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Types of challenges – Brick walls

Data Sharing 
Limitations (Gov review 

underway)

Data Protection
High Staff Mobility

Economy

Sensitive service area

Wellbeing

Key to responses 
participant groups

Plenty of 
others 
have dealt 
with these 
issues

Continuous / continual / 
continuing change inc 

external

Constant Institutional 
Change

Cultural 
Change/learning is not 

substantial

Store a resource of data

Store data – expensive 
to link up

Control of data

Funding Stream

Different 
accountabilities

Indipendance of 
organisations

Politics

Policy

Sharing 
data issues

Ongoing 
change

Different 
organisatio 
nal drivers



Types of challenges – ‘Mindset’ challenges

Fear of over- 
commitment

People’s (customers) 
lack of trust of 
organisations

People don’t see 
themselves as 

customers

Don’t understand best 
way to get other 
organisations to 

engage

Different 
organisations do not 

have the same 
strategic objectives

Entrenched negative 
– customer attitudes

Don’t have 
personal 
contacts

Lack of commitment 
to change

Uncertain need 
for contingencies

Understanding the 
value of customer 
insight data as a 

collective

Funding allocation / 
who pays what

Barriers
Organisations 
protective of 

budgets - Control 

Others not wanting 
to participate – 

Conflicting 
Information 

Fear that others 
will waste 
resources

About the 
organisation – not 

the individual
Competition

Staff on different 
terms – industrial 

unrest

“Professional” 
barriers

We have always 
done it this way

We know bestBureaucracy

Cost of it not 
working

No interest

Can it relate to our 
customer – How?Convincing decision 

makers of the benefits 
– Evidence?

Different Values

Different cultures in 
companies – 

Different approaches

Don’t know what 
outcome will be

Different focuses

Short-terminism

Reducing duplication
Lack of 

communication
Different Cultures Hiding poor performance

H.E.Goes
Maslow's human needs

Poor 
Communication + 

non response

Motivation on all 
sidesFocussing on 

process – Doing 
what we have 

always done - not 
trying new

Risk averse Bureaucracy

Time - 
consuming

Staff attitudes

Cultures

Cultural barriers

Takes time
Ask others to build trust:
-Act on feedback
-Take small steps
-Lots of communications



Types of challenges – Paper walls

Maintaining focus

Poor 
communications 

systems

Different 
relationships with 

funders

Overlap – too 
many cooks

Competitive edge 
may be lost due to 

sharing info
Competing 
for funds

Do we care? 
Mindset

Lack of time to come 
together to share 

data. Process

Distractions of the 
day jobLack of will

Different types of 
customers



Types of challenges – ‘Partition’ walls

Cost of implications of 
carrying out research 

for smaller 
organisations

Different customer 
databases

Bespoke customer 
interface 

arrangements

Different technologies

Budgets rung fenced 
to organisations

Organisational 
tendency to protect 
jobs/ work streams 

(organisational 
tribalism)

Organisational 
cultures

Have different ways of 
describing everything

Different  IT systems

Different Governance 
Arrangements
•Timescales

•Non executives 
understanding

•Different 
Geographies

•Competition on scope 
of work
•EGOS

Funding regimes

Different management 
information systems

“not allowed” to

Too many governance 
structures

Loss of team Team 
Hackney grants 

programme to CVS 
sector will mean cvs 

contribution and 
intellectual info may 

be lost

Different 
organisational 

priorities / visions
Confidentiality of client 

info needs to be 
guarded 

Costs more to start 
with. How to cost/ 
estimate savings

Safeguarding

How will info be 
accessible to “all”. i.e. 

statutory sector, 
private + CVS & 
quality of access

Different 
organisational 
standards. E.g. 

nationally is locally 
decided changes

Having individual 
targets and objectives

Organisational 
barriers - 

Protectionism

Not fully aligned policy 
objectives

Poor budgeting ad 
understanding of 
spending needs

Organisations have 
different priorities & 

agendas

Communication

Data protection Act/ 
officers

Pan London Service
•Initial set up + tra 
costs overcoming 
different cultures + 

practices
•Control issues

Confidentiality

Different performance 
management 
arrangements

Databases do not link 
together – expensive 
to connect them up

Different service 
ranges

•Wish to preserve/ 
protect budgets
•Poor mapping

•Not costed

Different IT system

Mistrust

Money – doing extra 
things when there’s 
less money in the 

system

Competition between 
groups/ origins

Lack of enabling 
technologies etc

Language

Getting response from 
service users

Barriers/ difficulties
•Pooling resources, gaining 

customer insight
•Squaring joint agreements, 

authorisation, funding
•Information gathering,  limited 

access to data
•communication

Lack of 
interdepartmentalism 

communication 
between central govt 

departments

Management  
overseeing project 

management. Who?

Same goals but 
different measures of 

success

Data protection issues

Power issues e.g. 
size, people’s 

perceptions of their 
organisations place



Key priority issues emerging
1. Governance and governing rules 

(we don't have governance for TotalPlace) 
- this leads in to priorities - money - ICT 

2. Different priorities 
3. Finance 
4. Cultures 
5. IT (very practical barrier) 
6. (Data protection)

6Confidential to Capital Ambition    Issued v1.02



Customer contact strategy

Ben Taylor 079 3131 7230
ben.taylor@redquadrant.com
www.linkedin.com/in/antlerboy
www.twitter.com/antlerboy

Delivering Connected London: 
a simple and better model for 
customers
•Customer service baseline
•Strategy and programme definition
•Maximise impact of Connected 
London projects
•Support boroughs
•Identify new shared projects

Service Transformation 
Academy
Raising the Bar: Building your 
capacity to  deliver service 
transformation
•First tranche over-subscribed – more 
coming

• Module A: Principles and Tools for 
Service Transformation (2 Days)

• Module B: Customer Insight (1 
Day)

• Module C: Practical Techniques to 
Reduce Costs and Improve 
Service Delivery (2 days)

• Module D: Facilitation and Change 
Management (2 days)

•Look out for Power+Systems training

Relevant Capital Ambition 
activity 
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