
for the future
The Deal

Wigan Council 2020 



Residents of  
Rockingham Drive

“the UK’s happiest street”

Welcome      3

Borough Overview   4

Our Vision     5

The Deal     6

Wigan Council in 2020  9

Partnerships    14

Transformation Programmes 15
 
Greater Manchester   36

Locality Plan    37

Contents

2



Welcome 
to The 
Deal 
for the 
Future

We have a vision for Wigan Borough to be a confident place with 

confident people. We have made great progress for our council by 

continuing to improve outcomes for our residents while saving more 

than £131m since 2010 – all without using a penny of  our reserves to 

prop up the budget. We’ve achieved this by making difficult decisions 

and transforming our services rather than cutting them.

Donna Hall
Chief Executive

Despite the challenges we have 
faced since 2012 we’ve seen resident 
satisfaction with the council rise by 
50%. The percentage of residents 
who feel we provide  value for money 
has increased by two thirds. 

We’ve worked hard to gain public 
confidence to our new and genuinely 
innovative asset-based approach to 
public sector reform – The Deal. A 
key element of this is our £10m “Deal 
for Communities” – a fund to build 
self-reliance across our borough, 
particularly with the voluntary sector. 

We played a pivotal role in striking 
Greater Manchester’s Devolution 
Deal. This underlines our influence 
at a national level and our 
wholehearted commitment to public 
sector reform. 

We’ve also significantly improved 
staff morale and engagement, 
putting us in the top quartile of The 
Times “Best Companies to Work 
For” - Ones to Watch. We are the only 
UK council in this category. However 
despite these strengths, we face a 
number of challenges:

However despite these strengths, we 
face a number of challenges:
•  A continued financial challenge 

requiring the delivery of a further 
£27.5m worth of efficiencies by 2020.

•  An increase in life expectancy that 
will result in increased demand for 
services from an ageing population. 

•  Adults of working age who are 
trapped in chaotic lifestyles and 
dependent on a number of services.

•  Children in some areas still aren’t 
prepared for school life, resulting in 
a potential lifetime of disadvantage.

•  A higher level of deprivation 
compared to England as a whole. 

These challenges mean than we 
cannot maintain our current way 
of working and the way we deliver 
services must continue on our 
journey of reform. We need to build 
on our innovative asset-based 
approach and The Deal, alongside 
developing a clear strategy for 
economic growth in the borough.

This strategy outlines what the future 
of your council will look like and our 
approach to meeting the challenges 
ahead, whilst recognising that we can 
only make real change by working 
closely with our partners.
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With a population of 320,000, Wigan 
is the ninth-largest metropolitan 
authority in England and the second 
largest in Greater Manchester. Wigan 
occupies an enviable geographic 
position, lying between the major 
cities of Manchester and Liverpool.

Wigan experienced dramatic 
expansion during the industrial 
revolution with the development of 
major mills and a coal mining district. 
The historic towns and villages which 
grew during this period punctuate 
the landscape and residents enjoy 
a significant ‘greenheart’ area, with 
70 percent of Wigan’s 77 square 

miles consisting of expansive 
countryside. Spanning the length 
and breadth of the borough, this area 
includes stunning parks, woodlands, 
wetlands, canals and green space, 
rich in flora and fauna.

Wigan has a strong sporting tradition, 
embedding passion and belief within 
the fiercely proud local population. 
The amateur sports scene is 
particularly prevalent in Wigan and 
Leigh, with a wide range of sports 
clubs ensuring that people are able 
to engage in regular physical   activity 
to improve health and wellbeing.
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70 percent of Wigan’s 77 square miles 
consists of expansive countryside

Borough 
overview
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Our vision for the borough 
can be described through 
two key ambitions:

Our 
vision

Confident place, Confident people
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The Deal

To help us achieve this vision 
we need to work together with 
communities. That is why we have 
developed The Deal, an informal 
contract between the council and our 
residents. We recognise as a council 
that we need to change the way we 

behave in order to make this vision 
a reality. However, we also need to 
encourage and support behaviour 
change in our communities. That 
is why it’s a deal – to allow us to 
achieve our positive vision for the 
future together.

The Deal is about all services in 
the council and all residents of the 
borough. It is about beliefs and a 
culture change and way of working 
that reflects everything that we do. 

Fundamentally it signals a positive 
approach for individuals and 
communities that encourages self-
reliance and independence through 
an equal partnership.

Through The Deal we want to create pride 
in our borough - a place we can all believe in

wigan.gov.uk@wigancouncilwigancouncilWiganCouncilOnline

• Keep your Council Tax as one of the lowest

• Help communities to support each other

• Cut red tape and provide value for money

• Build services around you and your family

• Create opportunities for young people

• Support the local economy to grow

• Listen, be open, honest and friendly

• Believe in our borough

• Recycle more, recycle right 

• Get involved in your community

• Get online

• Be healthy and be active

• Help protect children and the vulnerable

• Support your local businesses

• Have your say and tell us if we get it wrong

• Believe in our borough



Deal 
Principles
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The Deal underpins everything we do and defines the 
principles of how we work:

• A new relationship between public services and citizens, 
communities and businesses.

• Building on the assets and strengths of individuals, 
families and our communities

• Integrated place based services delivered in partnership

• An engaged workforce with core behaviours

• Confident communities where everyone does their bit

• Freedom and permission to innovate 
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BeWigan 
Behaviours

In order to deliver this changed 
relationship we have to change the 
way we work. This means not only 
changing our systems, services and 
processes but also our workforce 
behaviours, values and ethos. This 
change in mindset is needed both at 
leadership level and in the frontline 
workforce, to make the reform happen 
in practice. 

Our workforce is our most important 
asset - their talent, skills, knowledge 
and experience are truly at the heart 
of everything we do and all that we 
achieve. 

We are fostering a culture that 
embodies positivity, personal 
responsibility, openness and 
transparency. 

We want to empower our workforce 
to be innovative and creative, bringing 
new ideas to improve services. This 
reform is true for our entire workforce 

from the social worker to the 
accountant and from the librarian to 
the refuse collector. For our frontline 
workforce this means the freedom 
to focus on what is important to 
an individual and family, having a 
different conversation to identify 
assets unconstrained by tick box 
assessments. 

Three core behaviours define how 
we work in Wigan and underpin 
our new operating model. It’s not 
just about what we achieve; it’s 
also about HOW we do it. These 
behaviours create a shared culture 
that celebrates our fresh and unique 
approach to public service, our 
successes and achievements, and 
sets out how we expect our workforce 
to behave. We want to empower 
staff to take responsibility for their 
own engagement and development 
and feel committed to Wigan so that 
they embody the Deal and our new 
relationship with residents.

Be positive: 

Be courageous:

Be accountable:

Take pride in all that you do

Be responsible for making 
things better

Be open to doing things 
differently



Wigan 
Council  
2020

What will be the role of the council in 2020? 
In delivering the vision of the future, the council will undertake a new role, 
moving from the traditional way we deliver services to being an enabler.

Place leadership – building pride in the borough
The council will retain a place-shaping role – taking ownership of place and 
building pride in the borough. This includes influencing and supporting 
partner organisations to work to common goals to meet the needs and 
aspirations of the community.

Community empowerment 
The council’s role will be less about doing things to and for residents and 
communities and more about creating the capacity, interest, expertise and 
enthusiasm for individuals and communities to do things for themselves.

Drivers of change and reform
The council will play a key role in driving change and reform to improve 
outcomes for all residents. Integrated working will ensure individuals and 
families are placed at the heart of the community alongside a focus on 
demand reduction.

Commissioner and a broker of public services
The council may directly deliver fewer services but will act as a broker and 
commissioner of services that are responsive to local needs, person-centred 
and community-based, providing a balanced mix of provision. 
 
Increasing growth in the borough
The council has a key role in growing the local economy through facilitating 
a diverse housing market, excellent transport links and infrastructure and 
promoting our stunning Greenheart. We are also focussed on maximising 
town centre opportunities and securing external funding. 

Influencing growth and reform across Greater Manchester and beyond
The council will continue to have a key role in shaping and influencing Greater  
Manchester strategy and the wider region. The council will continue to be at 
the forefront of change and innovation and ensure Wigan takes advantage of
the opportunities that come from devolution.

Political representation
The council will continue to play a key role in ensuring strong and effective
local democracy.

Working in partnership 
The Council will work jointly with residents, local businesses, the private 
sector, public sector partners such as health, police, fire services and 
voluntary and community groups, locally and regionally to deliver our 
objectives.
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What will 
council 
services 
look like  
in 2020?

Confident place

By 2020 

• Wigan is a destination of choice

• We have a new delivery model for environmental service to ensure the best 
value for money

• More services and facilities are run by the community 

Wigan is a place where people want to work, invest, learn, live and visit. The 
council has a strategic economic development and regeneration function that 
focuses on making Wigan a destination of choice for business and residents. 
We have a clear economic prospectus that defines Wigan’s offer and role in the 
region.

The council has invested in our future workforce by providing apprenticeship 
opportunities and has increased investment in the economy delivering 5,000 
new jobs. We have enhanced our existing and future workforce by harnessing 
opportunities around skills and learning, at a local and Greater Manchester 
level. This will secure a comprehensive skills and learning resource to 
ensure our workforce is equipped for a growing economy in the future. This 
programme has a particular focus on our most vulnerable residents and aims 
to close the inequality gap. 

We are driving ambitious infrastructure and housing programmes. The 
creation of 5,000 new homes will bring in revenue of circa £500k in New 
Homes Bonus and the implementation of a challenging infrastructure 
portfolio will deliver connectivity for our businesses, residents and workforce.

Our environmental services are not only developing ambitious and innovative 
new delivery models to ensure the best value for money, they are also 
working with communities and businesses to develop opportunities to get 
involved and take part in keeping the borough safe, clean and green. In 
Bloom, Friends of Parks and seasonal clean-ups are just a few opportunities 
already available.

increased 
inward 
investment

5,000 
jobs delivered The council has invested 

in our future workforce

Increased number of  
Apprenticeships
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Confident people

By 2020 
Services are integrated, seamless and wrapped around people and families.

• Front line agencies such as social care, health services, police are working 
together to improve outcomes within a wellness partnership delivered on a 
common spatial footprint.

• There is joint investment in prevention and early intervention through a 
robust evidence base.

• A multi-skilled workforce performs numerous roles flexibly, placing people 
and families at the heart.

• There is a mixed economy of free schools and academies; schools are a local 
strategic partner investing jointly to improve outcomes.

 
We are working with partners to support residents to be well, independent 
and in control of their lives and the services they use and confident in their 
future and that of their community.  We are working with residents within 
communities to support people to be connected to each other. By 2020 
we will have developed new models of community hubs, where residents 
can connect to each other and to services close to where they live. These 
community hubs may be in one building or a number of connected buildings, 
and will not always be council run. But they will be local and accessible, and 
based on the good things in that community.

The council working with partners and community groups will provide 
services that will enable families to have a greater understanding of the 
opportunities in their communities and also access a number of services 
including; health, childcare, information and advice, welfare support and 
resources such as libraries, preschool provision, IT and employment support 
from a single point of access. We will think clearly about supporting children 
and young people to start their life well, adults of working age to live well, and 
older residents to age well.  We will work with communities, education and 
skills providers and others to make sure that all residents are in a position to 
benefit from new economic opportunities that will be available through The 
Deal for the Future.

Staff from different public services will be working more closely together in 
each place to support residents to live the lives they want to and to support 
communities to help each other.  Workers from different agencies will share 
the common ambition and appreciation of what residents can do and what 
their strengths are and not only what they can’t do or what their need is.    

What will 
council 
services 
look like  
in 2020?
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In 2020, more services will be delivered for communities by communities. 
Voluntary groups are encouraged through The Deal to deliver services 
including, for example, sports and leisure provision, libraries and some 
services for children and families as part of the community model. There 
is greater resident and user involvement in the delivery of specialist and 
targeted services and more attention will be on early intervention, prevention 
and family support.
 
In 2020 there will be a mixed availability of maintained, free schools and 
academies, but all schools will be key partners in the delivery of preventative 
community based services. There will be wider options to support children, 
young people and their families, to improve their wellbeing, educational 
achievement and in the long term their chances of employment.

Teams based within the community will be empowered with the skills 
and knowledge of services in their local areas, they will be able to support 
numerous roles flexibly, reducing the number of professionals that individual 
residents need to speak to. They will ensure that services and support 
provided are wrapped around the needs of the resident rather that the 
requirements of an individual service.

More individuals will have a personal budget for health and social care, and 
will access services and community resources online. The focus will be on 
the person and how they can best use their strengths and skills to become 
more independent and contribute to their community. People will be in 
control of their own lives through the use of technology and have access to 
their own care records. Joined up health and care services will ensure joint 
investment in prevention and health and care pathways that are seamless 
and co-ordinated no matter who provides the service. Health services will be 
community-based and will focus on prevention and early intervention, with 
fewer acute hospital beds. Support will be provided to people to allow them 
to stay in their own communities for longer and be in control of their lives and 
their care. 

What will 
council 
services 
look like  
in 2020?



Confident council 

By 2020

• The council delivers fewer services but has a key role as commissioner  
and broker.

• There is a professional core of staff providing strategic corporate and 
enabling support functions.

• Comprehensive information, advice and self help are available online.

• Many services will be accessed digitally through a single customer account 
and residents will have access to open data.

• There is a small asset base staff accommodation base and services are 
delivered flexibly in the community.

• Many more buildings have been transferred to the community or sold for 
capital receipt. 

The corporate and resources function will have shrunk along with the 
organisation. There will be a small core group of staff providing strategic 
functions. For wider support services the best model will be utilised whether 
securing commercial arrangements with the private sector, establishing social 
enterprises or delivering shared services. 

Comprehensive information, advice and self help will be available online. 
Most services will be accessed digitally through a single customer account 
and residents will have access to open data but we will maintain a small 
call centre supporting our most vulnerable residents. The council leads the 
way on digital innovation, with applications that reduce demand alongside 
improving health and well-being. There will be a comprehensive digital 
marketplace that will connect communities to opportunities in their area.

Staff will be co-located across 7 service delivery footprints, delivering services 
flexibly across the borough. The focus of public services will be on the people 
who receive them and the communities in which they live, and not on the 
organisations that provide them. There is a move away from building-based 
services to flexible provision accessed within community settings. Many more 
buildings have been transferred to the community or sold for capital receipts.

What will 
council 
services 
look like  
in 2020?

  13

Height-adjustable desks 
in one of our new agile 
working environments.



 
Partnerships

This document describes the changing way in which the Council will work 
over the next 3 years, focusing on the twin objectives of growth and reform 
and supporting the borough to be a confident place with confident people. 

The Council is clear however that achieving these objectives also requires 
exceptional joint working with partners within Wigan and outside of the 
borough. 

The ambitions in this document to support residents to be independent and 
well and connected to opportunity and their communities can only be fully 
delivered if public services in each place work together. In Wigan we have 
excellent working relationships with health partners, GM Police, GM Fire and 
Rescue, Schools, and other providers of public services. We will continue to 
develop these relationships with partners, and work together to deliver our 
services wrapped around local residents in places where they live, work and 
learn.

In terms of Health and Social Care, the Council have worked with partners 
to establish an Integrated Care Organisation model for out of hospital care, 
based on 7 service delivery footprints. Our Healthier Wigan Partnership and 
independently chaired board bring together leadership and operational 
capacity to join community based care. 

We are proactive in seeking to establish a place based strategic 
commissioning function for health and social care and are increasingly 
closely with Wigan Borough CCG to develop plans for a single commissioning 
authority.

The Health and Wellbeing Board has a number of key structures reporting to 
it, including the Wigan Public Service Reform Board, the Children’s Trust, the 
Building Stronger Communities Partnership and the respective adults and 
children’s safeguarding boards. 

Wigan’s Forward Board is our partnership with businesses to deliver the 
ambitions set out in our economic prospectus.

The Third Sector Assembly convenes voluntary, community and social 
enterprises from across the borough to discuss key issues. The Wigan 
Borough Community partnership aims to connect together a community led 
infrastructure that supports communities to run activities and programmes 
that meet local need, connect people and to support the development of 
resilient communities.

Our relationship with key educational partners is also seen as essential 
in reaching our ambitions. To this end, we have established a strategic 
partnership through WEP (Wigan Education Partnership). 

Such partnership work will be undertaken in the spirit of the Deal – adopting 
an asset-based approach to individuals and communities, working with 
residents, and promoting self-reliance and independence. In this sense our 
most important partners are the communities and residents of the borough 
itself.
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Transformation 

Programmes 

How will we deliver The Deal for the Future? 

Our overarching ambition is delivery of our part of The Deal alongside 
enabling our communities to deliver their part. It is a new relationship 
with our residents, staff, public sector partners and businesses. It is 
also fundamentally about an asset-based approach to individuals and 
communities. 

We will achieve this vision through two key pillars of work supported by a 
series of enabling programmes.
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Growth 
Wigan is a place where 
people want to invest, 
work and visit 

Reform
Improving life 
opportunities and 
independence for 
everyone to start well, 
live well and age well

Enabling Programmes
Ensuring  that our 
programmes are 
evidence based, efficient 
and delivered  by an 
engaged workforce, 
supported by new 
technology 

GROWTH

REFORM

 

Customer  
Access

Workforce 
Reform

Technology 
and Digital

Fresh  
Look

Accomodation  
and Estates
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Growth

Our Ambition:  Wigan is a place where 
people want to invest, live, work and visit  

Support the local economy to grow
1.1 Enable Growth
Growing the economy, businesses and creating jobs through the  
development of a world class business support system, innovation,  
exports and inward investment.

We will:

• Drive business growth and create jobs through; inward investment, 
developing programmes to support our growth sectors and working with 
partners across the North West

• Maximise resources to enhance our town centres, key investor-ready 
gateway sites and other economic and cultural assets

• Roll out The Business Deal to support the local economy and local 
businesses

• Refresh of the Economic Prospectus – developing and promoting an 
ambitious vision for Wigan? 

Programme:  Growth    
Lead:   Director of Economy and Skills

Case study:  
Council support brings market leaders mda to Wigan
A market-leading company opened a new logistics base in Wigan, delivering a major boost for jobs and 
investment in the borough, thanks to support from Wigan Council. 

mda, a company specialising in the design, procurement, storage and distribution of marketing materials for 
leading brands across Europe, is now based in the M6 Epic 110+ site in Ashton-in-Makerfield. After a search of 
various locations across the North West the company chose the Wigan site. 

The Council worked with mda to ensure that local people were targeted in the recruitment process and that there 
are opportunities for apprenticeships. The Wigan base will lead to the creation of 90 permanent jobs over the next 
three years and up to 150 additional temporary posts at peak times.
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1.2 Skills for Success
Equipping local people to take advantage of work opportunities in and 
around the borough and create better lives for themselves and their families 
through employment.

We will:

• Develop a skills and inclusive growth strategy to ensure that all Wigan 
residents are equipped with the skills they need to succeed and progress.

• Deliver person-centred support through the Work & Health programme

• Develop comprehensive information, advice and guidance

• Establish a 14-19 skills offer through post-16 system development, working 
with schools and post-16 providers of both academic and vocational 
programmes

Programme:  Growth    
Lead:   Director of Economy and Skills

Growth

Case study:  
Work and skills development, Confident Futures
Five percent of 16-18 year olds within the borough are not in employment, education or training, with the figure 
rising to 19 percent for care leavers. The Confident Futures Programme provides opportunities for disadvantaged 
youths to access employment and training through a pre-apprenticeship programme with Wigan Council. The 
programme includes a six week employability course and a further twelve month work placement which includes 
mentor support. During this period, individuals are able to access opportunities for longer-term apprenticeships 
and jobs within the council.

The pre-employment programme is delivered by a specialist tutor from our learning & skills service, with on-going 
pastoral support provided by a keyworker from the employment & skills team.  There is a particular focus on 
young people leaving care, supporting them to be independent,  increasing aspiration and providing them  with 
the right skills and support to manage their life more effectively in the future. 

Job opportunities 
have improved in 
Wigan – an extra 
4,400 jobs were 
created in the 
borough during 2014
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Growth
1.3 Connected Infrastructure
Ensuring the right connections are in place to support Wigan’s ambitions for 
economic growth.  

We will: 

• Optimise the opportunities of Wigan’s HS2 links

• Develop quality transport systems to enable east/west connectivity

• Improve public transport through the Wigan transport hub and high speed 
rail connectivity

• Capitalise on the strategic location of the borough at the heart of the  
North West

• Optimise #DIGITALWIGAN by improving superfast broadband, and promoting 
and developing enhanced borough-wide wifi for residents and businesses.

We have helped to secure £135m of investment in new employment sites and 
infrastructure improvements

Programme:  Growth    
Lead:   Director of Economy and Skills

1.4 Great Places and Communities 

Building pride and belief in Wigan as the borough of choice to live

We will: 

• Accelerate housing growth in the borough by supporting a good portfolio 
of housing sites, providing a housing offer of choice to residents in a quality 
environmental setting

• Understand the housing needs of the borough to deliver affordable homes, 
regeneration and housing for health

• Increase the visitor economy through developing the town centres and 
promoting the borough’s heritage, sport and recreational assets

Programme:  Growth    
Lead:   Director of Economy and Skills

We have helped to 
secure £135m of 
investment in new 
employment sites 
and infrastructure 
improvements
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Growth

Royal 
Horticultural 
Society (RHS) 
North West 
Gold award 
for Best Urban 
Community and 
Gold award for 
Best Town

Case Study:  
Pride in our borough through community involvement
The Council committed to help communities support each other. Wigan Borough in Bloom has been a successful 
mechanism whereby the Council has directly engaged with local community groups and helped them to 
become actively involved in transforming the quality of their local environment, creating a sense of pride in the 
place they live and work; and the borough as a whole. 

In Bloom now has over 30 active community groups operating across the borough, with over 400 residents 
actively volunteering on a  regular basis. The enthusiasm of the local communities has created the confidence 
for residents to take an active role in making decisions about the future appearance of their local area, such as 
litter picking, tidying up of grot spots, maintenance of open spaces and planting flowers and trees to enhance 
the feel and character of their locality and the borough as a whole. 

The outcome of this approach has resulted in 17 separate community groups being recognised through 
the annual Royal Horticultural Society (RHS) North West in Bloom Neighbourhood awards, with 7 of these 
community groups achieving an ‘Outstanding’ level of award along with 2 further community groups being 
awarded the Gold award for Best Urban Community and Gold award for Best Town. 

In the future, whilst the Council will retain a pivotal role in place shaping – it is clear that its delivery will only be 
best achieved by enabling and supporting residents and communities to play their role in shaping their place. 



Growth
1.5 Strong, safe and clean communities

• Ensuring safe, clean, green communities where everyone has the chance to 
have their say and do their bit:

• Deliver The Deal for your Street programme to build self-reliance in 
communities and improve the local environment

• Increase recycling and reduce enviro-crime through education, utilisation of 
behavioural insights and implementing

• Changes to residual waste collections

• Promote pride in where we live by giving residents the confidence and skills 
to address their local environmental issues

• Air Quality – develop new policy and strategy aligned with the key objects 
emerging from Greater Manchester 

• Working with Transport for Greater Manchester to deliver the GM Congestion 
Plan

Programme:  Growth
Lead:   Director of Environment
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Reform

Our Ambition:  People are able to start 
well, live well and age well and are 

connected to their communities 

Help communities to support each other 

Build services around you and your family

Create opportunities for young people 



Reform 2.1  Start well: 
 
Children, young people and families are confident and resilient individuals

We will:

• Implement the Start Well delivery model which brings together council 
teams, health visiting, school nurses and CAMHS wrapped around schools 
and GPs.

• Transform statutory services in line with the Deal and implementing the No 
Wrong Door model.

• Build on the already strong and supportive education system and provide 
strategic direction to skills and training reform through a new Wigan 
Education Partnership

Programme:  Deal for Children and Young People 
Lead:  Director of Children’s Services 

Start well case study:  Our offer for families in the community 
A Health Visitor came to see me at home to do a post-
birth visit. She told me all about the online information 
available, where to find my local Start Well Family Centre 
and the places in my community where sessions were 
running for me and my baby. 

In my baby’s first year, I’ve benefitted from having 
services available locally and helpful advice online to 
refer to. I’ve made friends locally, who also have young 
babies and been able to get help, advice and reassurance 
when I needed it.

 When I went to my GPs for the 6-8 week check, it was 
great that me and my baby received all of our checks and 
her first immunisations on the same afternoon.  One of 
the Start Well workers and a parent volunteer from the 
Start Well Family Centre were in the waiting room, I was 
able to chat to them about the type of sessions on offer 
and met another mum from my estate so we agreed to 
go to baby massage the next week. 

When my baby was about 6 months old, she started 
becoming more unsettled during the night and fussing 
when feeding. I went back to the Start Well website for 
some help and tried some of the things it suggested.  
When I missed a few of my usual play sessions at the 
Start Well Centre, because of tiredness, the parent 
volunteer popped round to see if I was ok.  

She suggested contacting my Community Nursery Nurse, 
so I gave her a call, and she came to see me the next day. 

The Nursery Nurse really listened to me about what I 
thought the problem might be and gave me some good 
advice. At her suggestion, I saw the Health Visitor the 
following day at the clinic in my GP surgery, who was 
able to reassure  me, and check my baby’s weight. After 
this, my Community Nursery Nurse kept in touch over the 
next few weeks until things settled down. I was happy to 
see my baby gaining weight and feeding well again and 
I knew that there were some Start Well sessions at the 
Family Centre where I could have her re-weighed in the 
future if I felt worried. 

After receiving a text to say that my child’s 9-12 month on-
line check was due, I logged into my Start Well account 
and read about things that my baby should be enjoying 
doing like rolling, making eye contact and responding 
to me singing. I was then able to confidently complete 
the online Ages and Stages questionnaire confidently. 
I was given a summary about my child’s development 
including further tips and hints. I’ve now booked an 
appointment for my baby’s 12 month immunisations 
appointment and I know I can ask the health visitor any 
questions - with my little one on the move I want to ask 
about how to make sure my house is safe’.
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Reform Adult Social Care and Health
Director: Stuart Cowley

Overarching priorities:

• Applying the Deal and asset based working with health, wrapped around 
GP’s through HWP within communities

• Ensuring our commissioning and delivery models are rooted in the Deal

• Continuing to learn from experience of staff, service users and their families / 
carers

• Further developing our offer for carers

• Market Shaping

• Place based working

• Improving transition

• Adults of working age with a disability 

• Maintaining offer around age well

• Testing out new models and approaches

• A balanced budget, a sustainable offer
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Reform 2.2 Live well:  
Adults of working age are healthy, well, financially included and can engage in 
work or training

We will:

• Develop a Live Well accommodation and support offer to tackle the issue of 
homelessness and complex dependency across the Borough

• Deliver our financial inclusion strategy and our response to Welfare Reform

• Reduce health inequalities by encouraging positive lifestyle choices, working 
with our sport and leisure infrastructure

• Ensure people are supported to transition smoothly from children’s to adult 
social care and through all transitions that occur across as persons lifetime

• Use people powered technology to support people to live independently

• Ensure there is an inclusive approach to growth, building people’s assets  
and skills

• Reformed model of service delivery for Mental Health

Programme:  Deal for Adult Social Care and Health 
Leads:   Director Customer Transformation and
  Director Adult Social Care and Health

Case Study - Live Well 
In 2014 Wigan Council established the Complex Dependency - Live Well team to work with single adults who are 
struggling with a range of complex dependency issues including: mental health, illiteracy, debt, drugs and alcohol, 
domestic violence, bereavement, worklessness, crime and homelessness. Historically, we have often dealt with these 
issues separately, resulting in duplication and wasted effort.

The Live Well team is able to adopt an innovative approach, having a conversation with the client which focuses on 
their assets rather than the deficit approach that most public services adopt. As a result, the team have managed 
to build trusting relationships with their clients, many of whom have a history of non-engagement and a mistrust of 
mainstream services, and offer a package of support that is tailored to the individual’s needs and circumstances. By 
supporting people through an action plan that has been agreed by both parties, the key workers are able to navigate 
through the often complicated referral pathways and integrated teams to break down barriers across the system. 

There have been some early successes of the Live Well approach to complex dependency in Wigan. By understanding 
people’s lives and building on their strengths, there have been considerable reductions in the chaos of their lives and, 
consequently, their demand on the system. For example police call outs for GMPs most complex cases have reduced 
by over 80 percent since the programme began in January 2015. Evidence is being collected on other areas of impact 
such as reductions in GP visits and attendance at A & E. Against the key objective of the programme, of moving 
people into sustained employment, we have seen a number of long term unemployed gain employment or move to 
a position where they are now ready for work.

Overall 
satisfaction of 
people using 
social care 
services has 
improved
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Reform 2.3 Age Well: 
People live longer, healthier lives at home or in a homely setting 

We will:

• Encourage a culture shift to ensure older people are valued as assets within 
our communities

• Implement a scaled up housing with health programme that enables people 
to be independent and connected to their communities

• Deliver care home reform and encourage creativity through our innovation 
fund with a coherent health offer in our care homes

• Use the Ethical Homecare Framework to redesign and remodel the current 
extra care provision within the borough to ensure it is fit for purpose

• Encourage active ageing and prevent social isolation and fuel poverty

• Develop our offer for people with dementia including a Centre of Excellence

• Ensure our discharge and reablement support services are effective in 
helping people return home and stay home for longer

• Support people to talk about and plan for the end of their life

Programme:  Deal for Adult Social Care and Health
Lead:  Director of Adult Social Care and Health and  
  Director of Public Health



Reform The Deal for Adult Social Care and Health is a pioneering approach to adult 
social care which is transforming this service in Wigan from one which 
focused on traditional health and social care services to one which builds 
independence and self-reliance.

The Deal for Adult Social Care and Health strengthens communities by taking 
an innovative asset-based approach to service provision by placing customers 
at the heart. 
 
The key principles of the Deal for Adult Social Care and Health are:

Case study - The deal for adult social care and health
The Deal for Adult Social Care and Health is making a real difference to individuals. 

Let’s take Neil as an example: he lives with his parents, he has a learning disability and is diabetic. Neil had 
previously attended college, supported by a carer and due to risks to Neil’s health he couldn’t be left alone.

A social care officer had a different conversation and built a good relationship with Neil and his family. Neil talked 
openly about his likes, interests, aspirations, skills and abilities. As a result a very different package of support was 
developed.

Neil now:

• volunteers at a Community Warehouse twice a week

• plays football for the learning disability team at the Soccerdome

• utilises his catering skills at Greenslate Farm

• is connected with Shared Lives and is being matched with a champion

• has increased in confidence

• has a network of friends

• is considering moving into his own accommodation

Through having a different conversation and linking Neil with activities he is interested in within his local 
community, Neil’s quality of life has greatly improved whilst a saving of £1,794 per year has also been made.
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Reform

2.4 Integration
We are working to deliver integrated services that place families and 
communities at the heart of service delivery.

We will: 

• Roll out place based working and establish a multi-agency safeguarding hub

• Establish an integrated strategic commissioning function for health and care

• Implement the Healthier Wigan partnership and create a new accountable 
care organisation

• Implement a Single Outcomes and Perrformance Framework linking to a 
Single Quality Framework for Wigan – a single version of the truth across 
health and social care

• Work towards integrated support services
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Case study 
A GP in Hindley was contacted by a family concerned 
about a patient (their father) who had been discharged 
from Sovereign Unit after previously being sectioned 
under the Mental Health Act. 

The family felt that their father was not coping well and 
were going to ring for an ambulance as they were at 
crisis point and could not cope.

Rather than leaving the family to call for an ambulance 
and their father going to A&E being part of the acute 
process involving  numerous contacts and not resolving 
many issues the family and their father faced, the GP 
took control.

A shift in response 
The GP immediately referred the patient into 
Community Matrons at the Hindley Hub for review, 
where bloods and blood pressure were taken as well as 
undertaking general observations. Results were to be 
passed back to Community Matron Team.

Whilst waiting for the results, community matrons 
contacted everyone including the GP and patient’s 
daughter.  She felt reassured that her concerns were 
being taken seriously, including concerns over changes 
to medication. 

Partner involvement and integration 
Those involved in the care so far included the 
man’s daughter, the GP, Hospital at Home matrons, 
community matrons. Next to be contacted were the 
Rapid Assessment Interface and Discharge team (RAID) 
who suggested contacting the Mental Health Recovery 
Team at Clare House.

The care worker at the Recovery Team had seen the 
patient twice before and provided information on the 
background, including the patient’s capacity to make 
his own decisions and the family’s difficulty in accepting 
this. The care worker contacted the family and visited to 
undertake a medicine review.

The outcome  
The patient was able to remain in his own home and 
the family felt comforted and listened to. They had 
confidence in our Integrated Community Services 
approach and the support it may provide for the future 
– the family now have options for their father rather 
than calling for an ambulance.

Community matrons did not actually see the patient 
but they ensured they were the one point of contact 
that was co-ordinating and providing a link between all 
other public services and the family –“we were able to 
achieve a great outcome for all concerned”.
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2.5 The Deal for Communities: 
We want a new relationship with our residents and communities that 
encourages resilience and independence.

We will develop:

• A different relationship with our residents and communities that encourages 
resilience and independence

• Deliver the Community Investment Fund to support innovative community 
provision

• Continue to engage with residents through our varied methods including 
social media, area forums, tenant assemblies, ward roadshows, Have Your 
Say events and campaigns like #BelieveImOnlyHuman

• Work with the Wigan Borough Community Partnership to increase 
community capacity and sustainability

Programme:  Deal for Communities 
Lead:   Director for Customer Transformation

We have invested 
over £10m into 
our communities 
since 2013 

Reform

Case Study: The Deal for Communities Investment Fund 
The Deal for Communities Investment Fund is an exciting opportunity for people to make a real difference in  
Wigan borough. Since the fund launched in 2013, community and voluntary organisations within the borough 
have received a share of £10 million. 

The funding forms part of The Deal, an informal contract between the council and residents and includes a 
commitment for both sides to work together to make Wigan Borough a better place. As part of The Deal, residents 
are being encouraged to get involved in their community. The Deal for Communities Investment fund aims to 
improve the quality of life of local individuals by empowering our communities to use their local knowledge and 
expertise to develop locally-determined solutions to challenges and opportunities. 

In 2017 we funded a variety of large, start up and small projects. These include:

• Big Idea: Papyrus – £131, 940 Prevention of suicide addressing emotional well-being and mental health across 
the borough

• Start Up: Leigh Hackspace awarded £10,000 to provide digital learning opportunities across the borough  

• Big Idea: Women for Well Women awarded £73,969  to provide emotional well –being for vulnerable women 
particular those experiencing domestic abuse and violence. 
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Enabling 
programmes

Our Ambition: Ensuring that our services 
are evidenced-based, efficient, delivered 
by an engaged workforce and supported 

by new technology

Cut red tape and ensure value for money 

Listen, be open, honest and friendly 



Enabling 
programmes
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3.1   Workforce Reform  
Our Ambition: We want an engaged and high performing workforce that 
embodies the Deal and delivers the Deal for the Future through the BeWigan 
behaviours – Be Positive, Be Accountable, Be Courageous.

We will:

• Deliver the Staff Deal and help our staff to deliver their part of the Deal

• To drive forward a culture to enable new ways of working that best meets the 
unique needs of the people in a place, working collaboratively with others to 
gain local knowledge and insight

• To support the organisation to work smarter and make the best use of our 
space and resources

• To develop a digital workforce plan that describes how we embrace 
technology and digital to transform the way we deliver our services

• To continue to provide effective and engaging management development 
opportunities to support managers and leaders at all levels to inspire, care 
and engage

Programme:  Workforce Reform
Lead:   Director Customer Transformation



Case Studies
In 2016 Greater.Jobs was launched which is an online place-based recruitment portal used by local authorities 
and other public sector organisations in Greater Manchester and beyond. In Wigan we have changed the way we 
recruit new talent and now assess people’s behaviours as part of the recruitment and selection process. 

We have also introduced ‘job specifications’ which is an engaging one-page document that describes what an 
individual is expected to deliver and what they need to do the job. This has replaced job descriptions and person 
specifications that are typically used by public sector organisations. We have received a lot of positive feedback 
about the new job specifications that they provide real clarity and direction.

As part of our Staff Deal we provide a range of ways to recognise employees’ hard work and continuous service 
including providing staff discounts and benefits through our online ‘My Rewards’ platform, loyalty reward 
scheme, attendance reward scheme and our annual BeWigan Staff Awards which is the highlight of the year! 

Workforce Reform: Increased Staff Engagement

Staff engagement levels across the council have increased year on year despite 
us making significant budget savings. We have found innovative ways to create 
the right conditions that will unlock individuals’ capability and potential and 
help our workforce to understand their role in delivering the Deal. 

As part of our Staff Deal we have further enhanced our employee voice channels 
which has included the introduction of Team Time; a bi-monthly briefing 
system for our whole workforce, and more recently our Staff Facebook Page. 
We have continued to run Listening into Action sessions led by the council’s 
Chief Executive Donna Hall and the Leader, Lord Peter Smith. The focus of these 
sessions changes annually and this year we have included ‘The Deal Game’ 
which has been very popular with staff. 

We recognise that we need engaging managers to help our workforce flourish. 
We introduced the BeWigan Manager Behaviours – Inspire, Care and Engage – 
so all managers and team leaders know how they are expected to behave. 

To support our managers to be the best they can be we launched the BeWigan 
Manager Experience in February 2017. This 3-hour interactive walk through 
experience explores what it really means to lead and manage others, provides 
new tools and techniques that will help improve team performance and how 
staff feel about their work. 99% of attendees have rated the Experience as 
excellent or good and 97% rated the support available to help them be the best 
manager as excellent or good.   

Enabling 
programmes
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Enabling 
programmes

Case Study: Nationally recognised online services
Our website is the main source of information for all council services. The site received 3 million visits from our 
customers in 2016-17. Each year the Council’s website is rated by SOCITM an independent organisation that analyse 
digital performance across all 416 local authorities. The 2016-17 SOCITM rating for Wigan Council’s website was 
four stars, maintaining the top rating from 2015-16 and placing us within the top 9 per cent of all local authorities 
nationally.

In order to complete the review service-based tasks are selected at random and scored on ease of use.  Other 
aspects of the rating include: how accessible sites are when used from a mobile device; the quality of the search and 
how accessible the site is for disabled customers. Web content for all council services is continually reviewed and 
improved throughout the year and new features added to our website. 

This digital approach enables our customers to access information about all of the council’s services and transact 
online when it is convenient to them.  The website is also a key component in securing efficiency savings for the 
organisation.  Our digital platform ‘MyAccount’ now has over 100,000 registered users regularly using our online 
services to pay, review, book and apply for services.  Live web chat is available on a number of our services providing 
a quick and reliable customer access channel. 

3.2   Customer Access 
Our Ambition: Customers receive the right information and advice first time 
and are able to access services digitally.

We will:

• Enable self-service through our website and online services including  
My Account and ReportIT. 

• Deliver the next phase of the One Front Door strategy by providing a range of 
integrated services ensuring staff are trained to resolve queries at the first point 
of contact.

• Create a single team for all financial collection, benefit assessments and 
welfare advisory services ensuring that information is shared and systems  
and processes are combined. 

• Implement plans to deliver enhanced library and Life Centre services in local 
communities in order to provide support and equipment in local settings.

• Secure Heritage Lottery Funding for archives development, to enhance our 
offer for people to find out about their family and local history.

Programme:  Customer Access 
Lead:   Director of Customer Transformation



Enabling 
programmes

  33

3.3 Accommodation and estates 
Our Ambition: Services and staff are co-located with partners and there is a 
network of community assets

We will:

• Realise the potential of ‘One Public Estate’ for Wigan and Greater 
Manchester, and take a strategic approach to asset management

• Deliver a joint accommodation and estates plan with health to support 
Locality Plan delivery

• Empower communities through continued roll out of a robust community 
asset transfer process, covering buildings and land

• Develop a suite of property disposal and procurement routes that will ensure 
the Council is able to shape and maintain a property portfolio that will 
support service delivery

• Deliver a corporate property and land management approach

Programme:  Corporate Property Management, Deal for Communities  
Lead:   Director Resources and Contracts

We have reduced 
the number of 
administration 
buildings resulting 
in savings of £1m 
a year 

Case Study: Community Asset Transfer
As part of The Deal, Wigan Council continue to work in partnership with Douglas Valley Community, a Wigan-
based third sector charity organisation, to provide support to organisations, committees and volunteers who 
wish to lease or take over and run open spaces, community facilities or buildings they feel are important to them. 
Using a newly developed community asset transfer diagnostic, Douglas Valley has worked with a number of 
organisations to assess their ‘readiness’ to take over an asset and support them through the Community Asset 
Transfer (CAT) process. 

The Community Asset Transfer programme has to date successfully transferred 14 council-owned assets to the 
community – these include buildings, bowling pavilions, football pitches and open spaces.  As the asset transfer 
programme accelerates, there is further opportunity for a wider range of community assets to be transferred 
including allotments and playing fields.

Beehive Community Centre
Lindale Hall Day Centre, Mosley Common, was an underused Adult Service Day Centre offering limited activities 
just 2 days a week. With no specific community facility within the Mosley Common area, Lindale Hall was 
advertised for community asset transfer.  A new community group formed with the ambition to manage and 
develop the building into a community hub. The Beehive Community Group submitted a successful application 
and business plan to the council and the asset was transferred on a lease to them. 

The building has been transformed by the community group into a thriving community hub with over 240 local 
people attending each week. It is being fully managed and maintained by the community and is delivering a host 
of community services and activities 7 days a week which include – Community Café, Luncheon Club, Children’s 
Groups, Chiropody service, Advice Services, Dance & Fitness groups.

Wigan Council are fully committed to using their assets for long-term relationships with the community and a key 
element of the partnership with Douglas Valley is to provide a transparent and open scheme which encourages 
and supports groups to ‘step up’ and make a difference for their community through utilising these assets. 



  34

Enabling 
programmes

3.4 Fresh Look 
Our Ambition: Data and intelligence is used to improve services and reduce 
demand.

We will:

• Deliver a programme of Fresh Looks to improve services and achieve savings

• Establish risk stratification models for complex dependency, school 
readiness and young people at risk of becoming NEET

• Deliver behavioural insights, and convert data into intelligence to inform 
strategic commissioning

• Expand Wigan’s offer around open and accessible data

• Embed the ambition for social mobility in our plans and strategies

Programme:  Service Redesign 
Lead:   Director for Resources and Contracts and  
  Director for Customer Transformation 

 

3.5 Technology and Digital 
Our Ambition: To deploy innovative technology to transform the way that 
services are designed, delivered and our residents supported within their local 
communities. To make Wigan a destination of choice for business and raising 
the aspirations of our young people and ensuring they are ready to work in a 
digital world.

We will:

• Deliver the Duke of York’s IDEA scheme to all staff, pupils and apprentices

• Reduce the percentage of people who are digitally excluded

• Double the interactions via social media

• Achieve a 4 star SOCITM rating for the council website

• For residents to have access to a digital health and social care offer that 
takes advantages and utilises technological advances at scale and pace, to 
improve life chances whilst reducing and diverting the need for formal health 
and social care services

• Reduce the volume of paper generated and stored by the local authority 

• Provide access to the right information in the right format and in the right 
place to all staff

• Facilitate business growth with the increased take up of advanced digital 
technologies

• Support all businesses in Wigan to access Super Fast Broadband 

Programme:  Transforming Through Technology
Lead:   Director, Customer Transformation
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Enabling 
programmes

Case study -  People Powered Technology 
The People Powered Technology Team have been working with a number of consumer products and how they 
can interact with other devices. 

Using an Amazon Echo to interact with a general Tynetec Unit has given some residents the ability to summon 
help in the event of an emergency by asking Alexa to trigger help.

Mary is 47 years old, with Neurological MS. Mary lives alone, has a care package, and Mary has used the 
Community Alarm service for many years to ensure she can summon help in the event of an emergency. She used 
a pendant to enable her to do this.

Mary’s condition has deteriorated and she is unable to press her pendant anymore as she has lost all movement 
in her limbs. Usually the only option at this point would be to move Mary into full Nursing Care. However Mary 
wishes to remain in her own home and be as independent as she can for as long as possible. To do this Mary 
needed a way of being able to make contact should she be unwell. 

We have used a Tynetec GSM unit that operates with a roaming SIM card and an Amazon Echo which has been 
programmed so that Mary can say “Alexa trigger help”.  The device then speaks to the GSM unit and calls the 
control centre so she can get help.  Another benefit is that Mary has also started to use the Alexa to play her music 
and can listen to the news whenever she wants to.
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Greater 
Manchester

3.6 Greater Manchester Combined Authority (GMCA)

Wigan played a lead role in securing devolved power and responsibility to 
Greater Manchester (GM), and is part of the Combined Authority. 

The Greater Manchester Strategy identifies 10 priorities for the region:

Priority 1:   Children starting school ready to learn

Priority 2:   Young people equipped for life

Priority 3:   Good jobs, with opportunities to progress and develop

Priority 4:   A thriving and productive economy in all parts of  
 Greater Manchester 

Priority 5:  World class connectivity that keeps Greater Manchester moving

Priority 6:  Safe, decent and affordable housing

Priority 7:  A green city region and a high quality culture and leisure  
 offer for all

Priority 8:   Safe and strong communities

Priority 9:   Healthy lives, with good care available for those that need it

Priority 10:  An age-friendly Greater Manchester

We will work to ensure that Wigan residents benefit from all opportunities 
afforded by devolution. We believe that the ambition of Greater Manchester 
will not be realised without the contribution of the skills and talents of the 
residents of Wigan and the assets of the borough. 

The benefits of working across Greater Manchester are clear. By working jointly 
we can take advantage of economies of scale and shared learning. However 
we should be mindful that there is a danger that we take standardisation too 
far and forget what is truly local. In Wigan, our approach to reform needs to be 
flexible to accommodate our residents and our community.

Whole system change will require a mix of regional and locally delivered 
programmes and services. Again, we must focus on the individual and 
how they identify with a place rather than how services and agencies 
are organised. This involves a careful balance between maximising the 
advantages that come from Greater Manchester devolution alongside 
understanding the value of locally driven services that build on individual and 
community assets.



Locality Plan
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Participants from 
the Wigan 10K Run

3.7 Place Based Approach to Health and Care Reform - Wigan Locality 
Plan for Health and Care Reform - Further, faster towards 2020

We recognise that to deliver the scale of change required it is essential that we 
work closely with partners, particularly those with whom we work to deliver 
and reform services for borough residents. The focus of public services should 
be on the people who receive them and the communities in which they live, 
and not on the organisations that provide them. We are therefore working 
closely with public service partners to make “joint working” a priority.

Perhaps the greatest challenge for Wigan, in the light of demographic change 
and the finance challenge, is to deliver a financially sustainable health and 
care system. We will work with partners on the implementation of prevention 
and early intervention services. Wigan Borough CCG, Wigan Council, and 
other health and care partners have developed a locality plan. The Wigan 
locality plan is the Wigan contribution of the GM five year plan for a clinically 
and financially stable health and care system, and opportunities to deploy 
the outcome of the GM Health and Care Devolution Agreement in terms of 
investment and more local decision making will be exploited to deliver our 
plan more quickly.

The Wigan Locality plan sets out Wigan’s strategy to deliver health and care 
integration by 2020. It sets out a vision:

1. That health and social care services should support people to be well and 
independent and to take control of their lives

2. That health and social care services should be provided at home, in the 
community or in primary care, unless there is a good reason why this 
should not be the case

3. That all services in our borough should be safe and of a high quality and 
part of an integrated, sustainable system led by primary care. We will 
develop our joint-working on integrated care, new models of hospital care 
and new models of primary care. We will focus on the assets within our 
communities and individuals with a determination to reduce demand and 
improve outcomes for residents.
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