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Ventures

Mutual Ventures works 
throughout the UK to 
improve life chances by 
making public services 
better, more sustainable 
and more connected to 
communities.

We have a strong track 
record in supporting local 
authorities, other public 
service providers and 
stakeholders to secure 
programme funding, 
including from central 
government. Please get in 
touch to discuss how we 
could support you :
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This year at Mutual Ventures we are celebrating 
our tenth birthday. 

It hasn’t been a smooth decade for public 
services – but it certainly hasn’t been dull 
either.

It feels like there hasn’t been a year since we 
launched in 2011 that hasn’t been disrupted by 
an economic downturn, an election, a 
referendum or a global pandemic – or some 
combination of those.

In times of disruption, public services are critical 
– and as a team we have kept working with our 
partners in central government, local 
government, the NHS, and in the third sector to 
do what we can to make public services better, 
more sustainable and more connected to 
communities.

We’ve learned a huge amount from this work, 
and we’ve had a lot of fun working closely with 
the people who lead and deliver public services.

To mark our ten year anniversary, each member 
of our team has offered a reflection and 
recorded a short video on what they have 
learnt about public services. I hope you will 
indulge us as we share these with you.

http://www.mutualventures.co.uk/
mailto:andrew@mutualventures.co.uk
https://www.linkedin.com/in/andrew-laird-07035714/
https://www.mutualventures.co.uk/10years/
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Reflections from our team

equality needs to be 
more than a word, it 

must mean real change

communication
needs to be at 

the heart of 
everything

transformation is not just a 
technical exercise, it’s how 

you work with and win 
people round

for policy to be successful, you need to 
build bridges between central and local 

government

uncertainty is a 
feature of the 

public sector and 
the most successful 
learn to live with it

it is important to be bold 
and visionary, even in 

times of crisis

strong 
relationships
are essential

personalised 
services work 

best, and not to 
make 

assumptions 
about service 

users

every challenge 
is different

public services are 
about the whole 

social economy, not 
just the public 

sector

empowering front-line staff is a powerful 
tool to improve public services

place should be at the centre of how we 
organise public services

partnerships are the 
bedrock of the NHS and 
are what the future of 

care relies on 

strategy should never lose 
sight of the people using 

the services 

I’ve learnt that…

we must invest in our 
public services if we 

want economic 
growth

the ‘public service ethos’ 

is central to effecting real 

change

View online
www.mutualventures.co.uk/10years

https://www.mutualventures.co.uk/?page_id=4028&preview=true


The last decade in public services
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What a decade that was! As we turn ten, we pick our collection of key events 
that shaped the country and public services as we know them today. 

2011

The second year of the UK’s coalition 
government passes, with a focus on fiscal 
austerity and the ‘Big Society’.

2012

The Health and Social Care Act set in train 
major reforms to the NHS, creating 211 new 
Clinical Commissioning Groups.

2013

Local elections were held in 35 English 
councils. UKIP performed unexpectedly well, 
gaining 139 seats, which was hailed a "sea-
change in British politics“.

2014

Scottish independence referendum, with 
55.3% voting to stay part of the union. 

The Care Act was passed to overhaul the 
existing 60-year-old legislation around 
social care in England.

2015

The Conservatives won the UK general 
election. David Cameron confirmed he was 
standing by a manifesto pledge to hold an in-
out referendum on EU membership.

2016

The EU referendum: in one of the largest 
ever turnouts, 72.1% of eligible voters 
went to the polls, with 51.89% voting to 
leave the EU.

2017

A series of terror attacks hit the UK, 
including in Westminster, Manchester 
Arena, London Bridge and Parsons Green.

Theresa May's general election gamble 
backfired, resulting in a hung parliament. 

A fire at the 24-storey Grenfell Tower in 
north Kensington killed 72 people.

2018

Carillion, which employed 20,000 workers, 
went into liquidation due to financial 
problems, including a £1.5bn debt.

Theresa May strikes Brexit agreement, which 
was rejected by parliament three times.

2019

The NHS Ten Year Plan was published, 
with its vision for integrated care systems 
and creation of Primary Care Networks.

The Conservatives won the General 
Election with the largest majority of any 
government since 2001.

2020

The UK leaves the European Union, 
beginning an 11-month transition period.

The COVID-19 pandemic dominates 
events in the UK and around the world.

A series of riots broke out across England 
after Mark Duggan was shot in Tottenham.



I’ve learnt that place should be 
at the centre of how we organise 
public services.

John Copps
John brings a wide range of experience of public services. He 

believes strongly in health and social care integration, and has 
supported NHS and local authority clients to design and 

implement joined-up ways of working.  

I’ve learnt how we all are attached to the place we live, and that this insight should be at 

the centre of how we organise public services.

The experience of the COVID-19 crisis has shown us that people – old and young – want to 

be connected to where they live. You can’t disconnect people from place, and any public 

service that forgets that will fail its users.

One of the contradictions of organising public services is that there is always an inclination 

to focus on the ‘system’, when services are about the experience of individuals - all of 

whom are unique, and all of which happen in a particular city, town or village. References 

to ‘place’ discussed in public service often sound academic and abstract, when the whole 

point is that it isn’t. It’s where you live, love, work and play.

Take some examples. People want to get to know their local GP, people want to be cared 

for somewhere that is close to my family and friends, people want to feel they are 

contributing as part of their community. 

When it comes to planning the recovery from COVID-19, public services must be 

orientated around the places we live and not be some remote bureaucracies that we can’t 

and don’t want to identify with. And when it comes to integrating services and prioritising 

investment in services – particularly around the future of health and social care – place 

really needs to matter much more.

John’s reflection:

To learn more about our work in health and social care integration, please contact John: 
john@mutualventures.co.uk
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I’ve learnt that it is important to be bold 
and visionary, even in times of crisis.

During my time with MV, I have been privileged to work with some of the most 

inspirational public sector leaders I know – our clients. I’ve learnt a lot from them. My key 

lesson is the importance of being bold and visionary, even in times of crisis.

Never has it been more evident than over the past year.  

At a time when public services and third sector organisations, often on the front line during 

the pandemic, could be forgiven for just trying to survive, some leaders we worked with 

have dared to be different. Instead of thinking how they can deal with the next lockdown, 

even the next month or year, they decided instead that it’s time to develop an ambitious 

plan for their organisation for the next decade.

Why did they do it? In the current fast-paced environment, it may seem counterintuitive to 

set ambitious long-term goals. But if you want your organisation to emerge stronger from 

the COVID-19 crisis (or any other crisis for that matter), you need to reassess your position 

and set a vision for where you want your business to be in the future. 

Last year, I worked with a local authority helping them to develop their people and place 

strategy. At a time when the whole nation is experiencing our greatest challenge in a 

generation, they’re embarking on an ambitious programme of change. The whole executive 

team knew that they needed to think about the needs of their borough, and how it can 

recover from this if they are serious in their commitment to becoming a place with equal 

life chances for everyone.

I believe that planning for your organisation’s future is more important than ever. This may 

seem daunting, but while there are many challenges ahead, there are also opportunities. 

Agata Miśkowiec
Agata specialises in designing and implementing whole-

system transformation. Her work has included council-wide 

strategies and integrating healthcare and social care services.

Agata’s reflection:

To learn more about our strategy work, please contact Agata: 
agata.miskowiec@mutualventures.co.uk
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I’ve learnt that for policy to be successful, 
you need to build bridges between 
central and local government.

I have learnt that for the machinery of government to work, central government policy 
developers need to translate their concepts and ideas into practical, deliverable 
programmes. To avoid policy being lost in translation, civil servants in central 
government and public servants in devolved government need to work effectively 
together. Through my experience of working in the public sector for over 10 years, I’ve 
found that relationships between central and local administrations can be strained –
often either due to party political differences, or broader ideological differences of 
opinion in how services should be delivered. 

I believe that courage is needed on both sides to work more closely together. Some of 
the most successful programmes we’ve supported over the last 10 years illustrate that 
effective, early engagement of stakeholders from across central and devolved 
government - often with other parties from outside the government as well - can create 
the challenge and support needed to stimulate genuine collaboration, innovation and 
momentum to deliver real change: capturing the intent of policy, honed for practical 
frontline delivery.

The DfE’s Innovation Programme exemplified this with external investment experts, such 
as Sir Clive Cowdery, working alongside senior departmental civil servants, sector 
experts, official regulators and experienced leaders from local government. Over the six 
or so years of the programme, we have seen major changes in attitudes to innovation 
and improved relationships between stakeholders across the sector, driving improved 
outcomes in one of the most challenging periods our public services have ever known.

David Fairhurst 
David is Executive Chair and a Co-Founder of Mutual 

Ventures. He specialises in Children Services innovation and 

also is recognised as one of the UK’s experts in public service 

mutuals. 
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David’s reflection:

To learn more about our work with central government, please contact David: 
david@mutualventures.co.uk

mailto:david@mutualventures.co.uk


I’ve learnt that personalised services work 
best and not to make assumptions about 
services users.

I’ve learnt not to make assumptions about service users, and that the best services are 

personalised. These points sound like common sense, but when you’re trying to design and 

implement services, it is far too easy to jump to solutions based on your own knowledge, 

experience and prejudices. To assume you know the answers.

COVID-19 has clearly highlighted that people and the situations in which they live are complex. 

When services are personalised they focus on what matters to people. You can’t do this 

without taking the time to understand the individuals involved. Two really simple examples I 

heard recently highlighted this perfectly:

1) Care home staff couldn’t get a dementia patient to eat. The patient had always had dinner 

out between 8-10pm and would not eat between the standard times of 5-7pm. Once this 

was known, this issue, and a multitude of others connected to it, was solved

2) Treatment for wounds – a patient’s wound needed to be dressed four times a day, but for 

that patient being able to go for a daily walk was more important. Once the timetable of 

care was adapted to fit with this, the patient was both happier and safer.

By putting users at the centre, we are forced to take a holistic, not service-driven, view. People 

have little interest in where funding originates from or who a support worker is employed by, 

so long as they are getting the support they need when they need it. Everything else is for the 

system to sort out in the background, which we need to get much better at.

Digital and data are key enablers here, which I hope the system will get better at exploiting in 

future. Whether that’s using AI to assist individuals in making informed decisions, or digital 

records that can be shared across services, so that an individual experiences the joined-up care 

and support that really meets their needs. 

Laura Power-Wharton  
Laura’s experience spans working in local authorities and the 

NHS, and now supporting public services with Mutual 

Ventures. She is passionate about designing public services in 

a way that best suits the people that use them.

Laura’s reflection:

To learn more about our work on service design, please contact Laura: 
laura.powerwharton@mutualventures.co.uk
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I’ve learnt that empowering front-line 
staff is a powerful tool to improve 
public services. 

I’ve always felt like I can generate more change, and deliver positive outcomes for my 

community, if my superiors give me the freedom to make my own decisions, and to act fast 

where necessary. It shows that they are confident in my ability to do a job. There are many 

ways senior leaders can empower and encourage staff to get more involved in the design 

and delivery of services, for example:

 Upskilling staff to have the confidence to tackle challenging problems quickly and 

effectively.

 Listening to staff’s concerns, opinions, and proposals on the running of the 

organisation. For example, when working with a fostering service, we collaborated 

from the top down - with managers, front line workers, and foster carers on designing 

the strategy for the service.

I’ve learnt that listening and providing this space isn’t always enough, and that sometimes 

asking the right questions can help your staff make the leap from a good idea to a practical 

intervention. 

One of the things we do at MV is support organisations as they explore alternative delivery 

models for services, such as public service mutual. A fundamental element of this is having 

an empowered workforce that can operate effectively and respond to change quickly – with 

full confidence that they know how to best support their communities. 

Creating this new model won’t automatically create an empowered workforce – this type of 

culture takes time, work and effort. This effort begins at the top of the organisation, but the 

rewards can be felt by all of the staff and the communities they serve.

Michael Wyatt
Michael’s has experience working on local and central 

government change programmes. He believes that 
empowering staff to make more decisions, and investing in 

people, will produce better outcomes for service users. 

Michael’s reflection:

To learn more about our work with supporting culture change, please contact
info@mutualventures.co.uk
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I’ve learnt that equality needs to be more 
than a word, it must mean real change.

Lily Mellen
Lily is passionate about all things related to social impact and 

equality. She believes it is vital to always make sure service 

users have a say in the design and implementation of services.

I’ve learnt that equality needs to be more than a word, it must mean real change. Every 

decision made by public services must take into consideration equality, equity and access. 

The pandemic has illustrated vast inequality in the UK - more action needs to be taken. 

From disparities in catching COVID-19 among Black, Asian and Minority Ethnic groups who 

are more likely to die from the virus, and higher rates of diagnosis in areas of deprivation. 

Beyond health inequalities, the pandemic has also shone a light on inequality within 

childcare and labour in the home, racial inequality, and even inequality in what children eat 

for their lunch.

Inequality can lead to further issues with the social care system. For instance, BAME 

children, and especially black boys, remain within the care system longer than white 

children. This can have a detrimental impact on these children, and it also puts added 

pressure on care services, such as fostering. 

To ensure that every decision made within public services is taken with equal intentions, 

further engagement is needed with those who use the services. One way of doing this is 

through pathway and service design that works with services users to address issues in 

accessing services, or by interacting with multiple services on different occasions. 

We all have a duty to tackle prejudices and discrimination both inside and outside public 

services, to ensure that everyone has an opportunity to succeed. In the next 10 years I hope 

we can close the gap of inequality even further, and make actionable change that improves 

lives.

.
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Lily’s reflection:

To learn more about our values and how they impact our work, please contact Lily: 
lily.mellen@mutualventures.co.uk

mailto:lily.mellen@mutualventures.co.uk


Alissa Davies
Alissa has experience working with elected officers, local 

authority collaborations and developing and implementing 

whole council strategies. She always has a clear focus on the 

impact of strategy on people and communities.  

I have learnt that when designing strategies, you should never lose sight of the people using 

public services. I’ve worked on a lot of strategies for changing public services. It’s very easy 

to get bogged down in the detail of producing the ‘perfect’ document without creating a 

meaningful and shared understanding of what needs to change and why. 

I’ve learnt that the best way of making a strategy is an unrelenting focus on the people and 
communities it affects. Stories and personal experience can change the culture in a way that 
writing documents just can’t. It’s always personal to someone, and the job of developing a 
strategy is to make it personal to everyone delivering the service.

Domestic abuse is a really good example of this. The police will respond to an incident, and 
children’s social care will intervene if the child is at risk of harm. But helping the whole 
family before they hit crisis point is everyone and no-one’s responsibility.

I’ve known all of this in theory for ten years. But it felt different to me once I had a child of 
my own. In the first lockdown my child learnt to walk and talk, all within three months. A 
delay of weeks or months in giving a family the help they need – or never giving them that 
support at all – can have devastating consequences for children. I only really understood 
what that meant by hearing real stories and comparing them to my own real situation.

When developing strategies for public services, we must invest the time to understand first-
hand what people really need, and what isn’t working for them. This, alongside money, is 
the best way of making improvements. Sometimes the answer is simple – but only if you ask 
the right questions in the first place.

I’ve learnt that strategy should never 
lose sight of the people using the 
services. 

Alissa’s reflection:

To learn more about our strategy work, please contact: 
info@mutualventures.co.uk
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I’ve learnt that we must invest in 
our public services if we want 
economic growth. 

Andrew Laird 
Andrew is Mutual Ventures’ Managing Director. He is a real 

people-person and loves to work collaboratively with public 

services to think about strategic issues and develop solutions.
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I’ve been reflecting on why I’m so interested in public services.

Every country needs economic growth – no doubt about that – and a good chunk of 

government time should rightly be focused on supporting innovation, and creating the 

national infrastructure and conditions needed for that.

But I’ve also learnt that for a modern, well-functioning democracy, that’s only one side of 

the coin.

I strongly believe that if we only rely on economic development, those who already have 

assets, wealth and opportunity will only get more, while those who don’t will never get 

the opportunities they need to prosper.

Great public services are the other side of the coin. And supporting the development of 

public services, especially in parts of the country that are struggling to share in economic 

growth, is critical. 

That’s why as a team we are so passionate about the Levelling Up agenda. And we’re 

equally passionate about making sure it’s not just about the physical infrastructure 

elements that support economic growth, such as roads or railway stations. It also needs 

to be about great social care services, developing community hubs and modern libraries 

– things that focus on giving absolutely everyone a chance to benefit from that growth

.

Andrew’s reflection:

To learn more about our work supporting the Levelling Up agenda, please contact Andrew: 
andrew@mutualventures.co.uk

mailto:andrew@mutualventures.co.uk


I’ve learnt that transformation is how 
you work with and win people round, 
and is not a just technical exercise.

Jordan Binedell
Jordan has experience supporting a range of public service 

clients in the UK and internationally. She enjoys bridging the 

gap between transformation strategy and implementation, to 

ensure that communities see benefits. 

I’ve learnt that transformation is not a technical exercise - it’s the engagement of the

hearts and minds of all the people impacted.

As change often elicits an emotional response, so the communication of a 

transformation programme must, at some level, resonate emotionally.

For transformation to be truly successful, it can’t be approached as a ‘one size fits all’ 

solution. Different groups or segments within an organisation, and their specific needs, 

beliefs and styles, must be considered prior to the start of any transformation project. 

For example, COVID-19 has driven many people into a steep digital transformation just 

to be able to connect with their colleagues and clients. One day they met in a physical 

conference room, the next they were expected to operate online across a number of 

digital platforms, such as Teams and Zoom. For some, the transition was quick and 

comfortable - but for others, it was scary and difficult.

A thoughtful, tailored approach to this enforced digital transformation would have

greatly reduced the stress and pushback of many employees. From practical elements, 

such as training for those who needed it, and encouraging people to jump on a call a few 

minutes early to iron out any issues they might have, to emotional support from 

leadership when team members are struggling to grasp the technicalities, or welcoming 

them when late to a call rather than calling them out on it.

There is often a misapprehension that the ultimate delivery of the transformation 

project is the primary goal when, in fact, it’s actually the journey of reaching the goal 

that determines the success of its outcome/delivery.

.

Jordan’s reflection:

To learn more about our work on transformation projects, please contact Jordan: 
jordan.binedell@mutualventures.co.uk
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I’ve learnt that uncertainty is a feature of 
public services and the most successful 
learn to live with it.

Since I joined MV, as a company we’ve constantly been waiting for certainty. But, rather 

unhelpfully, the last two and a half years have been among the most uncertain in British 

political history.

First, there was Brexit. “Let’s just wait until Brexit is done,” we thought.  “We’ll have more 

certainty then.” Months and months of parliamentary wrangling followed, and we still don’t 

really know what Brexit means for us.

Then came the election, and the prospect of the ‘taps being turned on’ for public services, 

or, at the very least, five years of relatively consistent government policy to allow for longer 

term business planning. 

What no one predicted was COVID. 

This constant flux and uncertainty made me reflect on my own work over the past 2.5 

years. Through working on the programme to establish a new Children’s Trust, I’ve been 

constantly told ”you would never do it this way”, when referring to the double whammy of 

setting up a Children’s Trust, and the process of Local Government Reorganisation aimed at 

establishing two new Unitary authorities for the area. Add in the dissolution of the council’s 

shared service provider and a period of considerable economic uncertainty for the region, 

and you have a perfect storm of hugely complex change programmes happening at almost 

exactly the same time.

Public services, and those who work within them, need to be adaptable, resilient and have 

strong foundations and strategies to weather the inevitable uncertainty - that is what it 

takes to work in public services in 2021. 

William Carruthers
Will has a background in working for central government and 

has experience of a wide range of change programmes. He is 

passionate about ensuring that public services are set up in a 

manner than is sustainable and adaptable.

Will’s reflection:

To learn more about our work establishing Children’s Trusts, please contact Will: 
william.carruthers@mutualventures.co.uk
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Matt Carter 
Matt specialises in the integration of NHS organisations and 

implementing new delivery models for healthcare. Through 

this work, Matt enjoys building relationships with clients and 

partners.

I’ve learnt that partnerships are the 
bedrock of how the NHS works and 
are what the future of care relies on. 

During my time at MV, I have learnt that if your objective is to facilitate true and lasting 

partnerships, objectivity is essential.

I have worked on programmes with multiple stakeholder organisations, all with differing 

agendas and viewpoints. Often there is a lack of trust between these organisations. As 

such, we seek to establish platforms that allow trust to grow, and that allow us to guide 

our clients through the process, ensuring equal levels of influence for all parties.

There is now an increasing focus on provider collaboratives and partnership working 

across the NHS, supported by new forms of integrated governance. Despite this drive for 

integration, we are still operating across systems that have emerged from a previous 

model, based on competition.

I have learnt the importance of being viewed as an ‘honest broker’ – and one who always 

remains impartial. My role is to ensure that the multiple stakeholders can find shared 

goals and values that drive a partnership approach. One recent example is the response to 

COVID-19, which has seen the need for increased collaboration between multiple 

organisations. I have witnessed first-hand that when organisations have a common 

purpose, effective partnership working can be mobilised rapidly.

On all of my projects focusing on increased alignment and collaboration, it is our 

impartiality and objectivity at MV, and our clients' trust in these values, that is critical in 

establishing genuine partnership working.

.

Matt’s reflection:

To learn more about our work with the NHS and provider collaborations, please contact Matt: 
matt.carter@mutualventures.co.uk
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I’ve learnt that public services are about the 
whole social economy, and not just the 
public sector.

I have learnt that public services are about the whole social economy, not just the public 

sector. The work of the third sector – charities, voluntary associations and social 

enterprises – has always been important, but throughout this difficult year, it has shown to 

be critical to the resilience of public services.

The public sector alone would have struggled to support communities across the country. 

Third sector organisations were able to be at the front line of response and took pressure 

off the health and care sectors. For example, a small organisation I’ve worked with 

throughout the pandemic was able to provide much-needed support to vulnerable women 

and families whose situations had been exacerbated by the crisis. We’ve seen thousands of 

these organisations mobilise. In the middle of the global toilet paper rush in March 2020, I 

even started using a social enterprise that provides recycled toilet paper, and that gives 

50% of their profits to improve sanitations in low and middle income countries! 

The COVID-19 crisis has made us all reconsider what we had previously taken for granted. 

Third sector organisations come in lots of shapes and sizes, across many sectors, but they 

all work to address our societal needs, and they’ve taken a pivotal role in addressing and 

mitigating the impacts of the crisis on individuals, the economy, and on society as a whole.

As the crisis comes to an end, the impact of the social economy’s involvement in public 

services will have to be leveraged. By taking a stronger focus on places, and empowering 

communities more, the Government must embrace the new landscape created by the 

great work of the numerous charities and social enterprises.

Micol Tedeshci
Micol is passionate about understanding how social 

determinants have an impact on public health, and believes it 

is important that we include these learnings in the design of 

all public services.

Micol’s reflection:

To learn more about our work with third sector organisations, please contact Micol: 
micol.tedeshci@mutualventures.co.uk
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Emmet Regan
Emmet is a Director at MV and is passionate about public 

service reform. He believes that all change must start with a 
conversation. 

I’ve learnt that communication needs 
to be at the heart of everything we do.

Emmet’s reflection:

I’ve been asked to reflect on my time and to think about a lesson or impression that has 

stayed with me. This was no easy task, over the years at Mutual Ventures I have worked on 

projects as varied as reforming the adoption system, to regional collaboration amongst 15 

local authorities.

The most important lesson, which may also seem like an obvious one, is around 

communication. Or, to coin a term - communication, communication, communication.

It is something we take for granted and is in everything we do, but without it, change would 

not succeed.

It is crucial to put communication at the heart of everything we do, and if you think you 

have done too much, you probably haven’t done enough

With colleagues across our public services, taking time to talk, to plan, to discuss, to agree 

and to disagree is crucial.

As we begin to move to a post-pandemic world, and local areas begin to think about the 

future again, this lesson will be more important than ever.

Counterintuitively, lockdown has allowed us to talk more, albeit through a laptop or iPad -

we must ensure we do not lose sight of the connections that have been made.

We have been working in a number of areas, bringing together people from across our 

public services, to plan for the future in a post-pandemic world.

To learn more about our strategy work, please contact Emmet:  
emmet@mutualventures.co.uk
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Mark Bandalli
Mark’s specialises in managing major transformational 

projects and the establishment of innovative alternative 
delivery models. His work for and with local government has 

taught him the importance of collaborative relationships.

Delivering public services through new and innovative delivery models usually requires 

some form of legal agreement being in place. One of the key lessons I’ve learnt is that 

strong relationships are essential in getting the legal agreements over the line. 

In my experience, things work best when both parties have a good understanding of the 

contract, but don’t rely on it to resolve every single issue. Instead, the relationships held 

between individuals - whether it between commissioner and provider, or front-line staff 

across different organisations - provide the platform upon which success is built.

The response of public services to the COVID-19 crisis has shown what can be achieved in 

a very short space of time, under immense pressure. Where I’ve seen things work best is 

when those leading and delivering services were able to agree quickly on what a 

coordinated response across a local or regional area should look like. The speed and 

quality of responses were helped by existing relationships held across organisations. 

Any sort of agreement is designed to provide a ‘win-win’ solution to a challenge or 

problem. I’ve learned that the chances of both sides achieving the success they are 

looking for hinges of the quality of the relationships that exist. Whether it be managing a 

bump in the road, or delivering vital services during a pandemic, relationships are 

essential. Investing the time to develop and nurture them is time well spent.

I’ve learnt that strong 
relationships are essential in 
public services.

Mark’s reflection:

To learn more about our work on alternative delivery models, please contact Mark: 
mark@mutualventures.co.uk
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Eliza Hardwich
Eliza is a qualified teacher and brings a range of experience 

working with children. Her work with children’s social care has 

taught her that there is no ‘one size fits all’ solution to 

challenges in public services. 

I’ve learnt that every challenge is 
different. 

I’ve learnt that each individual works, operates and sees things from a different 

perspective. Having worked in teaching, finance and now consultancy, I have learnt how to 

adapt to working with a wide array of people and listen closely to their varying aspirations, 

goals and also concerns. 

I am learning that understanding unique challenges and being adaptable is also very 

important when working with the public sector. A ‘lift and shift’ approach will not always 

do the job effectively. At MV, I’ve learnt that each project and client require a bespoke and 

individualistic approach, that the company always strives to create and deliver. 

For example, within the Strengthening Families, Protecting Children programme, when 

implementing innovation and change, each adopter has their own specific local contextual 

problems that are particular to the place and the people that live there. Our team works 

hard to understand how each adopter is different, and how we can provide help to them in 

the most effective way possible. 

This perspective is also central to our new people and place offering, where we are helping 

local authorities to develop clear long-term strategic priorities. Working to develop these 

plans will allow local authorities to emerge from the COVID-19 crisis stronger and to tackle 

longer-term social and economic issues with limited resources. 

Myself and the team at MV will continue to listen closely to our clients, understand their 

needs and create adaptable, bespoke solutions. 

Eliza’s reflection:

To learn more about our work with children’s services, please contact Eliza: 
eliza.hardwick@mutualventures.co.uk
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Oliver Cappleman
Oliver is Operations Director and a Co-Founder of Mutual 

Ventures. Oliver is driven by his ambition to find high quality 

and sustainable solutions for public services. 

Over the last 10 years at MV I have learnt that the ‘public service ethos’ continues to be 

central to effecting real change. 

I have experienced first-hand the ongoing drive and passion of public service staff to 

deliver the best services possible. This has been no more apparent than during our 

Alternative Delivery Model projects. These projects involve exploring alternative ways of 

delivering services. They require decision-makers, service leads and staff within the public 

body to dedicate a significant amount of time and effort (on top of their day jobs!) to a 

process can last for 12 months or more. 

Whilst they would be forgiven for just focusing on the already-challenging task of 

delivering their services, the public service teams I’ve worked with did so knowing it 

would make their daily working lives busier and more stressful - at least in the short to 

medium term - but also knowing that it was in the best interest of their service users.

A great example of this is the Rochdale Council’s Adult Social Care service. Despite already 

delivering an excellent service, the service lead and staff envisioned a way to improve 

their services. Working with them to develop a business plan and then create a new social 

enterprise, PossAbilities, was truly inspiring. Primarily focused on people with learning 

disabilities and older people, since going-live, PossAbilities has gone from strength to 

strength. 

The public service ethos shouldn’t be taken for granted, nor the staff themselves. It 

continues to be the driving force behind improving the life chances of their service users.

I’ve learnt that the ‘public service ethos’ 
is central to effecting real change. 

Oliver’s reflection:

To learn more about our work with public service mutuals, please contact Oliver: 
oliver@mutualventures.co.uk
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Our approach is based on our 
knowledge and commitment 
to public services. We work 
across all areas including 
children’s services, health and 
social care, culture services 
and more.

About Mutual Ventures 

Wide range of expertise and 
experience 
 Strategy and options development 

 Design of new delivery models

 Business and transition 
planning/implementation 

 Organisational development and culture 
change

Wide range of clients
 150+ clients over the past 10 years

 Supporting LAs, NHS services and the third 
sector

 DCMS Mutual Support Programme

 DfE Children’s Services Innovation and 
Regional Adoption Agency Programme 
leads

We are passionate 
about better, more 
sustainable public 

services


