedded
at all levels of service commissioning and
delivery. The creation of networks to
strengthen co-production and links to
community organisations would enable coproduction more responsive to people’s
current and emerging needs.
We recommend for organisations to create
blended workforces to embed the voice of
lived experience at all levels of an organisation
and that organisations ensure a progressive
development plan for the entire workforce.

Commissioners will need to reflect that
person-led approaches require a new way of
measuring relational outcomes which differ
from traditional hard outcomes.

We believe in strengthening the networks of
co-production across local boroughs and to
align with national movements like the NECG
(National Expert Citizens Group).

Adopt gender-informed approaches
To meet the specific needs of women, we
recommend that ser vice provision is codesigned and developed in a genderinformed way within a treatment
environment to meet the needs of women
with interconnecting needs.

Promote a joined up approach
We recommend that commissioning should
build structures to ensure that ser vices
collaborate and work towards co-existing
issues that the people they support might
experience.

We would also like to see more research
undertaken to identif y and inform best
practice to meet men and women’s cultural
needs in their treatment.
Embed co-production at all levels
We recommend that ser vices and
commissioning, design, deliver y and
evaluation must be based around people’s
experiences, leading to preventative rather
than reactive approach to ser vice provision.
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This requires policymakers and commissioners
take a longer-term and more holistic view to
funding and commissioning and that services
improve communications between one
another to enable more effective joint working.
Encourage system thinking
We recommend that boroughs invest in a
system thinking strategy and shared
learning programme that provides reflective
spaces to break down barriers. We would
like to see this approach adopted across a
commissioning framework to reduce the silo
funding within the system.
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Accessing our resources

Contact us

Although the Fulfilling Lives LSL Programme
comes to an end on June 2022, our outputs
– including research, reports and articles –
are still available to download from our
website at
ht tps://fulfillingliveslsl.london

information@fulfillingliveslsl.london

Thank you
We would like to say a huge thank you to:
our funder, The National Lot ter y Communit y
Fund; our lead agency, Certitude; all of the
programme’s operational, strategic and
national partners who have guided us along
the way, including Thames Reach, The
Research and Learning Partnership - NPC
(New Philanthropy Capital), Groundswell and
the Centre for Regional Economic and Social
Research (CRESR) - the boroughs of
Lambeth, Southwark and Lewisham and
Lambeth CCG (now part of South East
London CCG) CFE, National Expert Citizen
Group (NECG), Revolving Doors, Making
Ever y Adult Mat ter (MEAM). Thanks to the
different experts we have worked with who
have shared their learning. Thanks to those
of you who have supported us and
contributed to the work we have done and
shared with others, and to the people we
have walked alongside who have trusted us
to capture their experiences and voices to
shape a different way of working. Finally,
thanks to all those who have worked at
Fulfilling Lives LSL and their dedication to
the programme and to learning together, to
contribute to our legacy.

fulfillingliveslsl.london

Connect with us
@FL _LSL
@Fulfilling Lives Lambeth Southwark
Lewisham
Using the hashtag: #seethefullpicture

Thank you to Limegreen Communications, Maria Ashby-Giles Photography and Howdy
who have worked with us on our outputs over the last few years.
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