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Abstract
This dissertation explores how transformational leadership is understood, experienced and enacted within Newport City Council. It addresses a gap in the literature by examining transformational leadership not as an abstract or universal model, but as a relational and context-dependent practice shaped by public accountability, organisational culture, resource pressures and community expectations. The study asks how managers and staff interpret transformational leadership, which behaviours they associate with it, what enables or constrains its use, and how it influences motivation, engagement and organisational change.
A qualitative research design was used to capture detailed participant perspectives across different roles and service areas. Interview data were analysed thematically to identify patterns in how leadership, culture, communication, collaboration, governance and change were experienced. The findings show that transformational leadership was understood primarily through relational and enabling behaviours, including trust, visibility, empathy, autonomy, ethical practice, communication and staff development. Participants valued leadership that was accessible, values-led and connected to public service purpose, particularly where it supported children, families, communities and service improvement.
The study also found that transformational leadership was constrained by uneven organisational culture, silo working, bureaucracy, workload pressure, limited resources and inconsistent communication. These findings challenge leader-centred accounts of transformational leadership by showing that its effectiveness in local government depends on both interpersonal leadership behaviours and the wider organisational conditions that enable or restrict change. The dissertation therefore argues that transformational leadership in a local authority should be understood as relational, values-led and systemic.
The research contributes to leadership theory and local government practice by showing that transformational leadership operates through the interaction of relationships, systems and public value. It recommends strengthening relational leadership capability, cross-service learning, communication during change, proportionate governance and staff capacity for improvement. The study concludes that transformational leadership can support motivation, innovation and service improvement, but only when embedded within organisational systems that make change realistic, accountable and connected to community outcomes.











Chapter 1: Introduction
1.1 Opening
This research examines leadership in public sector organisations, with a particular focus on local government and the role of transformational leadership in supporting organisational adaptation, innovation, staff engagement and service improvement (Bass and Riggio, 2006; Northouse, 2021; Andrews and Boyne, 2010; Van Wart, 2013). The study explores how transformational leadership is enacted in practice and how it may contribute to positive outcomes for staff and service users (Avolio, Walumbwa and Weber, 2009; Wang et al., 2011; Murphy and Greenhalgh, 2018).
The central issue explored in this study is that there remains limited empirical evidence about how transformational leadership is enacted and experienced within local authorities (Van Wart, 2013; Ospina, 2017; Nordin et al., 2023). The research therefore examines how this leadership approach influences organisational change, staff engagement and service quality in a local government context (Andrews and Boyne, 2010; Fernandez and Rainey, 2006; Bass and Riggio, 2006).
1.2 Structure
This chapter establishes the framework for the dissertation by introducing the background to the study, defining the research problem and setting out the research aims, objectives and questions. It situates the research within wider debates on transformational leadership, organisational change and public sector leadership, while explaining the academic and practical rationale for examining these issues in a local authority context.
The research problem section identifies the evidence gap addressed by the study, while the research questions provide the analytical focus for the literature review, methodology, findings and discussion. The chapter also outlines the study’s significance and limitations, ensuring that the scope of the research is defined clearly from the outset.
Overall, the chapter provides the foundation for the literature review that follows by clarifying why transformational leadership in local government warrants further investigation and how the dissertation is organised to address this focus.
1.3 Background
Leadership is central to the effectiveness, adaptability and accountability of public sector organisations (Van Wart, 2013; Andrews and Boyne, 2010; O’Toole and Meier, 2009). Within local government, this is particularly important because local authorities deliver complex services while responding to changing community needs, financial constraint, policy reform and increasing scrutiny (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013). Leadership approaches in this context therefore have implications for organisational performance, service quality, staff engagement and public value (Bass and Riggio, 2006; Northouse, 2021; Andrews and Boyne, 2010; Murphy and Greenhalgh, 2018; Creswell and Creswell, 2018).
Transformational leadership is relevant to this study because it provides a framework for examining how leaders influence change through vision, motivation, intellectual stimulation and individualised support (Bass, 1985; Bass and Riggio, 2006; Northouse, 2021). Burns (1978) conceptualised transformational leadership as a process through which leaders and followers raise one another’s motivation and moral purpose, while Bass (1985) later developed this into a model concerned with vision-setting, inspirational motivation, innovation and individualised consideration (Bass, 1985; Bass and Riggio, 2006). However, its relevance to local government must be examined critically, as leadership practice in this context is shaped by public accountability, professional boundaries, resource constraints and community expectations (Northouse, 2021).
In practice, transformational leadership may support trust, teamwork and shared purpose by enabling staff, encouraging creativity and helping teams adapt to change (Bass and Riggio, 2006; Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021). These features are particularly relevant where leaders must respond to complex social issues, limited resources, professional boundaries and competing stakeholder expectations (Bass and Avolio, 1994; Fernandez and Rainey, 2006; Van Wart, 2013; Andrews and Boyne, 2010; Murphy and Greenhalgh, 2018).
Transformational leadership has received growing attention in public sector research because it may contribute to staff engagement, satisfaction, innovation and organisational adaptability (Bass and Riggio, 2006; Northouse, 2021; Andrews and Boyne, 2010; Murphy and Greenhalgh, 2018). At the same time, its application depends on factors such as organisational culture, structure and resource availability (Andrews and Boyne, 2010; Murphy and Greenhalgh, 2018; Van Wart, 2013).
Although research links transformational leadership with motivation, adaptability and improved service delivery, much of the evidence is drawn from broad public sector or private sector studies rather than local authorities specifically (Avolio, Walumbwa and Weber, 2009; Judge and Piccolo, 2004; Wang et al., 2011; Andrews and Boyne, 2010; Van Wart, 2013). This matters because local culture, structure and community expectations shape how leadership is understood, enacted and evaluated in practice (Andrews and Boyne, 2010; Murphy and Greenhalgh, 2018).
Examining transformational leadership within local authorities is therefore timely and relevant. This study contributes to understanding how transformational leadership is interpreted and practised in this setting, and how this understanding may inform leadership development, organisational change and service improvement (Bass and Riggio, 2006; Northouse, 2021; Nordin et al., 2023; Andrews and Boyne, 2010; Creswell and Creswell, 2018).
1.4 The Research Problem
The research problem is established by examining what is already known about transformational leadership, identifying gaps in the existing literature and explaining why these gaps matter for local authority leadership and organisational change.
1.4.1 Existing Knowledge in the Literature
Existing research indicates that transformational leadership can support organisational change and improve performance in public sector settings (Bass and Riggio, 2006; Fernandez and Rainey, 2006; Park and Rainey, 2008; Trottier, Van Wart and Wang, 2008; Van Wart, 2013). Leaders using this approach are commonly associated with inspiring teams, encouraging innovation and supporting adaptability (Bass and Avolio, 1994; Judge and Piccolo, 2004; Wang et al., 2011; Northouse, 2021). Evidence also links transformational leadership to higher levels of employee engagement, satisfaction and service effectiveness across public and private sector settings (Bass and Riggio, 2006; Fernandez and Rainey, 2006; Park and Rainey, 2008; Dvir et al., 2002; Northouse, 2021).
1.4.2 Gaps in the Literature
Despite this body of evidence, there remains limited research on how transformational leadership is enacted and experienced within local authorities (Avolio, Walumbwa and Weber, 2009; Van Wart, 2013; Ospina, 2017; Nordin et al., 2023). These organisations have distinctive structural, political and community-facing features that shape leadership practice, yet relatively little is known about how managers and staff interpret transformational leadership or the practical challenges they encounter when applying it (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Murphy and Greenhalgh, 2018; Fernandez and Rainey, 2006).
1.4.3 Significance of the Research Problem
Understanding this gap is important because local authorities must deliver high-quality services while operating within constrained resources and changing policy environments (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013; Murphy and Greenhalgh, 2018). Without clearer evidence about how transformational leadership is enacted and experienced in practice, leadership development may not reflect the realities of local authority work (Avolio, Walumbwa and Weber, 2009; Ospina, 2017; Nordin et al., 2023). Addressing this gap can support leaders and policymakers to make more informed decisions and strengthen service improvement in local government (Bass and Riggio, 2006; Northouse, 2021; Andrews and Boyne, 2010; Murphy and Greenhalgh, 2018; Creswell and Creswell, 2018).
1.5 Research Aims, Objectives and Questions
1.5.1 Aims
The main aim of this study was to explore how transformational leadership is understood, experienced and enacted within Newport City Council, and to examine how it influences organisational change, staff engagement and perceived performance in relation to culture, structure, public accountability and community expectations (Bass and Riggio, 2006; Van Wart, 2013; Andrews and Boyne, 2010).
1.5.2 Objectives
· To review the literature on the influence of transformational leadership within public sector organisations.
· To interview managers and staff to explore their experiences and interpretations of transformational leadership within a local authority.
· To identify practical transformational leadership practices that may support organisational change, staff engagement and performance improvement within a local authority context.
1.5.3 Research Questions
The research questions provide the analytical focus for the study by defining the areas of evidence required and guiding data collection, analysis and interpretation. They also support the assessment of the study’s contribution to existing knowledge (Creswell and Creswell, 2018).
1. How do managers and staff in a local authority understand and interpret transformational leadership? 
2. What are the main practices and behaviours linked to transformational leadership in local government? 
3. What opportunities and challenges are there for using transformational leadership in local authorities? 
4. How does transformational leadership affect staff motivation, engagement and organisational performance in local authorities?
5. How do organisational culture, structure and community expectations influence transformational leadership in local government?

1.6 Significance
This research is significant because it addresses a gap in understanding transformational leadership within local authorities (Avolio, Walumbwa and Weber, 2009; Van Wart, 2013; Ospina, 2017; Nordin et al., 2023). By examining how leadership is experienced and enacted in this organisational context, the study offers insights that are more specific than broader public sector research (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Murphy and Greenhalgh, 2018). The findings may inform local authority leaders, human resources professionals and policymakers when considering leadership development approaches that are appropriate to this setting (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021; Van Wart, 2013).
The study also contributes to wider debates about public sector leadership by examining how leadership, organisational culture and community expectations interact within a local authority context (Schein, 2010; Denhardt and Denhardt, 2015; Ospina, 2017). Its insights may support more effective leadership practice, staff motivation and service improvement (Bass and Riggio, 2006; Judge and Piccolo, 2004; Wang et al., 2011). In a period of reduced resources and increased scrutiny, evidence-informed leadership approaches are important for supporting sustainable change and maintaining public service quality (Fernandez and Rainey, 2006; Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013).
1.7 Limitations 
However, the study has several limitations. It is confined to a local authority context, meaning that its findings may not be generalisable to other contexts or organisational types (Creswell and Creswell, 2018). The perspectives gathered reflect those of managers and staff from a selected authority and may not represent the diversity found across the broader public sector (Bryman, 2012).
The research adopted qualitative methods, using interviews, which were valuable for exploring lived experiences but could be subject to researcher bias and subjectivity (Creswell and Poth, 2018). The richness and reliability of the data depended on participants’ openness and honesty, while practical constraints such as time and resources may have limited the breadth of data collection (Silverman, 2016).
External factors, such as policy changes, organisational restructuring or shifts in community expectations during the research period, may also have influenced the findings (Andrews and Van de Walle, 2013). These limitations were acknowledged and addressed to ensure the research remained as rigorous and balanced as possible (Lincoln and Guba, 1985).
1.8 Chapter Summary
This chapter has introduced the dissertation by establishing the background to the study, defining the research problem and setting out the research aims, objectives and questions. It has explained the significance of the research and identified its principal limitations. Together, these sections provide the rationale for examining transformational leadership within a local authority context and establish the foundation for the literature review that follows.



Chapter 2: Literature Review

2.1 Introduction and Structure of the Chapter
This chapter reviews transformational leadership and its relevance to organisational change in local government. It first explains the theoretical foundations and key behaviours associated with transformational leadership, then examines how these ideas relate to motivation, engagement, performance, culture, structure and community expectations. The chapter evaluates the strengths and limitations of existing research and identifies the gap that informs this qualitative study of Newport City Council. Attention is given to public value, public governance, organisational culture, sense-making, staff engagement and the distinctive conditions of public service work (Moore, 1995; Osborne, 2006; Osborne, 2010; Stoker, 2006; Weick, 1995).
2.2 Theoretical Foundations of Transformational Leadership
Bass and Avolio’s four dimensions of transformational leadership provide a useful framework for examining how leaders build trust, strengthen motivation, encourage independent thinking and support professional development (Bass and Avolio, 1994; Bass and Riggio, 2006; Rafferty and Griffin, 2004). However, these behaviours should not be assumed to improve morale, commitment or innovation in all settings. Their effectiveness depends on whether organisational conditions allow vision, empowerment and intellectual stimulation to be translated into practice (Burns, 1978; Bass, 1985; Judge and Piccolo, 2004; Wang et al., 2011). This is particularly important in public sector organisations, where culture, structure, resources and resistance to change influence leadership outcomes (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Eisenbach, Watson and Pillai, 1999; Tourish and Pinnington, 2002).
These foundations identify the core behaviours associated with transformational leadership: vision, motivation, intellectual stimulation and individualised support (Bass and Avolio, 1994; Bass and Riggio, 2006; Bass, 1999). Later research cautions that their impact is dependent on culture, hierarchy, resource availability and the discretion available to leaders and staff (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Antonakis, Avolio and Sivasubramaniam, 2003; Rafferty and Griffin, 2004).
A key debate concerns the balance between leader-centred and context-centred explanations of change. Burns (1978), Bass (1985) and Bass and Riggio (2006) explain how leaders may inspire, empower and develop followers, while Yukl (1999), Tourish and Pinnington (2002) and Meindl, Ehrlich and Dukerich (1985) question whether leadership theory overstates individual agency and underestimates organisational constraint. This distinction is central to local authorities, where statutory duties, political accountability, financial limits and professional cultures restrict leaders’ discretion (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013).
This debate frames the central analytical position of the chapter: transformational leadership is relevant to local government, but only when examined alongside the organisational systems that enable or constrain leadership practice (Yukl, 1999; Andrews and Boyne, 2010; Van Wart, 2013; Ospina, 2017).
2.3 Traits and Key Components of Transformational Leadership
Transformational leaders are associated with vision, inspiration, intellectual stimulation, individualised consideration, ethical standards and cultural sensitivity (Bass and Riggio, 2006; Wang et al., 2011). These qualities may support organisational change, but they should not be treated as universally effective traits. Their impact depends on context, resources, hierarchy, autonomy and authority (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Tourish and Pinnington, 2002). This creates a gap between the theoretical appeal of transformational leadership and its practical application in local authority settings shaped by governance, professional boundaries and capacity constraints (Andrews and Boyne, 2010; O’Toole and Meier, 2009).
2.3.1 Key Aspects of Transformational Leadership within Organisational Change
Vision and Inspiration: Transformational leaders may motivate staff by articulating a shared vision and encouraging new ideas. A clear vision can inspire employees (Bass and Riggio, 2006; Conger and Kanungo, 1998; Shamir, House and Arthur, 1993), although critics argue that it may suppress dissent and inhibit substantive change if it is not supported by meaningful action (Tourish and Pinnington, 2002; Alvesson and Sveningsson, 2003).
Motivation and Empowerment: Transformational leaders may enhance motivation by recognising individual strengths and distributing responsibility (Bass and Riggio, 2006; Judge and Piccolo, 2004). However, empowerment may be constrained by hierarchical structures or uneven resource distribution, and its effectiveness is shaped by organisational context and culture (Yukl, 1999; Podsakoff et al., 1996).
Cultural and Structural Change: Transformational leaders may contribute to cultural and structural change, although the literature cautions that transformational leadership can underestimate resistance within established systems (Schein, 2010; Eisenbach, Watson and Pillai, 1999). Successful change therefore depends not only on leadership behaviour, but also on wider organisational conditions (Meindl, Ehrlich and Dukerich, 1985).
Participatory Governance: In local government, transformational leaders may support participatory governance by enabling staff, partners and communities to contribute to decision-making (Kutsenko, 2020; Denhardt and Denhardt, 2000). However, participation may remain symbolic if it is not embedded in genuine decision-making processes (Bryman, 1992; Arnstein, 1969).
Leadership Power: Change management is influenced by legitimate, reward and expertise power (French and Raven, 1959). Over-reliance on positional or reward-based power may reduce trust, fairness and intrinsic motivation (French and Raven, 1959; Pfeffer, 2010). Leaders in local government therefore need to exercise power carefully and ethically within accountable public service systems (French and Raven, 1959; Pfeffer, 2010; Van Wart, 2013).
Current research suggests that transformational leadership has potential value in local government, although evidence remains limited on how it is enacted in practice and what outcomes it produces (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Judge and Piccolo, 2004). Theory identifies vision-setting, trust-building, innovation, participation and staff development as important practices (Bass and Riggio, 2006; Alimo-Metcalfe and Alban-Metcalfe, 2001), but gives less attention to how these operate under resource pressure, hierarchy, informal networks, risk-aversion and scepticism (Tourish and Pinnington, 2002; Meindl, Ehrlich and Dukerich, 1985; Western, 2019; Collinson, 2014). Leadership in local authorities is therefore shaped by organisational systems as well as individual behaviour (Schein, 2010; O’Toole and Meier, 2009; Van Wart, 2013; Ospina, 2017).
The evidence base is also uneven in relation to motivation, engagement and performance (Judge and Piccolo, 2004; Wang et al., 2011; Nielsen et al., 2009). Existing studies indicate potential positive effects, but do not fully explain how these effects are produced in local government settings (Avolio, Walumbwa and Weber, 2009; Van Wart, 2013; Andrews and Boyne, 2010). This supports the need to examine employee outcomes through the specific conditions of local authority work rather than the assumption that general leadership findings transfer directly to this context.
The four components of transformational leadership remain useful for identifying leadership behaviours, but they can present leadership as detached from organisational context (Bass and Riggio, 2006; Yukl, 1999). In local government, inspiring, empowering or innovating is shaped by statutory duties, professional boundaries, resource availability and governance processes (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Schein, 2010). Transformational leadership is therefore relevant only where organisational conditions enable these behaviours to be enacted meaningfully.
The literature therefore shifts the focus from identifying ideal leadership traits to examining the conditions under which those traits can be enacted, recognised and sustained in practice (Yukl, 1999; Schein, 2010; Andrews and Boyne, 2010; Van Wart, 2013).
2.4 Transformational Leadership in Organisational Change within Local Authorities
Transformational leadership has gained attention in local government because it appears to align with collaborative, developmental and values-led public service agendas (Anderson and Sun, 2017; Bass and Riggio, 2006; Nordin et al., 2023). Leaders who share a clear vision and involve staff in decision-making may strengthen motivation and creativity, but this is likely to produce ownership only where staff have sufficient authority, confidence and capacity to act (Kadir and Sariningsih, 2018; Yukl, 1999; Fernandez and Rainey, 2006; Andrews and Boyne, 2010).
Transformational leaders may help shape organisational culture and values to support changing visions (Schein, 2010; Bass and Avolio, 1994). They can influence performance by setting expectations, providing support and creating opportunities for development (Bass and Riggio, 2006; Alimo-Metcalfe and Alban-Metcalfe, 2001). However, the literature provides limited explanation of how these practices are enacted in local authorities, where formal governance, professional accountability and service pressures can shape what leaders are realistically able to do (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013).
Despite these potential benefits, scholars question the extent to which transformational leadership can operate effectively in hierarchical organisations with constrained resources, as these conditions may restrict empowerment and innovation (Yukl, 1999). Over-reliance on positional or reward-based power may weaken trust and intrinsic motivation, resulting in compliance rather than genuine engagement (French and Raven, 1959; Pfeffer, 2010).
A gap remains between the theoretical claims made for transformational leadership and evidence on how consistently it is implemented in local authorities (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Judge and Piccolo, 2004). Existing theories define ideal behaviours, but fewer studies examine how leaders translate these into organisational change within resource limits, hierarchy, resistance and institutional constraint (Tourish and Pinnington, 2002; Eisenbach, Watson and Pillai, 1999; Meindl, Ehrlich and Dukerich, 1985). This strengthens the rationale for examining transformational leadership as situated practice within local authority conditions (Van Wart, 2013; Andrews and Boyne, 2010; Ospina, 2017).
In local authorities, managers’ and staff members’ interpretations of transformational leadership are likely to be shaped by hierarchy, professional identity and bureaucratic routines (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013; Schein, 2010). Earlier studies often focused on charismatic leaders driving change from the top (Burns, 1978), whereas more recent work stresses shared and distributed leadership that is sensitive to local context (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021; Ospina, 2017). Although empowerment and participation are increasingly valued, the literature still gives limited attention to how these ideas are enacted through everyday leadership practice in local government (Yukl, 1999; Fernandez and Rainey, 2006; Van Wart, 2013; Ospina, 2017). It is therefore important to examine how transformational leadership affects employee motivation, engagement and performance within local authorities (Judge and Piccolo, 2004; Wang et al., 2011; Andrews and Boyne, 2010; O’Toole and Meier, 2009).
Taken together, the literature suggests that transformational leadership may support organisational change, but its effects are likely to be indirect and context-dependent (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Wang et al., 2011). Studies reporting positive outcomes often rely on self-report data or broad organisational samples, making it difficult to establish whether transformational leadership directly causes improvement or operates alongside culture, resources, team climate and managerial discretion (Judge and Piccolo, 2004; Nielsen et al., 2009; Schein, 2010; Andrews and Boyne, 2010). This supports the need for qualitative research into how staff and managers experience leadership in local authorities (Creswell and Poth, 2018; Yin, 2018).
This synthesis links directly to the present study because it shows that leadership outcomes must be understood in relation to culture, governance, capacity and public service expectations within the organisational setting (Schein, 2010; Andrews and Boyne, 2010; Van Wart, 2013; Ospina, 2017).
2.5 Influence on Employee Motivation, Engagement and Performance
Transformational leadership is frequently examined because of its association with employee motivation, engagement and performance (Judge and Piccolo, 2004; Bass and Avolio, 1994). In local government, where resources are constrained and reform is continuous, transformational leadership presents both opportunities and limitations (Yukl, 1999; Eisenbach, Watson and Pillai, 1999).
Research suggests that transformational leaders can support satisfaction, commitment and engagement by communicating vision and providing individualised support (Judge and Piccolo, 2004; Bass and Avolio, 1994). However, bureaucracy, limited resources and resistance may reduce their impact, complicating claims that transformational leadership produces straightforward improvements in motivation or performance (Yukl, 1999; Wang et al., 2011; Nielsen et al., 2009). The literature has therefore moved from celebrating charismatic leadership towards recognising context, power and implementation conditions (French and Raven, 1959; Pfeffer, 2010; Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021).
The field increasingly recognises context and organisational culture as critical to understanding transformational leadership’s effect on motivation, engagement and performance in local government (Judge and Piccolo, 2004; Eisenbach, Watson and Pillai, 1999; Wang et al., 2011; Nordin et al., 2023). The analytical focus therefore shifts from whether transformational leadership is effective in general to how, when and under what organisational conditions it becomes effective (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Schein, 2010; Andrews and Boyne, 2010; Van Wart, 2013).
A key strength of this literature is its evidence base linking transformational leadership with positive employee outcomes (Judge and Piccolo, 2004; Wang et al., 2011; Wright and Pandey, 2010). However, performance is defined inconsistently across studies and often measured through productivity, satisfaction or perceived effectiveness. In local authorities, performance also includes service quality, safeguarding, collaboration, public accountability and public value, which are not always captured by conventional measures (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Denhardt and Denhardt, 2015; Moore, 1995). This distinction is central to the present study, which examines how far leadership can influence motivation, engagement and performance under local authority conditions.
Consequently, the relationship between transformational leadership and performance should be understood as negotiated rather than direct, with organisational capacity, culture and governance influencing whether leadership behaviours translate into outcomes (Nielsen et al., 2009; Andrews and Boyne, 2010; Schein, 2010; Van Wart, 2013).
2.5.1 Organisational Performance Outcomes
Transformational leadership has been associated with improved organisational performance through empowerment, innovation and motivation (Wang et al., 2011; Kadir and Sariningsih, 2018). However, much of the evidence derives from private sector contexts and may not transfer directly to local government settings, where resource constraints, bureaucracy and diverse stakeholder expectations shape organisational outcomes (Yukl, 1999; Bryman, 1992). Leaders may support change through vision and coalition-building (Kotter, 1996), but positive outcomes require supportive structures, psychological safety and effective approaches to change leadership (Edmondson, 1999; Schein, 2010; Higgs and Rowland, 2005; Fernandez and Rainey, 2006; Andrews and Boyne, 2010).
Research increasingly recognises that bureaucratic barriers, resource shortages and regulatory requirements can limit transformational leadership in local government by affecting trust, discretion and motivation (French and Raven, 1959; Pfeffer, 2010). More recent work emphasises shared leadership and participatory governance, although genuine engagement and organisational adaptation remain underexplored (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021; Arnstein, 1969).
Studies specific to local authorities remain limited, and many existing studies rely on models developed in other sectors (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Andrews and Boyne, 2010; Van Wart, 2013). This creates a risk that the distinctive features of local government, including public accountability, statutory duties, political scrutiny and community-facing work, are under-theorised (O’Toole and Meier, 2009; Denhardt and Denhardt, 2015; Fernandez and Rainey, 2006). The effects of reform, bureaucracy and resistance on transformational leadership therefore need to be interpreted within this sector-specific context rather than treated as general organisational barriers (Eisenbach, Watson and Pillai, 1999; Tourish and Pinnington, 2002; Nordin et al., 2023).
Claims about performance improvement therefore need to be interpreted in relation to public sector complexity (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013). Quantitative studies identify broad patterns, while qualitative case studies are better suited to explaining meaning, context and lived experience (Judge and Piccolo, 2004; Wang et al., 2011; Creswell and Poth, 2018; Yin, 2018; Stake, 1995). This is appropriate for the present dissertation, which seeks to understand how transformational leadership is interpreted and practised within one local authority rather than prove a universal causal relationship.
2.5.2 The Relationship Between Transformational Leadership and Employee Motivation, Engagement and Performance
Research suggests that transformational leadership may improve engagement, productivity and job satisfaction, particularly within wider organisational and public administration contexts (Kadir and Sariningsih, 2018; Judge and Piccolo, 2004; Wang et al., 2011). However, in local government its effectiveness remains uncertain because bureaucracy, hierarchical structures, limited resources and political pressures may constrain implementation (Yukl, 1999; Bryman, 1992; Pettigrew et al., 1992). Methodological limitations, including reliance on self-report data and limited longitudinal evidence, also restrict the extent to which general conclusions can be drawn (Pfeffer, 2010; French and Raven, 1959).
Some evidence supports positive outcomes in wider public sector settings (Jung, Chow and Wu, 2003; Nielsen et al., 2009), but results in local government are less consistent because resistance, workload, limited resources and procedural requirements shape implementation (Nordin et al., 2023; Yukl, 1999). This suggests that transformational leadership should be examined not only as a source of motivation, but as a practice that is enabled or constrained by the institutional conditions of local government (Yukl, 1999; Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013).
2.6 Contextual Challenges in Local Authorities
Transformational leadership in local government is shaped by bureaucracy, hierarchy, resource constraints, stakeholder complexity and resistance to change (Yukl, 1999; Bryman, 1992; Pettigrew et al., 1992; Armenakis and Bedeian, 1999; By, 2005; Andrews and Boyne, 2010). These conditions can restrict innovation and empowerment, particularly where compliance and risk-aversion dominate. However, staff development, collaboration and trust may create more adaptive conditions for change (Bass and Riggio, 2006; Denhardt and Denhardt, 2015; Northouse, 2021). Public sector innovation must therefore be understood in relation to governance, legitimacy and public value rather than accepted uncritically from private sector models (Hartley, 2005; Hartley, Sørensen and Torfing, 2013; Osborne, 2006; Stoker, 2006).
Motivation and engagement are shaped not only by leadership style, but also by job design, resources and socio-political pressures (Goleman, Boyatzis and McKee, 2013; Andrews and Boyne, 2010). This has moved the literature away from private sector assumptions towards more context-sensitive accounts of public sector complexity (Bryman, 2013; Northouse, 2021), strengthening the case for research that examines how leadership interacts with structure, culture and capacity in local government (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Van Wart, 2013).
2.7 Understanding Transformational Leadership in Local Authorities
Transformational leadership in local government is shaped by both theory and organisational context. Managers may emphasise change, strategy and vision (Bass and Riggio, 2006; Northouse, 2021; Grint, 2010), while staff may value empathy, support and accessibility (Denhardt and Denhardt, 2015). Organisational culture, collaboration, community engagement, hierarchy and resource pressure influence how leadership is experienced (Bryman, 2013; Andrews and Boyne, 2010; Pettigrew et al., 1992; Yukl, 1999). The literature therefore cautions against treating transformational leadership as a universal solution and highlights the need for context-specific and longitudinal research in local authorities (Bass and Avolio, 1994; Trottier, Van Wart and Wang, 2008; Nordin et al., 2023).
2.8 Key Practices and Behaviours in Local Government
Transformational leadership in local government combines vision, innovation, staff empowerment and development with public sector realities such as hierarchy, bureaucracy and accountability (Bass and Riggio, 2006; Northouse, 2021; Bryman, 2013). Leaders may encourage collaboration and improvement, but organisational stagnation, risk-aversion and limited participation can restrict innovation (Pettigrew et al., 1992; Yukl, 1999; Arnstein, 1969). Reliance on self-report evidence also raises questions about validity and the assessment of ethical leadership (Pfeffer, 2010).
Recent research gives greater attention to context, departmental objectives, resource conditions and collaborative leadership (Bryman, 2013; Bass and Riggio, 2006; Crosby and Bryson, 2018; Denhardt and Denhardt, 2015). Motivation is shaped by multiple organisational factors, meaning that leadership practice must remain responsive to culture, identity, workload and capacity (Goleman, Boyatzis and McKee, 2013; Haslam, Reicher and Platow, 2011; Pfeffer, 2010). There remains a need for longitudinal and context-specific research on how transformational leadership is implemented and sustained in local government (Bass and Riggio, 2006; Northouse, 2021; Bryman, 2013).
2.9 Opportunities and Barriers to Implementation
Transformational leadership aligns with collaborative, developmental and values-led public service agendas, but its benefits for change, staff development and performance are conditional rather than automatic (Bass and Riggio, 2006; Alimo-Metcalfe and Alban-Metcalfe, 2001; Denhardt and Denhardt, 2015; Van Wart, 2013; Nordin et al., 2023).
2.9.1 Opportunities
The main opportunities associated with transformational leadership in local government relate to its potential to build trust, strengthen motivation and support collaboration through a community-focused orientation (Denhardt and Denhardt, 2015). It may also support innovation and change by articulating vision, improving communication and creating shared purpose (Bass and Riggio, 2006). In addition, transformational leadership can contribute to staff growth and future leadership development (Bass and Avolio, 1994) and may support improved employee satisfaction and perceived performance where organisational conditions enable these behaviours to be enacted meaningfully (Bryman, 2013).
2.9.2 Barriers
The barriers to implementation are closely linked to the institutional conditions of local government. Limited financial and staffing resources may restrict investment in leadership development and change capacity (Pfeffer, 2010), while bureaucratic structures can reduce flexibility and weaken empowerment (Yukl, 1999). Cultural resistance to new leadership styles may occur (Burns, 1978), and changing policy demands can undermine consistency over time (O’Toole and Meier, 2009). Limited leadership development may also reduce organisational readiness to implement transformational practices effectively (Alimo-Metcalfe and Alban-Metcalfe, 2001).
The literature identifies persistent gaps in the practical application of transformational leadership, particularly around culture, structure, leadership development and implementation (Bass and Riggio, 2006; Schein, 2010; Alimo-Metcalfe and Alban-Metcalfe, 2001). Earlier work emphasised vision and leader behaviour, while later research highlights resources, collaboration and accountability as key influences on whether transformational leadership can be practised meaningfully in local government (Burns, 1978; Bryman, 1992; Pfeffer, 2010; O’Toole and Meier, 2009; Van Wart, 2013).
Opportunities and barriers should not be viewed as separate categories. Governance can protect accountability but slow innovation; professional commitment can motivate staff but increase emotional labour; and empowerment can become empty without resources and authority (Fernandez and Rainey, 2006; Van Wart, 2013; O’Toole and Meier, 2009; Hochschild, 1983; Perry and Hondeghem, 2008). Implementation therefore depends on the interaction between leadership behaviour and organisational conditions rather than leadership style alone (Meindl, Ehrlich and Dukerich, 1985; Tourish and Pinnington, 2002; Andrews and Boyne, 2010).
This reinforces the need to analyse transformational leadership as an interaction between individual leadership behaviour and the wider institutional conditions of local authority work (Meindl, Ehrlich and Dukerich, 1985; Tourish and Pinnington, 2002; Andrews and Boyne, 2010; Ospina, 2017).

2.10 The Influence of Organisational Culture, Structure and Community Expectations
Transformational leadership in local government is shaped by organisational culture, formal structures and community expectations (Bass and Riggio, 2006; Schein, 2010; Bryman, 2013). Supportive cultures may enable innovation and participation, while bureaucracy, risk-aversion, institutional routines and funding instability can restrict change (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021; Yukl, 1999; O’Toole and Meier, 2009; Pfeffer, 2010). Organisational culture should therefore be understood as dynamic and embedded in everyday routines rather than as a simple variable controlled by leaders (Hatch, 1993; Martin, 2002; Cameron and Quinn, 2011).
Formal structures can restrict innovation, and decentralisation alone does not guarantee improvement without cultural change and sufficient organisational capacity (Burns, 1978; Yukl, 1999; Bradbury and Williams, 2006; Bryman, 1992). Statutory duties, national standards and resource constraints may limit autonomy, while local identity, governance and public legitimacy shape what leadership can achieve (O’Toole and Meier, 2009; Northouse, 2021; Denhardt and Denhardt, 2000; Arnstein, 1969).
Effective leadership in this context depends on transparency, stakeholder engagement and adaptation to political and financial environments (Denhardt and Denhardt, 2000; Northouse, 2021; Pfeffer, 2010). A supportive culture is necessary for decentralisation and collaboration to become meaningful rather than symbolic, particularly where leaders must balance autonomy, accountability and public legitimacy (Alimo-Metcalfe and Alban-Metcalfe, 2001; Bradbury and Williams, 2006; Bass and Riggio, 2006).
Community expectations further emphasise transparency, accountability and responsiveness (Arnstein, 1969; Denhardt and Denhardt, 2000). However, stakeholder engagement may be constrained by bureaucracy, unequal power relations and limited resources (O’Toole and Meier, 2009; Burns, 1978; Pfeffer, 2010). Leadership effectiveness therefore depends on both individual practice and the wider organisational and political context in which it occurs (Northouse, 2021; Bryman, 2013).
2.10.1 Interplay Between Culture, Structure and Community
Transformational leadership in local authorities depends on the interaction between organisational culture, formal structures and community expectations (Bass and Riggio, 2006; Schein, 2010; Bryman, 2013). Staff development, collaboration and community alignment can enable legitimacy and participation, but bureaucracy, informal networks, resource constraints and policy change may limit innovation and empowerment (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021; Burns, 1978; O’Toole and Meier, 2009; Pfeffer, 2010). Leadership therefore requires the balancing of internal organisational priorities with wider public expectations, rather than the application of a generic transformational model (Denhardt and Denhardt, 2000; Arnstein, 1969; Van Wart, 2013).
Although theory recognises culture, structure and community context, it provides limited explanation of how leaders manage these factors in daily local government practice (Bass and Riggio, 2006; Schein, 2010; Bryman, 2013). Less is known about how leaders work through bureaucracy, informal networks, shifting policy priorities and limited resources while sustaining empowerment, participation and public value (Burns, 1978; O’Toole and Meier, 2009; Denhardt and Denhardt, 2000; Arnstein, 1969). This reinforces the need to examine transformational leadership as situated practice within local authority conditions (Avolio, Walumbwa and Weber, 2009; Yukl, 1999; Ospina, 2017).
Recent research has moved away from narrowly leader-centred accounts towards approaches that consider organisational and community context (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021). Earlier transformational leadership theories gave limited attention to bureaucracy and institutional constraint, whereas later work emphasises collaboration, transparency, empowerment and public legitimacy (Burns, 1978; Bass and Avolio, 1994; Denhardt and Denhardt, 2000; Arnstein, 1969; Pfeffer, 2010). However, empirical evidence on how leaders overcome these barriers in local government remains limited.
Overall, the literature on culture, structure and community expectations supports a contextual interpretation of transformational leadership (Schein, 2010; Denhardt and Denhardt, 2015; Ospina, 2017). In local government, leadership is shaped by public scrutiny, statutory responsibility, risk, resource scarcity and community legitimacy (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Van Wart, 2013). This helps explain why transformational leadership may be more complex in local authorities than in settings where leaders have greater control over resources and decision-making (Fernandez and Rainey, 2006; Denhardt and Denhardt, 2015).
The cumulative literature therefore points to a need for research that examines transformational leadership not as a universal model, but as a situated practice shaped by culture, structure, legitimacy and community-facing responsibilities (Schein, 2010; Denhardt and Denhardt, 2015; Van Wart, 2013; Ospina, 2017).

2.11 Summary and Areas for Further Research
This review demonstrates that transformational leadership is relevant to organisational change in local government, but only when understood critically and contextually (Bass and Riggio, 2006; Kutsenko, 2020; Nordin et al., 2023). It may support vision, empowerment, culture change and participation, but resistance, bureaucracy, resource pressure and uneven evidence on motivation and performance mean it should not be treated as a guaranteed route to improvement (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021; Deci and Ryan, 1985; Wang et al., 2011).
The main gap is that existing literature does not fully explain how transformational leadership is enacted within local authority structures or how it interacts with culture, governance, resources and community expectations (Schein, 2010; Bryman, 2013; Bass and Riggio, 2006). Further evidence is needed on how leaders work through bureaucracy, informal networks, shifting policy priorities and limited resources while sustaining empowerment, participation and public value (O’Toole and Meier, 2009; Denhardt and Denhardt, 2000; Arnstein, 1969; Northouse, 2021).
Comparative analysis shows a shift from early leader-centred models towards frameworks that include context, relationships, systems and public value (Burns, 1978; Bass and Avolio, 1994; Alimo-Metcalfe and Alban-Metcalfe, 2001; Denhardt and Denhardt, 2015; Ospina, 2017). While early theories established the core features of transformational leadership, they failed to acknowledge organisational conditions. More recent research recognises complexity and collaboration but still offers limited evidence on how managers and staff experience transformational leadership in local government day to day (Van Wart, 2013; Andrews and Boyne, 2010; O’Toole and Meier, 2009). This study addresses that gap through a qualitative case study of Newport City Council (Creswell and Poth, 2018; Yin, 2018).
These gaps directly inform the research questions by requiring exploration of how managers and staff understand transformational leadership, which behaviours they associate with it, what enables or constrains its use, how it affects motivation and performance, and how culture, structure and community expectations shape practice (Bass and Riggio, 2006; Yukl, 1999; Andrews and Boyne, 2010; Van Wart, 2013). The literature therefore provides the theoretical foundation for the qualitative case study that follows by connecting leadership theory to the lived organisational conditions of local authority work (Creswell and Poth, 2018; Yin, 2018; Stake, 1995).
Future research should prioritise longitudinal, comparative and context-specific studies of transformational leadership in local government (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021). Particular attention should be given to leadership development, public value governance, collaborative innovation, public service motivation and organisational sense-making, so that theory reflects the political, organisational and community-facing realities of local authorities (Van Wart, 2013; Ospina, 2017; Moore, 1995; Perry and Wise, 1990; Weick, Sutcliffe and Obstfeld, 2005).





Chapter 3: Methodology

3.1 Introduction
This chapter outlines the methodological approach used to investigate transformational leadership within a local authority context. It explains the rationale for the research design, philosophy, strategy, data collection methods and analysis, and summarises how validity, credibility and ethical integrity were addressed.
3.2 Research Rationale, Aim and Objectives
This research addressed a gap in understanding how transformational leadership is enacted in local authorities operating within regulatory requirements, changing policy contexts and community expectations (Bass and Riggio, 2006; Northouse, 2021). Existing evidence is often drawn from other sectors and offers limited insight into the practical constraints faced by public sector leaders (Burns, 1978; Bryman, 1992; Ospina, 2017; Diefenbach, 2009). The study therefore explored how transformational leadership was understood and practised, how culture and structure shaped its use, and how leadership development could support local authority practice (Schein, 2010; Tourish, 2013).
The objectives were to review literature on transformational leadership in public sector organisations, explore managers’ and staff members’ experiences within a local authority, and identify leadership practices that may support organisational change, staff engagement and performance improvement (Bass and Riggio, 2006; Van Wart, 2013; Creswell and Poth, 2018; Fernandez and Rainey, 2006; Northouse, 2021).
The design therefore needed to capture both individual interpretation and organisational context. A methodology based only on measurement would have been unlikely to explain how staff and managers made sense of leadership behaviours, why particular practices were experienced as supportive or constraining, or how organisational systems shaped the possibility of change (Creswell, 2013; Creswell and Poth, 2018; Maxwell, 2013; Yin, 2018). An emphasis on meaning, context and experience was therefore aligned with the purpose of the study and with the research questions (Creswell, 2013; Creswell and Poth, 2018; Maxwell, 2013; Yin, 2018).
3.3 Research Design
The research design was informed by Saunders, Lewis and Thornhill’s (2019) ‘research onion’, which supported alignment between the research aim, methodological assumptions and practical procedures.
The study adopted an interpretivist philosophy, an inductive approach and a qualitative single case study strategy (Creswell, 2013; Denzin and Lincoln, 2018; Bryman, 2012; Stake, 1995; Yin, 2018). Data were collected through semi-structured interviews and analysed thematically to explore how leaders and staff made sense of transformational leadership within one local authority context (Braun and Clarke, 2006; Kvale and Brinkmann, 2009).
Together, these choices created methodological coherence. Interpretivism supported the focus on meaning; the inductive approach allowed themes to emerge from participant accounts; the case study strategy located leadership within its organisational context; interviews generated detailed experiential data; and thematic analysis provided a structured method for identifying patterns relevant to the research questions (Saunders, Lewis and Thornhill, 2019; Creswell, 2013; Yin, 2018; Braun and Clarke, 2006).
This alignment was important because the study did not seek to test the effectiveness of transformational leadership through predefined variables. Instead, it sought to understand how leadership was interpreted and enacted within everyday organisational practice. The research design therefore prioritised depth, context and interpretive insight over breadth, prediction or statistical comparison (Saunders, Lewis and Thornhill, 2019; Creswell, 2013; Bryman, 2012).
3.3.1 Research Philosophy (Layer One): Interpretivism
Interpretivism is concerned with how individuals construct meaning and interpret social and organisational realities. It was appropriate because the study sought to understand participants’ experiences and interpretations of leadership rather than measure generalisable patterns statistically (Creswell, 2013; Denzin and Lincoln, 2018; Lincoln and Guba, 1985; Maxwell, 2013).
Qualitative methods enabled detailed exploration of leadership experience, organisational relationships and contextual complexity (Kvale and Brinkmann, 2009; Silverman, 2016). Limitations relating to researcher subjectivity and transferability were addressed through reflexivity, participant review and transparent reporting (Lincoln and Guba, 1985; Creswell, 2013; Bryman, 2012).
An interpretivist position was also appropriate because leadership in this study was treated as socially constructed rather than fixed or objectively measurable. Participants’ accounts were therefore understood as valuable evidence of how leadership was experienced, negotiated and given meaning within the local authority (Creswell, 2013; Denzin and Lincoln, 2018; Maxwell, 2013; Mason, 2018). This enabled the analysis to consider differences between roles, teams and services without assuming that there was a single organisational reality (Denzin and Lincoln, 2018; Creswell, 2013; Maxwell, 2013; Mason, 2018).
3.3.2 Research Approach (Layer Two): Inductive
The study adopted an inductive approach so that concepts and themes could be developed from participant accounts rather than tested against predetermined hypotheses (Thomas, 2006; Bryman, 2012; Saunders, Lewis and Thornhill, 2019). This was appropriate for examining under-researched aspects of transformational leadership in local authorities and for generating context-specific insights (Thomas, 2006; Bryman, 2012; Silverman, 2016).
Inductive research can be affected by confirmation bias, researcher subjectivity and limited generalisability (Silverman, 2016; Diefenbach, 2009; Saunders, Lewis and Thornhill, 2019). These risks were addressed through reflexive practice, transparent documentation, participant review and continued engagement with relevant literature (Lincoln and Guba, 1985; Creswell, 2013).
The inductive approach did not mean that the study ignored existing theory. Rather, the literature informed the research focus and interview design, while the coding and theme development remained open to participants’ accounts (Thomas, 2006; Bryman, 2012; Braun and Clarke, 2006; Saunders, Lewis and Thornhill, 2019). This balance allowed the analysis to remain theoretically informed without forcing data into predetermined categories.
3.3.3 Research Strategy (Layer Three): Qualitative Case Study
A qualitative case study strategy was used to examine transformational leadership within one local authority. This was appropriate because the study aimed to understand leadership experiences, organisational culture and change processes in depth within a real organisational setting rather than generate a formal grounded theory (Stake, 1995; Yin, 2018; Creswell and Poth, 2018).
Focusing on one local authority enabled detailed examination of how culture and structure interacted within a specific institutional context (Yin, 2018). However, findings from a single case have limited transferability, although internal variation across departments strengthened contextual understanding (Flyvbjerg, 2006; Eisenhardt and Graebner, 2007).
Potential subjectivity in the case study design was addressed through reflexivity, participant review and transparent reporting (Lincoln and Guba, 1985; Silverman, 2016; Flick, 2018).
The case study strategy was particularly suitable because transformational leadership was examined as a practice embedded within organisational culture, governance arrangements, professional relationships and public service responsibilities (Stake, 1995; Yin, 2018; Flyvbjerg, 2006; Schein, 2010). This enabled the study to move beyond general leadership theory and explore how leadership was made meaningful within a specific institutional setting (Stake, 1995; Yin, 2018; Flyvbjerg, 2006; Schein, 2010).
3.3.4 Methodological Choice (Layer Four): Mono-method Qualitative Approach
The research adopted a mono-method qualitative design using interviews and thematic analysis. This was suitable because the study required detailed exploration of leadership experiences and staff perspectives that could not be captured adequately through a quantitative measurement approach (Bryman, 2012; Silverman, 2016; Denzin and Lincoln, 2011; Charmaz, 2014; Stake, 1995; Yin, 2018).
Using only qualitative data meant the study may have missed broader patterns and had limited transferability, as qualitative mono-method designs prioritise depth, meaning and context rather than statistical generalisation (Bryman, 2012; Creswell and Poth, 2018; Silverman, 2016). These limitations were addressed through robust methodology, reflexivity and transparent documentation (Lincoln and Guba, 1985; Berger, 2015; Saunders, Lewis and Thornhill, 2019).
The decision not to use a mixed-methods design was deliberate. Quantitative data may have identified broader patterns but would not have captured the depth of explanation required to understand how participants interpreted leadership, culture and change (Bryman, 2012; Silverman, 2016; Creswell and Poth, 2018; Denzin and Lincoln, 2011). Given the exploratory nature of the research, the mono-method qualitative approach provided the most appropriate fit with the study’s aim (Bryman, 2012; Silverman, 2016; Creswell and Poth, 2018; Denzin and Lincoln, 2011).
3.3.5 Time Horizons (Layer Five): Cross-sectional
The study used a cross-sectional design, collecting data at one point in time to capture participant views and organisational conditions during the research period (Bryman, 2012; Saunders, Lewis and Thornhill, 2019; Ritchie et al., 2014). This was suitable for obtaining a snapshot of current leadership practice within one local authority.
A limitation of this design was that it could not show change over time and may have been influenced by contextual events during data collection. Longitudinal designs can capture change, but require greater time and resources (Yin, 2018).
Although a longitudinal design could have provided insight into how leadership perceptions changed over time, this was not feasible within the scope and timescale of the dissertation. The cross-sectional design was therefore proportionate and appropriate for capturing a focused account of leadership practice during the research period (Saunders, Lewis and Thornhill, 2019; Bryman, 2012; Ritchie et al., 2014; Yin, 2018).
3.3.6 Techniques and Procedures (Layer Six): Interviews and Thematic Analysis
Semi-structured interviews were used because they enabled detailed participant accounts while allowing follow-up questions and clarification (Kvale and Brinkmann, 2009; Bryman, 2012). Interviews with participants from different roles supported a broader understanding of leadership practice, organisational change and staff experience within the case study setting (Silverman, 2016; Creswell, 2013).
Participants were selected purposively to obtain relevant and varied perspectives, consistent with qualitative sampling approaches that prioritise information-rich data and depth rather than statistical representativeness (Patton, 2015; Palinkas et al., 2015; Guest, Bunce and Johnson, 2006). Thematic analysis was used to identify patterns in the interview data, supported by a qualitative data organisation methodology informed by guidance on systematic coding, data reduction and interpretation (Braun and Clarke, 2006; Miles, Huberman and Saldaña, 2014; Saldaña, 2021).
This combination of purposive sampling, semi-structured interviewing and thematic analysis was aligned with the study’s aim because it enabled comparison across roles while retaining the depth required to understand how transformational leadership was interpreted, enabled and constrained within the local authority (Patton, 2015; Kvale and Brinkmann, 2009; Braun and Clarke, 2006; Creswell and Poth, 2018).
Interviews were conducted online, audio recorded and transcribed to support accuracy and systematic analysis (Braun and Clarke, 2006; Kvale and Brinkmann, 2009). Potential bias, including social desirability and favourable organisational presentation, was addressed through careful questioning, reflexivity and transparent documentation of any adaptations during phased data collection (Grimm, 2010; Creswell, 2013; Silverman, 2016; Patton, 2015; Lincoln and Guba, 1985).
Recruitment through formal invitations and gatekeeper approval provided ethical oversight, although gatekeeper involvement may have introduced selection bias by identifying participants who were more accessible or likely to provide favourable accounts (Creswell, 2013; Palinkas et al., 2015). Transparency was maintained throughout recruitment (Lincoln and Guba, 1985).
Ethical approval, information sheets and consent forms protected participant rights, while confidentiality and anonymity were carefully managed because of the small organisational context (Bryman, 2012; Wiles, Crow, Heath and Charles, 2008; Silverman, 2016).
Semi-structured interviews were particularly appropriate because they provided consistency across participants while allowing flexibility to explore issues that emerged during discussion (Kvale and Brinkmann, 2009; Bryman, 2012; Patton, 2015; Creswell and Poth, 2018). This was important for a study concerned with leadership practice, as participants were able to explain not only what they experienced, but also why particular leadership behaviours, organisational processes or cultural conditions mattered to them (Kvale and Brinkmann, 2009; Bryman, 2012; Patton, 2015; Creswell and Poth, 2018).
3.4 Validity and Reliability
Trustworthiness was strengthened through triangulation across participants, member checking, audit trails and reflexivity (Denzin, 1978; Lincoln and Guba, 1985; Bryman, 2012; Flick, 2018). These strategies improved credibility and transparency, although qualitative interpretation remained shaped by context and researcher judgement (Creswell, 2013; Silverman, 2016).
As qualitative research is context-specific and not intended for statistical generalisation, detailed contextual description supported judgements about transferability to other settings (Lincoln and Guba, 1985; Smith, Flowers and Larkin, 2009; Creswell, 2013).
These quality assurance measures were integrated throughout the research process rather than treated as separate technical procedures. They supported the overall coherence of the methodology by linking data collection, analysis and interpretation to the study’s concern with credible, context-sensitive understanding (Lincoln and Guba, 1985; Nowell et al., 2017; Tracy, 2010).
The use of several trustworthiness strategies was important because the research relied on interpretation rather than numerical measurement. Credibility was strengthened by comparing accounts across participants, dependability was supported through documentation of analytical decisions, and reflexivity helped the researcher remain alert to the influence of professional experience and assumptions (Lincoln and Guba, 1985; Nowell et al., 2017; Tracy, 2010; Shenton, 2004).
3.5 Data Analysis Procedures
Data were analysed using Braun and Clarke’s (2006) six-stage thematic analysis: familiarisation, coding, theme development, review, definition and reporting. This systematic but flexible approach supported identification of meaningful patterns, and this qualitative methodology assisted data management and organisation (Nowell et al., 2017; Woods, Paulus, Atkins and Macklin, 2016).
Because thematic analysis can be shaped by researcher subjectivity, coding consistency, audit trails and reflexive documentation were used to strengthen credibility and dependability (Braun and Clarke, 2019; Lincoln and Guba, 1985; Silverman, 2016; Tracy, 2010; Shenton, 2004; Finlay, 2002).
Thematic analysis was suitable because it enabled both common patterns and differences across participant accounts to be examined (Braun and Clarke, 2006; Braun and Clarke, 2019; Nowell et al., 2017; Saldaña, 2021). This was important because the study aimed to understand leadership across different roles and service areas rather than produce a single uniform account of organisational culture. The approach therefore supported comparison while retaining attention to meaning and context (Braun and Clarke, 2006; Braun and Clarke, 2019; Nowell et al., 2017; Saldaña, 2021).
3.6 Findings and Analytical Procedures
The analysis generated rich qualitative data on participants’ experiences of transformational leadership within a local authority context (Lincoln and Guba, 1985; Smith, Flowers and Larkin, 2009; Ospina, 2017). Systematic coding, transparent analysis, reflexivity and documentation of analytical decisions were used to reduce bias and strengthen credibility (Creswell, 2013; Braun and Clarke, 2006; Lincoln and Guba, 1985).
Findings about organisational culture and leadership were interpreted in relation to Schein’s (2010) theory, while recognising the potential influence of social desirability and the limits of the single case study approach (Silverman, 2016; Grimm, 2010; Creswell, 2013).

3.7 Ethical Considerations
Ethical considerations centred on participant welfare, informed consent, confidentiality, anonymity and research integrity (Bryman, 1992). Participants were anonymised as Participant A, B, C and so forth, protecting identities while maintaining clarity in reporting.
Informed consent was supported through clear participant information, consent procedures, password-protected storage, restricted data access and pseudonymised reporting (Bryman, 1992; Wiles, Crow, Heath and Charles, 2008).
The methodology followed ethics committee requirements and included support information, feedback channels, supervisor oversight and procedures for responding to unforeseen ethical issues (Diefenbach, 2009; Silverman, 2016; Berger, 2015; Lincoln and Guba, 1985; Creswell, 2013; Ospina, 2017).
The ethical approach was particularly important because participants were discussing leadership, culture and organisational practice within a relatively bounded professional setting. Maintaining anonymity, confidentiality and voluntary participation helped reduce potential risks to participants and supported more open discussion of sensitive organisational issues (Bryman, 2012; Wiles, Crow, Heath and Charles, 2008; Silverman, 2016; Berger, 2015).
Overall, the methodology formed an integrated design in which each decision supported the research aim and questions. The interpretivist philosophy enabled attention to meaning and experience; the inductive qualitative case study strategy situated those experiences within one local authority; semi-structured interviews generated detailed accounts across roles; thematic analysis provided a systematic approach to identifying patterns; and trustworthiness and ethical procedures strengthened the credibility, transparency and integrity of the research process (Saunders, Lewis and Thornhill, 2019; Creswell, 2013; Yin, 2018; Braun and Clarke, 2006; Lincoln and Guba, 1985).
3.8 Evaluation: Potential Impact and Limitations
Overall, the qualitative case study design was appropriate because the research sought to understand how transformational leadership was experienced and interpreted within a specific local authority context. The design enabled detailed exploration of leadership practice, organisational culture, governance, communication and change from the perspectives of managers and staff, thereby addressing the gap between transformational leadership theory and local government practice (Ospina, 2017; Bass and Riggio, 2006; Creswell, 2013; Yin, 2018).
The main limitations related to the single-case focus, qualitative sample, cross-sectional design and potential researcher subjectivity. These constraints limited statistical generalisation and meant that findings should be interpreted as context-specific rather than representative of all local authorities (Bryman, 2012; Creswell, 2013; Yin, 2018; Silverman, 2016). However, reflexivity, transparent documentation, participant review, ethical oversight and systematic thematic analysis helped strengthen credibility and analytical rigour (Lincoln and Guba, 1985; Creswell, 2013; Braun and Clarke, 2006).
Despite these limitations, the methodology was fit for purpose because it generated rich, practice-based insight into an under-researched area (Creswell, 2013; Yin, 2018; Stake, 1995; Lincoln and Guba, 1985). Its value lies in providing an in-depth and credible account of how transformational leadership operates within one local authority, offering findings that may inform leadership development, organisational learning and future comparative research (Flyvbjerg, 2006; Creswell and Poth, 2018; Ospina, 2017).
The strength of the methodology lies in its alignment between research purpose, design and analysis. Each methodological choice supported the central aim of understanding transformational leadership as experienced in practice, while limitations were acknowledged and managed through transparency, reflexivity and systematic analysis (Saunders, Lewis and Thornhill, 2019; Creswell, 2013; Yin, 2018; Lincoln and Guba, 1985).












Chapter 4: Qualitative Results

This chapter presents the qualitative findings generated through thematic analysis. It reports patterns across participant accounts using themes and illustrative quotations, while detailed theoretical interpretation is reserved for Chapter 5 (Braun and Clarke, 2006; Creswell and Poth, 2018).
The findings are organised thematically because the analysis identified cross-cutting patterns across participant accounts. Participants often discussed culture, leadership behaviours, collaboration, governance, resources and service outcomes together; therefore, thematic organisation reduces repetition and reflects the interconnected nature of the data (Braun and Clarke, 2006; Nowell et al., 2017).
Themes 1, 3, 5 and 6 present organisational conditions shaping leadership practice, including culture, collaboration, communication, workload and resources. Theme 2 examines participants’ understandings of transformational leadership, while Themes 4, 7 and 8 address governance, public value and development opportunities. Together, the themes show how leadership, culture and change were experienced across roles and service areas while preserving qualitative context (Yin, 2018; Silverman, 2016).
4.1 Theme 1: Organisational Culture
This theme addresses the research question concerned with how organisational culture shapes the experience and practice of transformational leadership.
Participants commonly described the case study local authority’s culture as open, approachable, supportive, collaborative and values led. Several referred to an “open door” culture, with Participant G describing “a very open-door culture” and Participant Q noting that staff did not always need to “go through a chain” to contact senior leaders.
Supportive management was also prominent. Participants described being treated as whole people rather than simply employees. Participant L stated, “It’s not just being a number,” while Participant O linked wellbeing to service quality, stating, “without our staff, we haven’t got anything.” Participants R and S similarly connected positive culture to values, support, CPD, innovation and the view that “people are what makes the difference.” These accounts indicate that culture was experienced through everyday leadership behaviours and whether staff felt supported, trusted and valued.
However, culture was not experienced uniformly. Participant B stated that “culture depends on the department,” while Participant F described a specialist statutory service area as having “its own culture, its own tempo, its own kind of ecosystem.” Participants R and S also described the organisation as broadly positive and ambitious but noted variation in how corporate values were embedded across departments. These accounts suggest that organisational culture was plural rather than singular.
Organisational culture therefore operated as both an enabling condition and a constraint for transformational leadership, depending on how consistently stated values were translated into everyday practice across services. This finding links most directly to Research Questions 3 and 5, as it shows that opportunities for transformational leadership were shaped by local culture, service variation and the extent to which organisational values were experienced as meaningful in practice.



4.2 Theme 2: Relational and Enabling Leadership
This theme addresses the research question concerned with how transformational leadership is understood and which leadership behaviours participants associated with it.
Participants understood transformational leadership mainly through everyday relational behaviours rather than abstract theory. Leadership was associated with trust, visibility, accessibility, encouragement, empowerment, ethical practice and the ability to bring people with you. Participant O described it as having “a clear vision, being values led, being relational,” while Participant D linked leadership to coaching, autonomy and access to decision-making spaces.
Trust and autonomy were particularly important. Participants J, M and R described being trusted to act without micromanagement, with Participant R stating, “There’s a nice level of autonomy that I get given.” Across these accounts, trust enabled initiative, confidence, professional ownership and service improvement.
Leadership was also described as developmental. Participants referred to managers encouraging progression, building confidence and creating learning opportunities. Participant L described being encouraged to apply for a higher-grade role, while Participant S linked supportive and ethical leadership to creativity, confidence and role-modelling. These examples show how positive leadership behaviours were reproduced through practice.
Effective leadership was also described as informed and context aware. Participant R valued leaders who understood the work and could act as a “useful sounding board,” while Participant S described a collaborative style based on discussing ideas and seeking feedback. These accounts suggest that leadership was strongest when relational behaviours were combined with subject knowledge, ethical judgement and practical understanding.
These accounts position transformational leadership less as a formal model and more as a practical set of relational, ethical and enabling behaviours embedded in everyday management practice. This directly addresses Research Questions 1 and 2 by showing that participants interpreted transformational leadership through visible behaviours such as trust, autonomy, coaching, accessibility and ethical judgement.
4.3 Theme 3: Collaboration, Partnership and Silos
This theme addresses the research question concerned with how collaboration, partnership and organisational structure enable or constrain transformational leadership.
Collaboration was one of the strongest recurring themes. Participants described partnership working across teams, departments, education settings, partner agencies and wider organisational structures. Participant A emphasised “cross working” and “cross understanding,” Participant P stated that “partnership working is at the forefront,” and Participant K described corporate values such as “working together” as visible in practice.
Participants linked collaboration to the complexity of local government work. Participant A connected demand in one statutory service with wider community-facing services; Participant D described local government as a “melting pot” of services and professional identities; and Participant R highlighted multi-agency partnership work, relationship-building and accountability for actions. These accounts show that transformation often depended on working across boundaries.
Silo working remained a barrier. Participants referred to poor joined-up working, limited communication and uneven understanding of other services. Participant F warned that weak interdepartmental collaboration risked creating “20 different cultures,” while Participant R described some departments as “nigh on impossible to work with.” These accounts indicate that collaboration was valued but not consistently embedded.
Participant S extended this theme through a digital engagement project with young people, which involved cross-service collaboration and consultation with young people. This illustrated collaboration as both internal partnership and co-production with those affected by services.
Collaboration therefore emerged both as an expression of transformational leadership and as a necessary condition for transformation to extend beyond individual teams or services. This finding links to Research Questions 2, 3 and 5 by showing that collaborative behaviour was viewed as a key leadership practice, while silo working and structural boundaries constrained its consistent application.
4.4 Theme 4: Governance, Bureaucracy and Accountability
This theme addresses the research question concerned with structural and procedural factors that shape the pace and implementation of transformation.
Participants described governance as both necessary and constraining. They recognised the need for scrutiny, accountability and responsible use of public resources. Participant C referred to formal proposals and approval routes as safeguards, while Participant O emphasised the need to evidence that change was in the public interest.
However, bureaucracy was also described as slowing innovation. Participant H noted that one organisational procedure took “around 2 years” to move into practice; Participant F described excessive assurance as “stifling creativity”; and Participant N highlighted the delay created by documentation, financial approval and multiple sign-off stages.
Participants did not reject governance itself; rather, they called for clearer, more proportionate and more agile processes. Participant Q described improvement when colleagues took ownership of formal documentation, while Participant S referred to challenging static practice within systems that slowed progress. Overall, transformation was described as most effective when ambition was balanced with public accountability and realistic implementation.
In this context, transformational leadership required not the removal of governance, but the capacity to work within accountable systems while sustaining momentum, clarity and practical implementation. This finding contributes to Research Questions 3 and 5 by showing that governance and bureaucracy were both protective and limiting conditions that shaped the pace and feasibility of change.
4.5 Theme 5: Communication, Trust and Visible Leadership
This theme addresses the research question concerned with the role of communication, visibility and trust in enabling change.
Communication was repeatedly identified as central to culture and change. Participants valued visible senior leadership, staff briefings, newsletters, conferences, blogs and local manager communication. Participant J described communication through videos, blogs, newsletters and staff conferences, while Participant G referred to inclusive senior leadership briefings. These examples suggest that communication was experienced as a leadership behaviour rather than simply a corporate process.
Trust was closely linked to communication. Participants viewed leaders as credible when they were visible, honest and able to explain decisions clearly. Participant D called for greater transparency, Participant O stated that “you can’t have enough communication and consistency,” and Participant L noted that messages could lose clarity as they moved through the system.
Communication was particularly important during uncertainty. Participants D and F raised concerns about automation, artificial intelligence and digital change, noting the need for clearer expectations, reassurance and support. Participant S similarly linked future improvement to openness and readiness to embrace new systems. These findings show that communication supported sense-making and confidence during change.
Communication enabled transformation when it helped staff interpret change, trust leadership intentions and understand their role within wider organisational priorities. This finding links to Research Questions 2, 3 and 4 because communication was presented as both a leadership practice and a condition affecting trust, engagement and confidence during change.
4.6 Theme 6: Resource Pressure, Workload and Complexity
This theme addresses the research question concerned with constraints on transformational leadership, particularly resources, workload and organisational complexity.
Participants described transformation as occurring within financial pressure, statutory demand, workforce challenges and increasing complexity. Participant G stated that “finance is always going to be an issue,” while Participant O referred to “limited resource,” “high demand and complex situations,” and workforce pressures.
Workload pressure was both an operational reality and a barrier to change. Participant F described busyness as “armour” against improvement activity, while Participants E and K referred to short timescales, competing requests, consistency challenges and capacity limits.
Despite these pressures, participants described resilience and practical problem-solving. Teams adapted, shared work, created forums and developed new processes. These examples show that resource pressure did not prevent improvement, but it affected the pace, sustainability and emotional load of change.
Participants R and S linked workload and resources to culture, wellbeing and development. Participant R argued that “more staff would improve the culture” and connected burnout with reduced capacity for collaboration. Participant S similarly identified workload, funding and time as risks to CPD and leadership development. This connects resource pressure directly to culture, collaboration and improvement capacity.
The sustainability of transformational leadership therefore depended on whether staff had sufficient capacity, time and support to participate in improvement rather than simply absorb additional change demands. This finding links directly to Research Questions 3 and 4 by showing that workload and resources shaped both the opportunities for transformational leadership and its impact on motivation, engagement and perceived performance.
4.7 Theme 7: Public Value and Community Outcomes
This theme addresses the research question concerned with how public value, community outcomes and child-centred purpose influence leadership practice.
A strong finding was that leadership and culture were often described through public value and outcomes for children, families, communities and residents. In Children’s Services and Education, child-centred purpose was particularly prominent. Participant O described the organisation as child-centred, Participant L stated that “Everyone’s focus is not about the business, but about the families we help,” and Participant N emphasised that “the child comes first.”
Other participants connected leadership to wider civic purpose and place. Participant A linked prevention to employment, wages, housing and regeneration, while Participant J noted that corporate functions can lose sight of the organisation’s purpose of supporting the people of Newport. These accounts show that public value extended beyond statutory services to place, opportunity and community outcomes.
Participants did not view transformation as a purely internal exercise. It was connected to fairness, safeguarding, inclusion, accountability and use of public money. Participant R described White Ribbon activity as an example of values becoming whole-organisation practice through training, policy review and cross-departmental engagement.
Participant S linked transformation to public value through the Children and Young People’s app, describing it as “working together” and “making a difference” through consultation with young people. This illustrates values-led transformation as strongest when service development is connected to voice, co-production and practical outcomes.
This theme demonstrates that leadership was experienced as transformational when organisational change was connected to public value, participation and tangible outcomes for communities. This finding links most clearly to Research Questions 4 and 5 by showing that motivation, engagement and performance were understood through public service purpose, community outcomes and the expectations placed on local government.
4.8 Theme 8: Leadership Development and Cross-Service Learning
This theme addresses the research question concerned with what participants identified as opportunities for strengthening leadership, organisational learning and cross-service understanding.
Participants identified opportunities to strengthen leadership and organisational culture through greater organisational literacy, cross-service learning and relationship-building. Participant M suggested better understanding of council structures, while Participant P highlighted the value of newer staff meeting different teams and seeing varied leadership examples. These suggestions reflected a wider need to reduce silos and improve cross-service understanding.
Leadership development was also a repeated improvement area. Participant J identified underuse of the coaching and mentoring network, while Participant N proposed a “passport to leadership” model to build cross-departmental exposure, role understanding and progression.
Participants also called for stronger manager networks and greater diversity of thought. Participant O suggested more systematic networks for operational and senior managers, while Participant F warned against leadership teams being shaped only by harmony and reassurance. Participant S linked CPD, coaching, mentoring and leadership development to confidence, creativity and team development. These accounts connect individual development to wider organisational learning.
Leadership development was therefore viewed not only as individual skill-building, but as a mechanism for strengthening organisational learning, cross-service understanding and future transformation capacity. This finding addresses Research Questions 2 and 3 by identifying leadership development, coaching, mentoring and cross-service learning as practical behaviours and opportunities that could strengthen transformational leadership across the organisation.
4.9 Chapter Summary
Overall, the findings indicate that transformational leadership within Newport City Council was experienced through the interaction of relational leadership behaviours and organisational conditions. Participants described the council as broadly supportive, values-led and open to improvement, while also highlighting variation across teams, services and professional contexts. Transformational leadership was therefore not experienced as a fixed leadership model, but as an everyday practice shaped by culture, trust, communication, autonomy, public value and the practical realities of local authority work.
Across the themes, participants consistently connected effective leadership with visibility, honesty, empowerment, staff development, collaboration, communication and contextual understanding. They also identified governance, bureaucracy, workload, resource constraints, system rigidity and silo working as factors that limited the pace and consistency of change. Participants R and S reinforced this synthesis by showing how values, CPD, partnership, informed leadership, co-production and digital readiness operated alongside continuing barriers relating to workload, uneven leadership understanding and cross-departmental boundaries.
Taken together, the results address the research questions by demonstrating that transformational leadership in this local authority context was relational, values-led and enabling, but mediated by culture, governance, collaboration, communication, resources and public service purpose. The chapter shows that transformational leadership was most effective where interpersonal leadership behaviours were supported by organisational conditions that allowed staff to participate meaningfully in change. Chapter 5 develops this interpretation by relating the findings to leadership theory, organisational change literature and the wider public sector context.












Chapter 5: Discussion

This chapter interprets the qualitative findings in relation to the research aim, research questions, literature and theoretical framework (Creswell and Poth, 2018; Silverman, 2016). It examines the explanatory significance of the findings, including where they support transformational leadership theory and where they highlight its limitations in local government (Bass and Riggio, 2006; Yukl, 1999; Tourish and Pinnington, 2002). The central argument is that transformational leadership in a local authority is not a straightforward solution to change, but a relational, values-led and context-sensitive practice mediated by public accountability, resource constraint, organisational culture and community expectations (Schein, 2010; Van Wart, 2013; Ospina, 2017; Andrews and Boyne, 2010; Denhardt and Denhardt, 2015).
5.1 Summary of Key Findings
The findings revealed eight connected themes: a broadly supportive but uneven culture; relational and enabling understandings of transformational leadership; valued collaboration alongside persistent silos; governance that protected accountability but slowed change; communication and trust as conditions for sense-making; workload and resource pressure as constraints; public value and child-centred purpose as anchors for leadership; and opportunities to strengthen leadership development, organisational literacy and cross-service learning (Schein, 2010; Bass and Riggio, 2006; Ospina, 2017; Fernandez and Rainey, 2006; Kotter, 1996; Andrews and Boyne, 2010; Denhardt and Denhardt, 2015; Alimo-Metcalfe and Alban-Metcalfe, 2001).
Together, these findings show that transformational leadership in a local authority is both interpersonal and systemic (Bass and Riggio, 2006; Ospina, 2017; Van Wart, 2013). Participants did not describe transformation as dependent on charismatic leaders alone, but as produced through trust, shared purpose, collaboration, proportionate governance, staff development and cross-boundary working (Yukl, 1999; Tourish and Pinnington, 2002; Alimo-Metcalfe and Alban-Metcalfe, 2001; Denhardt and Denhardt, 2015). However, these conditions were uneven, indicating that leadership effectiveness depended on culture, capacity, systems and resources as much as individual leadership qualities (Meindl, Ehrlich and Dukerich, 1985; Andrews and Boyne, 2010; O’Toole and Meier, 2009; Schein, 2010).
5.2 Interpreting Transformational Leadership as Relational and Values-Led
Participants understood transformational leadership less as formal theory and more as lived relational practice. The findings support Bass and Riggio’s (2006) core dimensions of idealised influence, inspirational motivation, intellectual stimulation and individualised consideration, but show how these were enacted locally through ethical decision-making, shared public purpose, encouragement of innovation, support, empathy, coaching and development (Bass and Riggio, 2006; Bass and Avolio, 1994; Rowold and Heinitz, 2007; Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021).
The findings therefore confirm aspects of transformational leadership theory while challenging its more leader-centred assumptions. Participants valued leaders who were accessible, informed, consistent and trustworthy, rather than heroic or charismatic. This aligns with public leadership literature that emphasises collective, distributed and context-sensitive leadership, and suggests that transformational leadership is most useful here when interpreted as a relational process rather than exceptional individual influence (Yukl, 1999; Tourish and Pinnington, 2002; Ospina, 2017; Van Wart, 2013; Denhardt and Denhardt, 2015).
This implies that leadership development should strengthen relational capabilities such as listening, coaching, psychological safety, ethical judgement, communication and trust-building (Alimo-Metcalfe and Alban-Metcalfe, 2001; Goleman, Boyatzis and McKee, 2013; Edmondson, 1999). However, relational leadership cannot compensate for excessive workload, fragmented systems or limited resources. Transformational leadership becomes meaningful through everyday interactions, but sustainable only when organisational conditions allow staff to act on it (Schein, 2010; O’Toole and Meier, 2009; Fernandez and Rainey, 2006; Van Wart, 2013).
5.3 Organisational Culture as an Enabler and Constraint
Organisational culture was central to how transformational leadership was experienced. Participants described the council as open, supportive and values-led, but also identified variation across teams and services. This supports Schein’s (2010) view that culture consists not only of stated values but also everyday assumptions, norms and practices. The findings suggest that formal values provided a shared language, but their enactment depended on local team culture, management behaviour, workload and service context (Andrews and Boyne, 2010; Van Wart, 2013).
This confirms that transformational leadership may help shape culture through values, innovation and empowerment (Bass and Avolio, 1994; Bass and Riggio, 2006), but also shows that culture cannot be changed by vision alone. Professional identities, statutory duties, emotional labour, risk, governance and workload all shaped cultural experience (Schein, 2010; O’Toole and Meier, 2009; Van Wart, 2013). The findings therefore support critiques warning that leadership theories can overstate individual agency and underestimate structural constraint (Yukl, 1999; Tourish and Pinnington, 2002).
Cultural transformation in local government therefore requires more than desirable leadership behaviours. Leaders can model values and create supportive conditions, but sustained change also depends on workload, structures, decision-making routes, cross-service relationships and the practical conditions under which staff work (Schein, 2010; Fernandez and Rainey, 2006; Andrews and Boyne, 2010). Positive values risk becoming rhetorical if staff experience them unevenly or cannot enact them through existing systems (Denhardt and Denhardt, 2015; Ospina, 2017).
5.4 Collaboration, Silos and the Limits of Individual Leadership
The findings indicate that transformational leadership in local government depends on collaboration. Participants emphasised cross-service working, partnership, whole-council thinking and co-production with children, young people and communities. This aligns with public leadership and New Public Service literature, which emphasises collaboration, democratic values and public interest rather than managerial control alone (Denhardt and Denhardt, 2000; Ospina, 2017; Van Wart, 2013).
Silo working remained a persistent barrier. This reflects public management literature showing that local authorities are shaped by departmental boundaries, professional specialisms and competing priorities (Andrews and Boyne, 2010; O’Toole and Meier, 2009). The findings demonstrate that vision alone is insufficient if structures prevent collaboration; therefore, collaboration is not simply a leadership behaviour but a condition for transformation (Bass and Riggio, 2006; Yukl, 1999; Fernandez and Rainey, 2006; Denhardt and Denhardt, 2015).
Participants’ suggestions for leadership passports, manager networks, coaching, mentoring and cross-service learning indicate that collaboration needs to be designed into organisational systems. This extends the literature by showing that transformational leadership may be strengthened through deliberate organisational literacy and cross-boundary learning, rather than informal relationships or individual initiative alone (Ospina, 2017; Van Wart, 2013; Alimo-Metcalfe and Alban-Metcalfe, 2001; Fernandez and Rainey, 2006).
5.5 Governance, Bureaucracy and the Public Sector Paradox
The findings show that transformational leadership in local government operates within a public sector paradox. Participants valued innovation, empowerment and faster change, but also recognised the need for accountability, transparency and responsible use of public money. Governance was therefore experienced as both protective and restrictive. This supports research arguing that public sector change requires political support, communication, participation, resources and institutional alignment, rather than leadership enthusiasm alone (Fernandez and Rainey, 2006). The issue was not governance itself, but governance that became disproportionate, unclear or disconnected from operational reality (Denhardt and Denhardt, 2015; O’Toole and Meier, 2009; Van Wart, 2013).
This extends transformational leadership theory by conceptualising local authority change as accountable transformation. Leaders must inspire and enable change while navigating scrutiny, finance approval, statutory duties, risk management and democratic accountability (Van Wart, 2013; O’Toole and Meier, 2009). In local government, innovation must be not only efficient but legitimate, equitable, lawful and publicly defensible (Fernandez and Rainey, 2006; Denhardt and Denhardt, 2015).
This is significant because calls for transformational leadership must remain realistic about organisational conditions. Participants wanted clearer, more proportionate and enabling governance, not the removal of accountability. The practical challenge is therefore to design governance that protects public value while allowing timely improvement. Empowerment without authority, resources or procedural clarity may increase frustration rather than transformation (Yukl, 1999; Andrews and Boyne, 2010; O’Toole and Meier, 2009).
5.6 Communication, Trust and Sense-Making During Change
Communication was central to how staff interpreted leadership credibility, organisational priorities and change. Participants valued visible leadership and honest messaging, but also described inconsistent messages, loss of clarity through organisational layers and uncertainty around digital change. This supports change and sense-making literature, which emphasises that staff interpret change through available cues, narratives and explanations within their immediate working context (Kotter, 1996; Weick, 1995; Weick, Sutcliffe and Obstfeld, 2005; Balogun and Johnson, 2004).
Trust was strengthened when communication explained what was changing, why it was necessary, how it would affect staff and what support was available (Kotter, 1996; Fernandez and Rainey, 2006; Weick, 1995). This was especially important for digital transformation and artificial intelligence, where change could be interpreted as a threat to role security, professional identity or established practice (Balogun and Johnson, 2004; Weick, Sutcliffe and Obstfeld, 2005). Communication became weaker where messages were not matched by transparency, participation or visible follow-through (Fernandez and Rainey, 2006; Kotter, 1996).
This links to individualised consideration because staff require communication that recognises their concerns, professional realities and emotional responses to change (Bass and Riggio, 2006; Weick, 1995). Effective communication should therefore be two-way, iterative and locally interpreted through line managers, who often translate strategic messages into operational meaning (Bass and Riggio, 2006; Kotter, 1996; Balogun and Johnson, 2004; Weick, Sutcliffe and Obstfeld, 2005). Communication should be understood as a relational and interpretive leadership practice that builds trust by providing clarity, acknowledging uncertainty and connecting change to staff roles, service purpose and public value (Weick, 1995; Fernandez and Rainey, 2006).
5.7 Resource Pressure, Workload and the Conditions for Transformation
Resource pressure, workload and complexity were major constraints on transformational leadership. Participants described financial pressure, rising demand, workforce capacity issues, statutory complexity and emotional labour. This supports public sector, emotional labour and job demands-resources literature, which shows that leadership effectiveness, wellbeing and engagement are shaped by resources, capacity and support (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Hochschild, 1983; Lee and Ashforth, 1996; Bakker and Demerouti, 2007; Schaufeli and Bakker, 2004; Kahn, 1990; Saks, 2006). It also challenges any assumption that vision and motivation alone can overcome structural constraints.
Staff may support transformation in principle but lack the time, energy or capacity to engage with it in practice (Bakker and Demerouti, 2007; Schaufeli and Bakker, 2004; Kahn, 1990; Saks, 2006). Workload can narrow attention to immediate pressures and make improvement activity feel like an added burden. Transformational leadership therefore depends not only on motivation, but on organisational capacity; without this, empowerment risks becoming responsibility without sufficient resources (Bakker and Demerouti, 2007; Fernandez and Rainey, 2006).
In practice, leadership development should be accompanied by workload realism, prioritisation and implementation support. Leaders need to create conditions for transformation by protecting time for learning, reducing unnecessary bureaucracy, clarifying priorities and recognising the emotional impact of public service work (Andrews and Boyne, 2010; O’Toole and Meier, 2009; Nielsen et al., 2009).
5.8 Public Value, Community Outcomes and Child-Centred Purpose
Participants grounded leadership in public value, community outcomes and child-centred purpose, particularly in Children’s Services and Education. This aligns with public service and public value theory, which emphasise citizenship, legitimacy, trust, outcomes and service delivery capacity rather than efficiency alone (Denhardt and Denhardt, 2015; Moore, 1995; Benington and Moore, 2011; Stoker, 2006; Bryson, Crosby and Bloomberg, 2014).
The findings connect with transformational leadership theory because shared purpose is central to inspirational motivation. In local government, however, shared purpose is rooted in outcomes for residents, children, families and communities. Public purpose can motivate change, but it must be linked to measurable improvement, participation and transparent choices rather than assumed as an inherent feature of public service work (Denhardt and Denhardt, 2015; Moore, 1995; Bryson, Crosby and Bloomberg, 2014).
Transformational leadership in local government should therefore be evaluated not only by motivation or performance, but by whether it strengthens fairness, accountability, co-production and outcomes for citizens. This adds a public value lens to transformational leadership theory and connects local authority leadership to wider debates about collaborative public leadership and governance (Denhardt and Denhardt, 2000; Denhardt and Denhardt, 2015; Moynihan, Pandey and Wright, 2012; Crosby and Bryson, 2018; Hartley, 2018).
5.9 Answering the Research Questions
Research Question 1: How do managers and staff understand and interpret transformational leadership? 
Participants understood transformational leadership as relational, values-based and enabling. It was associated with trust, empathy, visibility, autonomy, support, encouragement and ethical behaviour rather than formal theory or charismatic authority (Alimo-Metcalfe and Alban-Metcalfe, 2001; Ospina, 2017; Northouse, 2021).
Research Question 2: What practices and behaviours are linked to transformational leadership? 
Key practices included communicating purpose, building trust, enabling autonomy, supporting development, encouraging innovation, creating psychological safety, collaborating across boundaries and connecting change to public value (Bass and Riggio, 2006; Bass and Avolio, 1994; Edmondson, 1999; Denhardt and Denhardt, 2015; Ospina, 2017).
Research Question 3: What opportunities and challenges affect transformational leadership? 
Opportunities included supportive culture, public service values, partnership, innovation, co-production and leadership development. Challenges included silos, workload, limited resources, bureaucracy, inconsistent communication and uneven culture. These factors interacted, showing that transformational leadership depends on organisational conditions as well as individual behaviours (Fernandez and Rainey, 2006; Andrews and Boyne, 2010; Schein, 2010).
Research Question 4: How does transformational leadership affect motivation, engagement and performance? 
Transformational leadership supported motivation and engagement when staff felt trusted, valued, informed and connected to meaningful public outcomes. Its effect on performance was mediated by resources, workload, governance and systems, challenging a direct causal assumption between leadership and improved performance (Judge and Piccolo, 2004; Wang et al., 2011; Andrews and Boyne, 2010; Bakker and Demerouti, 2007; Kahn, 1990; Saks, 2006).
Research Question 5: How do culture, structure and community expectations influence leadership? 
Culture shaped whether leadership was experienced as supportive and values-led; structure shaped pace and feasibility through governance and departmental boundaries; and community expectations anchored leadership in fairness, public value and outcomes for residents. These factors interacted continuously, confirming the context-dependent nature of transformational leadership in local government (Schein, 2010; Denhardt and Denhardt, 2015; Van Wart, 2013).
5.10 Theoretical Implications
The study makes three theoretical contributions. It supports transformational leadership theory by showing that participants valued vision, empowerment, support, development and intellectual stimulation (Bass and Riggio, 2006). It extends the theory by showing that these behaviours are interpreted through democratic accountability, statutory duty, service complexity and public value (Denhardt and Denhardt, 2015; Van Wart, 2013; Andrews and Boyne, 2010). It also challenges leader-centred assumptions by showing that transformational leadership is enabled or constrained by culture, structure, resources and systems (Yukl, 1999; Tourish and Pinnington, 2002; Meindl, Ehrlich and Dukerich, 1985; Schein, 2010).
Transformational leadership in local government should therefore be understood as relational public transformational leadership: values-led and enabling, but also accountable, collaborative, politically aware, resource-conscious and rooted in community outcomes (Bass and Riggio, 2006; Van Wart, 2013; Ospina, 2017; Denhardt and Denhardt, 2015).
5.11 Practical Implications
The findings have practical implications for local authority leadership. Leadership development should prioritise coaching, communication, emotional intelligence, reflective practice, ethical decision-making and trust-building, while also incorporating cross-service learning to reduce silos and strengthen organisational literacy (Alimo-Metcalfe and Alban-Metcalfe, 2001; Northouse, 2021; Ospina, 2017; Van Wart, 2013). Governance processes should be reviewed for proportionality and clarity, while recognising that leadership development will have limited impact if systems continue to reward siloed working or if workload prevents learning and reflection (Fernandez and Rainey, 2006; Andrews and Boyne, 2010; Schein, 2010).
Communication during change should be treated as a leadership function, with staff receiving timely, consistent and honest explanation of purpose, impact and support (Kotter, 1996; Fernandez and Rainey, 2006). Transformation should also be linked explicitly to public value and outcomes for citizens, while workload, staffing, resources and emotional labour must be addressed if transformational leadership is to be sustainable (Denhardt and Denhardt, 2015; Nielsen et al., 2009; Van Wart, 2013).
Recommendations for practice: Newport City Council could develop a structured leadership pathway incorporating coaching, mentoring, reflective supervision and cross-departmental learning. It could also strengthen manager networks, improve change communication, review governance routes for proportionality, protect capacity for improvement activity and ensure innovation is assessed by its contribution to children, families, communities and service quality (Alimo-Metcalfe and Alban-Metcalfe, 2001; Fernandez and Rainey, 2006; Denhardt and Denhardt, 2015; Van Wart, 2013).
5.12 Strengths, Limitations and Reflexivity
A key strength of the study is its qualitative design, which generated detailed, context-specific insights into how leadership, culture, governance, collaboration and public value were experienced in practice (Creswell and Poth, 2018; Silverman, 2016; Lincoln and Guba, 1985). Including participants from different roles and service areas also helped reveal organisational variation rather than presenting a single account of culture or leadership (Yin, 2018; Stake, 1995). However, the study offers analytical rather than statistical generalisation, so its value lies in interpretation, transferability and contribution to understanding rather than universal applicability (Yin, 2018; Lincoln and Guba, 1985).
Limitations include the single local authority case, purposive sample and cross-sectional design, which restrict statistical generalisation and do not capture change over time (Yin, 2018; Patton, 2015; Bryman, 2012; Ritchie et al., 2014). Interview responses may also have been shaped by social desirability, organisational loyalty, fear of criticism or individual experience (Silverman, 2016; Grimm, 2010; Kvale and Brinkmann, 2009).
Reflexivity was important because the researcher’s professional background and familiarity with the sector may have informed understanding while also creating assumptions about participants’ meanings (Berger, 2015; Creswell and Poth, 2018). This was addressed through attention to participant accounts, transparent theme development and critical reflection on the researcher’s position (Braun and Clarke, 2006; Lincoln and Guba, 1985; Nowell et al., 2017).
These limitations directly inform the future research agenda. The single-case design points to the value of comparative studies across different local authorities; the cross-sectional design highlights the need for longitudinal research that can examine how leadership culture and change develop over time; and the focus on managers and staff indicates the importance of including service users, children, young people and community partners in future studies to understand whether values-led leadership is experienced beyond the organisation.
5.13 Recommendations for Future Research
Future research should compare transformational leadership across several local authorities and use longitudinal designs to examine how leadership culture develops during reform, digital transformation or financial pressure. Further work should also examine middle managers, who appear important in translating senior leadership messages into everyday practice (Yin, 2018; Bryman, 2012; Van Wart, 2013; Fernandez and Rainey, 2006; Weick, Sutcliffe and Obstfeld, 2005; Nordin et al., 2023).
Additional research could explore transformational leadership, staff wellbeing, workload and emotional labour, particularly where resources are constrained (Bakker and Demerouti, 2007; Schaufeli and Bakker, 2004; Maslach and Leiter, 2016). Studies involving service users, children, young people and community partners would also show whether values-led leadership is experienced beyond the organisation. Future evaluations of coaching networks, leadership passports or manager forums would strengthen evidence on leadership development interventions (Malterud, Siersma and Guassora, 2016; Birt, Scott, Cavers, Campbell and Walter, 2016).
5.14 Chapter Summary
This chapter has interpreted the findings in relation to the research questions, literature and theoretical framework. It has argued that transformational leadership in local government is relational, values-led, enabling and public-value focused, but constrained by governance, resources, workload, silos and uneven culture (Bass and Riggio, 2006; Schein, 2010; Andrews and Boyne, 2010; Van Wart, 2013). The findings confirm aspects of transformational leadership theory while showing that local authority leadership also requires accountability, collaboration, public service purpose and organisational capacity (Denhardt and Denhardt, 2015; Ospina, 2017; O’Toole and Meier, 2009).
The central contribution is that transformational leadership in a local authority should be understood as practical, relational and systemic rather than heroic or purely visionary (Yukl, 1999; Tourish and Pinnington, 2002; Ospina, 2017). It depends on trust, communication, development, collaboration, proportionate governance and connection to community outcomes, but these conditions are fragile where communication is inconsistent, silos persist, capacity is limited or public value is not translated into operational change (Alimo-Metcalfe and Alban-Metcalfe, 2001; Fernandez and Rainey, 2006; Denhardt and Denhardt, 2015). Transformational leadership can therefore support motivation, innovation and service improvement only when organisational conditions enable staff to participate meaningfully in change.
Overall, the dissertation addressed its objectives and answered the research questions. The literature review examined transformational leadership in public sector and a local government context; the qualitative findings captured managers’ and staff members’ experiences within Newport City Council; and the discussion translated these findings into implications for leadership development, governance, communication, collaboration and performance improvement (Bass and Riggio, 2006; Creswell and Poth, 2018; Fernandez and Rainey, 2006). The study shows that transformational leadership can support change when relational behaviours are reinforced by organisational structures, capacity and commitment to public value.
5.15 Conclusion
This dissertation examined how transformational leadership is understood, experienced and enacted within Newport City Council, and how it influences organisational change, staff engagement and perceived performance. It found that transformational leadership was not primarily experienced as heroic or charismatic leadership, but through relational, values-led and enabling behaviours such as trust, visibility, empathy, communication, autonomy, support, collaboration and ethical practice (Yukl, 1999; Bass and Riggio, 2006; Ospina, 2017).
The research also showed that transformational leadership was facilitated by organisational conditions. Culture, governance, resources, workload, silos, communication and public value expectations shaped whether leadership behaviours could be enacted meaningfully (Schein, 2010; Andrews and Boyne, 2010; Van Wart, 2013). Transformational leadership may support motivation, engagement, innovation and service improvement, but only where staff have sufficient clarity, capacity, authority and organisational support to act (Judge and Piccolo, 2004; Wang et al., 2011; Fernandez and Rainey, 2006).
The study contributes to leadership theory and practice by arguing that transformational leadership in local government should be understood as relational, systemic and context-dependent (Ospina, 2017; Schein, 2010; Denhardt and Denhardt, 2015). For Newport City Council, leadership development is likely to be most effective when connected to organisational learning, proportionate systems, protected capacity and sustained commitment to outcomes for children, families and communities (Alimo-Metcalfe and Alban-Metcalfe, 2001; Fernandez and Rainey, 2006; Northouse, 2021).
The original contribution of this study is therefore threefold. First, it reframes transformational leadership in local government as relational public transformational leadership: a form of leadership that is values-led, enabling and developmental, but also accountable, collaborative and rooted in public value. Second, it shows that leadership effectiveness is mediated by organisational capacity, governance, resources, workload, culture and public service purpose, rather than being produced by individual leader behaviours alone. Third, it contributes qualitative evidence from a local authority context, where empirical understanding of how transformational leadership is enacted and experienced remains limited. In doing so, the study demonstrates that transformational leadership in local government is best understood not as a universal leadership model, but as a relational, public-value-driven and system-dependent practice shaped by the realities of local authority work (Bass and Riggio, 2006; Ospina, 2017; Van Wart, 2013; Denhardt and Denhardt, 2015; Schein, 2010).
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Participation information sheet and consent.docx
Participation Information Sheet 

Participant Information Sheet

Semi-Structured Interview on Transformational Leadership and Organisational Practices 

You are invited to take part in a semi-structured interview as part of a research project exploring organisational practices, transformational leadership, personal experiences, and perspectives within your organisation. Before you decide whether to participate, please read the following information carefully, which outlines what the interview involves and your rights as a participant. 

Purpose of the Interview

The interview aims to gain insight into organisational culture, transformational leadership, and individual perspectives. Transformational leadership focuses on inspiring and motivating employees, fostering innovation, and driving positive change within organisations. Your responses will contribute to a deeper understanding of the challenges, successes, and areas for improvement within the organisation, informed by established qualitative research methods. 

What Will Happen?

· The interview will last approximately 45–60 minutes.

· Questions will cover recent organisational projects, transformational leadership practices, personal experiences, and suggestions for improvement.

· Your responses will be audio-recorded, transcribed, and analysed for research purposes.

Your Rights

· Participation is entirely voluntary. You may withdraw at any time without giving a reason and without consequence.

· Your responses will be anonymised and treated confidentially. Only the researcher will have access to the data.

· You will be provided a copy of your transcript to review and make edits/changes before the final versional is analysed. 

Risks and Benefits

There are no anticipated risks to participation. You may benefit by having an opportunity to share your views, including experiences with transformational leadership, and contribute to organisational improvement. 

Contact Information

If you have any questions or require further information, please contact the researcher at Jay.McCabe@newport.gov.uk. 

Consent

By agreeing to participate, you confirm that you have read this information sheet and understand what is involved. 

Semi-Structured Interview Schedule

This interview schedule is developed to guide semi-structured interviews, drawing upon themes and methodological recommendations from key texts in business and organisational research. The schedule is designed to elicit rich, qualitative data whilst allowing flexibility for follow-up questions and exploration.



Introduction and Informed Consent

1. Introduce yourself and explain the purpose of the interview.

2. Describe the scope of the research and assure confidentiality and anonymity (Wiles et al., 2008).

3. Obtain verbal consent to record and use the data.

Background Information

4. Can you briefly describe your role within the organisation?

5. How long have you been in this position?

Organisational Culture

6. How would you describe the culture of your organisation? (Schein, 2010)

7. Are there any particular values or behaviours that are emphasised?

Leadership and Management

8. What is your experience of leadership within the organisation? (Tourish, 2013; Van Wart, 2013)

9. Can you give an example of how leadership has influenced organisational outcomes?









Case Study Context

10. Can you describe a recent situation or project that reflects organisational practices? (Stake, 1995; Yin, 2018)

11. What were the main challenges and successes?

Personal Experiences and Perspectives

12. How have your personal experiences shaped your view of the organisation? (Smith, Flowers & Larkin, 2009)

13. Are there any changes you would suggest to improve organisational culture or leadership?

Closing

14. Is there anything else you would like to add that has not been covered?

15. Thank the participant for their time and contribution.





Questions are informed by established research methods and qualitative inquiry approaches, ensuring both rigour and depth.

References: Saunders et al. (2019), Schein (2010), Silverman (2016), Smith et al. (2009), Stake (1995), Tourish (2013), Van Wart (2013), Wiles et al. (2008), Woods et al. (2016), Yin (2018).
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Transcripts 

Participant A

Researcher

0 minutes 3 seconds0:03

Researcher 0 minutes 3 seconds

Just quickly share my screen.

Researcher 0 minutes 6 seconds

You're my very first one. So this is going to be all of the learning curve. Yes, yes, yes, yes. Right. OK. So just let me know. Can you see that, Participant A? Lovely. So obviously it's just to confirm it's a semi structured interview.

0:08

0 minutes 8 seconds

Participant A

Oh, am I?

0 minutes 9 seconds0:09

Participant A 0 minutes 9 seconds

Oh, am I?

Participant A 0 minutes 17 seconds

Yeah.

Researcher

Researcher

0 minutes 23 seconds0:23

Researcher 0 minutes 23 seconds

And the project of the research is around transformational leadership, but particularly around the application of the concept of transformational leadership within a local authority setting. My hope and my aim for today's I guess discussion interview is going to be about getting your personal experiences and understanding of that concept.

Researcher 0 minutes 43 seconds

Set on what that looks like, uh, from your experience and how you feel that's applied within the local authority, if that's OK.

Researcher 0 minutes 51 seconds

And then the next bit.

Researcher 0 minutes 54 seconds

So I've just kind of given you a bit of an overview already to just like a culture, transformation of leadership and individual perspectives.

Researcher 1 minute 2 seconds

Are you aware very much about the literature around transformational leadership?

Participant A 43 minutes 46 seconds

Wider across the council. So I think we have, we have.

Participant A 43 minutes 52 seconds

Really come on and develop that cross working, that cross understanding, which is something I absolutely did experience in my previous authority. There was a it was very cohesive because we were much smaller. You know, children and adults did work very closely together. There was a lot of interchange of staff.

Researcher

Researcher

44 minutes 2 seconds44:02

Researcher 44 minutes 2 seconds

Mm.

Researcher 44 minutes 5 seconds

Mhm.

Participant A

Participant A

44 minutes 12 seconds44:12

Participant A 44 minutes 12 seconds

Between the teams and you know, ideas and things like that. And I wanted to see that and I wanted to replicate that here because I saw the benefits of that and I think we have absolutely started to do that. I want to see more of that.

Researcher

Researcher

44 minutes 12 seconds44:12

Researcher 44 minutes 12 seconds

Mhm.

Researcher 44 minutes 20 seconds

Researcher 44 minutes 20 seconds

Researcher 44 minutes 22 seconds

Mm.

Researcher 44 minutes 28 seconds

Mm.

Participant A

Participant A

44 minutes 28 seconds44:28

Participant A 44 minutes 28 seconds

And I want to see that go with spreading further out to areas of the council that we were more closely aligned to, particularly with education, with housing, but equally.

Participant A 44 minutes 46 seconds

You know.

Participant A 44 minutes 48 seconds

With environment and regeneration because I was only having this conversation yesterday that a lot of the social problems that we that come to our front door if we had a really good economic.

Researcher

Researcher

44 minutes 52 seconds44:52

Researcher 44 minutes 52 seconds

M.

Participant A

Participant A

45 minutes 6 seconds45:06

Participant A 45 minutes 6 seconds

Offer of jobs and good wages and all of that in the local area. If that was even better than it is, that would prevent social needs from escalating and coming through our front door. You know, people in, you look at our care leavers, you know.

Researcher

Researcher

45 minutes 16 seconds45:16

Researcher 45 minutes 16 seconds

Mm.

Researcher 45 minutes 20 seconds

Yeah, I agree. Yep.

Participant A

Participant A

45 minutes 26 seconds45:26

Participant A 45 minutes 26 seconds

And and getting them into meaningful employment and you know that they're paid properly, that they're valued, that they belong to something, they will naturally flourish as opposed to going down a path where they're they're not valued and therefore they misuse substances.

Researcher

Researcher

45 minutes 28 seconds45:28

Researcher 45 minutes 28 seconds

Yeah.

Researcher 45 minutes 39 seconds

Yeah.

Researcher 45 minutes 46 seconds

Yeah.

Participant A

Participant A

45 minutes 46 seconds45:46

Participant A 45 minutes 46 seconds

And they have got no money in their pocket and it leads to a completely different trajectory. So I think we've got, you know, the changes as well is that that understanding that as a council, we've got a part to play, a big part to play.

Researcher

Researcher

45 minutes 54 seconds45:54

Researcher 45 minutes 54 seconds

Yeah.

Participant A

Participant A

46 minutes 5 seconds46:05

Participant A 46 minutes 5 seconds

An environment of regeneration to stop the demand into social care by bringing business into the local area, building quality housing, you know.

Researcher

Researcher

46 minutes 10 seconds46:10

Researcher 46 minutes 10 seconds

Yep.

Researcher 46 minutes 16 seconds

Yeah. Yeah. No, that's great, Participant A. That's great. OK. And then just the last section then, which is just really some closing bits. Is there anything else that you'd like to add that we've not talked about or covered that you wanted to discuss?

Participant A

Participant A

46 minutes 19 seconds46:19

Participant A 46 minutes 19 seconds

Mm.

Participant A 46 minutes 34 seconds

You think so?

Researcher

Researcher

46 minutes 35 seconds46:35

Researcher 46 minutes 35 seconds

Great. And from my perspective, I just wanted to say a big thank you. Honestly, thank you for your time. Thank you for the conversation. This is a very privileged moment to be able to do this with you. No, honestly, it's been great. It's absolutely great. So I am going to stop the transcription now. OK.

Participant A

Participant A

46 minutes 44 seconds46:44

Participant A 46 minutes 44 seconds

Oh, don't be daft.

Participant A 46 minutes 49 seconds

Hmm.

Researcher

Researcher

46 minutes 54 seconds46:54

Researcher 46 minutes 54 seconds

And I'll stop recording.



Researcher

stopped transcription

Participant B 24 April 2026, 10:48am

32m 3s



Research interviewer started transcription



Research Interviewer 0:03
I'm going to go through just quickly. You may or may not have had a chance to see the schedule, so I will just quickly show it to you. All right, so you have a little chance to look at it first, okay?



Participant B   0:06
Getting.
Like.


Interview Researcher 0:13
And.


Participant B 0:13
That's the hut.


Interview Researcher 0:15
problem. Can you see that alright?


Participant B0:18
Yep.

Interview Researcher 0:19
just obviously that you're invited to take part in a semi-structured interview on transformational leadership and organizational practice. And this is going to be very much about your personal experiences and perspectives within your organization, okay. So just to confirm, obviously there is a section around your rights.


Participant B0:25
Okay.

Interview Researcher 0:37
But really, it's just to say to you, in terms of the detail, we're going to concentrate on potentially organizational culture, the concept of transformational leadership, and then your individual perspective. I don't know if you know much about transformational leadership, but it's primarily about the type of leadership qualities or characteristics.
which then focus on the concept of inspiring and motivating leaders, developing innovation, driving positive change within organisations. So your response will help to give us a deeper understanding of what that looks like within a practical setting. Okay, and it's also a chance for you to offer any recommendations around any areas of improvement.


Participant B1:01
I don't understand.
The participant.


Interview Researcher 1:17
Okay, so anything that you think that I can take forward? Is that all right? Yes. Lush? Okay, it'll last between 45 to 60 minutes. I think it'll be about 45 minutes for us, so we won't take massively long. Obviously, we're going to cover things like any particular projects, transformational leadership practices or personal experiences that you are aware of. Okay, there is no right or wrong answer here, Participant B.


Participant B 1:20
Yeah, close.


Interview Researcher 1:38
It's about you reflecting on anything that relates to you. Does that make sense? Obviously, it's audio recorded. I'll be transcribing it. What I will then do is once the transcription's taken place, I will send you a copy of the transcription. You can then have a little look at it and confirm if you're happy with the contents and if there's anything that you wish to add.



Participant B 1:44
Definitely.



Interview Researcher 1:57
edit or amend so you can then once you've done that, send it back to me if you feel like it hasn't really reflected everything that we talked about. Is that all right? Yes. So obviously voluntary, so you can withdraw at any time if you'd like to. Your data will be anonymized and treated confidentiality and it will be only used by me for the purposes of this research.

Participant B 2:05
Yeah, perfect. Thank you.
Can you talk about that?

Interview Researcher  2:17
Obviously, I've already talked about the copy of the transcript and then if you have any questions or you want to ask me anything, then you can contact me obviously on my email address. There is a consent form. What I'll get you to do is just on the thing that I've sent over to you, if you could just put your signature on the bottom and send it back to me, that would be blooming marvellous. Is that okay?

Participant B 2:36
No problem.


Interview Researcher  2:38
Fab. Okay, so I'll keep Participant B, I'll keep the questions up on the screen for you as you can see them as well. So the first one then, can you just introduce yourself to me a little bit and tell me a little bit about yourself and your role within the organisation?


Participant B 2:50
Yeah, of course.
So, my name is Participant B. I am a, I would guess, mid-level manager in the local authority. My role in the organisation, I'm part of Regeneration and Economic Development as a wider team, but my smaller unit is working skills for the local authority. So, essentially,
and ensuring that communities can access works and Skills provision across the local area. In terms of my role at the moment, I am starting a new project. So I am a Project Manager looking at a new employability and Skills Programme aimed at people with disabilities and mental.


Research Interviewer   3:16
Mhm.
Very interesting indeed. Okay, so giving you, having given you just a little bit of an understanding of transformational leadership, do you feel there are any particular values or behaviors that are emphasized either within your practice or within your organization that you recognize when we've talked about that concept?


Participant  B 3:53
I think in terms of, I think transformation leadership is very much ingrained in you as a person. I don't think it's anything necessarily that I think, I think it's something you can bring. I think it's very much ingrained in the work that I do purely because I'm a very innovative and creative person. So I'm always trying to find new ways, new avenues to kind of
sort of push the organisation forward, push teams forward and also push boundaries where we can as well. And I know like working with the council, we work in a very bureaucratic organisation with lots of red tape and I think sometimes it's about understanding not necessarily how we can overcome those barriers because some of those red tapes are there for a reason.


Research Interviewer   4:25
Mhm.


Participant  B 4:37
to understand maybe that we can be more innovative in how we work around those processes and try and make them adaptable and accessible for everyone. So for me, I think it's more important, it's more focused on how you can


Research Interviewer   4:43
Mhm.


Participant  B 4:54
Bring that transformation as a person, rather than...
Organizational constraints that...
only life and that to flourish. Just by making sense.


Research Interviewer   5:04
Yeah, I do. Okay. Yeah, no, it really does. It really does. So just...


Participant B 5:07
Also, I have got ATHD, so answering the question is difficult. So sometimes I've got to go back again.


Research Interviewer   5:11
No, no, no, no, you're doing great, Participant B, and it's absolutely fine if you want to revisit stuff. So are you happy if I summarize and just reflect back what you've said? So from your understanding perspective, you feel it's very much about the individual and the qualities that they have and how that then translates into the work that you're doing and how you lead your team.


Participant B  5:14
Okay, perfect.
Yeah, fine.


Research Interviewer   5:32
Is that right?


Participant  B 5:32
Yeah, yeah, and I think it's a lot, a lot, a lot based on personal values, I think, and how, because my personal style of leadership, I don't, I don't sort of go to the autocratic side. I'm very much a case of, we lead as a team together. It's not, I very much.
I am made by the teams around me. It's not a case of, I don't, you know, I provide leadership in the way that people can come to me if they feel they need support or if they feel they need to sign board an idea. I don't lead as in, you need to do this, you need to do this and I'm going to watch or I'm going to monitor you or, you know, I


Research Interviewer   6:01
Mhm.


Participant  B 6:11
I firmly believe in that some of the best managers I've ever had have been people who have...
sort of not necessarily, you know, have given me that a huge sense of purpose. And I think that's the point is I very much need from my why and why I do what I do, why I'm in the role I'm in. And I think that feeds into a team and builds their


Research Interviewer   6:34
Mhm.


Participant B  6:38
sort of connection with the organisation rather than it being, this is the way things are done, this is the process and we're going to follow it, whether you feel like that's the process for you or not, enough.


Research Interviewer   6:45
Children.
Yeah, sure, sure. I do apologise, I forgot to ask you, how long have you been in your current role?


Participant B  6:55
My current role is just over a year, but I've been with the organisation for, I think, 6 in November.


Research Interviewer   7:01
Cool, thank you, that's really helpful. Okay, the next one, next question is, how would you describe the culture of your organisation?


Participant B  7:02
Hmm.
Yeah.
I love this question. I think it depends on the department you're talking to, especially with the one as big as our organisation. I think when you're looking at the council, there's so many various departments doing various different things that I think culture is a real


Research Interviewer   7:25
King.


Participant B  7:29
Culture has to start from the bottom, isn't it? So I think sometimes in some departments it can be very straight, very strict, very, I almost see some departments as a suit and tie if I was to visualize them. But my department, because we're very community focused and we're very much grassroots level and I think


Research Interviewer   7:42
Yeah.


Participant B  7:49
the culture there that we experience is very different to other departments. My culture is very collaborative. It's based in idea sharing and idea generation. It's based in finding solutions. And that's where I think I thrive most because


Research Interviewer   7:53
Yeah.


Participant B  8:07
any solutions person, I always try and find a way through. But I also feel like culturally we tend to
sometimes sit back on things we've done for a number of years and think that they're the only way to do things. I think sometimes we're a bit narrow-minded in terms of innovation, which I would love to change.


Research Interviewer   8:34
It's really interesting, Participant B, that you have reflected on the differences of culture across the, you know, across the council. In my previous interview, somebody said exactly the same thing. So it's really fascinating that you've touched on that. And so really, in essence, as you're saying, quite rightly,


Participant B  8:49
Why all this now?
Weed.


Research Interviewer   8:56
is that then I guess how that leadership culture is then delivered, explored and done is different within each service area culture, I guess.


Participant B  8:58
Not very much.
Yeah.
Yeah, and I think sometimes, sometimes you can get a lead, because I know we're really good in playing with them within within our own organisation. So we, you know, the iPads, for example, six years of a full promotion. So for me, it's the opportunity to work with other departments kind of leads that


Research Interviewer   9:14
Mhm.


Participant B  9:25
culture, which I kind of like if people put across work and again, I think we tend to, those cultural silos are only built by people who don't allow for other influence. And I think that so that the opportunities where we can to be more collaborative, we should be maximizing because that will improve.


Research Interviewer   9:27
Mm.
Mhm, mhm.


Participant B  9:45
The culture of all.


Research Interviewer   9:47
Yeah, sure. That's really interesting, Participant B. And also great that you're able to reflect on your personal growth and development. It sounds like you have grown a lot in the time that you've been in this organization.
Yeah.
Nothing.


Participant B  10:19
Targets based on being both freeing.
on the same side of that who do experience departments that are very similar to private sector departments in that they are just target driven and very, very close. So yeah, it's a weird makeup I think.


Research Interviewer   10:28
Mhm, mhm.
So going back to that point and a bit more of a free flow part of the conversation, you've made a really interesting comparison. So am I right in, summarizing what you've just said, that in some respects there are differences working within private and public, but in some other aspects there are also some similarities?


Participant B  10:48
Yeah, yeah. And I think people think they're so vastly different, but there isn't, there's not. Yeah, there's elements that are very similar.


Research Interviewer   10:53
Interesting.
So from your experience, where would you say the strongest similarities have been?


Participant B  11:02
I think the strongest similarities for me, probably more so when we're thinking about grant funding. So obviously grant funding comes with a lot of restrictions in terms of delivery. And I think depending on the manager looking after that grant funding, it can be very, very target KBI driven because we


Research Interviewer   11:13
Mhm.
Sure.


Participant B 11:22
to show testament for the money that we've been given. But grant funding, often the impetus of grant funding is to support communities. So really, you're not, those two systems don't really gel together. So I think that's one similarity I find. But also,


Research Interviewer   11:25
Yeah.
Mhm.
Mm.


Participant B  11:41
Another one is the requirement to almost be someone else in certain scenarios. So for example, working in the private sector, if you're dealing with a certain client, you have to be a certain type of way, and I've seen that in councillor meetings, whereas the person that I am day to day, I'm not that kind of person in a cabinet briefing, let's say, or a councillor briefing.


Research Interviewer   11:51
Mhm.


Participant B  12:05
It's 2 very different worlds and I feel like that masking ability is something that crosses both.


Research Interviewer   12:08
In.
That's really interesting, Participant B. Thank you. And you've explained one of the more subtle things that's really, really, really helpful. So going back to, apologies, because I kind of skipped initially to the bit about particular values of behaviours. You've talked about the culture in your particular area and then also the difference in culture and other areas. Are there any particular values or
Behaviours that you would say are reflected within the culture that you were within.


Participant B 12:39
Yeah, I mean, values. Again, I've mentioned earlier the why. I think for what we do, that's needed. I think also integrity is huge and being having having a real a real personal.


Research Interviewer   12:50
Mhm, mhm.


Participant B  12:58
belief in doing better, making change and having a real focus on not necessarily just making things better for you, but making things better for others. And I think that's a real big importance. I think sometimes when you get, you have some managers that get to manage you in leadership roles and they are very much autocratic in the way that they deliver services and the way that they deliver, you know, communication.


Research Interviewer   13:20
Yeah.


Participant B  13:21
and I think that is that is emphasized in certain areas, most definitely, because you need that strong, driven management style. But I think anything to do with the community, you need to be, we really, really value.


Research Interviewer   13:22
Yeah.
Mhm.


Participant B 13:37
So, we value having that tin to the service, you know, the want to the want to be to be there to do better. I think another value that was really, really emphasized is working together, being collaborative, and also not being afraid to contact certain people and having that.


Research Interviewer   13:40
Mhm.


Participant B 13:55
I know, I really treating everyone with saying it is a huge thing, like, regardless of level, you know, having that we are that we are honest conversations with people and having those those values, and I think behaviourally something has taken quite, I think, a context a lot is flexibility, like,


Research Interviewer   14:02
Show.
Mhm.


Participant B  14:16
I think that's taken, I think some people think that that's a bad thing, to be inflexible and allowing people to make their own way and have their own path. And I think as a leader, it's a really difficult lesson to learn because you have to, there's an element of trust there. But the idea of trust and value in employees is a huge


Research Interviewer   14:30
Mhm.


Participant B14:35
Behavior that's emphasized.


Research Interviewer   14:37
Sure, sure. That's really helpful, Participant B. Thank you and for talking about the intricacies or the subtle differences depending on the area or type of work that you're undertaking. So that's really helpful too. Thank you. Okay, what is your experience of leadership within the organisation?


Participant B 15:00
Okay, so, um...
I'm proud to say that, you know, a lot of our leadership is female and I think that's a huge, a huge step in the right direction. And I think that, you know, in some places women are marginalised and just even we've got a female CEO, we've got a lot of females head of Services, that is


Research Interviewer   15:22
Yeah.


Participant B   15:24
For me, that was a real draw for me to start with the organisation anyway, because that is probably a massive difference with private sector, is there's a lot of, I was in a lot of rooms I probably shouldn't have been in with a lot of men that, you know, that are kind of controlling the system and I think that was really nice to break free of that.


Research Interviewer   15:26
Yeah.
Yeah?


Participant B   15:44
So to see females, incredible. There's a lot of people who have come.
to this organisation from different sectors, and I think that brings a lot of that, that does bring a lot of positivity, but there's also an element of negativity in that, in that, you know, certain industries have rather certain ways of working, and sometimes that doesn't always encompass what we what we believe to deliver as our values.


Research Interviewer   15:52
Mhm.
Sure.


Participant B   16:09
And...


Research Interviewer   16:09
Participant B.


Participant B   16:10
I think I don't.
I think there's a lot of, I want to be honest in that, I think there's a lot of managing upwards.


Research Interviewer   16:21
Mmh.


Participant B   16:22
in a lot of in a lot of areas. I think there's a lot of mid-level and lower level management supervisory colleagues that really push the bar in terms of what we can do and the capability. And I think sometimes that can surpass knowledge or expertise or surpass management above.


Research Interviewer   16:34
Yeah.


Participant B   16:41
And I think sometimes that's a culture of the organisation and that we've got a lot of people that have been here for a long time. And I think that sometimes can be a huge asset, absolutely, because of expertise and experience. But the nature of the world is changing so vastly that I think sometimes we have to catch up a little bit in terms of our thought processes and the way that we work.


Research Interviewer   16:41
Mhm.
Yeah.
Yeah, sure.


Participant B   17:02
So that's my experience of leadership within the local authority is this, you know, the women, women are great, but also there's an element of we need to move the times, I think a little bit more.


Research Interviewer   17:02
Yeah.
Actually.
So just going back to your point there, Participant B, that's really interesting. So that I've understood it correctly, that you've got generations of people within the organisation who have got a lot of skills, knowledge and expertise, who are adapting maybe to the current demands and the current needs.
of society, the current needs of the business, who potentially are demonstrating more advanced skills in certain areas than maybe the people that are above them potentially. Okay, that's really interesting.


Participant B   17:45
Yeah, yeah, and I think that's a really, I've noticed in a couple of a couple of different departments I've worked across, and I think there's, I think it's because younger people are getting access to more opportunities, and I think that's really exciting. That's really exciting, but sometimes


Research Interviewer   18:01
Participant B.


Participant B   18:04
If you're in a scenario where you've become a leader or a manager and then you've got someone above you who is stifling potentially your innovative.
ideas or, you know, those ability to grow. Yeah, I think that that will that will stunt the organisation in the long term in many ways.


Research Interviewer   18:16
Ability to grow. Yeah.
Show.
Sure. Yeah, it's a really, really helpful observation, Participant B. Thank you for sharing that. Okay. Can you give me an example of how leadership has influenced any particular organisational outcomes? So from your perspective,


Participant B   18:40
So yeah, I think.
I've managed a couple of different projects across across different Services, predominantly grant funded and leadership. My leadership style has.
meant that we've succeeded. We've had really great success with some of our working skills and probability projects. We've had record numbers of people who are attending, and I think that's because I instill in my team when I've got one, when I did have one, instill in them that


Research Interviewer   19:02
Yeah.


Participant B   19:17
autonomy is huge. I think, you know, being part of an organisation where you can decide your own destiny, I suppose, in one way. I'm very, very focused on personal development, and also personal and professional. So with one to ones, I was very open and honest about them engaging in
you know, wanting to novate them outside of work as well as in work and to kind of see what's driving their impetus as to why they're here and what they enjoy and what they don't enjoy. I think there's also an element of understanding that all people are different and the element of reward has to change. So, for example, I've managed to use various sizes for a number of years and


Research Interviewer   19:39
No.
Mm.


Participant B   19:57
It's a case of understanding that, you know, an extra annual leave day might be great for one person, but another person would prefer to have a monetary reward for things. Or, you know, it's really understanding that everyone is different, everyone is a child together, but I think the expertise lies in how you pull all of that together to achieve outcome.


Research Interviewer   20:07
Yeah.
Yeah.


Participant B   20:16
And I think I've done that really successfully, probably over the last couple of projects. Because I've, again, though, I think it comes back to being able to reach the right people and knowing who's the best fit. And I think as a leader, that's a really important skeleton to learn.
But yeah, I think to achieve outcome, it's the right people, it's the right bones on seats for mostly, but it's also taking the time to understand everyone's an individual and what makes them tick, and then using that to kind of drive drive the system into whatever API targets, whatever you need to.


Research Interviewer   20:45
Children.


Participant B   20:54
OK, or two.


Research Interviewer   20:55
That's really interesting, Participant B. What do you think has influenced your particular approach in that way or that setting? Because it sounds like you have applied a much more individualized, more bespoke approach to each of your staff teams. So where do you think that comes from?


Participant B   21:04
Ohh.
I think, I think it's trauma. I think it's workplace trauma from a previous, from a previous workplace. I mean, like I mentioned before, the private sector and it's a very different environment in terms of, you know, treating everyone as an individual. You're very much just a uniform.


Research Interviewer   21:24
Yeah.


Participant B   21:32
in those other places. And I think I was, I've been othered in lots of situations myself, having ADHD and autism, and I think I really struggled because the systems weren't individualized. And I think if systems and processes, if I would have been considered as an individual rather than just


Research Interviewer   21:47
Mm.


Participant B   21:52
part of a machine, and I think I might have, I think I might still be in that industry now. I think I might have succeeded and gone on to do better things. But because I had that experience, it made me, and I can, I know how deeply that made me feel. I would never do that to someone else. I would always ensure that


Research Interviewer   22:02
Mm.


Participant B   22:14
I'm putting that work in.
to make sure other people feel like I felt. So that's really, really, it's really, really important to me that people feel like they are part of something, not just being taken along for a ride.


Research Interviewer   22:32
So it's very much, it sounds like your approach is very much influenced by your personal experiences and so that comes out in your particular leadership style and approach. That's really interesting. Thank you. No, that's good. That's good. Okay, next question then.


Participant B   22:43
Yeah, definitely.


Research Interviewer   22:52
So we've covered that one, we've covered an example. Can you describe a recent situational project that reflects what you feel would be organisational practices that you would describe as part of the local authority's culture?


Participant B   23:07
OK, so yeah, a recent recent project that we've taken on obviously is [employability project] and it's targeted at people with disabilities and conditions. In terms of the recent sort of, there's been a lot of talk recently about neurodivergence in the local authority, being sort of, you know, we want to be a neurodivergent positive city and we really want to


Research Interviewer   23:26
Mm.


Participant B   23:28
You really want to push that. And I think this project can really serve to reflect our work that we're putting in for that. I think obviously the project will be outward facing so people can actually see we're engaging with individuals who really need that support. But I think the best way of doing that is to show that internally we're really supporting our seniors and our staff.
who have, who are in age diversion, of course, who are in age diversion to really thrive. And some research I'm doing recently for the same thing as you are is to look at ADHD across a leadership role in the local authority. And what I'm finding is that I may
I may have had to change that input slightly because people with ADHD don't necessarily get to leadership roles and that's a huge thing I've found through that research. So, it's more of a question as to why that is. So, I think there's a big piece of work around that and I think [employability project] is a project we really support.


Research Interviewer   24:13
Explain.
Yes, yeah.


Participant B   24:26
Bop.
that conversation moving forward and keeping that in the forefront, definitely.


Research Interviewer   24:30
Yeah, yeah.
Thanks, Participant B, for that one. Okay, interestingly, you kind of went on to the next bit, which is really fascinating. What do you think were the main challenges and successes?


Participant B   24:44
So the main challenge is talking, is opening up the conversation. I think people are so, I mean, people are, I've never experienced anyone not be accepting in the pencil. I've never experienced that, but I think it's not necessarily, I don't think acceptance is enough. I think there has to be a wider


Research Interviewer   24:55
Mm.


Participant B   25:04
you know, who wants to just go somewhere and be accepted? You know, someone wants to be, if someone wants to be, you want to be integrated, so new, and it was, that's different. So I think it's opening that conversation of actually, what does this look like for the organisation? What traits and things can actually put, we can pull together and can support?


Research Interviewer   25:07
Yeah.
Yeah.


Participant B   25:22
our goals and our overall values and not just, you know, understanding that if you've met one person with ADHD and autism, we've met one person with ADHD and autism, we often met, no two are the same. So understanding what's right for one is and right for another, and that's it, and it's not.


Research Interviewer   25:24
Yeah.
Yeah.
Yeah.


Participant B   25:42
It's realising as well that those two things, putting in reasonable adjustments and changes for those people also impacts everyone else positively. So it's more about an organisational change and that's the challenge, isn't it, is that we have to move forward. And that's always a little bit slower in local authority, but we will get there, I think. The conversation is happening.


Research Interviewer   25:50
Yeah.
Yeah, sure, sure.


Participant B   26:02
So...


Research Interviewer   26:04
That's cool. So you've captured really both those bits. Was there anything particularly that you wanted to highlight in terms of any success there?


Participant B   26:12
I think, I think success is in, we've just had a policy progress, which is incredible, and which, you know, that's really great, and I'm part of the working group at the minute to put strategy together, and it's like, whoa, people are considering strategies, that's insane. Like, my, my, my, I hope my whole life is built on strategy, how I can


Research Interviewer   26:19
Yeah.
Yeah.
Amazing.
Yeah, yeah.


Participant B   26:32
make things easier for myself. So the fact that the organisation of workflow is discussing that at like an organisation level is right.


Research Interviewer   26:41
That's good. That's good, Participant B. Yeah, no, it is. That's really good. Okay, next one then. You are speaking to this. This is great. Okay, how have your personal experiences shaped your view of the organisation?


Participant B   26:41
Passage for success.
And...
I, I really love both of my own. I love with music things. I am. I think the the the big thing for me is I only put through on stuff. I was born outside the local area. So, for me, this city means a lot and I think that's a that's my personal experience. I didn't have
I love, I love where I work, I love where I am, but I also believe that there's so much more we could be doing. And I think my personal experience is that, yeah, I have a, you know, pretty decent fancy estate upbringing, you know, with my big family. Like, in terms of that, my personal experience growing up, I thrived here, but I think


Research Interviewer   27:23
Yeah.
Mhm.


Participant B   27:36
is understanding that there's people that don't. So how do we, how do we tailor a city and opportunity and opportunities for work and skills and growth because people that don't have access like I did? And I think that, I think we're really good at
bringing things to the table that need to be discussed on a on a citywide level, really. And I think we're quite good at seeing where gaps are and and working at ways to fill them. And I think, yes, that the gap filling process takes a long time and it's very


Research Interviewer   28:03
Yeah, I am.


Participant B   28:16
difficult, but I think we're very open to having conversations and that's
That's a huge thing, you know.


Research Interviewer   28:25
Yeah, yeah, yeah, I hear you. I hear you. OK, so are there any changes you would suggest to improve the organizational culture and leadership?


Participant B   28:31
The.
Yeah, make me the boss. No, no. In terms of improvement, I think, I think there's an element of we can just stay still. We have to keep moving and I think like looking at
But like, I'm very, very pro like rejigging services and moving people around and letting people try other services and I think we need to be more fluid and collaborative internally to be able to make that work. I think every, you know, there's, we've all met someone who's come in as like an admin assistant or volunteer.


Research Interviewer   29:02
Yeah.


Participant B   29:09
who has been really, really good and we don't want to lose them and then they've gone to volunteers somewhere else and they've got a job somewhere else and we haven't supported and fostered that. And I think sometimes we meet some really great people that we lose because of elements that could have been easily sorted. And I think we have to be better at knowing our people, knowing our people on a


Research Interviewer   29:16
Yeah, sure.
Yeah.


Participant B   29:28
personal and professional level, and really champion in that development, and I think we could definitely get better at that. And it means we get to keep great talent rather than that moving on and us losing that expertise or about losing that spark that we could have had and kept for ourselves. And I think there's an element of


Research Interviewer   29:35
Yeah.


Participant B   29:49
being selfish there, but the selfishness is rooted in some managers and some superiors and some people on the ground have to do a lot more work than they're doing at the minute to really hone in on that, which when we're all busy is hard, I know, but it's definitely something that I try and I try and take some real time out of my day to kind of work on. So


Research Interviewer   30:01
Mhm.
Yeah.
That's cool, Participant B. Okay.
Last part really is just is there anything else that you would like to add? Having gone through this experience, I guess in terms of talking about this theme, is there anything that you think needs to be covered or that you would like to raise to just include in the conversation really?


Participant B   30:31
No, nothing, just that I think.
the conversation, I just want to keep the conversation happening, you know? I just feel like that's a really, I think, I think transformational leadership.


Research Interviewer   30:38
Yeah.
I've lost you.


Participant B   30:49
I just clicked mute by accident. Transformational leadership is not about staying still. It's the whole, it's the whole ethos, isn't it? It's about moving, it's about changing, it's about reflecting of the times. And I think that is something we've got to keep alive, leadership and supervisory.


Research Interviewer   30:54
The.


Participant B   31:10
things are not something that just is going to be part of a day job. I believe it should be the day job and the other bits kind of bolt on. So yeah.


Research Interviewer   31:13
Absolutely.
Thanks, Participant B.
Yeah, no, actually cool. Thank you. You did that in an amazing record time, by the way. Yay!




Participant B   31:24
Yay, got it. I just blazed through everything.


Research Interviewer   31:27
Nah, it's great.
I just want to say thank you. Thank you very much. That was extremely helpful and you touched on pretty much everything I wanted to get covered and you talked about some of the intricacies, which is brilliant for me because it's the kind of stuff that my research has kind of highlighted. So thank you very, very, very, very much.


Participant B   31:45
No problem. I will see you soon, sir.


Research Interviewer   31:46
Let me put this, let me stop this so that you don't have to hang on, stop.
It says stop recording and stop transcription. Which one do you press?


Research Interviewer stopped transcription

Participant C 30 April 2026, 07:33am

34m 12s


Research Interviewer started transcription


Research Interviewer   0:03
On audio transcribe, I am now going to show you.
The participation sheet, they say. Where is it? There we are. OK. Can you see that? OK.


Participant C   0:19
I can, yeah.


Research Interviewer   0:21
So rather than read it out to you, just have a look, let me know when you've finished each of the sections and I'll work my way through them.


Participant C   0:22
Yeah, I can read it.
Yep.


Research Interviewer   0:35
Participant C.


Participant C   0:38
Huh?
Yeah.


Research Interviewer   0:41
Good.


Participant C   0:42
Yeah, all good. Thank you.


Research Interviewer   0:43
Lovely.


Participant C   0:51
Yeah, thank you.


Research Interviewer   0:52
Okay.


Participant C   0:55
Huh?


Research Interviewer   0:57
And obviously, you know, if you want to speak to me, you can at any point. And then it's just a consent process, obviously.


Participant C   1:01
Absolutely.
Yeah.


Research Interviewer   1:06
Magic. Alright, I'll stop sharing for a second.


Participant C   1:08
Yeah, happy to consent.


Research Interviewer   1:11
Lovely job, please. Thank you very much.
So.
Question #1.


Participant C   1:18
Mhm.


Research Interviewer   1:19
Obviously, you have a bit of an understanding and you know that I'm looking at transformational leadership. OK, and hopefully within the participation sheet, just give you a bit of a slight overview of some of the qualities of transformational leadership. So if it's possible, Participant C, what I want to get you to do is just do a little bit around
introductions really. So you obviously know me. My name is Research Interviewer. I'm obviously a Service Manager in a local authority service and my research dissertation is around transformational leadership. Just quickly then, obviously, the scope of the research primarily
It's about looking at transformational leadership within the context of local authority practice. There's a lot of research out there that provides examples within a lot of other areas, but there isn't anything particularly, there's a big gap primarily within local authority context. So it's really applicable in the sense that this is going to be helpful in terms of unpicking what that looks like within local authority.


Participant C   2:04
Okay.


Research Interviewer   2:21
But what's also really key is the literature talks and describes lots of the characteristics, qualities you would expect to see. So it'll be really interesting to see if anything comes out that reflects and identifies the same kind of theoretical basis that there is in the research, or whether or not there's something completely different. So it'd be really, really interesting.
Thank you for confirming and giving me your verbal consent. And obviously you know that only I will be holding the data and then once I finish using it, it will be deleted and destroyed. Okay.


Participant C   2:55
Yeah.


Research Interviewer   2:56
Um...
From my benefit then, can you describe your role within the organisation?


Participant C   3:03
Yes, so my current role is working on the Customer Contact Improvement Project and so I'm currently seconded to that role. But previously, and I still have obviously dealings with the Customer Services Team, whereas a Customer Services Team Leader. So that's kind of based in the contact centre,
are managing our main receptions and face-to-face services.


Research Interviewer   3:28
That's great, so.
How long have you been in this current position?


Participant C   3:33
Current position a year, the council's a whole 8 years.


Research Interviewer   3:39
That's pretty significant. So what did you do previously?


Participant C   3:43
Prior to the council.


Research Interviewer   3:45
Within your eight years.


Participant C   3:47
Within my 8 years. So all of my background has been customer Services. So I started originally as a customer Service Officer, then went on to be a senior and then worked my way up to being a team leader. So I started my team leader role back in 2018, not long before the pandemic hit. So I've seen a great period of
Change in Customer Service.


Research Interviewer   4:09
Yeah, I bet. That's loads. And 8 years with the council is a long time. So to be fair to Participant C, it sounds like you've got lots of experience. Okay, how would you describe the culture of your organisation?


Participant C   4:22
I'd say the culture of the local authority is very supportive and inclusive. I feel like there's a lot of different representation in the organisation and as an aspiring leader, it's great to see that there are a number of women in senior positions.
Um, yeah, I would describe it mainly as inclusive. I think they are a supportive employer and overall have a very positive working culture.


Research Interviewer   5:02
Participant C, thank you for sharing that with me. And actually, it's really interesting. You're not the only person to talk about and refer to the value of seeing women in leadership. And I think that's really interesting. So that's nice. That's a really recurring theme about the organisation. So that's really good. OK.


Participant C   5:13
Oh.


Research Interviewer   5:21
Are there any particular behaviours or values that you feel the organisation emphasises or that the culture emphasises?


Participant C   5:30
Yeah, I think.
The equality and the inclusion side of the council, I think that's the one thing that always kind of screams out to me about the council is that we are so good at supporting staff and I think the staff networks go to show that. And I just think we do so much to support people and, you know, at different stages of their career or
of different challenges. I know I've got an employee in my team that, you know, has used the Carers Network and that's been just like a great support for her. So that's, yeah, I feel like I'm kind of saying the same thing, but that's.


Research Interviewer   6:03
No, no, no, no, no, this is good.


Participant C   6:06
Would be the main, main thing for me.


Research Interviewer   6:07
Assistant.
Okay.
And...
Sorry, 2 seconds.
The next bit, so we've talked a little bit about organizational culture. We're going to move on to a little bit more specifically about leadership and management. So what is your experience of leadership within the organization?


Participant C   6:25
Mm-hmm.
Is it my role or what?


Research Interviewer   6:35
So you can answer that question in however many ways you've interpreted that. Okay, so it's broad flow, but yeah, talk to me, maybe we can explore it like that. So talk to me a little bit about your own experiences, I guess, being led, but also as a leader. I think that'd be really interesting.


Participant C   6:43
Okay.
Okay.
Yeah, I suppose in that sense that I probably got mixed.
Mixed, yeah, mixed opinions in relation to leadership across the council. I think I see people lead in very different ways across the department and not probably across the department, sorry, across the council. I think the beauty of my role is that because I'm Customer Services and I'm currently reviewing


Research Interviewer   7:13
Mm-hmm.


Participant C   7:23
every single department is that Customer Services kind of touches every department in a very small way. So I think the leadership of each department looks very different depending on
what area you're in, I would say. Leadership for me and me in terms of myself being a leader, I think like the most important thing is kind of having that open door policy and being a leader that leads by example and is supportive to your team. In terms of experience, I suppose,


Research Interviewer   7:38
Mhm.


Participant C   7:56
with other areas. I just would say that, as I said, leadership style varies, I think, across the council and obviously that's a thing and we know that, you know, people manage in different ways. But I think particularly from a customer services side, at one point we had three customer services team leaders,


Research Interviewer   8:12
I.


Participant C   8:15
and everyone's approach was very different in terms of managing the team.


Research Interviewer   8:17
Interesting.


Participant C   8:21
Um...
Whereas, you know, as much as you can be uniform, I think there's definitely things that potentially we could work on. In that respect, I feel like there's a lot of policies within the council that don't necessarily apply to all areas. And I think because the council is so diverse and we've got so many different services,


Research Interviewer   8:38
OK.


Participant C   8:42
You can't compare customer services leadership to highway leadership, for example. And I think sometimes the policies are a little bit...


Research Interviewer   8:46
Interesting.


Participant C   8:51
set up for corporate roles and maybe not some of the other more front-facing roles. And I feel like I've gone off a tangent now and not answer the question there.


Research Interviewer   8:54
Yeah.
No, no, no, Participant C, you haven't. You haven't. No, no, you haven't. That's a really interesting concept. You are the third person to identify that complexity. So I would say, no, I think that's really interesting. I'd be really interested, can you talk to me a little bit about, even within your own department, you were describing that you had three different types of leadership style.


Participant C   9:10
Okay.
Yeah.


Research Interviewer   9:22
Can you remember what they were or could you identify some of the things that make them different?


Participant C   9:28
Yes, I think.
Yeah, I guess it's just relationships with the team and how people manage. I think it just depends on you as a person and your personal management style, I suppose. Because my management style, I would say, was very much about supporting the team, but also keeping the team


Research Interviewer   9:40
Mhm.
Yeah, yeah.


Participant C   9:50
at a distance and kind of setting those very clear boundaries. I think for me, to get the best out of your team, you kind of need to have that distance, but you also need them to trust you and have, but also have that level of authority. Whereas
some of the other management in the team had probably a very different relationship with team members, I would say. So


Research Interviewer   10:18
Yeah.


Participant C   10:21
I think that can kind of cause some issues potentially in leadership. And then we kind of had the other end of the spectrum where we had a manager that was very, very kind of black and white. I can't think of the proper kind of way to word it.


Research Interviewer   10:37
No, no, whatever it makes sense to you is fine.


Participant C   10:40
and very kind of by the book with everything, and then that kind of had the...
you know, a different effect on the team and they kind of saw that as, you know, that manager was particularly strict and managed in a very different way to the others managers. So you kind of had that hands off approach, probably a sort of leadership, then.
kind of, I don't know how to kind of say it, but I was like a transactional leader, the very much like.


Research Interviewer   11:08
Yeah, Participant C.


Participant C   11:10
Everything.
to go a certain way. So I thought I need to like brush up on my leadership the right words.


Research Interviewer   11:15
Okay.
No, no, no, no, no, no, no, not at all, not at all, not at all. And it's really interesting. So you were able to identify distinctions. Do you, did you see any differences in how some of the teams performed then as a result of that?

Participant C   11:25
Yeah.
Definitely.


Research Interviewer   11:32
Oh, you've gone on mute. Oh, that's it. Sorry, I can't hear that. No, no, you're right.


Participant C   11:34
Oh, sorry. Yes, 100%. I think...
If you're very hands off as a manager, I think that just gives the team to be that freedom. You know, this manager is not necessarily going to be doing my one-to-ones. They're not going to be paying attention to what I'm doing as such. And I feel like maybe they felt that they could test the boundaries a little bit more. I feel like it needed to be a happy medium between the three, to be honest, because you've got one.
one manager that's kind of very by the book, very transactional. You had one that was kind of very hands off and kind of one in the middle, I suppose. And I think the team react to different management styles and I think you kind of, you do have to tailor your management style to who you're managing at times. Like if you're a manager in someone that's young and wants to progress, you need to be very nurturing and very


Research Interviewer   12:19
Children.


Participant C   12:23
sort of coaching in their development. But you could also manage someone that just wants to stay where they are and very kind of set in their ways, just sees it as a job and that's fine. So I think you'd have to adjust your management status to them.


Research Interviewer   12:38
Yeah, yeah, yeah. Participant C, can we go back to talk a bit about you, because you just started on your particular approach and your style. Where do you think that's come from?


Participant C   12:51
From seeing other leaders, I suppose. I think when you have good management,
You learn from their behaviour. So, when I first started back in the council, I had a manager that had been in the job years, sorry, the job role for years and I think lots of people saw her as very strict. But for me, I really liked her management staff because she was direct. She knew where you stood and you could see that


Research Interviewer   13:09
Participant C.


Participant C   13:17
Even though she had to make difficult decisions.
she was making the right decisions for the team and for the business. But I just think transparency is so key in management. And I think for me as a person, I would really respect that type of management rather than someone that was very kind of blase and almost wasn't upfront and honest about


Research Interviewer   13:37
Participant C.


Participant C   13:39
the situation of what's going on.


Research Interviewer   13:42
So for you, it's very much seeing other people and going, actually, particularly, I like that approach. That's how I want to adapt myself. Nice, nice. Thanks, Participant C. Okay. Next question then. Sorry, just bring up the schedule again. Excuse me.


Participant C   13:43
So yeah, I think it's looking up.
Yeah.
Yeah.


Research Interviewer   14:01
Care.
Participant C.
Oh.
Can you give an example of how leadership has influenced any particular organisation outcomes that you are aware of?


Participant C   14:16
So...
Yeah, I suppose in my current role, I work in obviously a project role currently and I think the leadership of projects can have a massive
effect on, I suppose, transformation and the outcomes of a project. I've been able to see different project managers work in different ways and the way they lead can have an effect on the outcomes of the project. So I think


Research Interviewer   14:31
Yeah.
Yes.
Yeah.
Yeah.


Participant C   14:47
Yeah, I have. I have noticed that across the council.


Research Interviewer   14:52
Yep.


Participant C   14:53
Sorry, go back to the question.


Research Interviewer   14:54
No, no, no, no, no, it's all right. So can you give an example of an outcome? So you've just rightly identified Participant C, you've seen maybe two different examples. Are you able to describe roughly what they were and then what the potential outcome was as a result of that particular approach?


Participant C   14:59
Ohh.
So I suppose we've got, again, it's kind of going off to that hands-off approach a little bit. So we've got a project lead that I would suppose I would describe as quite hands-off on the project front and kind of the leadership style was going to lead the staff to it, kind of only step in.


Research Interviewer   15:16
So.


Participant C   15:30
when needed and I think from a project side of things that kind of had a knock on effect because the staff were then kind of quite disengaged and not very structured in their approach. Whereas then we had a change of leadership, we had a new Project Manager come on board.


Research Interviewer   15:43
Mm.


Participant C   15:50
and they were very by the book of all the policies, following all the documentation. And that was huge for the team because we had, everyone in the team had direction. Everyone knew kind of where we were, what we were all working towards, and we kind of shared that same mission. So by that Project Manager taking over, it just managed to get the project


Research Interviewer   16:06
And.


Participant C   16:09
back on track and I just think the leadership style was so different and it just had a massive effect on the team, but also the outcomes of the project. I think everyone felt more supported, more engaged, and like we kind of got out of that.


Research Interviewer   16:10
Sure.
Interesting.


Participant C   16:25
like that dull, I suppose, of that momentum when it kind of drops because I think people are just a bit like, well, where are we going with this?


Research Interviewer   16:31
That's cool. Thank you. Thank you very much. Okay. Next one is kind of follows similar thread actually.
So just looking specifically, can you describe a recent situation or project that reflects what you feel are your organisation's practices?
So, going back to something you said earlier about how you feel works and the kind of culture, Scott.


Participant C   16:54
Yeah.
Oh, the organisation's practices. I suppose as a local authority, we have to follow a lot of governance, don't we? We've got a lot of bureaucratic red tape, as bad as it sounds, and I think that can be a barrier. And I think in a project world, for example, and you'll know this from your role, if you want


Research Interviewer   17:11
Care.
I...


Participant C   17:17
something changed, you've got to write a whole brief, you've got to write a business case, then it's going to go to exec board and then it takes potentially months from you kind of having that idea and knowing you need to make this change, then it being agreed. I don't know if that's where you were getting out with that question actually.


Research Interviewer   17:34
Absolutely no Participant C, absolutely. This, just to say, you're flowing, this everything you're talking about is precisely some of the stuff that has been highlighted in the research. You're right, you go for it, go for it.


Participant C   17:38
So, I think that's the...
But.
Okay.
Yeah. So I suppose in the local authority, that can be a barrier. And I imagine if you were in the private sector, if you wanted to change something, you probably wouldn't have as many kind of hurdles to go through. But then I kind of see that on the flip side of the fact that we work in the public authority, it's public money, it needs to be scrutinized.


Research Interviewer   17:59
The.
Yeah.


Participant C   18:06
And...
you know, by following these procedures and make sure that everything is done correctly and is governed and yeah.


Research Interviewer   18:12
Yeah.
So interestingly then, taking it one step further, I'm back to your point earlier, when you described the culture, so you said, if I remember rightly, you said it was inclusive culture, was that support of culture.


Participant C   18:23
Oh.
Yeah.


Research Interviewer   18:29
How does that tie into what you've just described then? So you've got this bureaucracy and these number of layers to get the approve. Where does that link in then with the cultural component that you talked about? And I know that's quite a tough question, so if you need a little bit of time to think about it, it's really interesting.


Participant C   18:45
Hmm.
Yeah, I suppose.
Our values as a council do link to that because the reason we've got those hurdles to go through is because, you know, we need to support our residents and that's the reason we make our decisions. So I think that's kind of covers the inclusive side. I suppose the culture and kind of what I described previously is quite traditional, isn't it?


Research Interviewer   19:06
Yeah.


Participant C   19:12
that governance and that approach. So I would definitely describe the council of being quite traditional in their ways and, you know, sometimes that can be a barrier to transformation, I feel, because we have got kind of all those hurdles to get through.


Research Interviewer   19:30
And that's really good, Participant C. So that's a fantastic way of interlinking those two ideas. So well done. That's good. You're doing a great job there. OK, next bit. Sorry, I appreciate these questions. I'm very light for the mornings. You're doing a great job. You've really interested me. You already touched on this. So this should be fairly easy to cover.


Participant C   19:46
Forgot me.
Yeah.
Yeah.
Phone.
Yeah.


Research Interviewer   20:17
Are there any successes?


Participant C   20:20
Yeah, so I think challenges for me in my role and the one that kind of screams out for me across the council is about joined up working. I feel that's something the council really lack and I think the project that I'm working on has really kind of brought that to light. I feel like I could be working in one area with highways and


Research Interviewer   20:41
Ohh.


Participant C   20:41
You'd think the highways drainage, they all sit under this infrastructure bubble and they would work quite closely together. But I feel like that's something I've noticed across the council is that as interconnected teams within a service, there isn't much communication or, you know, the processes aren't very uniform. And you think you think they almost would be.


Research Interviewer   20:51
Interesting.


Participant C   21:01
in local authority, going back to kind of what I just mentioned, which completely contradicts that actually. But I would say that's the biggest barrier that I've noticed. I also think there's sometimes a lack of leadership from above on things. So again, kind of going back to my project experience, I suppose,


Research Interviewer   21:02
Yeah.
No.


Participant C   21:23
We've got so many different systems out there, you know, we've now got co-pilot, we've got, the other day I discovered we've got Visio which can map and process map, and I think there's a lack of knowledge and information sharing across departments about how we do things and


Research Interviewer   21:29
Mhm.
Mm.


Participant C   21:44
I think particularly with systems, it feels like we could utilize those in better ways and work closely with other departments to kind of streamline things and make things easier. So yeah, joint up working would be probably my top one. You said, did you say a


Research Interviewer   21:59
It's really interesting.
The successes. Were there any successes?


Participant C   22:02
Is.
Successories.
Okay.
Success.


Research Interviewer   22:10
Do you need longer to think about this?


Participant C   22:15
They, I mean, there's definitely, but I would say the successes of the council is that.


Research Interviewer   22:16
I am teasing you, I'm teasing you.


Participant C   22:21
Every, everyone is so...
So, I don't know, everyone know accounts, that's right, let me think.


Research Interviewer   22:30
Go on, I would have been interested to do what you were going to use their page. Everyone is so nice.


Participant C   22:32
Ohh.
Yeah.
I don't know. Oh, God.
Um, I suppose it's the protection, isn't it?
of the council in some ways, but then that's not really.
Go back to the original question again.


Research Interviewer   22:56
That's right, got it wrong. Yeah, that's alright.
Okay, so...
What have been, so just, you know, we talked about a specific project, okay, so to help maybe focus your mind, what do you feel the main challenges and successes might be?


Participant C   23:07
The.
Yeah.
Okay.


Research Interviewer   23:21
So, you know, you talked about the highways component. That was a really interesting. So, you've kind of seen something there. You've talked about the fact that there's a lack of kind of cohesive understanding of everybody's stations. Was there anything about that particular piece of work or that understanding that you did that you think actually they did well or has gone well?


Participant C   23:23
Yeah.
Yeah.
Yeah.
Yeah, um, God, you really like...
Pass to me a minute successes.
Um, I suppose, like, improve performance is a, and you know, then...
the development that we've done with those teams is a success. I think


Research Interviewer   24:03
So actually in helping them identify how to improve the way that they work.


Participant C   24:05
Yeah.
Yeah, I think that would be, yeah, that would be a success. I...
I think it's hard because there is two sides of it, but quite the majority of people are open to change and I think that's probably the one thing that did surprise me about this project and working with people, you'd think there'd be a lot of resistance to change about bringing in new systems or new ways of working, which actually


Research Interviewer   24:20
Right.


Participant C   24:33
people have been a lot more accepting of that and I think people are coming around to the idea that the organisation is trying to modernise and they are trying to improve things and that does mean changing systems and transformation. So I think I have seen a real shift in that. I don't think we're there completely, but that would be a success and a positive.


Research Interviewer   24:49
Children.
It's really interesting that you shared that because you've talked about a particular aspect in the research that bringing about change can either bring resistance or people can. What do you think has made, I'm really interested now that you touched on that. What do you think has helped or enabled people to accept that?
change or do you think that we just are in a culture where people are like that? Is that I'm really interested to sort of understand what do you think has caused that sort of willingness?


Participant C   25:17
Yeah.
It's been a shift in culture organisation-wide, I would say. I think particularly we've seen a big change in leadership across the organisation. We've obviously got a new senior leader, and I think that we're being a lot more open and transparent about change.


Research Interviewer   25:40
Yeah.


Participant C   25:40
And I think senior leaders, for example, will email staff when budget matters are coming up. And I think we're doing a lot more to promote what we're doing. And so I think that culture is changing and I feel that then people are more on board because we're being open and honest from the get go about


Research Interviewer   25:52
Going in.


Participant C   25:59
kind of where we're aiming to go. And I think we're not shying away from the fact that we're looking at AI, we're looking at technology. And I think if we're open and honest, people are going to respect that more and it's not going to come as a shock.


Research Interviewer 26:02
Sure.
Yeah. Yeah. See, so what I'm hearing is that the messaging has been much clearer, which then means people are feeling a bit more informed about what changes are taking place. And so hopefully that's helping bring them along the journey. Nice Participant C. Nice. That's really good. Thank you. That's really that again, that's really insightful. Okay.


Participant C   26:16
Yeah.
Yeah.
Yep.


Research Interviewer   26:31
This one's about personal experiences and perspectives. So how have your personal experiences shaped your view of your organization?


Participant C   26:36
Yeah.
Yeah, my personal experience. Okay.
I think my personal experiences have probably changed.
Quite a lot, I think.
I previously, to what I'm doing now, I obviously worked in the Customer Services Team and I feel like we, as a department, were very traditional. This is all confidential, isn't it? But I think our leadership.


Research Interviewer   27:07
Yeah.


Participant C   27:10
in Customer Services has been in place for like 20 plus years and the same sort of positions. So I feel like my personal experience in Customer Services is that we were quite traditional, we weren't very innovative, we weren't kind of transforming and keeping up.


Research Interviewer   27:13
Mm.
Sure.


Participant C   27:26
with the times and trying to modernize. So I think that kind of affected my probably perception of the council because I was kind of almost in that bubble of this is just the way we work and that's how we do things and you know, that's kind of the way we are. Whereas I've moved obviously into this new role that's


Research Interviewer   27:29
Sure.


Participant C   27:46
all about transformation and change and making changes to benefit the public.
And I've seen a real difference, I suppose. So my personal experience in this role is very different. I can see the positive changes that the council are making and I can see how we're looking to transform and I've got a clearer vision, I suppose, of where the next five years will look like and how.


Research Interviewer   28:08
Yeah.
That's good.


Participant C   28:12
We are trying to make positive changes and obviously it's going to take us a while to get there. And I think we're always going to be a step behind the private sector because we're a public sector, but I can see that we're moving in a positive way.


Research Interviewer   28:27
Yes, Participant C, that's really helpful. Okay, next.
Are there any changes that you would suggest to improve organisational culture and leadership?


Participant C   28:39
Yes.
But.


Research Interviewer   28:41
I'm ready for the list now.


Participant C   28:44
I suppose for me, being young, I'd like to see kind of more representation of younger generations and maybe showcasing more about career development. Obviously, yourself and I are on the MBA talent programme.
But I think in the council we could benefit from like almost like a career pathway. So even though we've got this program, benefit from.


Research Interviewer   29:09
Mm.


Participant C   29:12
you could do this role, a bit like graduates where they go to every department, but something internal to develop staff, so maybe they haven't got degrees, but something that they can get exposure in every area. I think we're great the fact that we recruit apprentices, but I think we can't necessarily retain them and I think we've got


Research Interviewer   29:18
Yeah, yeah, yeah.


Participant C   29:32
there's a big risk of a lot of people retiring in the next 5 to 10 years. And I think we need to kind of change the culture to try and attract the next generation. And I think going back to my comments about us being very traditional, I've obviously also made comments about how we're trying to modernize them.
kind of improve the way we're working and I think that will be key. And I think we just need to share successes more often. I think the council is so doom and gloom in the public eye, it would be nice to kind of celebrate


Research Interviewer   30:17
Yeah.
Ohh, no.


Participant C   30:21
So I think, yeah, we need to be better at sharing our success stories. That's.
Would be huge for me, and.


Research Interviewer   30:27
Like that, yeah, yeah, please.


Participant C   30:33
Yeah, I mean, I suppose I'm coming from a young side of it and just think it would be great to kind of see more people.
entering the workforce at a younger age and I think just providing that.
career development for them and I think I do feel like there's a career, like there's a kind of a bottleneck at the top where people have been in positions so long that it feels like young people coming into the workforce can't see that career path because
Because of the structures and the way we are, and I got off completely tangent, I can't remember the question.


Research Interviewer   31:04
No, no, no, no, no, no. Participant C, this is free flow and that's important bit. So this is an opportunity and if that's where your mind is taking you, then go there. It's absolutely fine. Because ultimately, everything that we talked about, or you talked about with me, you've touched on a number of core themes, which actually


Participant C   31:08
Yeah.
Yeah.
Yeah.
Ohh.


Research Interviewer   31:24
has been really clearly highlighted in my literature review. So from my perspective, this is good. So yeah, you got it. Is there anything else on that point that you wanted to cover?


Participant C   31:27
Yeah.
No, I think that's it. Thank you.


Research Interviewer   31:35
Yeah, you sure? No, thank you. It's the other way around. Right, okay, on that basis then, just in terms of everything that we've discussed, is there anything else that you might like to add that we've not talked about or not covered?


Participant C   31:37
Yeah.
Okay.
Oh, not that I can think of.
Think.
Yeah, I think I touched on it in the last one. I think that was probably my main thing is about the structural and the hierarchy sometimes I feel is limited and I feel like that can be a barrier. And I also think that sometimes it's good to have fresh eyes and have different perspectives and


Research Interviewer   32:01
Yeah, that was good, and it was really good.


Participant C   32:19
you know, quite often then from my perspective, we've got a board on a project without, you know, I don't want to sound ageist, but I am always the youngest on that board and we're talking about transformation and we're talking about change and modernising. And I feel like sometimes actually it would be really good to have


Research Interviewer   32:25
Yeah.
The.
Interesting.


Participant C   32:39
you know, involve apprentices in those things or involve younger people that might know about, you know, they've gone through school at a different time. They know social media. They're meant to be, you know, digital natives. They're meant to be so clued up on those type of things. And I think we need to be better at involving people at all levels and maybe given


Research Interviewer   32:48
Yeah.


Participant C   33:00
different people of voices across all ages, but I mean, from my perspective, particularly kind of the younger generation.


Research Interviewer   33:07
It's a really interesting point. That's a really interesting point. Thank you. Okay. On that basis, then, I just want to say personally, thank you very much for your time and your contribution. And thank you, Participant C, because you've covered a lot of things that will be really helpful in terms of the research finding. Thank you very much. All right. You are a free person. Thank you. I will.


Participant C   33:25
That's OK.
Thank you.


Research Interviewer   33:28
Just so you know, I will, when I pull together all the transcripts, I will then send them out to everybody. You can then sense check what's been included. Feel free to read through it, edit, add, etc. If there's anything in there that you feel didn't cover or reflect everything that you felt you wanted to say or that you wanted me to be aware of, or if you feel that the transcriptions have picked up the essence of what it was that you wanted to say. Is that all right?


Participant C   33:31
Yeah.
Yeah.
Yeah.
Thank you. Yeah, no, I hope I answered it. OK.


Research Interviewer   33:53
No, you did. You did a great job. You did a great job. Thank you very much. So you have an amazing day, Participant C. All right, bye. Bye bye bye.


Participant C   33:56
Okay.
Yes, you too. See you soon. Bye. Bye.


Research Interviewer   34:04
Ohh.


Research Interviewer stopped transcription



Participant D 1 May 2026, 09:03am

54m 18s


Research Interviewer started transcription


Research Interviewer   0:04
Okay, so the next thing I'm going to do is share the interview schedule participation sheet with you. I have to do this professionally, Participant D, to make it look like I know roughly what I'm doing, all right?


Participant D   0:04
So.
Yeah.
Yeah.
Uh, I don't wanna see my ugly mug, right?


Research Interviewer   0:16
Participant D.
No. Okay. Rather than read it out to you line by line, I'm just going to let you read it.


Participant D   0:21
Right, got you.
Yeah, I'll just, I'll just read it through, do a quick scan. Participant D.
Yeah, go on, keep going down.


Research Interviewer   0:33
Just note, Transformation leadership focuses on inspiring and motivating employees, fostering innovation and driving positive change within the organisation. Just bear that in mind.


Participant D   0:37
Care.
Hello, yeah, God.


Research Interviewer   0:45
Dent.


Participant D   0:49
Yeah, yeah, yeah, go on.
Yeah, well, cool.


Research Interviewer   0:53
You're a fast reader, aren't you? You're a really fast reader. I like that. I guess you have to be in your job. You're probably very good at it. You have to look at lots of information and pick out the most important bits, don't you? I can imagine.


Participant D   0:57
No.
Sometimes I do, and then sometimes I find...
I tell you the thing which I suffer the most and struggle with the most, and I don't know whether you find it, but it's the messaging which I get from people and I have to read it several times just to try and understand what the hell they're trying to get at. Participant E is really, really hard work with that. You read it several times.


Research Interviewer   1:27
But.


Participant D   1:29
and I go, I don't quite understand what she's trying to get out of here. Participant E, do you understand what she's trying to get out of here? No, I don't. Sure, anybody, somebody help me.


Research Interviewer   1:30
I.
I am so glad. Honestly, I'm so glad you said that, Participant D, actually, because I experience exactly the same thing. I have to read and reread sometimes just to make sure that I understand what's being asked of me by that person. I totally get it, and sometimes some people will write reams and reams and reams.


Participant D   1:51
Yeah, yeah.


Research Interviewer   1:56
But actually, not really say anything.


Participant D   1:58
Yeah, say a lot.
Yeah, we're very good at that in public sector.


Research Interviewer   2:04
Less is more, isn't it, Participant D? That's the plan. So first and foremost, once again, just to stress, very, very grateful to you for your time. Thank you very much, because I do appreciate it's quite a bit of your time. We've obviously gone through the participation information record and you're consenting, so you're happy for me to proceed.


Participant D   2:05
This is my, yeah, yeah.
Yeah.
That's fine, that's fine.
Yeah, yep.
Yes, indeed.


Research Interviewer   2:23
Okay, so first and foremost, you also know who I am. My name is Research Interviewer. I am going to be the MBA researcher in this piece of work. And just to really confirm, obviously, the information that you share with me will be confidential. I do anonymize it as part of the work, so everyone will refer to as participant A, B, C, D,


Participant D   2:28
I do very well, indeed.
Yeah.
Yeah.
Yeah, that's fine.


Research Interviewer   2:45
etc. And what I will also do is once I've taken the transcript off, I'll then send it back to you. So my plan is to then send the transcript to each person for them to then review the details and if they want to edit, change or add anything that they feel it hasn't captured, then they can do that. So that's really the plan. Is that all right with you?


Participant D   2:57
Yeah.
That's fine, mate.
Yeah, that's cool with me. That's fine.


Research Interviewer   3:05
All right, so for the purposes of the transcription, can you please briefly describe your role within the organisation?


Participant D   3:12
Yeah, so I'm the Performance and Programme Manager. So my role kind of captures bringing together all of the kind of the service area priorities and plans into kind of like


Research Interviewer   3:27
It's.


Participant D   3:31
one organizational vision, which becomes our corporate plan, kind of sets out what we want to achieve and do as an organization over the next period of whatever year. So it could be 5, 10, one year, six months, whatever. A lot of that role also supports the organization to


Research Interviewer   3:47
Mhm.
Okay.


Participant D   3:52
identify, understand and manage the risks and opportunities that may arise in terms of delivering our services to the residents of Newport, as well as supporting the organisation to deliver transformational change through programme and project management.


Research Interviewer   4:11
So the term Transformation totally to share is extremely relevant in your area. Great.


Participant D   4:16
It is, yes. Although, am I transformational in some of the things I do? Probably not.


Research Interviewer   4:20
Yeah.
I think, though, what I'm really looking forward to is I think of all the people that I will be interviewing, you probably will understand all the intricacies far better because of the journey and the job role that you're in. Okay, so how long have you been in this current position?


Participant D   4:33
Yeah.
Yeah.
So that's a really good question because I was looking at this the other day. I've been doing this role since 2016. So it's coming up to 10 years. Yeah. Yeah.


Research Interviewer   4:48
Wow.
Wow, that's impressive, Participant D, actually, and within the same role. So fair play to you. So you've seen a lot of change over that period of time then.


Participant D   4:57
Yeah.
Yes, yes I have. Yes, indeed.


Research Interviewer   5:03
All of it transformational.


Participant D   5:06
No, not all of it, Transformation. Some of it, you put your heads in your hands and you just go, what the hell? Who came up with that decision?


Research Interviewer   5:09
Ping.
Yeah.
Wood.
Okay, so next area to talk about is around organizational culture. So how would you describe the culture of this organization?


Participant D   5:20
Yeah, go on.
Right.
Well, that's a really good question.
I would describe it as a culture, being in this role for a long period of time, I've seen the culture expand and become more mature as an organisation. I think when we started off as an organisation, I don't think we really fully understood


Research Interviewer   5:42
Mhm, mhm.
Ugh.


Participant D   5:52
and acknowledge the kind of like...
Having a single vision and an approach towards kind of achieving, you know, what we want to achieve is I felt the culture was quite disparate in terms of people working in silos and kind of, you know, just doing what they thought was right, but not thinking about what was happening elsewhere to kind of see that.


Research Interviewer   6:09
Mm.
Yeah.
Mhm.


Participant D   6:19
over that period of time, and I would probably say since COVID, that has massively changed. And I think the culture in this organisation is far more collaborative. It's more about recognising that we're not always the best at doing things and also looking at kind of, I think there's a real drive amongst the


Research Interviewer   6:24
Mhm.


Participant D   6:40
especially the senior leadership, I think, in terms of really wanting to make a change to kind of make things better for people. And I think there has been far more emphasis on the residents and people within Newport. So I think that's probably been the


Research Interviewer   6:43
Mm.
Yeah.


Participant D   6:58
the kind of like the culture of the organization over the last kind of like five years since COVID and all of that.


Research Interviewer   7:04
That's interesting. Well, just to sort of take that one step further then, what do you think was different? Why do you think that kind of post-COVID bit has happened?


Participant D   7:13
Yeah, so funnily enough, we talk about this quite a lot and I raise this with lots of people who either first start with the organisation or people who kind of wanting to understand a little bit better about how the organisation works. So I always say to them, I say, right, if you think about it, a local authority is a
It's like a smaller version of the bigger government. But if you said to people, right, you're going to have in this organization, social services, housing, roads, pavements, schools and everything else like that, would you set up an organization like that? A lot of people would turn around and go,


Research Interviewer   7:37
Mm.
Yeah.


Participant D   7:55
No, not cats and Howells chance. You would have social Services over there, Housing over there, da, da, da. So, so that's why I kind of like I say to people, I say right at the start, I say, look, you know, you wouldn't do that in an organisation. You tell them to go away and rethink it.


Research Interviewer   7:57
Ping.
Yeah.
Yeah.


Participant D   8:14
But that's the way in which local government works. It's a melting pot of lots of different organisations under one umbrella. And sometimes it's very difficult to get people to kind of go along on that same kind of journey because you're focused on delivering your professional kind of piece of work.


Research Interviewer   8:22
Yeah.


Participant D   8:34
work. So before COVID, there was a very good example of where there was lots of resistance to change and lots of resistance to kind of working differently. And the biggest example which I had of that was the idea of hot desking. And so


Research Interviewer   8:35
Yeah.


Participant D   8:53
For right about a year, 12 months, hot desking became the buzz thing. We got to do more hot desking and everything else like that.


Research Interviewer   8:53
Yeah.


Participant D   9:02
and the resistance that people showed and kind of told people saying, well, I'm not going to do hot desking, you know, we should be in the office and we should be kind of like, we're better off working together in the office. And then as soon as COVID hit, everybody just kind of, you were forced to do it. You were forced to go down a particular route. And


Research Interviewer   9:21
Yeah.
Dent.


Participant D   9:25
As a result, people literally just went, those people were like hesitant and kind of like going, oh, we can't do this, automatically were forced into that situation and then had to adapt and adjust to it really rapidly and quickly. And from my perspective, that to me is kind of really


Research Interviewer   9:35
Yeah.
Yeah.


Participant D   9:44
good example of how you change the culture of an organisation. You know, sometimes you've just got to have the stick, whack it and tell people that's how you're going to have to do it. And that's how people change. We did it with the plastic bags. The Welsh Government brought plastic bags. I'm not going to have, I'm not going to pay.


Research Interviewer   9:53
And then, yeah, yeah, yeah.
Yeah.


Participant D   10:03
buy people a plastic bag and everything else like that, brought it in, everybody changed. We changed how we did it. It's the same of recycling. Oh, we're not going to recycle, but we did it. You just get on and do it. So I think sometimes the culture of the organization needs to change like that. And as a result of COVID as well, it forced people to stop working in silos.


Research Interviewer   10:09
Yeah.
Yeah.


Participant D   10:24
Because automatically, when you have a massive, significant global event, it forces people to rethink on how they're delivering services. And as a result, in some of the learning from COVID, I think you can see kind of how local authorities and us in particular had to adapt to kind of say, right, we can't deliver children's services the same anymore.
You know, you know, we, how, but how do we do this? How do we do it in a way that we, that kids don't slip underneath the net and, you know, and everything else like that? But then also, how do we do it in a way that works a little bit more flexibly in terms of like, you know, social workers not just sat at the desk for


Research Interviewer   10:52
Yeah.


Participant D   11:04
you know, 12 hours a day, they can work anywhere which they want, you know, work more flexibly, but also be there as and when is needed, when that kid or family needs your help the most. So I think that's been the real change. And also, just finally, it's kind of everybody kind of like, so a really good example of recently is kind of like,


Research Interviewer   11:09
Yeah.


Participant D   11:27
I think in the past housing would have just stuck with housing and just kind of got on and do the other thing. Now David is kind of like speaking to you guys and trying to kind of say, look, we got a housing problem. Our housing starts to say that we've got more single people, we got issues with kind of homing, people with special needs, etc. Right. How do we resolve this?


Research Interviewer   11:46
Mm.


Participant D   11:47
So I think there's a far better kind of like collaborative approach to it since then.


Research Interviewer   11:52
Yeah, and they're really good examples, Participant D, so thank you for that. That's really helpful. Okay, next question then. Are there any particular values or behaviours that you feel are emphasized as part of our culture?


Participant D   12:05
Yeah, so I think...
So when we add, so this is a good one.
So when we developed the corporate plan back in 22, we set out, well I say we,
I threw into the melting pot a set of principles and I remember kind of throwing them in and the reason why I threw them in because I felt as if, there's lots of principles and values that are thrown around and kind of like, they become a little bit meaningless and everything else like that.


Research Interviewer   12:42
Yeah, yeah.


Participant D   12:44
But for the purpose of the corporate plan, I felt as if I think we need to have some kind of principles and mantra to which we need to deliver services to people. And so I, between, well, between these kind of like invisible four walls,


Research Interviewer   13:01
In the research space.


Participant D   13:05
I looked at other local authorities and I thought, oh these sound quite good and everything else like that. So I threw it into the melting pot and it was about being like a listening council, listening to people like, you know, what they want and everything else like that. Collaborating, working more kind of like collaborative and I think there was two others in it. So I threw that in and therefore,


Research Interviewer   13:14
Yeah.


Participant D   13:24
I tested, I was like prodding and testing the waters to kind of say, well, people pick this up and everything else like that. Bizarrely, they did. And bizarrely, the cabinet, because I heard, when you start hearing cabinet going, we're a listening council and everything else like that, I thought, ****, bloody hell.


Research Interviewer   13:28
Yeah.
Yeah.
What?
A.
Yeah.
Yeah.


Participant D   13:44
You know, I don't think this would happen. So I would say the values, are we a listening council? I think we've become better at listening to what people's needs are. We're not perfect and I think there are instances in which we can do better in terms of listening to what people are saying and


Research Interviewer   13:45
Yeah.


Participant D   14:03
kind of in some instances to stop putting our fingers in the ears and just kind of like ignoring what people are saying.


Research Interviewer   14:09
Yeah.


Participant D   14:13
But I do think that there are really good examples of where we have listened to people who said, I don't like how something's being delivered and we've gone away and we've changed it, etc. And I've always liked the way in which social services in particular do it because obviously you have to listen to the needs of the individual, family, etc. to kind of understand


Research Interviewer   11:25
Yeah.
Definitely.


Participant D   14:36
what they need to kind of improve, etc. I think some of those principles have transferred into other areas. So I think housing has become a lot better at that over recent years. And I think, you know, I do have a lot of kudos and, you know, big up Participant E for trying to push that.


Research Interviewer   14:47
Mhm.


Participant D   14:56
kind of agenda. And I think that starts at the top. So I think the tone of the top, so senior leaders and everybody else. And I think that's improved massively. I think collaboration is another value that, you know, I think we're fantastic at collaborating. I really do. I think as an organization, we're really good at just


Research Interviewer   14:59
Yeah.
Yeah.


Participant D   15:17
and good examples of that, like the anti-poverty group which is led by a senior leader, you know, I was speaking with a colleague in Adult Services, and she was like, it's amazing how much collaboration I hear and see it going on there. And I listen to it and I think, yeah,


Research Interviewer   15:28
Mhm.


Participant D   15:34
You're right, really good examples there. So I think collaboration is kind of where it is probably Newport's strongest point. And I think then another value for me is kind of there's a lot of respect that goes on. So I think we all respect each other.


Research Interviewer   15:35
Hmm.
Ohh.
Mhm.


Participant D   15:53
in our different disciplines and understand that, you know, I think we learn from each other kind of like, and you, and I know you'll be exactly the same. When you listen to people and kind of like what they do, like, you know, so say for example, like, because you go into the infrastructure world of like roads, pavements and everything else like that.


Research Interviewer   16:13
Yeah.


Participant D   16:14
and it's a world way for what we do. But when you listen to them, because they're kind of like the bread and butter, that's what everybody cares about and everything else like that on the roads, and what that's what people see. And then when you listen to kind of like how they do things, everything, there's still that quite old school element in that work, and you kind of like,


Research Interviewer   16:16
Yeah.
Yeah.
Yeah.


Participant D   16:35
But you kind of go, oh yeah, yeah, I have great appreciation in terms of what you've got to put up with and do. And it's not easy. And then likewise, it's the same of you guys. I've always appreciated kind of like how tough it is in Social Services and what you have to kind of like deliver and


Research Interviewer   16:39
Yeah.
Big.
None.


Participant D   16:54
Kind of like deal with, so, so yeah, I think respect is something which I think is massively improved in this organization.


Research Interviewer   17:02
That's great. Oh no, honestly, Participant D, it's great and you gave three really good clear examples there and you identified the particular behaviours. I think that's really good. Okay, so moving on to the next section, which is just primarily about leadership and management. What is your experience of leadership within the organisation?


Participant D   17:13
Yeah.
So I consider myself to be in a very unique position in terms of, if you think about it, in terms of my grade and in terms of my position in the organisation, I've always felt that I've been quite unique. Because if you say to any other like grade 10 officer in the organisation or else what like that,


Research Interviewer   17:35
Okay.


Participant D   17:46
and you say to them, you go to the exec board, CMT and everything else like that, and you have direct contact with the leader, the senior leaders in the organisation. Not everybody is in that unique position. And when I speak to other local authorities,


Research Interviewer   17:57
Mm.
Environment.


Participant D   18:04
and I speak to my counterparts and those local authorities and I explain to them that, you know, I'm able to have those conversations with senior leaders, and they will come back to me and go, really, I never had that opportunity to do that.


Research Interviewer   18:14
MM mm.
I don't know.


Participant D   18:22
and I'm like, okay, so that is partly down to me, because when I first came into the role, I was kind of like, look, I want to make change, but in order to make change, I got to go to the top to try and sell it to them. And I was supported massively by Participant E. And I see Participant E as kind of like my big sister, where


Research Interviewer   18:43
No.


Participant D   18:44
I get on well with her, but we don't have our disagreements.
And 9 times out of 10, she's always right. Regrudgingly. So I always, jokingly, I say I keep a tally of when I've won an argument and when she's won.


Research Interviewer   18:54
Yeah.
Yeah.


Participant D   19:01
And to be honest with you, she's beating me, you know, left, right and centre in that department. And every time I get a win, I kind of like secretly just go, yes, get in, because they're very few and far between. But I have the utmost respect for her, because if it wasn't for her, I wouldn't be able to do what I do.


Research Interviewer   19:05
Yeah.
Mm.
Yeah.
Show.


Participant D   19:23
And, and I think from that aspect.
That's where Participant E kind of brought in one coaching and kind of coaching me to become a better kind of like professional, but then also the leadership in terms of enabling me to kind of go and do what I felt we needed to do as an organisation and given me that kind of, I wouldn't say free reign,


Research Interviewer   19:39
And.


Participant D   19:50
but at least the tools and to say, right, if you want to, let's do this, go, let's go to CMT, let's go to speak. At that point in time, it was a senior leader, but then, you know, became another senior leader, etc. And that's unique access, I think, in comparison to what lots of other people have. And so when I look at leadership, I think it's


Research Interviewer   20:05
I see.


Participant D   20:11
For me, leadership is all about kind of giving people the opportunity to kind of deliver what they need to deliver and not being afraid to kind of failing in that aspect. Are we good at that? No, because I think there are still, deep down within public sector, this sense of


Research Interviewer   20:25
Mhm.


Participant D   20:32
Failure always has this political element to it and everybody's always quite risk-averse from that aspect, and so sometimes...


Research Interviewer   20:35
Mm.
And.


Participant D   20:45
I do get a little bit frustrated when I think we could do so much.


Research Interviewer   20:50
Mm.


Participant D   20:50
but we're not selling it right to the political kind of cabinet to kind of demonstrate why this can be a real benefit to the organisation or to Newport. And I think from that aspect, sometimes leadership can improve from that aspect, just to kind of give people a little bit more kind of support. But




Research Interviewer   20:54
Sure.
Yeah, yeah.


Participant D   21:12
also to take a little bit more risk in terms of how we deliver. And then finally, I think for me, leadership is kind of, it's bottom down or top down, bottom up. So I think deep down, all of us are leaders in some aspect, whether we're a cleaner or whether we're kind of like


Research Interviewer   21:18
Yeah.
Mm.


Participant D   21:34
middle management or wherever we're top of the tree. There's leadership skills and everybody. It's just how do you enable somebody to kind of develop those leadership skills and give them the autonomy, but also the kind of like the power to do that. And I think it's trying to get that consistently across the, and that's very difficult, especially when you're in such a large organisation and


Research Interviewer   21:52
Mm.
Mhm.


Participant D   21:57
very diverse organisation to do that. So in some instances, it will be far more structured and far more kind of come into work, do a job and go home. Whereas I think we, me and you, are probably in very unique positions where we can look at something and go, do you know what, should we give it a go and give it a change?


Research Interviewer   22:07
Rhian.


Participant D   22:16
Yeah, go on then. You see what happens. And sometimes that's what you need and you learn from that then, don't you? And I think it's that ability to learn. If you're not able to learn and kind of recognise that we didn't do that right, but next time we'll do this.


Research Interviewer   22:19
Yeah.
Yeah.
Yeah.


Participant D   22:36
I think that's probably where, you know, we are quite good at doing that, yeah.


Research Interviewer   22:41
Thank you, Participant D. You have articulated this stuff really well, actually, so thank you for that. I really appreciate it. OK, can you give an example of how leadership has influenced organizational outcomes?


Participant D   22:46
Yeah.
Oh, that's a really good question.


Research Interviewer   22:58
PA.


Participant D   23:02
Mm.
Um...
I think...
I think COVID was a really good example of where, and this is something which you probably weren't, were you around during COVID, Research Interviewer?


Research Interviewer   23:17
No, no, and I partly thinks it would be nice to have seen that and to have seen the journey that we've been to as a local authority.


Participant D   23:23
Right, so you were in another local authority at that point in time, so...


Research Interviewer   23:27
Oh, another authority, my good sir. Another authority. Yeah. Ooh.


Participant D   23:29
Oh, you're in another authority? Oh, yeah, at least I had that about the better, so when...
So I remember this and I remember it very clearly.
When COVID was coming around, so it was February 20.
2019, I can't remember now the exact year, but when COVID was happening and yeah, you started to see it in the news stories around kind of what was happening. There was a senior leader in charge and the leadership at that point in time was going in, there was a little bit of turmoil underneath things because


Research Interviewer   23:52
Yeah, yeah.
The.


Participant D   24:11
There was a few things that were happening at the time and there was a senior leader and when COVID hit and when the announcement came about, like, well, you know, we got potential going down into lockdown, etc.


Research Interviewer   24:15
Mm-hmm.


Participant D   24:28
The senior leader was in charge and then...
Something happened in the background that then meant that they left very quickly and there was issues there around their leadership style and how they were trying to do things. And then they left and then another senior leader came into the role very quickly. They took over in the interim role as Chief Executive. And


Research Interviewer   24:50
Mhm.


Participant D   24:55
When the senior leader took over, they were, I must admit, very, very good. They just took hold of the reins and just basically just got on with it. Now, when we started to do COVID and as COVID hit and kind of we were literally working, you know, day by day kind of


Research Interviewer   25:01
Har.
Mm.


Participant D   25:15
doing, you know, reports in terms of COVID cases, et cetera, like that. One of the things that we said and kind of put to the senior leader was we said, look, this organizationally, everything's changed, that the focus needs, we need to have a different focus here.
And so the senior leader agreed and kind of prompted us to kind of say, right, we need to kind of shift our emphasis in terms of what our focus is as an organization. And so we changed some of the strategic stuff to kind of like the corporate plan at the time, it just wasn't working and everything else like that. And so


Research Interviewer   25:46
Mhm.
Mhm.


Participant D   25:58
There's a difference between kind of trying to do business as usual and then kind of trying to, it was business as usual, crisis management, and then also trying, you know, how do we kind of develop as an organization? So those three things were at hand. And so what the senior leader kind of like focused on was more about right, crisis management is.
the top most thing. But we also need to change our emphasis in terms of responding to the COVID crisis. But also what does this look like as we emerge out of it? Because this can't go on forever. And so we kind of set out a few kind of strategic drivers and kind of say, right, how do we kind of come out of this? And so we're ready to kind of go into the next phase.


Research Interviewer   26:18
Mhm.
Mhm.
Yeah.
Mhm.


Participant D   26:38
And so bit by bit, we kind of led and the senior leader led a lot of that kind of thinking and a lot of that kind of development. And I suppose from that aspect, you know, we had senior leaders, and I felt that was the starting point in terms of this Transformation work in which we're doing.
And the one thing that they did do was kind of go, I think we did it very well, actually. Immediately, they just kind of went, right, everybody needs to change the way in which we work. Everybody needs to kind of be on board with this. And we need to give everybody the tools and the kind of like the gusto to do it.


Research Interviewer   27:19
I see.


Participant D   27:20
And I think from that aspect, you just saw that big massive change happen then and literally probably three months that happened. And then afterwards is how do we maintain that in a way in which it becomes business as usual and the norm, which is what we've got to now. So I think from that aspect, that's been quite
Good, I think there has been other things died around all the time, I think.


Research Interviewer   27:49
You're all right. Well, there's the next question, that we can do that bit now. So I think you've done it great. Yeah, no, I was just going to say, so the next one is basically, can you describe a recent situational project that reflects the organisation's practices?


Participant D   27:49
Trying to think.
Yeah.
Do you want to go on, man? Go on.
It's a good one.


Research Interviewer   28:07
You said that about every question. I love that.


Participant D   28:10
Yeah, I know, because they are good questions. Are they your questions?


Research Interviewer   28:13
Yes, they are my question.


Participant D   28:15
Yeah, very good questions. So say that question again. How do you?


Research Interviewer   28:18
So can you describe a recent situation or project that reflects organizational practices?


Participant D   28:25
I think some of the BPR stuff, so Business Process Review stuff that we've been doing. I, you know, and I, so this has been primarily led by colleagues in our team, and I'm starting to see what's coming out of that.


Research Interviewer   28:29
Yeah.
Let me.


Participant D   28:45
work and you know, I've been quite impressed with some of the technological kind of developments that have been made. I mean, Copilot's been fantastic in terms of how we work and I kind of, kind of now can't do anything without using Copilot in some way or another to either sense check what you've written, but also just to kind of


Research Interviewer   28:56
And...
Yeah, you're right.
Yeah, you're right.


Participant D   29:10
Support you in doing that. So, I think I think that aspect in terms of AI has been massive. I think also with part of this BPR stuff, I think.
And I know this because we talk about a lot with the social services world with voice to tech and everything else like that and magic notes, which is what big thing is now for you guys. I've been very impressed with what they've been kind of like showcasing and saying this could really change how people work.


Research Interviewer   29:28
Yeah.
Rhian.


Participant D   29:40
and supporting that. So I think the BPR Project is starting to kind of see some of that work come to fruition. And I think I saw recently the Welsh translation Service. So we used to send off all of our stuff for Welsh translation to Cardiff Council and they were making an absolute mint out of us in terms of translations.


Research Interviewer   29:59
Yeah.
I bet, I bet.
Yeah, yeah, yeah.
Yeah.
Yeah, yeah.


Participant D   30:22
doing that and making it a little bit more embedded as well as I think over time, we'll bring on other translation services and, you know, for other languages to meet the needs of the York and for the city. So I think that's been really positive in that aspect, yeah.


Research Interviewer   30:30
Yeah.
No, no, you're right, you're right, Participant D, and I have to say, and I probably don't know whether as a researcher should be saying this, but you know, I feel really blessed that we work in an authority which is so open to digital transformation generally. It's phenomenal. Honestly, the space that it's creating is


Participant D   30:51
Yeah.


Research Interviewer   30:55
Is just fantastic, so I really can't praise the authority enough for that. I think I think they're looking strides.


Participant D   30:57
Yeah.
Yeah, I just, I just think we just got to be careful not to kind of.
go to, and I think there's always a balance, and I think I always say this, there's always a balance in the workplace, and I'm balanced with everything about when you deliver, because sometimes I think you can go too far to the left or right, which, you know, people just think that's the solution to everything. And ultimately, what we always got to remember is that an organization such as ours is a very


Research Interviewer   31:14
Yeah.
Yeah.
Yeah.
Yeah, yeah.


Participant D   31:28
People driven.


Research Interviewer   31:30
Yeah.




Participant D   31:30
service. It's people that will always matter the most. And these tools are there to support us and enable us, but it's not there to replace us. And I think we just have to be mindful of that all the time, because I think we're coming to that point now, especially as part of this Transformation stuff is kind of


Research Interviewer   31:35
Yeah.
No, absolutely.


Participant D   31:50
they're wanting to see some kind of bottom line kind of, and I think, well, you got to be careful about this, about how you sell it, because you don't want it to kind of become the robots or the kind of like the AI will be doing everything, because that will just turn people off, and especially when you're dealing with


Research Interviewer   31:54
Hmm.
Mmh.


Participant D   32:09
very people-led Services where at the end of the day, what somebody wants is a contact of somebody to speak to somebody and to kind of go, you know, help me or, you know.


Research Interviewer   32:17
Yeah.
Yes.


Participant D   32:22
Tell me what I need to do stuff, so yeah, yeah.


Research Interviewer   32:24
Yes. No, no, no, no. I think you're absolutely right, Paul. I agree with you. I fully agree with what you're saying. And we shouldn't lose sight of the fact that this is a human, or it's a front-facing human public service, isn't it? Okay, interestingly, then, you've kind of led nicely on to the next bit.


Participant D   32:32
Yeah.
Yeah.
Yeah.


Research Interviewer   32:43
Based on some of the stuff that you've just shared, what were the main challenges and successes from your perspective?


Participant D   32:49
I think challenges first and foremost is the buy-in of the organization towards it because you've automatically, as soon as you say AI automation and everything else like that, the first thing that everybody does is kind of goes, draws up the barriers and go, you're not taking my job.


Research Interviewer   32:57
Okay.


Participant D   33:05
And I think that's always the challenge in terms of how you sell it. And I was speaking to two colleagues yesterday about this, because we were talking about benefits realization. And the main crux of that is that we were talking about how do you articulate that in a way that doesn't automatically get people then thinking,


Participant D   33:05
And I think that's always the challenge in terms of how you sell it. And I was speaking to two colleagues yesterday about this, because we were talking about benefits realization. And the main crux of that is that we were talking about how do you articulate that in a way that doesn't automatically get people then thinking,


Participant D   33:27
All right, so you're just going to get rid of people and you just kind of like doing this and that and the other. I was kind of like, you've got to be careful about your terminology which you use here. So not everything is going to be about financial kind of benefit or whatever. It has to be about some form of a


Research Interviewer   33:29
Mhm.
Yeah.


Participant D   33:46
efficiency or whatever, but you've got to be careful about terminology because automatically if you start kind of like saying to people, right, so what's the outcome of what we're going to deliver and everything else like that. And when they're sitting down with people because they're going, this is how they do it, they go, so what's your job? My job is to do.


Research Interviewer   33:59
And.


Participant D   34:05
A, B to C to D and then they go, right, how long does that take? It takes me this amount of time. Okay, that takes you that amount of time. And then they go, right, so if you have like an AI thing or a bot or something like that, it could strip down this amount of time for you to do that piece of work.
and then people suddenly then go, oh ****, am I being done out of a job here and everything else like that. And I think that's always the hesitancy with a lot of this working now and automation and everything else like that. Because automatically we look at ourselves and go, I'm not really needed here, am I? You know, what is my role here? So I think


Research Interviewer   34:29
Yeah.
Yeah.


Participant D   34:45
So I think the challenge has been to try and get the organization to kind of see what that really means and also to understand that it's so different. So one senior leader,
who's not very tech averse, tech kind of savvy and everything else like that. She's quite tech averse. She'd be looking at it from the point of view of kind of bottom line money saved and everything else like that. Is it better? And another senior leader, who's very tech savvy, loves his tech, very data and everything, he'll be like, wow, this is amazing, you know,


Research Interviewer   35:03
Mm.
Mmh.
Yeah.


Participant D   35:23
So yes, high expectations. And then for the likes of service managers and teams, there's a very difficult failure because you're then having to have that difficult conversation about, I'm wanting to improve the service here, but what we could be eventually having is kind of two or three people less.
But how am I going to have those conversations with those individuals? And so there's a very different kind of.


Research Interviewer   35:47
Yeah.


Participant D   35:50
mixture. So I think, so terminology and getting the messaging and the communication right is vitally important as part of the BPR Project and I think that's the key thing. I think also is kind of, please don't take this in the wrong way, but I do find this a lot with social services and everything else like that.


Research Interviewer   35:55
Ping.
Yeah.
No, no, no.


Participant D   36:10
A lot of people I tend to find are not very kind of in with the tech. There's probably a few and I'm probably doing a lot of people disservice here. But I do find that in some areas that you show somebody something shiny and new and you go, wow, that's amazing and everything else like that. And then when you get underneath the hood of things and you start to understand it a bit more,


Research Interviewer   36:23
Yeah.


Participant D   36:30
It then becomes a little bit more complex and you kind of go, oh, actually, you know, so everybody's immediately bought in by the nice shiny thing. Oh, look, it's like a new Apple phone. New Apple phone, it's got AI tech, it does all this **** and everything else like that. I mean, look at it, you go, it's the same as last year's model.


Research Interviewer   36:38
Mmh.




Participant D   36:50
It's exactly the same with nothing new and everything else like that. So we do have to be careful about not being bought in by the, you know, because technology is moving so rapidly and so quickly.


Research Interviewer   36:50
Yeah.
Yeah, yeah, yeah.


Participant D   37:03
And you got organizations and companies selling this stuff, and it's very easy for us to be led down the garden path, kind of like going, yeah, but you know, you know, from a personal aspect, somebody comes knocking at your door and says, I'll install 20 solar panels, you're going to save like 600 quid a year on you.
or your energy, and you're going to create everything else like that. You would say, sorry, jog on. Sometimes in local government, somebody comes along like that and we go, oh, this is amazing. Yeah, go for it. Sign of the dotted line. Six months down the line, you kind of like going, oh, fit, you know.


Research Interviewer   37:29
Yeah.
Yeah.
Yeah.


Participant D   37:41
So I do think we have to be very careful in terms of the rapid change and not being caught up in a lot of the kind of the fancy shiny stuff and.


Research Interviewer   37:45
Children.
That's a valid point. Okay, so we're going to move on to the next section. This is about personal experiences and perspectives. So how have your personal experiences shaped your view of the organisation?


Participant D   37:54
and longer terms.
Yeah.
Um...
I think that, so on one hand, so this is quite a personal thing, so...
On one hand.
Whilst I have felt that I've been supported well in the organisation, I have at times felt very isolated in terms of what I do, because for a long time, it's only me. And


Research Interviewer   38:33
Mmh.
Rhian.


Participant D   38:43
and I've always felt like, and I've gone from one service manager to another, and I've never really had that kind of consistency there. And that's kind of, because I'm isolated, it has made me far more, I have to be far more resilient in terms of kind of just


Research Interviewer   38:59
Mm.


Participant D   39:03
just ******* do it basically. I just got to do it because there's only me that can do it and then I've got to do it and everything else like that. But then I look at myself and I go, that's not the way in which you should be working and that's not. So I've then had to kind of like put my head above the parapet and kind of say, look, I'm not happy.


Research Interviewer   39:04
Yeah, yeah.


Participant D   39:22
I'm not happy with this situation, something's got to change and everything else like that. And in all fairness to the seniors, they have kind of then come back and gone, okay, you know, what do you think we need to do? And I just go, I need more support. That's the simple fact. So obviously,


Research Interviewer   39:25
Yeah.
Mm.
Mhm.


Participant D   39:41
I've got now my right hand colleague, who does a lot of the kind of like the stuff, picks up a lot of stuff for me there. But I felt then I shouldn't have to do that. I shouldn't have to sometimes kind of go, I'm not happy about this. You know, they should be able to recognise that. And I think that's been the frustration which I've had personally is that


Participant D   39:41
I've got now my right hand colleague, who does a lot of the kind of like the stuff, picks up a lot of stuff for me there. But I felt then I shouldn't have to do that. I shouldn't have to sometimes kind of go, I'm not happy about this. You know, they should be able to recognise that. And I think that's been the frustration which I've had personally is that


Participant D   40:05
They recognize I'm a single point of failure, but then done nothing about it. And I do feel then kind of.


Research Interviewer   40:09
No.


Participant D   40:12
Sometimes not appreciated.


Research Interviewer   40:14
Mhm.


Participant D   40:15
Within the organization, it doesn't feel like, even though a lot of people say, yeah, you know,
We wouldn't know what to do and everything. I do feel, I do sometimes feel as if, well, you know...
I don't know, really, because it's not the type of role where you do kind of go out to kind of seek.


Research Interviewer   40:30
Mm.


Participant D   40:35
assure or seek kind of like validation or everything else, you just do it. So yeah, so from personally, those kind of challenges has tried to make me, I've had to become more resilient. I've had to kind of be very adaptable to kind of change.


Research Interviewer   40:50
And...
Mm.


Participant D   40:56
and and also...
and I keep getting told this by colleagues and others, stay in your lane, you know, just do what you need to do. But I do think sometimes in my unique position, I do think if I can see something, I think, well, that's not right, you know, and I can help somebody to change and I can help that happen. I can be an enabler for that.


Research Interviewer   41:17
You know me?


Participant D   41:21
And I do feel sometimes a little bit kind of hand tied to kind of like, just stick to what you do. And then I think, no, because I think this could be done better. And so sometimes I do kind of like get a little bit kind of about it. But yeah.


Research Interviewer   41:31
No.


Participant D   41:40
So, so yeah, so personally, my the main bit is around being more resilient and being kind of.
that kind of having that inner strength to just keep on going and keep doing it. Yeah.


Research Interviewer   41:55
Extremely, it's thank you for sharing that bit about the unique positioning of your role actually, Participant D, is that's been really helpful for me because it is a very unique role. But also, and this is a side note, I think you are definitely an enabler and I come to you because I trust your expertise and knowledge and judgment on things.


Participant D   42:03
Yeah.
Yeah.




Research Interviewer   42:15
And if I'm being honest, I think you're well worth more than a grade 10. If I'm being really frank, I think you deserve a higher grade for what you do. If I'm being really honest, given what you do, Participant D, given the nature of it, I think also your systems, the way your brain works, you see things from a high level perspective anyway. So actually,


Participant D   42:21
Yeah.
Well, I think to.
Yeah, it's funny.


Research Interviewer   42:36
You're naturally using critical thinking skills, aren't you? So I think you're, you know, I see your value 100%.


Participant D   42:40
Yeah.
OD.
So I have to talk about this. I talk about this because in my own personal world, a lot of my close friends are in very high paid jobs and everything else like that. And me and my wife, we often joke, she, it's the usual phase. She'll go,
No, I've only earned a bit more money, blah blah blah blah, right?


Research Interviewer   43:06
Then she can reduce her hours a bit.


Participant D   43:10
So I always say to her, I say, right, put this into perspective, because I'm a very much of A values person. And I've always said, wealth doesn't make you happier. Having more money doesn't make you happier in life. It doesn't. And so I always say, as long as I enjoy my job and as long as I'm happy and


Research Interviewer   43:16
Care.
No, it doesn't.
My.
And.


Participant D   43:31
bills are paid and everything else like that. Money is the side part to it, but I'm not money driven and I never have been kind of like that. Don't get me wrong, I do kind of like look at things and go, well, yeah, I can do that and everything else like that. But then I also look at the wider aspect of it because I think I always have this kind of matter of health before wealth and I've always stuck with that because I think it doesn't matter. You can't take money with you and also


Research Interviewer   43:33
Ping.
None.
No, that's true.


Participant D   43:56
Money doesn't make you kind of any happier. It just kind of perhaps sometimes brings more kind of stress and everything else like that. So, so I often kind of like say, I say, yeah, it could be, I should, perhaps I should be on a grade 11 or grade 12 or everything else like that. But then I also think


Research Interviewer   44:03
Yes.


Participant D   44:15
you know, I enjoy this job because of the fact that I am in that unique position. It is unique. Would that be the same if I went to another authority anywhere else? Probably not. So, so you, I am often weighing it up in terms of like, well, what's next and kind of that aspect, and I am at that point now.


Research Interviewer   44:17
Mail.
Yeah.
Show, show, show.


Participant D   44:35
I am at that point now where I'm going. Right, we've been doing this job for quite some time. I don't really want to become another long-serving colleague in HR where I'll retire 60 and kind of like whatever. So there is.


Research Interviewer   44:46
Well, I'm not doing a lovely video where you talk about HR processes.


Participant D   44:50
Yeah.
Yeah, exactly. So, so yeah, so I have to kind of like think about that. But, you know, and it is nice. It's nice to be recognized and it's nice to be kind of like people have, if people are stuck, they think, who can I go to? Right, I'll go to Participant D and he'll kind of like, yeah.


Research Interviewer   44:54
Okay.
I...
Participant D, I would absolutely, and it was just a reaffirm to you, you are a problem solver and my natural response is always to gravitate to people that I know have that mindset. So you have a growth mindset, it's the way that your brain works and I love that and that's why I would come to you.




Participant D   45:18
Yeah.
Yeah.
I like what I do the same. If I've got an issue, if I think, oh, I'm not too sure about this, I will always go to somebody else. So I think they might know, they might be able to kind of like help me along this way. So yeah, yeah.


Research Interviewer   45:32
Yeah.
And it's bouncing, isn't it? Sometimes just that bit about bouncing off of other people. You can have that kind of like conversation, can't you?


Participant D   45:37
Yeah.
Yeah, I...
I suppose that's the other thing, because, you know, for a long time it was just me, myself and I. And so I called myself the shepherd because it's a very shepherd-like role in terms of, you know, the wandering shepherd along the fields and then you kind of gather up all the sheep to kind of



Research Interviewer   45:44
Okay.
Mm.
Yeah.


Participant D   46:01
put into pen and in a way, it's a little bit similar because I'm having to kind of, because I haven't got all the people around me to kind of do the things, I have to rely on other people. I have to go to people and say, right, I need to do this thing. Can you do it for me? And then, so, you know, it's like, you know, so the service plans, I can't write your service plan.


Research Interviewer   46:13
Man.
Yeah.


Participant D   46:20
you've got to go and write the Service Manager. Here's the tools, here's everything which you need, go and do it. So I get you to do it. And I suppose that has been the unique nature of the role is that I need to do this thing. How do I do it right? I need to go to X, Y and Z to do it and they do it for me. So in some respect,


Research Interviewer   46:21
Yeah.
Ping.
Yeah.


Participant D   46:39
That's a that's a type of leadership in a way, because, because otherwise people won't, if you're * ****, people won't, people won't naturally kind of go, "Oh, I'll help him out and do this favour for him and everything else, they just go, oh ******* hell, he's back again." So, I've always tried to so.


Research Interviewer   46:42
Yeah.
It's true, it's true, it's true.


Participant D   46:58
I do, so I'm always respectful and I'm very respectful of service areas because I know at the end of the day, you've got your day job to do. And I always say, the last thing everybody wants to do is, oh, I've got to do the HR stuff, oh, I've got to do the finance stuff, oh, perhaps has come along now, he's asking for the risk updates and the action updates, so I've got to do that.


Research Interviewer   47:06
Yeah.


Participant D   47:18
So I've always approached it from an approach which I say, look, you know, I do, you got to do your day job first, but if you can do this, this would be a fantastic thing because it'll help me out. In the long run, it'll help you out because automatically, you know, you won't have Natalie or Tanya or Bev kind of like going, where is it? You know, and stuff like that. So


Research Interviewer   47:32
Mmh.
Man.


Participant D   47:41
Yeah, yeah.


Research Interviewer   47:42
It's a mutually supportive Canadian. Okay, so the good news for you is, we're on to the last question. Are there any changes that you would suggest to improve organisational culture or leadership within the council?


Participant D   47:45
Right.
Yeah.
Um...
I think we could be a lot more transparent about why we've made certain decisions and kind of


Research Interviewer   48:10
Mm.
I...
But.
Yeah.




Participant D   48:55
And I know people have their moan and groans about Newport, but Newport isn't unique. It's not, you know, I read the articles about the city centre, everybody bangs on about their freaking city centre and I think, well, it's no different to any other city centre, which I see, you know, and I know we're trying to change that emphasis, but internally, we need to do better at it. And I think we do need to be more transparent.


Participant D   48:49
Don't celebrate that fight and we don't recognize it, and.


Participant D   48:49
Don't celebrate that fight and we don't recognize it, and.


Participant D   48:49
Don't celebrate that fight and we don't recognize it, and.


Research Interviewer   48:51
Mmh.


Participant D   48:55
And I know people have their moan and groans about Newport, but Newport isn't unique. It's not, you know, I read the articles about the city centre, everybody bangs on about their freaking city centre and I think, well, it's no different to any other city centre, which I see, you know, and I know we're trying to change that emphasis, but internally, we need to do better at it. And I think we do need to be more transparent.


Research Interviewer   49:01
Yeah.
Okay.
Thank you.


Participant D   49:19
We're adults, we're all adults at the end of the day, and I don't quite understand some of this cloak and daggery stuff that goes on. I just think...


Research Interviewer   49:21
Mm.
I.


Participant D   49:27
Really? Come on, you know.
I so.


Research Interviewer   49:33
You're not alone there, boom. I have to think the same thing.


Research Interviewer   48:44


Participant D 48:49
Don't celebrate that fight and we don't recognize it, and.

Research Interviewer 48:51
Mmh.


Participant D 48:55
And I know people have their moan and groans about Newport, but Newport isn't unique. It's not, you know, I read the articles about the city centre, everybody bangs on about their freaking city centre and I think, well, it's no different to any other city centre, which I see, you know, and I know we're trying to change that emphasis, but internally, we need to do better at it. And I think we do need to be more transparent.

Research Interviewer   49:01
Yeah.
Okay.
Thank you.


Participant D 49:19
We're adults, we're all adults at the end of the day, and I don't quite understand some of this cloak and daggery stuff that goes on. I just think...


Research Interviewer 49:21
Mm.
I.


Participant D 49:27
Really? Come on, you know.
I so.


Research Interviewer 49:33
You're not alone there, boom. I have to think the same thing.

Participant D 49:36
Yeah, and so I do think sometimes like that, and I think everybody does, and I don't know what it is. It seems to be as soon as you get to a certain level in the organisation, the cloaks and the daggers come out, and I just kind of think,
You were there once, you were that low level person at that one point in time. So you must recognize that and kind of like, you know, so put your traitor's cloak away and, you know, just be more open about certain things.

Research Interviewer 49:58
Absolutely.
Absolutely.
I agree. I totally agree with you, Participant D. What you've just said echoes precisely my thought process and we're going through a similar process at the moment and I feel that we need to be more transparent with our staff and actually that's how we need to be moving forward. But it's really interesting, isn't it? As you say, we almost like there's something about

Participant D 50:14
So.


Research Interviewer 50:31
The further up the chain you go, the more we seem to hold information back, and I don't know what that's about. I don't know why we...

Participant D 50:36
Yeah.
Well, it's very simple because it's knowledge and power and.
And you see this and I think this is systematic of organization and I always say this about institutions such as local government and everything else like that. I think it stems from right at the top in terms of because it's politics and politics drives a certain kind of

Research Interviewer 50:58
Mhm.

Participant D 51:04
ethos in terms of keeping your cards close to your chest and not sharing them, but forgetting who the bigger picture is and forgetting who puts you in that place in the 1st place.


Research Interviewer 51:17
Mm.
Very, yes.


Participant D 51:22
and I think that there is something there then that organisations, and we see it everywhere, it's not unique to local government, it's everywhere, it's power, and I think that ultimately is the thing which kind of drives people to become
perhaps the way in which they are, instead of the best organisations are always the organisations which are open and transparent and kind of go, we messed up. Fine, you messed up, but we need to learn. I think, you know, it's gone too far one way in which, well, we can't say that we've messed up because otherwise I'm going to be out of the job. And I think there's a lot of protectionism that goes

Research Interviewer 51:50
Programme.
Yeah, I agree.


Participant D52:06
on as well. Because let's face it, time and time again, you see, it's very easy to get rid of the lower level of people. But when it comes down to the top level of people, it becomes a lot more harder and it becomes a lot more murkier. And I just kind of think, come on, guys,

Research Interviewer 52:06
You know.


Participant D 52:25
you know, you got to call it for what it is sometimes. So, so yeah, so yeah, so those are the two things. I think one is communicating about kind of what we do good and where we've done well. And secondly, is about being more transparent with each other and kind of like saying, look, change.


Research Interviewer 52:28
Yeah, yeah, agreed, agreed.


Participant D 52:44
this is going to happen and kind of this is what it means and, you know, be an adult about it. Yeah.

Research Interviewer 52:46
Yeah, yeah.
Yeah, 100%. Okay, you've done all the questions. Is there anything else that you wanted to cover that we haven't talked about?


Participant D52:59
No, not really. I think I've covered most of the things. I hope that you've got whatever you needed to get out of this.

Research Interviewer 53:04
Yeah, it was great. Honestly, you covered a lot of themes. It was really useful for me. And it's the richness of the interview that is going to be really good for me in terms of I'll be able to look at trends, patterns and themes across the number of interviews. And that's what I'm really excited about is just seeing the stuff that comes through from that.

Participant D 53:11
Yeah.
Yeah.


Research Interviewer 53:23
But yeah, no, it's been great. And a lot of the things that you've talked about pretty much echo what's in the theory within the literature. So actually, what's really great is this just there wasn't within the literature, there's nothing that talks about the application of Transformation of leadership within a public sector context. So there's a lot in terms of private sector.

Participant D 53:25
No.
Yeah.

Research Interviewer 53:43
Great and you know, you've obviously got that and that's wonderful, but there was nothing to kind of compare it to. So actually, it's really useful for me because this is kind of broaching into new areas. So that's why I'm really excited. Thank you very, very, very, very much. That was awesome. Thank you. Honestly, and you gave such clear examples as well.


Participant D 53:52
Yeah. Cool.
Always a pleasure day. Always a pleasure day.
Yeah.


Research Interviewer stopped transcription 



Participant E 1 May 2026, 10:01am

30m 20s


Research Interviewer started transcription


Research Interviewer   0:03
Share the participation participant information sheet with you, all right, before I proceed with anything else.
There we are, but wait two seconds. I shall put it up for you. Oh, exciting.


Participant E 0:18
Yeah.


Research Interviewer 0:20
Are you having a good Friday?


Participant E 0:21
I am actually. Yeah, because it's bank holiday as well in there, so.


Research Interviewer  0:23
Yay! And then it's been a holiday, isn't it? I know. I could well imagine just how delighted you are about that. Right. So, to go up to the top. So, participant E, obviously have a little look through, read it. Let me know when you're ready and I'll move it further down.

Participant E 0:27
Head.
Yeah.
[Name removed].
Move it up a bit, please.


Interview Researcher 0:58
Yeah, of course.


Participant E 1:17
Okay, perfect.

Interview Researcher 1:18
Okay.

Participant E1:28
Okay.


Interview Researcher 1:30
OK, so I'll start sharing now. There's no trick questions, all right? That's the important bit. There's no trick questions. It's conversational. It's going to be about you just sort of reflecting and thinking through from your own experiences. So that's the idea. So like, prepare yourself. It's not quite the same as an interview, is it? I know. It feels like you're preparing for a job interview here.

Participant E1:35
Bye.
Okay.


Interview Researcher 1:54
Okay, so I'm just confirming you've given your consent for us to continue. My most important bit, obviously, when this is done, I will print out a copy of the transcript, as in I will download it. When I start to look at analysing it, I will send a copy of the transcript to you first for you to have a look through. You can then have a look through the contents, edit, change anything that you're not happy with or anything that you feel you want

Participant E 1:58
Yeah.


Interview Researcher 2:18
to doesn't reflect everything you feel you want it to say and then you send me a copy over that you're content with. Is that okay?

Participant E 2:23
Okay.
Yeah, that's fine.


Interview Researcher 2:27
Lovely. So first and most importantly, you know who I am. Obviously, you know I'm the Service Manager of Children Services. And my bit of research is about the concept of transformational leadership, but particularly about how that's applied within the context of [Local Authority]. Now, what you remember, you saw the
So the little bit on the participation information sheet about what sort of transformational leadership is about. So there are certain kind of qualities and characteristics that are identified in the theory. The interesting part will be just about how that is experienced by staff members across the council and so I'm doing a full range of research with a number of different people in different positions to get a real sense of what that feels like for everybody. So it gives a real rich variety.
So, for the purposes of the transcript, can you describe your role within the organisation?


Participant E 3:19
Yeah, so I'm a Finance Business Partner for Children Services. So as part of that, I monitor and help Children Services to look after their budgets and hopefully stay in line with their budgets.


Interview Researcher 3:33
An amazing job that you do. Okay, so how long have you been in this position?

Participant E 3:39
I have 3 1/2 years.


Interview Researcher 3:40
Wow.
God, time flies, doesn't it, Participant E?



Participant E 3:44
I know, yeah.


Interview Researcher 3:45
Okay, and in terms of organizational culture then, how would you describe the culture of [Local Authority]?


Participant E 3:56
Culture. I think it differs. I really do from team to team. I've been in two teams within the authority. The culture. Yeah, the culture in my old team was probably quite stressy and sometimes and was managed a lot differently to other areas, if that makes sense. So it just made things very difficult for


Interview Researcher 4:03
Interesting.
Bye.
Mhm.
Mhm.


Participant E 4:18
us as a team because some people are getting different things given to them and that just, I don't, the culture side of it, I think overall the [Local Authority] is a really good employer and they offer really good things to us but I just think it's not taken through to every team and I think every team adapts things differently which affects everything within the authority.


Interview Researcher 4:23
No.
Yeah.
Sure, sure. That's really interesting. So your experiences of working two very different teams, different types of service or similar surveys?

Participant E 4:41
Me.
I was in, yeah, so I was working in finance, but I was in payments, so I was paying the invoices out before and now obviously coming over and monitoring. So different, still in finance, but totally different roles and just different ways of line managing and different service.



Interview Researcher 4:52
No.
Wow, that's interesting.


Participant E 5:08
The.
Yes.
Different culture, more tendency bit.
Guideline focused.



Interview Researcher 5:18
Apologies, For some reason, I think internet dropped out there. Can you still hear me?

Participant E 5:30
Are we back?


Interview Researcher 5:32
Yeah, do you know, we really dropped out then. I don't know what happened. That's really bizarre. Can you hear me alright?


Participant E 5:36
Sweet, isn't it? Yeah, I can hear you now, [Researcher]. Yeah, I'm fine.


Interview Researcher 5:38
Yeah.
What I'll do, if it helps you, I might turn my camera off just to help the internet in case there's an issue there. So it's not because I don't want to appreciate looking at you and talking to you, but it's just if that helps it at all. That's really weird, isn't it? Okay, just quickly go back to what you just said. You were talking about

Participant E 5:49
That's.
Yeah.


Interview Researcher 5:59
Was it that you described it as different ways of being line managed?


Participant E 6:01
No.
Yeah, so different cultures within that line management. One was very laid back, one was chilled out and this one I'm in now is very focused on deadlines. So it's a bit more making sure that we're hitting all of our points and basically that they're following all the rules a bit more, if that makes sense.





Interview Researcher 6:23
Yeah, no, it does, it does. So it's a very, very different kind of space. Honestly, that's really helpful, [Name removed], just to get a sense of that. So you're experiencing different perspectives, which is really helpful. Okay, are there any particular values or behaviours that you feel are emphasized currently?


Participant E 6:28
Yeah.


Interview Researcher 6:43
or from your experiences generally.


Participant E 6:48
Emphasise, I think they protect this as an employer and their work-life balance, they try and accommodate that side of things.


Interview Researcher 6:59
Well, that's good.



Participant E 7:02
Awesome, thinking. Oh, put me on the spot here. These are not really good for me.


Interview Researcher 7:07
Yeah, listen, no, it's alright, it's alright, and if you need time to think about it, it's absolutely fine, you know, don't have to rush.


Participant E 7:15
Can you repeat it again? Sorry.

Interview Researcher 7:17
Yeah, do you know what I'll do? Would it be helpful if I put the questions in the chat bar for you so you can have time to... Yeah, no, no, listen, everyone has different ways that they make sense of things. So honestly, it's absolutely fine. So...



Participant E 7:23
Yeah, that would be great.
Hang on.
Words are not my forte, numbers are my forte.



Interview Researcher 7:35
No, no, no, no, listen, we're all different and one of the people that I interviewed is it was neurodivergent, so she likes she liked to see the questions. It was really helpful for her, so I put the two bits in for you to have a little look at. OK, so the first one then...


Participant E 7:39
Yeah.
Ohh.
Yeah.




Interview Researcher 7:52
So how would you describe the culture of your organization, which you've kind of touched on already, and are there any particular values or behaviors that you feel are emphasized, or so rather than the word emphasize that come through strongly?

Participant E 8:05
I think they value their people. I do think that they put a lot of emphasis in valuing the people within the organisation because I think they know that they're the main driving force of getting things done.


Interview Researcher 8:16
Yeah, that's interesting. Okay, and.
If I go on to the next bed and carry bear with.
So the next one then is about leadership and management. Okay.


Participant E 8:34
Okay.


Interview Researcher 8:38
I'll put this in P&L.
So the first question is then, what is your experience of leadership within the organisation? So what has been your direct experience of it? Because as you described, you have sat in two teams, you've had two different leadership approaches, haven't you? So can you describe some of those things?



Participant E 8:56
Yeah.
Yeah, so when leadership is very chilled, very laid back.
Pretty much left of our own devices as long as the work was complete.
Yeah.
They're very low key. New team, new team now. We've got a lot more deadlines, so they are a lot more focused on completing those deadlines. It's much more efficient in this team. I think the leadership is better within this team. If I'm, I like things set in a certain way, so I like to know exactly what I'm doing. I know



Interview Researcher 9:19
Yeah.
Interesting.
Yeah.


Participant E 9:39
I like to know what is expected of me and I think that this leadership that I've got now within my current team provides that much better.


Interview Researcher 9:41
Mhm.
So for you then, you've described that actually, you feel it aligns with how you like to be led and supported.


Participant E 9:55
Yeah.
Yeah, very methodical. So if I know I've got to follow something and that leadership has been given to me to follow, that works well for me.



Interview Researcher 10:04
Oh, good. So it's very much about your particular style of working as well. So you feel that that aligns with you. That's good, Kerry. That's pretty good. OK, can you think of an example and this, it's not about broad examples. Can you give us an example of how this particular leadership that you're currently working in has influenced


Participant E 10:11
Yeah.


Interview Researcher 10:24
any of the work, the organisational work that you've got to do and it doesn't have to be high level, it can be something really practical. So it's just how that question makes sense to you.



Participant E 10:36
Well, this...
It.
basically helps us to meet all our deadlines for year end. If we didn't have that type of leadership and those key roles and key dates that we need to make, we would never meet year end. So that is probably the biggest thing of least leadership is making sure we meet all of our deadlines and they do that really well.


Interview Researcher 10:59
And how, would you be able to talk to me a little bit more, excuse me, about how that works? So what do you think it is about that that helps you?



Participant E 11:09
I just know what I'm doing. It's written down what key deadlines we've got to meet. We have regular team meetings where we're updating each other. We can ask for support if needed, but the deadlines are just written down and they're just evident. They even put in our diary sometimes so that we know what deadlines we have to meet and what dates we have to get them in.



Interview Researcher 11:16
Mhm.
And, really?
So, so you, so you...


Participant E 11:30
Uh, yeah, yeah, so...



Interview Researcher 11:32
Your line manager puts that stuff into your diary for you.


Participant E 11:35
Yeah, yeah, she'll put it in. If it's a really big key deadline that we all got to meet as a team, then that will be get popped into our diaries and all forgets basically so that we're all on track and we can all remind each other that it's coming up.



Interview Researcher 11:36
Wow.
Sure, sure, sure. And is that something that's done collectively? Do they do that for everybody?



Participant E 11:54
Yeah, yeah, they'll do it for all the FBPs. Actually, it might do it for the whole team, including the AAs, yeah, so I think I think it gets put in for the whole team, the whole Social Services Accountancy.


Interview Researcher 11:56
Wow!
Mhm.
Okay, that's interesting. So...
Talked about, you've covered a bit about an example, that's great, and that was very concrete, actually, so thank you for that, that was really helpful. OK.
We're gonna go into another two bits now for you. OK, ready?
So, this should be more helpful, [Name removed], so...
Open the chapter for you.



Participant E 12:33
Okay.


Interview Researcher 12:33
Can you describe a recent situational project that reflects the organisation of the practices that you've talked about? So like a specific project that you've had to do very recently?


Participant E 12:48
Um, got quite a few that we've done recently. I suppose year-round would probably be the biggest one.



Interview Researcher 12:52
Yeah, you've got loads, haven't you? Yeah, no, that'd be good. Yeah, talk to me about the year-end one. So what does that usually involve?


Participant E 12:55
Yeah.
The.
The year and starts January, so we start...
discussing what objectives are for year end as a team, what we hope to make, what we want the outcomes to be, what targets we need to meet, what deadlines we need to meet. We're regularly discussing in our team meetings where we are on each of those objectives that we need to meet by the end of March or around middle of April.


Interview Researcher 13:11
Mhm.
Mhm.
Mm.



Participant E 13:25
Um...
So yeah, and I think the fact that it's written down, we all know the fact that we've got to meet these deadlines helps us to keep that in mind. We've also got grant deadlines around the same time as year-round deadlines, so we also keep track of all of those grant deadlines as well, all in an Excel document, so we all know.


Interview Researcher 13:36
Mhm.
Log in.


Participant E 13:45
what's due, when it's due and we can put we can tick it off once it's been completed. So it's just those real key leadership points that they've put in place to keep everybody on track. It's just a little list sometimes that just helps everyone to follow that list and know what everyone is doing and what how.


Interview Researcher 14:02
Yeah.

Participant E 14:04
how everyone interacts in the team as well. So [Colleague A] will feed into me, he knows he's got to feed into me, I feed into [Colleague B], [Colleague C], [Colleague D] then feeds it to [Colleague B]. So we all know how that communication goes through the team as well and it definitely makes our lives easier really when we're completing these big projects.


Interview Researcher 14:19
I see.



Participant E 14:26
and in getting out the final eight times.

Interview Researcher 14:29
So you've almost got, from what I'm hearing, you've got like a process that you guys all follow and that works really well in terms of making sure everybody feeds into that bit of the work.


Participant E 14:41
Yeah, and it's important for training as well for our AAs or Accountancy Assistant to see the work that they're feeding into as well. So work is also shared with the Accountancy Assistant. They understand what they're doing and what their work has helped us to achieve as well.
So there's that learning element that's continuously going through our team as well.


Interview Researcher 15:01
Man.
Sure, so there's so, so everybody, so new people that come in learn that particular way as well, is that right?


Participant E 15:14
Yeah, yeah, yeah. [Colleague A] has only been with us two years and [Colleague A] is taught the same way and he gets the opportunity to read all of the documents so that he can understand how he is manpower for Children Services.


Interview Researcher 15:24
No.
Sure, sure. So it's helping people see the overall connection. It sounds like, it sounds like there's almost like uniformity, like in approach everybody's got exactly the same thing to work towards. And I guess that keeps it efficient, doesn't it?



Participant E 15:36
Yeah.
Yeah.
Yeah, it really does. We all know what's expected of us and we all know what we need to achieve and we can easily ask for help if needed. So in that way, the leadership within our team is really, really good.


Interview Researcher 15:53
Yeah.
Same.
Hey.
I thought I'd try the camera again and see if it doesn't complete to you. Sorry, so from your experience then, are there any potential challenges to this particular way of working and what do you think the success is of it?



Participant E 16:05
No.
Successes are that we do meet our deadlines and we as a team we always do meet our deadlines. I think challenges are it can be quite fraught sometimes when we are trying to meet those deadlines and there's they are very short deadlines and people are asking for information constantly within the team. So you feel like you're being pulled in three or four different directions sometimes.


Interview Researcher 16:32
Mhm.
Wow.



Participant E 16:39
at one point. So yeah, that's probably the biggest thing is because we have that uniformity and we all know what we're doing, but people are asking you questions as well. So you can't sometimes just focus on the one thing.


Interview Researcher 16:52
Sure, am I am I sensing in your area of work? It's actually a very busy department.



Participant E 17:01
Yes, yeah, we like between, we do the monitoring, so we have the three cabinet monitors here, we have the January monitor the year and, but in between that, then we're focusing on like projects and all of that side of thing. And we've also got the AMSFP running as well. So we're looking at next year's budgets while we're still fine.



Interview Researcher 17:13
Mm.



Participant E 17:19
We're looking at 27, 28, well we're finalising 25, 26 and we haven't even started on 26, 27. So we're looking at three different years potentially sometimes. So you're being pulled in lots of different directions.

 
Interview Researcher  17:25
Yeah.
Sounds it. Do you think, you've made me think about, going back to the point you made earlier about very different approaches in your teams, from your team experiences. Does that leadership come from the person above you or is it slightly further up in the chain? Because that's what I was going to say. So you've obviously got your individual managers who are leading or the people above you.
But are the practices that you've experienced, do they come directly from the person above you or is it, do you think it goes further up?



Participant E 18:04
Each Accountancy team kind of, we all have the same deadlines, but we all probably operate slightly differently. So these main ways of working and how it's been put in place in our team is probably led mostly by my two managers. Yeah, we all know the deadlines in Accountancy, but I think each team operates slightly differently.



Interview Researcher 18:10
And...
Slightly different then. That's really helpful. That's really helpful. Okay, so you're going to fly through these, as I would expect from somebody who works in Accountancy. Okay, so next two, and you'll be delighted to know then, these will be the last ones, right?

Participant E 18:23
Yeah.
Okay.


Interview Researcher 18:41
Yay.

Participant E 18:41
Oh.



Interview Researcher 18:45
Okie dokie, so first one then, how have your personal experiences shaped your view of your organization?



Participant E 18:56
I think when I first came into the organisation, I went into my first team, I was a bit shocked because I didn't expect the dust to be that laid back within the council. Yeah, I was quite shocked because I really was living from private into local authority. I was expecting it to be much



Interview Researcher 19:01
Many.
Oh, really?



Participant E 19:15
but stricter I would have thought, but they were very chilled, very laid back. Moving from payments over to where I am now, again, was a bit of a culture shock again then, because I went back to how I was probably like more regimented in the private industry as well. Yeah, how I imagined it was going to be. So yeah, I do prefer



Interview Researcher 19:17
You.
How you'd imagine it was gonna be?



Participant E 19:36
This team and this experience than I did, and I liked my first team, but I do prefer the leadership in this team. It suits me better.



Interview Researcher 19:43
You know, I think like you were saying earlier, it's your personal staff. Did you come from private sector previously? It's interesting. What kind of private sector experience have you got, [Name removed]?


Participant E 19:46
Yeah.
The.
Yeah.
So I came straight out of uni and went straight into a glove manufacturer.



Interview Researcher 20:00
Ohh, that's an interesting.
Wow.

Participant E 20:12
And it was, yeah, they did all of the PPE equipment for like [Company] and so we had stores, in [Place] and stuff like that. So it came straight from, went straight from uni into their finance department, did everything within their finance department, but there was just no progression there then. So then that's when I was looking around and went into.



Interview Researcher 20:26
No, no.


Participant E 20:33
The local authority then, so I've...


Interview Researcher 20:34
So very, very different kind of experience.


Participant E 20:37
Yeah.



Interview Researcher 20:38
What, what, you know, just to sort of explore that, because obviously you're used to working in private sector. Is there a difference between the two?



Participant E 20:47
Oh, definitely. I think local authority, they look after the employee a bit more, I think, and that work life balance is definitely, definitely with the flexi and that side of things. Whereas I think it was very, very regimented. There was no flexibility in my private company whatsoever. Yeah, it was 9 to 5, Monday to Friday, that's it.


Interview Researcher 20:57
Mm.
I really...
Got in.



Participant E   21:08
So that side of things was difficult to some respects and I didn't join the council just because of that flexi, but when you've got young, I had younger children at the time, that flexibility within that working environment really helped with our work life balance and our family.


Interview Researcher 21:17
So.
So it's really interesting that you were talking about that. So for you as an employee, do you feel that you're supported more to have those kind of like...
ability to manage your family needs as well and family time. And I guess that's an important consideration, isn't it? Particularly for a young parent. It's like, yeah, yeah, that's really interesting. Did you know that when you first came to Newport? Was that just something that happened if you were here?


Participant E 21:37
Yeah.
Yeah.
No.
You?
You knew about it, but no, it just really, when I got into [Local Authority] then and I was like, oh, oh, right, this happened. It was, yeah, it was, it was, that was a very big culture shock to me, was going from the 9 till 5 rigid, and then like, you can come in early if you need to, or you can, you can finish a bit earlier if you need to, mind.


Interview Researcher 22:02
Mm.
Yeah.



Participant E 22:11
You've got to pick the girls up, you can go. I'm like, can I? So that culture shock took a while. I think that took probably a good year for me to get that private industry into into local authority where we can. So yeah.



Interview Researcher 22:14
Right, then.
Hmm.
How do you find, I am interested, this is not one of the questions I put on here, then. How do you find the interaction between your department and then leadership approaches in other departments? So, because obviously there are different cultures, aren't there, I'm guessing. And what does that feel like? Because obviously your main bit, you're interacting with social services. What does that feel like for you?

Participant E 22:39
Mhm.

Interview Researcher 22:47
Do they operate very differently, Ceri?


Participant E 22:49
Yeah, you guys do operate very differently to us. Yeah, very, very differently. But I can understand that different culture because your hours can be done Monday to Friday. Your work isn't, your work can't just fit in a tiny little box. So you can understand why different departments need that.


Interview Researcher 23:04
You know.


Participant E 23:08
have different cultures. Ours is very regimented. We're accountants, that's what we like. You guys are Children Services, you've got to adapt at any time. So yeah, you don't know what's coming through the door. So yeah.


Interview Researcher 23:13
Yeah, yeah.
How do you? It's really interesting, really interesting, he said.
How do you think the two kind of worlds interact? Because that's quite an interesting space, isn't it? Because we operate in a very, very different way. So how do you think that aligns? Or do you think sometimes it works well or do you think there are challenges sometimes?



Participant E 23:41
I think it does work well. I think everyone realises, unfortunately, they've got to discuss the money. So I think they do. Whether I don't know how this worked years ago, but I think I didn't work with the older service managers. I've only had [Service Managers] as my service managers. And so I think you were all pretty new when I started as well. So I think we've all


Interview Researcher 23:57
Okay.
Team.



Participant E 24:02
you, [Colleague B] and [Colleague C], we've all kind of grown through that together. So I think we've got, it took me a long time to understand the culture within Children Services. And yeah, but I think as I've grown in this role and understood you guys a bit more, I'm like, right, okay, I know why that's happening now.


Interview Researcher 24:04
Ugh.
Mm.


Participant E 24:22
I can understand what's going on there now.


Interview Researcher 24:24
Well, it's understanding and appreciating each other a little bit, isn't it? Because I guess for us, we don't always understand what it's like being in the world, you know, the world, the culture of finance. So, you know, to some extent, maybe, you know, as my lesson from this and learning for me is,


Participant E 24:29
Yeah.


Interview Researcher 24:43
Do we understand the work that you guys do as much as we expect you to understand how we work? Does that make sense?


Participant E 24:49
Yeah, no, I fully get you. But we understand that finance is a very small percentage of your world. Your world is much bigger. So that's why we are there to assist you guys and help you guys where possible. So we understand that our role within the organisation as well. So yeah, and it's quite.



Interview Researcher 25:07
And a very good role that you do. Can I point out? It's a very good role.



Participant E 25:09
Oh, thank you. No, I do like working in Finance, but I also like working for Children Services as well, because I can remember when I got this role, they were all like, oh my God, you're going for Children Services. And I was like, what's wrong with Children Services? And I was like, no one was saying anything.



Interview Researcher 25:27
I was like.
Yeah.



Participant E 25:30
And then, in fact, I don't find it that bad, actually. I mean, Children Services is volatile, and I think that's probably what I like as well, because it gives you that.



Interview Researcher 25:39
We keep you on your toes, don't we?



Participant E   25:41
Yeah, you do. You do. And I like that. You challenged me.


Interview Researcher 25:46
Oh dear, I was going to say, it's probably never a dull moment for you. And there's always something, isn't it? We're coming to you and going, can we do this? Can we do this? Can you do this? Fair play to see you. So interestingly then.


Participant E 25:50
No.
Yeah.
Yeah.
Yeah.



Interview Researcher 26:00
you are busy enough within your role within finance and then you have that demand from us too, which creates other layers of busyness for you. So my goodness, you probably don't get a spare moment.



Participant E 26:13
We do some, yeah, we got quieter periods, like we've just finished year round now, so we're building up now, we're prepping a bit more. So this week has been an abnormally quiet week for us. But yeah, we do, like [Name removed].



Interview Researcher 26:23
And.
Yeah.
Hmm.


Participant E 26:29
Like have any, I think any service you have your ebbs and flows like you guys, you have your big massive periods at Christmas and those, like even for me, I can know sure areas of like school holidays, Christmas and stuff like that. You always know there's going to be an inflow of Children at that time of year. So yeah.



Interview Researcher 26:40
Ohh.
****.
Yeah.


Participant E 26:48
I think we all have our flows within any working environment, don't we really?


Interview Researcher 26:49
But.
No.
Sure. So this is your last question. You'll be pleased to know. Are there any changes that you would suggest that could improve the organisation's culture or its leadership?


Participant E 26:02
Sure.
Yeah. Yeah. See, so what I'm hearing is that the messaging has been much clearer, which then means people are feeling a bit more informed about what changes are taking place. And so hopefully that's helping bring them along the journey. Nice [Name removed]. Nice. That's really good. Thank you. That's really that again, that's really insightful. Okay.



Interview Researcher 27:13
Mm.
That's really, that's really helpful insight. And just to say, if it makes you, so to reaffirm what you're saying, in my experience of the conversations, a number of participants have described actually just how vastly different, different services are, but also vastly different.
Teams are, which says, so what you're saying, even within your own directorate, is interesting.


Participant E 27:42
Yeah.
Yeah.
Yeah, yeah, we...



Interview Researcher 27:50
Is it, so obviously from your point of view, happy with the leadership that you've got. Is there anything that you think more broadly, so anything broadly about leadership generally across the council?



Participant E 27:54
Yeah.



Interview Researcher 28:02
So thinking about high levels, that kind of stuff.


Participant E 28:04
Yeah.
I don't. For me personally, no. I'm happy with everything I get at the moment. I can't. I feel the information has failed dying easy enough. We know what's happening. We get all of that updates and stuff, staff news. And my manager is very good at letting us know when these changes or if anything is going to be happening as well. So



Interview Researcher 28:16
Also, I was curious about, yeah.


Participant E 28:26
I feel that, yeah, I'm happy enough with everything at the moment, not dissatisfied with anything or don't think there's anything that needs changing really, that affects me anyway. Could be someone else somewhere else, it feels completely different.


Interview Researcher 28:31
That's good.
Yeah.
But that's okay, isn't it? That's how we make sense of it. You know, it's how it impacts us. And I really appreciate you giving me some perspective about your broader connection to the larger local authority stuff, because you're saying you feel like you're getting information that you need and stuff gets sent to an email. So from that perspective, you still feel a connection to the larger organisational stuff.

Participant E 28:40
Yeah.
Yeah.
Yeah.



Interview Researcher 28:58
That's really good. Well, on that basis, unless there's anything else, you've done it. That's it. Pain, pain over. So thank you very, very, very, very much. I will just simply download the audio transcript. When I then start to analyze it, I'm going to send a copy out to you, have a little look at it. If there's anything on there that you've really wanted to add, change, edit, it's absolutely fine. But


Participant E 28:59
Yeah.
Be happy!
What?
Yeah.


Interview Researcher 29:19
to reassure you it's anonymized, you'll just be referred to as participant E or participant F. So nobody is, you know, and only I get to see it once I've done my bit of research, it just gets destroyed as I would do anyway. All right. Thank you.

Participant E   29:21
Yeah.
Okay, yeah.
I think.
Do you need anything from me? Is everything answered okay?



Interview Researcher 29:36
Yeah, you did a great job. You know, obviously, it's about getting a cross-section from everyone. So what I'm trying to do is get experiences from people from different areas of the council so that they can give me their perspective so I can actually get a better understanding of what that looks like across the local authority rather than just going to my Children Services colleagues. That would have been the easiest thing to do, wouldn't it?


Participant E 29:37
Yeah, okay, that's.
Yeah, yeah.



Interview Researcher 29:57
but they can experience it from one angle, whereas actually I want to get a sense of what it feels like for a number of different people. So thank you.


Participant E 29:59
Yeah.
Yes, well, it's OK. No problems. I hope you have a nice.



Interview Researcher 30:05
Thank you for your time, and I'll see you a little bit later, won't I? No doubt.


Participant E 30:08
Oh, yeah, we got another meeting later, haven't we? All right, see you later, [Researcher]. Bye. Bye.



Interview Researcher 30:14
Bye, bye, bye, bye.



Interview Researcher stopped transcription

Participant F 

[Date and time withheld]

47m 11s


Interview Researcher started transcription


Interview Researcher  0:03
this, you'd think, wouldn't you? I'm just letting you know, you've been digitally recorded on [recording platform]. All right, so are you ready for your questions?


Participant F   0:03
Yeah.
Let's go, let's go.


Interview Researcher 0:13
Ok.
So first and foremost, you know who I am, but you know obviously that I'm doing this as part of my MBA dissertation on transformational leadership. Obviously, you saw a little bit at the beginning about the purpose of the interview and specifically the issue around kind of the characteristics and the aspects that would be identified as a transformational


Participant F0:28
Yes.

[Date and time withheld]


Participant F0:54
Mm.


Interview Researcher 0:56
Do I have something behind it? Yeah, OK, so...


Participant F0:59
Nice.

Interview Researcher 1:03
Question #1.
For you, really?
Can you describe your role within the organisation?


Participant F1:13
OK, yeah. So I'm Continuous Improvement Manager within Children Services. So in theory, that should involve me being central to leading on kind of continuous improvement and transformation change within the department to drive forward efficiency, performance, support the delivery.
obviously with the ultimate aim of improving service user experience, but also kind of wider context of working with staff and teams to improve kind of, I guess, employee wellbeing and experience and enjoyment as well. So kind of that rounded approach to supporting all different service areas too.
Drive Improvement. Is that OK? Yeah.


Interview Researcher 1:56
Yeah, perfect. And no small task there then, basically, just like pretty much keep everybody in Children Services happy all the time.


Participant F2:03
Happy.

Interview Researcher 2:05
Happy. Well done.


Participant F2:05
Failing, failing, I gotta start myself, you know, yeah, so.

Interview Researcher 2:12
That's the first time boiling. So, for the sake of the transcription, how long have you been in this position?


Participant F2:20
In this position, only a couple of months, but it's kind of a continuation of a position I've been doing for about, I want to say the last 14 months, 13 months. And then prior to that, I was obviously leading on the elimination of profit, but across the region. So yeah, this specific role about 14 months.


Interview Researcher    2:38
Okay, cool. So the next bit is pretty much around the concept of organizational culture.
How would you describe the culture of this organization?


Participant F2:50
From a transformation perspective or just in general?


Interview Researcher    2:53
However you want to answer it.


Participant F2:58
Okay, I think I got to start with departmental, you know, the service area first, I suppose, as a service.
Oh, that's a big question, isn't it?


Interview Researcher    3:11
Yeah.


Participant F3:12
Okay, I feel we've got a bit of our, we've got our own culture. I wouldn't necessarily say, and I think I found this when I worked in Social Services before, the nature of the work tends to lend itself to the actual department, not becoming siloed as such, but developing its own culture, its own tempo, its own kind of ecosystem.


Interview Researcher    3:23
Yeah.


Participant F3:32
purely to the nature of the work that's undertaken and the level of risk and the requirement to be both strategic but high emphasis on reactivity as well, just because of the nature of the work.
I feel like we sit well within the department. I'm not sure departmentally, again, I think there's a bit of work that we need to do to maybe align with the culture of the main council, whether that's the corporate side of it or, you know, the other departments. I think we've got good cross.


Interview Researcher    4:01
Yeah.


Participant F4:03
cross-departmental relationships with more operational teams such as youth services and that kind of thing and more kind of learner focus, young person focused stuff, maybe education. But I feel it's the kind of.
Corporate culture doesn't necessarily dovetail well with this area of work and I feel that sometimes there's a bit of a battle culturally between what we're trying to implement and some of the guardrails that are implemented. A, as part of a democratic organisation, which I completely understand, but the governance and assurance that's associated


Interview Researcher    4:22
Mmh.




Participant F4:37
which doesn't always allow us to implement and develop the culture we want to, I guess. So, yeah.


Interview Researcher    4:43
If you, yeah, no, that's really, it's really interesting and you've just highlighted one of the specific challenges that the research highlights particularly. If you could describe then the culture from your perspective, from a social services perspective, and then what you think the larger organisational culture is,
That'd be really interesting from your point of view, what your understanding of it is.


Participant F5:04
OK, I think our culture, I mean, if I was going to use words to look at kind of values and culture, I would say it's a developing, like innovation and transformation is kind of a real, is there's a developing culture within our area, I'd say, and it's a real kind of, depending on who you're dealing with, I feel there's a


Interview Researcher    5:08
Okay.


Participant F5:25
There's A willingness to move the service forward. There's an there's an interest in innovation, however.
moving that forward with traction and and tempo at the speed I think it needs is a challenge because of the day to day and you've got a real kind of cross section of people within our department. I think people have been within the department for a long time who have maybe seen organisational change and transformation.
and then, and and the backdrop of kind of digitalization and AI and everything that come with that, and you've got a younger cohort that may be a little bit more receptive to move things forward from that kind of, so you've got that kind of real cross-section of people which you're trying to...


Interview Researcher    6:05
Yeah.


Participant F6:06
Engagement and take and take through. I think it's a supportive culture. I think there's.
a degree of, yeah, quite a high degree of ownership and autonomy for performance. But within the general setting of, you know, there's a degree of scrutiny due to the nature of the work. But I feel, I like to feel that people feel empowered and that's something that I get across the piste.
In terms of our links, how we differ from the main organization, I feel...
Again, I think [Local Authority] is at a bit of a crossroads with its cultural alignment. So I think there's the overarching, this is our culture, these are our values. They don't really live and breathe for me within our organisation. They are posters on a wall. They don't, you know, I don't see those behaviours necessarily, especially from a corporate centre that


Interview Researcher    6:42
Mhm.


Participant F6:57
That that that that we try to bestow and and and and and and mirror within our department, I think sometimes.


Interview Researcher    7:03
Yeah.


Participant F7:06
We're a little bit dictated by process and governance within our cultural kind of alignment, and I think that needs to change. We are a little bit stayed in terms of how we engage with people. I hope our processes need to be a little bit more reactive. We need to kind of start looking at different types of media to engage people.


Interview Researcher    7:13
Mm-hmm.


Participant F7:25
Service user voice, voice of the customer, if you like, which would obviously be the public. So the way we engage, I feel our culture is a little bit behind other authorities I've worked with and other, like I come from education most recently, and education from an FE perspective is, you know, you've got to move. Technology within education is huge. So embracing change, embracing all the tools that you dispose of from a cultural perspective, that's really progressive.


Interview Researcher    7:27
But.


Participant F7:50
I just feel...
We're not quite there, if you like. But I think departmentally, we're trying to move forward, but I feel we are curtailed a little bit by our kind of the wider culture of the organisation. Yeah.


Interview Researcher    7:53
Sure.
Sure. That's really helpful. Yeah, it's really helpful. It's really helpful.
Okay, so the next question is, are there any particular values or behaviors that you feel are emphasized in this culture?


Participant F8:21
I guess again, if I stick to our department first, I guess, and then work out to the wider organization, or do you want an organizational wise, I think?


Interview Researcher    8:26
No, no, it's good. Do it exactly the way that you...


Participant F8:29
Again, I suppose it's just echoing a little bit of what I've just said, really. I think they are, if I was going to look at values, I got my own value set that I like to kind of bring to everything I do and I try to always look for organisations that align with that to a degree. So, I'm bringing on kind of honesty and integrity and


Interview Researcher    8:33
Huh.


Participant F8:47
quite cliche ones, but that accountability and I feel there's a high level of accountability within the area that we work. It has to be because of the nature of the work.


Interview Researcher    8:55
And.


Participant F8:57
I think we're very, I think people are honest with each other. I think there's a there's a level of there's a level of support and empathy for people, especially people who are more operational and client-facing. I think there's a really, because we've got obviously different service areas, you see different features within those which are interesting as well, and they do


Interview Researcher    9:08
Yeah.


Participant F9:17
they are, they do, they are quite diverse within that. So even within their own department, people act and behave in different ways and different values are present there. So if I give an example, within your department, there's a high degree of transparency, there's a willingness to kind of share best practice.


Interview Researcher    9:20
Yeah.


Participant F9:36
and not be siloed in the way we work. And I think maybe across departments, there's more of an emphasis on, okay, this is our work. You can become a little bit siloed, but there's an emphasis on performance within a certain team rather than seeing the bigger picture. So I think that has its merits. I think that, you know, there's a high level of accountability there. There's a lot of integrity. There's a lot of diligence.


Interview Researcher    9:51
Sure.
Ohh.


Participant F9:59
It's very much around the area of work, rather than looking at the kind of organizational organization as a whole and how do we embed values and culture within the work, but still representative of us as an organization, and that's hard as a big as a big organization. As an employer.


Interview Researcher    9:59
Yeah.
Mmh.


Participant F10:17
I say, like, yeah, really supportive. I think the work-life balance, the kind of the employee benefits, that kind of emphasis on realigning. And I suppose that's an area going to contradict myself now. That's probably the only area that I've noticed in [Local Authority] that are quite progressive, I would have said, is our kind of supporting the individual to engage.


Interview Researcher    10:26
Of.


Participant F10:37
not just as a professional, but as a member of a family, as, you know, embracing that work life balance, understanding that people perform better when they are supported as a whole, holistically, rather than just focused solely on performance in a professional setting. So I think that's a really positive. That's a good positive.


Interview Researcher    10:44
Yeah.
Yeah.


Participant F10:56
And.
And then I, again, I...
I always just feel though that there's, sorry, wrong values with me, but like culturally there's.
There's always something that holds us back a little bit, because we've got, because we organisation of so many different departments, some are quite hierarchical and and adhere to that, whereas we are quite a, you know, top to bottom in our department, we're quite receptive, it's open door, it's
Collaborative.
people seeking feedback and I don't necessarily again think that aligns to kind of more of the corporate centre of the organisation, which is quite structured. Yeah, is that right? And so, yeah, yeah, OK.


Interview Researcher    11:38
Yeah.
Perfect. Yeah, perfect. This is a free flow dialogue. So like literally, it's whatever, you know, whatever you, it's because based on your perspective, it's whatever you feel you want to talk to or cover, it's fine. That's good. Okay, so the next section is then on leadership and management. What is your experience of leadership within the organisation?


Participant F11:46
Yeah, and.
Yeah, yeah, yeah, yeah, yeah.
Okay.


Interview Researcher    12:05
And just to say, it's okay to reflect both on your own leadership approaches and how you implement that and then also what your experiences are.


Participant F12:12
Yeah. Okay, I think my own experience, I mean, I had a small team for a while, I lost it and I've obviously taken on a one person now, so I've kind of backed to that. I think there's two areas for leadership for me, there's leadership in action, i.e. my behaviours, my approach, the way I
engage with people, stakeholders, internal, external, just the way I lead. Like to think I lead direct, I set direction for people and so I know that certainly feel I need to have people under me from a line manager perspective to be a leader. So I kind of, I think I'm not from the school of thought that thinks leadership and management are too


Interview Researcher    12:40
Mhm.
Mhm.
Yeah.


Participant F12:54
two separate entities. I think a good leader can be a good manager and vice versa.


Interview Researcher    12:59
Mhm.


Participant F13:01
I, my experience of leadership within our service area.
I've got people who I look at to set direction. I think people I look at who I've got a lot of respect for, who I would follow, and I, because I'm not a subject area expert within Social Care, I have to rely on that anyway. And I feel there's a, I don't want to embarrass you, I use yourself for example, you know, you're a strong leader, you do it in an empathetic way.


Interview Researcher    13:19
Mmh.
Yeah.


Participant F13:32
compassionate leader, but you've got a clear sense of direction. And I guess that's where I feel like and it kind of complement my leadership style, because I maybe you set direction, I maybe come behind and try and pull areas together to give it


Interview Researcher    13:40
Google.


Participant F13:48
structure, if you like, and I think you bring that as well, but you've also got that high level kind of direction. I don't feel we've got that strongly within our own department. I feel, I speak openly, this is between us, isn't it? But I think we've got figureheads, but we have, but I think that team that you sit in is almost for me in terms of a leadership and direction is on par with the head.


Interview Researcher    13:49
Yeah.
Mm.


Participant F14:12
because I feel there's such a collaboration amongst you. There's no obvious kind of figurehead within that to take it forward. So I feel, which is a positive thing from in terms of sharing experiences and having and being quite democratic in that. But I think sometimes you do need someone who is going to go out on a limb for you and really set that direction. So I think we are missing that a little bit.


Interview Researcher    14:16
Yeah.
That's really helpful feedback, just for learning really. There'll be a section on recommendations, so definitely save that for that. That's good.


Participant F14:35
Yeah.
Okay.
and then organisational, which is a really tricky one. I work as I work, I do my role, isn't it? I get to engage with people a lot across a lot of different departments, and I think.


Interview Researcher    14:50
Yeah, you did.


Participant F14:56
Oh, could be some quite high-level meetings sometimes, and you can you come across the leaders, and I feel there's...
I don't know. I.
I haven't been inspired by people, I must say, at that level.


Interview Researcher    15:12
Yeah.


Participant F15:14
Sometimes I sit in meetings with leaders and I feel there's a real disconnect between what's happening operationally and maybe their perception of things, which demonstrates to me that


Interview Researcher    15:23
Mmh.


Participant F15:26
You can lead a direction, you can set an agenda and a direction of travel, you can be as strategic as you want, but you still got to be aligned with what's happening operationally and you've got to have a good support network underneath you that's feeding you the right, in order for you to take it in the right direction. I feel there's a good alignment leadership wise, organisationally with corporate plans and service plans, but


Interview Researcher    15:47
Yeah.


Participant F15:47
I don't feel that excitement, innovative leadership, to be honest. I think it's a bit safe.
Yeah, and that could be representative of the nature of the organisation and you know, and you know, it's heavily weighted on governance and process, which stifles creativity to some degree. I'm a big believer, it was democratic process, people's money, we've got to be accountable for it. But sometimes people just got to be rewarded and backed.
you know, and trusted to deliver. Like, I've worked across private sector as well, you know, done facilitation and some of the organizations I work with there.


Interview Researcher    16:20
Mm.


Participant F16:28
There's a high level of accountability, there's a high level of autonomy. So people are encouraged to own transformation, their own encouraged to own the direction of travel, you know, and I think sometimes people get their legs taken from underneath them here and replaced by like process and governance, which


Interview Researcher    16:46
I was going to ask you, really interesting, one of the participants I referred to had a similar role to you. He talked about the rather distinct aspect of his role. How does it feel to be in your role?


Participant F16:59
Um, I finished it up.
Sometimes feel.
Just a word about that for you. A bit isolated sometimes, purely because, but I guess the flip side of that is why I enjoy the role. I like...


Interview Researcher    17:09
Mm.


Participant F17:16
The lack of operational kind of content in my role allows me to have a little bit more objectivity and oversight, I guess, across department, which I really enjoy because I like to feel like I can be a little bit of a critical friend, have open dialogue with people, such, you know, we have great dialogue, don't we, and I feel we've got that relationship to have that.


Interview Researcher    17:22
Yeah.
And.
Yeah.


Participant F17:35
And I enjoy that to a degree, because sometimes it does feel like you're working on the periphery a little bit. And I think it may be more telling within our organisation, within our sector, because people are so busy, so time poor, the need to contextualise the impact you're trying to make is ever more present and important than if you're working in a


Interview Researcher    17:49
Mm.
Mmh.


Participant F17:56
a slower paced environment where people have more capacity to engage with you more. Do you know what I mean? So it's a real challenge in terms of constantly trying to engage and then, what's the word? I'm not going to, not ownership. Yeah, I suppose take ownership for things. Yeah, so


Interview Researcher    18:00
Sure, yeah.
Mhm.


Participant F18:16
I love my job. I love my role. It's great. And I think hopefully it'll continue to develop and, you know, we can continue to drive change. I don't see my role as being solely linked and it isn't, is it? Because I pick up lots of different areas. But I would never want to be just working off the back of Continuous Improvement methodologies.


Interview Researcher    18:23
Mm.


Participant F18:36
They've come to me through feedback. I like to be live in it. So like you talk about, yeah, transformation, you know, change management, anything that comes to that. Because I think the broad is such a broad church in terms of improvement. Everything we do is ultimately serving to improve the service area, isn't it? So I'd like to think that people view me in that capacity. Yeah.


Interview Researcher    18:38
Yeah.
No.
Mm.
Yeah, I agree.
That's good. Thanks. Okay, next question then.


Participant F18:55
Yeah.


Interview Researcher    19:03
Can you give an example of how leadership has influenced organizational outcomes?


Participant F19:14
I guess there's that really structured leadership, but what comes with working in any kind of, with any kind of government organisation, you know, so I guess that's a given for this conversation, though, isn't there in terms of that, you know, political element and leadership that's provided there? We don't really,


Interview Researcher    19:28
Mm.
Mhm.


Participant F19:34
Get to see. I think that's a big follow. We don't.
Ultimately, all of us are working for this organisation that's led by elected members and has significant political elements shaping direction of strategic travel.


Interview Researcher    19:54
[Name].
Mhm.
Mm.


Participant F20:16
I think that some kind of understanding about that would be really useful across the organisation.


Interview Researcher    20:20
Mm.


Participant F20:24
In terms of more locally, in terms of leadership impacting change.
Again, I, I may be, this isn't going to be very positive though, is it? Because I guess on the back of our conversation, you know, on the back of the...


Interview Researcher    20:34
Yeah.
Yeah.




Participant F20:38
You know, systems review, there's been an opportunity to to for leaders to.
adopt a different methodology in terms of, you know, departmental change and engaging in a process that are going to empower people within the organisation. But then it's been really clear this week that that can be flipped on its head. And if you've got leadership, who've got a clear sense of direction that can overrule that potentially, then
That can also have a negative impact on.


Interview Researcher    21:09
[Name].


Participant F21:10
maybe the success of any kind of change management and implementation. So this is kind of a, I'm all for strong leadership, but I think any for a leader to be truly embraced and trusted, it needs to be that honesty around decision making and where we're going. So I think that makes sense.


Interview Researcher    21:14
Hmm.
Yeah, 100%. I was going to pick your brains actually, because obviously you've not only just worked in this local authority, you worked in another regional part of authority. What was that like and what were the distinctions in between different local authority practice and cultures?


Participant F21:43
Yeah, I just use that. I think when I worked for [Local Authority] or with [Local Authority] in my last role, but still in [Local Authority area], but you know I mean when I was doing the eliminate work, it's very different there, smaller team, purely Social Services perspective now.


Interview Researcher    21:51
Yeah.
Yeah, yeah.


Participant F22:02
But a head of service that was...
extremely dominant within that.
in terms of setting direction of travel, making people accountable for their performance, but instilled and really interesting, instilled a sense of a stronger sense of autonomy and trust in a way, because it was because you had to win trust, so it was predicated on performance. So initially very difficult to manage, but once


Interview Researcher    22:30
Mm.


Participant F22:33
you had demonstrated the impact you could have had and you were, and you weren't the trust. Yeah, you were still scrutinised for your performance, but you felt you had a stronger level of backing and support that came with that because you'd almost earned your stripes with it. So you were given a greater level of responsibility and it came with the increased scrutiny.


Interview Researcher    22:38
Mhm.
Almost once it had been in there.
[Name].
Done.


Participant F22:53
but you felt there was like a tight support network around you to deliver on that. Does that make sense? Is that, is that, yeah, so it is hard to describe, but I haven't really thought of it like that before. Whereas I feel our team, there's that support structure, but because it is such a collaborative level,


Interview Researcher    22:58
Yeah, that's interesting. Yeah, it does. It does. That's really, yeah, yeah, that's really interesting.


Participant F23:13
It's tricky to see someone as you can that you.
You can.
But I don't want to say.
that you could specifically identify then to be your leader.


Interview Researcher    23:29
Yeah.


Participant F23:30
if you know me.


Interview Researcher    23:31
Yeah, yeah, yeah, yeah, it does, it does just really interesting, and I just wonder what it was like, because you've got you've come from two different local authority perspectives and cultures.


Participant F23:32
Yeah, that makes sense.
Yeah.
Yeah, and, and, you know, I...
and I hear people talk about that, that one department and that person, and there's often like quite a critique that goes with it because of reputation or something.


Interview Researcher    23:53
Yeah.


Participant F23:56
and as a suggestion, is born out of like, I don't know, like a micromanagement, but I don't think it is. I think it's, from my perspective, my experience, it stems from extreme passion about the subject, you know, a good knowledge base and an emphasis on performance and delivery. So it's interesting, isn't it? Like,


Interview Researcher    24:12
Hmm.


Participant F24:16
And I like direct people. I like to know where I am with people. I don't like any kind of, I like people to be very consistent with their behaviours, regardless of who they're with, who they're in front of, etc, etc. I'd like to think that we all modify our behaviour sometimes, but if there's a real fluctuation in the way people present,


Interview Researcher    24:24
Yeah.
Yeah.


Participant F24:36
depending on who they're with, I find that really disconcerting. So I like that consistency of delivery and management, you know, leadership. Yeah.


Interview Researcher    24:40
Yeah.
Yeah, yeah, yeah, yeah, and that's why it's really helpful, even in terms of what you'd identify with. I'll come nicely, funny enough, to the next bit, actually. OK.


Participant F24:48
Mm.


Interview Researcher    24:53
So, what is your experience of leadership of covered?
I've covered, can you give an example of asset, how leadership has influenced organisational outcomes? So then can you describe a recent situational project that reflects this particular organisation's practices?


Participant F25:17
Um...
I, I, I don't know, yeah, okay, I, yeah, I, I guess my...
Experience with with with with the capital develop, or no, like, no, let's go [Project / service development] then.


Interview Researcher    25:31
Yeah.


Participant F25:32
Because again, I'd say that's a prime example of where we become unstuck. So obviously for the purpose of the, do I have to go into detail for the purpose of this or just we talk about it?


Interview Researcher    25:37
Mhm.
Yeah, no, no, no, no, you can describe whatever you feel is.


Participant F25:43
I just guess with that.
clearly identified requirement and action from, you know, from external audit and inspection and is a clear rationale for driving the service forward. There's a huge, huge appetite for to transform and and for for developing of, you know, the [service hub], which would be a superb centre. It ticks all the boxes.


Interview Researcher    26:10
Yeah.


Participant F26:10
meets legislative requirements in terms of multi-agency, no wrong door, real great traction behind it. Usually the biggest barrier will be ID in the property. We've got the governance, we've got the finance, but it's just trying to kind of understand the reluctance across department.


Interview Researcher    26:19
I see.


Participant F26:28
about a lack of buy-in and I think I understand there's revenue commitments associated, but we know there's a minimal level, but it's not even about that for me. It's about being prepared to put yourself out there, to be innovative, to back something that's obviously going to serve the service users so well, and


Interview Researcher    26:31
Mmh.


Participant F26:47
is going to bring teams together, is going to create cohesion, all those additional benefits that we can all see and is clearly detailed, but the hoops you've got to jump through around governance and how many papers have we put together for that, you know, and I just feel


Interview Researcher    26:58
Yeah.
Yeah.


Participant F27:04
That's us being quite a dynamic team, me having the resource and the time to pull maybe those papers together, and we're still struggling with that traction internally and to navigate the internal governance. So I just think if that's us, who come from quite an innovative, I, me and you and a couple of others, quite an innovative mindset, what opportunities are we missing across our whole organisation?


Interview Researcher    27:15
Mhm.


Participant F27:27
where people haven't got the will, the patience, the nous to navigate all that, where there could be so many missed opportunities around innovative practice and transformation because they just met with four lines of governance before they can get anywhere with it. And I just think, so for me, that is a real lack of leadership.


Interview Researcher    27:36
Yeah.
Yeah.


Participant F27:46
Why aren't we looking at that from an organizational viewpoint? We've got this transformation team. It can't just sit within a team. It's got to be embedded within departments. So how do we make our levels of governance and stuff more easier to navigate so people feel more empowered to make suggestions to try and drive service change?


Interview Researcher    27:50
Yeah.
Okay.


Participant F28:06
is ultimately going to kind of drag us into the 21st century as an organisation. So I think for me, that's a real kind of.


Interview Researcher    28:10
Yeah.


Participant F28:13
Perfect example of, as a miniature example of where we are as an organization, because we just get bogged down in that, you know.


Interview Researcher    28:21
You've also described, there's almost two opposing forces, isn't it, as you say, which is the desire to innovate, come up with solutions and ideas and think of ways that are going to improve services delivery versus the systems that prevent people from being able to get past that point.


Participant F28:32
Yeah.
Yeah, yeah, and even down to the policies and processes and procedures, you know,
Again, there's certain statutory requirements that we have to meet, but we set our, we set our environment, we set our policies, we write our procedures. Again, there needs to be like a cultural change in the ability to be reactive and review those rather than just, you know,
You know, I'll give you an example. You know, we're looking at kind of the parking permits and things, but they wrote the policy a year ago and it's not due for review for like 3 years. So do you know what I mean? So it's like in that time, are we going to have two more years of stifling an area of creativity that could...


Interview Researcher    29:08
Mm.
Yeah.


Participant F29:23
have a better outcome for our staff, make time more efficient use of time, less, you know, all that, all those massive added benefits, but because we're so structured and by policy and review periods and all that, and part of its resource, don't get me wrong, but you will find the resource if you


Interview Researcher    29:28
Yeah.
Right.
And.


Participant F29:42
have the willingness to do that, I think. And again, that's part of the whole, one of the biggest frustrations I have, isn't it, is going to constantly contextualize people to understand, invest in this, it's invest to save, isn't it? It's return on investment. I know people are time poor, but like, it's being able to remove yourself from your day to day.


Interview Researcher    29:45
Yeah.
Yeah, absolutely.
Seeing that, yeah.
Yeah, several hours back. Yeah.


Participant F30:23
I was just thinking about the adoption of AI and things. People are just like, nope.


Interview Researcher    30:23
Good.
Yeah.


Participant F30:28
We've been in meetings, you know, give us an hour, let me show you how to do supervision notes, whatever, blah, blah, blah. You know, the knock-on impact of that and we're going to come to a stage in an organisation where we've got really good adopters, we've got people who are not interested. There's going to have to be some alignment about that as well. And again, that's a leadership thing.


Interview Researcher    30:38
Yeah.


Participant F30:46
I think something needs to be driven harder.
You know, like especially I give AI as an example, we very much left it to people to adopt it at their own pace and I appreciate there's an issue around...
you know, people feeling overwhelmed by it, etc. But for us to function at the level we want as a department under an ever scrutinised budget, we need people to be on board with it. So how we drive that, and for me, that's top down. That can't be a, you know, optional thing. That's got to be something that people have got to come on board with ultimately. So yeah, it just,
A few things like that, I think if there's a bit more leadership, but stronger focus on things, then I think, you know, we could make so many more changes, you know, but yeah.


Interview Researcher    31:30
Really interesting. Really interesting. When we finished the interview, I'll tell you it's really interesting that one of the other participants mentioned imposed change and actually sometimes that can be a really effective process too, which was really interesting for me to hear because I was a bit like, oh my God, you know, you want to impose that process.
but they would come from the perspective of sometimes there isn't an option and that is what needs to happen and then that almost forces a change.


Participant F31:56
Yeah, and I guess, I guess, I guess the AI thing is a perfect example of that, because...


Interview Researcher    32:01
Yeah.


Participant F32:02
You know.
You.
It's going to soon enough that that that disparity in terms of adoption is going to create massive issues for you internally. You have one department working at a certain pace, waiting on another, you know, it's just that throughput of work is just going to is going to hit a brick wall and you know, we're looking at our systems of the moment, you know, the process flow.


Interview Researcher    32:16
That's it.
Yeah.


Participant F32:26
How things, you know?
how referrals get managed, how they get assessed. You know, we start bringing these tools in and then one person doesn't, you know, and it just is going to create big issues. I think there's a time and a place for like, for a level of, for a level of, I'm not, I'm not about kind of.


Interview Researcher    32:30
Mm.


Participant F32:46
autocratic leadership by any means, you know me, but I think sometimes if you've given people enough opportunities to come on the journey,


Interview Researcher    32:48
None.


Participant F32:54
Tough conversation needs to be had, and I think that there's a there's a place for that sometimes, you know, like, yeah, yeah, yeah.


Interview Researcher    32:55
Yeah.
Yeah, absolutely.
So just to say then, based on what you've just shared, you've already given some really good examples. What do you think the main challenges and successes have been?


Participant F33:11
And...


Interview Researcher    33:12
You've already alluded to some of this already, Sam, to be fair to you.


Participant F33:14
Yeah, I think I've alluded a lot of the challenges. It's human nature, isn't it?
In terms of, I guess, in terms of successes, personally, I feel like I...
demonstrated impact and I think, you know, it was a big, big, I guess, a big gamble. It's an unusual role that I've taken on within the department and I think, hopefully, I like to think that was built on the back of me evidencing impact and alignment with you guys and understanding, I think, and given you maybe


Interview Researcher    33:43
Mhm.


Participant F33:46
additional resource to be to be leaders and take things forward and and complement and supplement and I feel that has allowed me to kind of been given that kind of that remit to embed the continuous improvements. I think, you know, it's very in its infancy, but I think like to think that's been relatively successful thus far in terms of


Interview Researcher    34:05
Mhm.


Participant F34:06
You know, the challenge for us now is evidencing impact, to gain traction, to continue to embed that as a cultural change within a department. I think to the under the backdrop of all the things we've spoken around, around people being time poor and a little bit skeptical, I think the biggest challenge I'm going to have going forward is


Interview Researcher    34:09
Mmh.


Participant F34:25
is not just having that initial engagement, it's that long-term cultural change and I only think the only way you do that
is impacting people on an individual basis. Getting back to the conversation we had, showing the benefits, them feeling it on an individual basis and taking it forward. So I think that's a challenge and a success in one. I think the relationships I've made with the leadership team in the department, I think




Interview Researcher    34:35
Yeah.
Yeah.


Participant F34:52
is a big area of success for me. I feel that I've got a really good work relationship with the majority. Again, I think...
Predicated on.
being able to support and deliver and be that critical friend and feel and hopefully in the knowledge from you guys that I add value, but I also empathise for your situation as well. So it's the kind of trying to navigate that has been really, really useful and I've learned a lot from you guys in terms of leadership there.


Interview Researcher    35:07
Mhm.


Participant F35:24
because you manage teams in really dynamic teams in dynamic environments under a level of pressure that I haven't managed teams under. So that whole kind of nuance around that has been really useful for me. Yeah, I think that's.


Interview Researcher    35:35
Mhm.
Okay, cool. No, no, that's good. This is good stuff. Okay, so the final bit is just around personal experiences and perspectives. So how have your personal experiences shaped your view of this organisation?


Participant F35:55
Do you mean like preconceived or the views that I developed prior to coming or since being with the organization? Just frame that a little bit differently. I'm not quite sure.


Interview Researcher    36:05
So just primarily, if you think about your experiences within your life and your career, and then how have they kind of shaped your understanding of this organisation and your view of it?


Participant F36:10
Oh, OK.
Okay.


Interview Researcher    36:19
I know it's not a small question.


Participant F36:21
Yeah, it's a big minute.
And.
Okay, I...
I think.
I like to, I think I'm predisposed. I'm a bit of a...
not people pleaser. What's the right word for that? I'm predisposed to say yes, sorry. So I've learned my previous experience prior to coming here is that that served me well to an extent, but I've had to learn and develop as an individual and as a manager and a leader within my own area of development to be able to kind of challenge


Interview Researcher    36:51
Anyway.
Show.


Participant F36:58
within an appropriate way, contextualize things for people, present an alternative viewpoint, if you like. So I feel that.
That's, and I'll be honest, that's an ongoing challenge that I feel I have in this post a little bit. It's still trying to find...
where I sit within the organisation, where I sit within the department, what is necessarily in my remit, what isn't. So he's trying to navigate that. So trying to be a little bit more confident in my ability, if you like, to challenge, to push back, to offer an alternative. I'm not the kind of person who would, I like to be solution focused. And so I would offer an alternative viewpoint. I would offer an alternative approach to things. I wouldn't just say


Interview Researcher    37:17
Yeah.
Yeah.


Participant F37:39
So I think in terms of my own development coming into this organisation, I felt I've had to be quite, I've had to kind of, that's had to grow quite quickly for me, you know, and I've had to develop that side of my practice quite quickly.


Interview Researcher    37:47
Yeah.
Yeah.


Participant F37:51
I've got, I don't know, it's tricky, isn't it? Because you approach every organisation in quite a different way. I've worked in public sector before, as I said, I've worked private, I've worked for the third sector. So I've got, I feel like I've got a good rounded view of how different organisations operate. I think.


Interview Researcher    37:56
Yeah, yeah.
The.
Yeah.


Participant F38:09
despite the frustrations, you have to adopt the governance approach in this organisation, don't you, to get things done. So maybe it's internally trying to realign my level of expectation and the pace I like to work at with the restrictions of the role, whilst not, and you're exactly the same as this, while not letting it hamper your innovation and your drive. So


Interview Researcher    38:24
Yeah, sure.
Yeah.


Participant F38:33
A big thing for that for me is having that trust circle. You can, with like-minded people such as yourself and within your organisation, you can offload, you can share those frustrations, but ultimately you still get that level of motivation from talking to those people and say, right, despite this, let's just keep driving forward with it because I've seen elsewhere


Interview Researcher    38:44
Yeah.
Yeah.
Yeah.


Participant F38:52
When you overcome that and you do push past those barriers, the changes for people can be really transformational. So I think, yeah, if anything, maybe resilience that I've learned in the past and kind of, yeah, just the ability to be resilient in the face of a little bit of adversity and barriers that to keep pushing forward, keep believing in yourself and your own ability.


Interview Researcher    38:59
Yeah. Yeah.
[Name].


Participant F39:12
and then just bring people along with you, I think. But I just a big believer you've got to be yourself, haven't you, but ultimately, because people see through that very straight away. And again, going back to my other viewpoint, I like to think that I...


Interview Researcher    39:20
percent.
Yeah.


Participant F39:28
I'm a very consistent, I bring the consistency and a level of approach and a professionalism to everything I do, regardless of who I'm with. And I think people respond to that. So I like, so I guess that's a skill I've got. I'd like to think I embed myself within teams and create relationships quite quickly, but it's predicated on absolute honesty and trust.


Interview Researcher    39:35
Yeah.


Participant F39:49
Yeah, does that make sense? Yeah.


Interview Researcher    39:50
No, that's good. Yeah, it's great. Yeah, it's great. It's great. Okay.


Participant F39:54
That's quite a, that's a big, big old question. I could probably give you a better answer, but I'd have to kind of really reflect on that because you don't often get a chance to do this kind of stuff, do you?




Interview Researcher    40:00
No, it's OK. And if it listen, if you.
If you want to, you know, I'll send you the questions. If there's anything else that you feel like you wanted to reflect on or share that you didn't really get an opportunity to, you can do. And that's absolutely fun because it's going to feed into a number of things anyway, but this will feed nicely into the next bit. Are there any changes that you would suggest to improve?


Participant F40:14
Yeah.


Interview Researcher    40:22
The organization's culture or its leadership.


Participant F40:28
Yeah, I echo what I've said. I think I've alluded to quite a few of them, haven't I as we've been going along, you know?


Interview Researcher    40:32
Yeah, yeah, you went through a whole load actually, to be fair to you, you were reflecting and recommending pretty much all the way through.


Participant F40:35
Yeah.
So, I, yeah, I...
Just stop the stifling of creativity through excessive governance and assurance, I think is a big one for me. And there are ways around that. I don't think, you know, we need to be more innovative with that.






Interview Researcher    40:41
Ohh.


Participant F40:57
There's a cultural thing that we've spoke about before, and I think it's particularly prevalent within our with our our sector that.
There's a real premium.
Based on being busy.


Interview Researcher    41:11
Mm.


Participant F41:11
But it's perception of being busy, and I know people are.
But I feel it almost becomes a bit of a barrier for people and a bit of a protection to emphasize at the beginning of every meeting, at the beginning, how busy I am, how much lack of capacity I've got, because all that does is creates a set of, it creates an environment for that session that's predicated on people not having the ability to implement anything new or change or


Interview Researcher    41:39
Yes.


Participant F41:39
So there's this kind of force field and protection that the armour that people wear. And I just think there's a big bit of work that we could do here, especially departmentally, by stripping that back without undermining people's genuine concerns around capacity and their workload and things. But I feel we've gone a little bit the other way where we let, and excuse this terminology, but you know what I mean, we let the tail wag the dog a little bit.


Interview Researcher    41:49
Yes.


Participant F42:01
in terms of dictating pace and ability and capacity.


Interview Researcher    42:01
Yeah.
Yeah.
Yeah.


Participant F42:10
how you how we approach that. That's a long term piece of work in terms of cultural alignment. But I almost feel like saying to people at the start of each meeting, can we just predicate this meeting on the fact that we're all busy? Let's strip that back. Let's be a little bit more receptive in this conversation now to how we can drive things forward. And that's my biggest, probably my biggest frustration


Interview Researcher    42:21
Yeah.
Yeah.


Participant F42:31
within our department specifically. And I think that's exacerbated sometimes by certain managers I've heard who do allow that to happen and almost.


Interview Researcher    42:34
Not so for.
Mm.




Participant F42:44
Not promote it.
But don't challenge it, you know.


Interview Researcher    42:47
Yeah.
[Name].


Participant F42:49
So, there's certain teams.
That is their culture. We're busier than him. We haven't got time to, yeah?


Interview Researcher    42:55
Yeah, yeah, yeah, I agree, I agree.


Participant F42:58
And it's become quite obvious through the systems review, you know, it's how we how do how do we even begin to change and look at the integrity of the data at the point of the transfer, if the team transferring are adamant that they haven't got time to do it. Do you know, do you know what I mean? It's that. So it's a cultural change before we even change the process.


Interview Researcher    43:15
Yes.
Ohh.
Yeah, yeah.


Participant F43:19
to say we can put these steps in place, but you've got to be receptive to it. You know, so that's a big one. Sorry, that's come to my head. And that's something I should have thought of straight away, because that really winds me up. Yeah, I think.


Interview Researcher    43:23
Yeah, yeah.
No, it's good.
It's alright. It's alright. It's good.


Participant F43:37
Diversity.
And by that I mean...


Interview Researcher    43:41
Uh.


Participant F43:42
Leaders being comfortable in having a group of people around them underneath them that are going to critically challenge and have an array of viewpoints and array of experiences. We've alluded to it.
Actually, these few of his teams are created.
for harmony and assurance, reassurance rather than innovation and challenge. And I think that that's something in our department, again, that maybe could be looked at. So that kind of, yeah, don't go into too much detail there, but you know where I'm coming from, yeah.


Interview Researcher    44:12
Yeah.
Yeah, hugs on.
No, no, I get you. I totally get you.


Participant F44:17
because we discussed it yesterday. Organisational, I mean, obviously, we've got the governance stuff. I think if we want to kind of remove this kind of silo working and have a kind of bit more continuity in terms of leadership, I think there needs to be far more kind of interdepartmental, inter-service area collaboration.


Interview Researcher    44:37
Yeah.


Participant F44:37
not even on a formal basis, but that, you know, sharing best practice, collaborative work, forums, all the stuff that takes time, but that's the only way you're going to embed cultural alignment. Otherwise, you're just going to have 20 different cultures within and over, within one organisation. And that's what happens, you know, ultimately.


Interview Researcher    44:52
Yeah.
Yes.


Participant F45:00
how we and a bit more proactivity, I guess, from a leadership perspective in terms of how our so-called values and culture and is aligned and lives and breathed within our organisation, because I just don't think it does.


Interview Researcher    45:08
Ugh.
Yeah, that's really valid. Thank you. Yeah, man. Anything else you wanted to add?


Participant F45:16
Yeah, um...
No, I don't think so. Again, I can supplement if you want, but I think that's my main my main points.


Interview Researcher    45:25
Lovely.
Yeah, no, you listen, you've given some fantastic responses. So from my perspective, you've really highlighted some of the complexities and you've also touched on things which I know evidences the challenge of trying to implement a transformational approach within local authority context. So
You've really, really covered it, from my perspective. So thank you. I just want to say I appreciated your time. I really appreciate your contribution. I am going to be saving this. I will then send a copy of this to you at some point and you can have a little look at it. If there's anything that you want to add, go for it. But obviously there's no right or wrong answer here.


Participant F45:49
Okay, that's good.
This is.
Okay.
Okay.


Interview Researcher    46:05
I will anonymize, so each one is called a different participants, A, B, C, D, E, F, G, and then obviously, I'm more than happy to share with you the findings. So, because obviously, it's really nice, got to get a sense of responses. I'm really enjoying it because everybody is coming up with things that are aligned, and then there are some interesting distinctions depending on when people are.


Participant F46:14
Yeah, man, I'd love to, I'd love to see you, yeah, yeah.
Mm.


Interview Researcher    46:26
working in which area and department and what role they're in. So it'd be really interesting to sort of pick out some of those subtle, more nuanced stuff as well. Thank you.
Yeah, yeah, yeah, so it was just talk masters, but...




Participant F 46:42
I'd love to see you at the end, you know, the dissertation or thesis, whatever you call it. I'd love to see that. Yeah, that'd be interesting. I didn't, I haven't mentioned finance much, but don't get me started on finance because I was just like, that's part of that kind of wider issues that we discussed earlier anyway. But yeah, great, mate. No, no problem. And yeah, that's the second time you've interviewed me because you interviewed me for my job, didn't you, if you remember?

Research Interviewer 46:46
Yeah. Yeah.
Yeah.
Yeah.



Research Interviewer stopped

Participant G 
Interview Researcher  started transcription


Interview Researcher    0:03
Sheet with you next, let me know that you can see this.


Participant G0:09
Should I had should I have had this before the interview?


Interview Researcher    0:11
No, no, we're doing it in the beginning of the process.
Kay.


Participant G0:31
Ok.


Interview Researcher    0:33
So obviously what will happen, it'll be 45 to 60 minutes, probably depending on how much you want to talk about some of the questions. Obviously we'll cover the theme. I've told you that you're going to be audio recorded, transcribed and then the research will be analysed. I'll send you a copy of the transcript so you can have a look at it and then
put comments, change anything, edits if you want to. Okay, your participation is entirely voluntary and you can withdraw at any time. And obviously it will be anonymized and you'll be referred to as candidate D, E, F, whatever. Okay, and then.


Participant G1:10
Ok.


Interview Researcher    1:12
Any questions, you can email me. Right? So I'll stop sharing that for a minute.
This is the frequent question. So, question number one.


Participant G1:24
I feel like I can be an interviewer now; it feels like a proper interviewer.


Interview Researcher    1:25
Yeah, you are, you are.


Participant G1:28
There's a practice of it now.


Interview Researcher    1:32
Can you briefly describe your role within the organization?


Participant G1:36
I can. So I am a Service Manager in a local authority Children’s Services department. I oversee child protection teams, a strategic partnership, a family support service, a Family Time Centre and parenting assessment assessors.
and up until recently I also oversaw an exploitation team and safeguarding hubs.


Interview Researcher    2:03
Okay, and how long have you worked in this local authority?


Participant G2:07
Coming up four years now.


Interview Researcher    2:10
Okay, so...
How would you describe the culture of this organization?


Participant G2:19
I think the authority has got a really lovely culture, actually. I think it's really open. I think, you know, we really try to look after staff. The paid overtime and the work-life balance is really big for staff, and there's not many local, well, I think this is the only local authority.
in the region, that offers paid overtime and the work life balance is not routinely put out there. We've also got clinical supervision that child protection and social workers can access should they need additional resource. But I think it's a very open door culture. You know, anybody can pick up the phone at any time, have conversations.
And I think it's a culture of wanting to help support and change and make things better for our children and families.


Interview Researcher    3:08
Nice answer. Okay, so on that basis, are there any particular values or behaviors that you feel are emphasized?


Participant G3:19
Um...
I think there's a real...
modeling approach in the authority. I think we kind of.
treat others as we'd like to be treated ourselves. I'd like to think we empower staff, encourage their development.


Interview Researcher    3:39
Okay.


Participant G3:40
and inclusivity as well, obviously with the systems review and service redesign that, you know, we've got staff included within that so that everybody knows what's going on and it's not something that's being done to, it's being done with.


Interview Researcher    3:55
Do you think?
You've touched on the things in terms of your direct experiences there, but do you think that's modeled across the local authority?


Participant G4:05
Do you mean the local authority as a whole?


Interview Researcher    4:07
Mm.


Participant G4:08
I think it's very hard with the local authority as a whole. I think people have got different priorities and we don't see what those priorities are. So, you know, sometimes I think we feel there should be a little bit more emphasis around children's services because we're dealing with people's lives, we're front facing and we can't say no to what comes through the door.
But also, I then appreciate the kind of corporate push back in terms of finances and budgets, because, you know, we have to have balanced books at the end of the day, but it can at points feel a little bit overwhelming.


Interview Researcher    4:46
Thank you for that reflection. Okay, next question then. What is your experience of leadership within this organisation?


Participant G4:59
Well, coming in as a Service Manager, obviously you set an example to your managers and your teams and
I think I'm quite a situational leader in terms of being able to support and quite adaptive. So I have to adapt my styles of leadership depending on which manager I'm working with.
As much as I don't want to say I'm a transitional leader, because I'm not transactional and they tend to go a little bit sometimes hand in hand, I do like to get the job done.


Interview Researcher    5:40
It's a very honest reflection. What would you say then? So you've talked very much about your particular leadership style, but what about your experiences of being led, but also maybe thinking about it from the broader perspective of the organisation's leadership too?


Participant G5:55
Yeah, I think it's quite transparent in terms of leadership. We're all included in meetings. Whether it's transparent enough in terms of
thoughts on the ground and whether those messages filter down appropriately from corporate and why those decisions are made and how when kind of people having the understanding of the makeup of the council, because I know I didn't until I come into this role. So I really try to impart that on to my managers and staff so that they've got an idea


Interview Researcher    6:16
Yeah.


Participant G6:29
about what it comes with. I think we've got a director who does staff briefings and kind of tries to keep staff up to date. We've got a really
inclusive Head of Service who shows us a lot of autonomy, so we can make out, you know, we can make a lot of our own decisions and create our own services adapting to need.
everyone's struggling within the council. I think, you know, we all strive to be transitional leaders and make a difference and strive for change. But
We've also got to do that within the confines of what we've got.


Interview Researcher    7:08
It's a really, really good way of summarising that, really. Okay, so your next question then is, can you give an example of how leadership has influenced organisational outcomes?
You kind of touched on some of that already.


Participant G7:25
Yeah, I think...
I think we do through...
I always forget what it's called as well in terms of the, when we all get together as a group, the all council senior leadership team or SMT, I suppose, isn't it? When we get together with SMT, there's lots of group learning there in terms of sharing success or challenges, which is really useful.
I think it's really helpful to know what's going on in the wider council. Now we've got the Social Services and Housing Board that's being set up because I don't think it's very easy to work in silos and think you're busier than everybody else, but actually seeing the pressures and the challenges other areas of the council faces is really important.


Interview Researcher    8:06
Yes.


Participant G8:15
as well and the challenges overall that corporately, you know, people have got to manage the budget.


Interview Researcher    8:21
That's really good that you've made that connection. Can you think of any specific example of anything from your experience that you felt was a good outcome?


Participant G8:31
In terms of leadership.
I think we've got loads of good outcomes, haven't we, from Children Services perspective. Obviously, you've got the CLA reduction, you've got your safe, we've got the transitional Safeguarding, you've got young children, children and young people's app that's coming through. You know, we've won awards for the Barnardo Strategic Partnership.
We are shortlisted for an award now in June up in London for the Partnership. So, I mean, there's loads in terms of successes where leadership, where leadership comes into it, I think. You know, I think we're really fortunate and we're quite, we put ourselves out there.


Interview Researcher    9:10
Yeah.


Participant G9:13
as well.


Interview Researcher    9:13
Yeah. What do you think? You've obviously sparked off some interest in that bit. What do you think has made those successful?




Participant G9:22
our group, I think. I think a lot of those are Children Services specific, aren't they? But I think we've got a very good group with different personalities, different dynamics. We all complement each other. We all have strengths in certain areas and where others have
perhaps got deficits, the others will fill those gaps and I think we're open to having those conversations which is positive.


Interview Researcher    9:51
Right, okay. Next one then.
Can you describe a recent situational project that reflects the organizational practices that you've talked about?


Participant G10:05
I think the systems review is probably one of the biggies, albeit still very much in the making. But we've
We try to be as inclusive as possible with the systems review and we've got a review group to look at redesign. I think, you know, when we've initially met and we've hoped that we could have funding and finances for a pilot group, that's not working. But now we've sat down, we've kind of
got all the data and the figures that are telling us how it needs to work and I think it's quite exciting. So going into the next.
project group. I think we'll have a lot more information to share and kind of how we will work because we're not going to be able to a pilot group so we are going to have to restructure.


Interview Researcher    10:51
Yeah.


Participant G10:54
Obviously that needs to be done sensitively and carefully with staff because that's hard, but we've got HR.
come in and ensuring that everyone's views are met. We're never going to please everybody because you won't, you know, that's not human nature, is it? But yeah, I think there's a real...
positive narrative, I think, around the systems review and I'm really hoping that it can exact positive change for our young people.


Interview Researcher    11:24
Okay, that's a great example.
And...
What do you think, and you've touched on this already, are going to be or will be the main challenges and what do you think the potential successes are?


Participant G11:38
of the systems review or just generally?


Interview Researcher    11:40
Yeah, and you can refer to both.


Participant G11:43
Um...
I think for the systems review, we're going to have a more cohesive service for our adolescents, which we worry that we lose a little bit now. And I think that will be really positive.


Interview Researcher    11:56
Mhm.


Participant G12:00
There's going to be challenged because people don't like change. So it's how we navigate our way through that.
go back to who moved my cheese. But, you know, it is just difficult. It is some people really embrace change and some people don't. I can be one of those ones that get a bit frightened. If we're going to do it, I want to do it right, you know. Finance is always going to be an issue.


Interview Researcher    12:26
Mhm.


Participant G12:26
I think.
Budget wise, we are seeing more coming through the door, more complexity and, you know, our finances and our staffing levels and everything have remained pretty static. So I think, you know, we work very hard with what we've got to offer the best outcome.


Interview Researcher    12:40
Me.
Sounds good.
Maybe there, maybe there, OK.
And...
How have your personal experiences shaped your view of the organization?


Participant G13:03
Ohh.
Okay.
It's funny because I've always been...
in previous roles, the positive, come on, let's do this, the organiser, the changer. Whereas here, I feel I've been a little bit more of the balanced, hang on, let's bring this back, let's make sure we've got our checks and balances right, let's do this.
which has been strange for me because I didn't, yeah, I didn't realise that I was that person. I think I've adapted because personality styles are very different.


Interview Researcher    13:35
Mm.


Participant G13:44
So, yeah, that, that, that's...
Been a learning.
Care, I think.


Interview Researcher    13:51
Why do you think that's the case? Why, how do you think that's come about then?


Participant G13:55
I don't know. I think I'm.
I'm perhaps not as creative as what you, you know, would be and you'll come up with these wonderful ideas and it's great and I'm like, oh yeah, and then you're so excited and everyone's off and kind of wanting to do. And then I feel that I'm the one that's got to kind of think, right, okay, that's good. Let's do that.


Interview Researcher    14:17
Ok.


Participant G14:19
But we've probably got steps 1 to 20 to do first before we can get to the end bit. So we've got to kind of do these bits first in order to make it work that way, which, yeah, which it was I've always been quite controlling, really.


Interview Researcher    14:29
Mhm.
No, not necessarily controlling, but being able to, you see things in a very realistic way.
perspective, so I think you're a realist.


Participant G14:48
And I think it's more about, I know it's hard when you've been a Service Manager and you know, I've been in this role for four years now and we've been doing this together for a long time now.


Interview Researcher    14:56
That.


Participant G15:01
And I never want to lose sight of what it feels like for the people on the ground, because we're not doing the doing, they are. So, you know, it's got to be meaningful, it's got to mean something to them. Tokenistic changes don't do anything. And it's got to be something they want, which is why I think the systems review.


Interview Researcher    15:09
Yeah.


Participant G15:22
Will be.
will be really helpful. It's not going to be what everybody wants, obviously.


Interview Researcher    15:25
Yeah.


Participant G15:29
But, but yeah, I think...
Like I said, I think we've got a really good group. We've got what was the question again? I think I granted going off on a bit of a tangent.


Interview Researcher    15:36
No, no, no, no, you weren't, you weren't, you weren't, because so it was about your experiences and then how that's informed your understanding of the organisation. So it's the lens within which you view the organisation.


Participant G15:48
I've learned so much about the organization as a whole. I had no idea. I mean, I was...
politically so naive. I financially really naive as a social worker, I would pioneer for and advocate for my young people and want them to have the best service in the world. Whereas a service manager, you have to look at the whole service and realise that not everybody can have gold standard service. I think that's been a massive learning curve for me.


Interview Researcher    16:14
Ok.


Participant G16:18
and risk. You know, I used to think I was one of those social workers that thought my child, you know, the child I was working with was in a really difficult situation at home and would be better off in care. And now I know the full outcomes across the board for outcomes for the children in care.


Interview Researcher    16:35
And.


Participant G16:36
I'll do anything in my power to keep a child at home. You know, it's the, I think it's been really good at seeing wider perspectives because until I come into this role, I don't think I really had that.


Interview Researcher    16:44
That’s really interesting. So you feel like the role shifted your understanding totally. Wow.


Participant G16:55
massively shifted my understanding hugely.


Interview Researcher    16:59
Wow, okay, that's interesting. So with that in mind, how do you think, taking it beyond the Children Services perspective, how do you think that shaped your understanding of how the local authority itself works and operates?


Participant G17:00
Yeah.
And.
I don't think I ever, I always knew this authority was bigger because I come from a small local authority coming into this one. I always knew it was bigger, but I never really realised the impact of the city status and the demographic and the differences. You know, our demographics,


Interview Researcher    17:30
Mm.


Participant G17:36
compared to our regional partners are so, so different. Even another regional authority population wise has, you know, got more people than us. I would suggest we hold more risk.


Interview Researcher    17:40
Mhm.


Participant G17:49
Um, I know.


Interview Researcher    17:50
Do you think do you think there is a distinction then between city and county borough local authorities?


Participant G17:57
Yeah, I think so, because people and the local authority area is a city of sanctuary. So, you know, we've got a lot of diversity within the city, which also you don't see in our regional areas. So, you know, I think there's a lot of things that


Interview Researcher    18:11
Yeah.


Participant G18:15
staff within the local authority widely, not just Children Services, have to think about that other local authorities don't necessarily think about in their day to day work. I think it's huge and you know, budget wise as well, I suppose.


Interview Researcher    18:22
Mhm.


Participant G18:29
from not, you know, from chief exec set setting budgets. There's different priorities I would suggest for Newport than what they would be for, you know, a smaller authority.


Interview Researcher    18:37
Yeah.
OK, good news is you need there. OK.
Are there any changes that you would suggest to improve the organisational culture or its leadership within the authority?


Participant G18:57
Um...
No.
I think it's difficult as next. We're always striving for change. You know, if we see that something's not working, then we look to fix that. In terms of change, it's really hard and, you know, I ideally know what it's like to be a chief exec or a director of a council. I appreciate they've got a very difficult job themselves.
and they have to meet certain targets and kind of, you know, but...
I wonder sometimes whether it could be a little bit more inclusive, potentially. And also, I think the bureaucracy, all the form filling, the paperwork, you know, sometimes I feel it's really unnecessary and we do lots and lots of duplication.


Interview Researcher    19:50
Mm.


Participant G19:51
unnecessarily, corporately, I would suggest.


Interview Researcher    19:56
Would you, based on your experiences of working in two different location or contexts, are they similar? Would you say the challenges that you've just talked about, recommendations talked about, are similar or would you say they're very different?


Participant G20:09
It's difficult to say because I was in a very different role because I was a team manager, so I was quite isolated. I think, I think what's very different is in the local authority I was previously in, we were very sheltered from any type of corporate exposure or information and I don't feel that I learnt


Interview Researcher    20:24
Mhm.




Participant G20:29
as much. I mean, I probably learned more in this authority in the first two years than I had in my entire social work career around how a council works and politically.


Interview Researcher    20:36
And.
One.


Participant G20:41
So I think they missed that. I, you know, I think we should be exposed to it. I think all avenues of our role should be exposed to it. But, you know, for whatever reason,


Interview Researcher    20:47
Mm.


Participant G20:55
in our local authority, we weren't. We are definitely very exposed to it in this authority.
But I also think it gives you a better way of understanding as well, doesn't it, in terms of what the challenges are and, you know, where the areas of vulnerability are and where our strengths are.


Interview Researcher    21:17
Ok, I think the good case for you is, okay, yeah, so the last bits are, is there anything that you would like to add that we've not covered or talked about?


Participant G21:29
No, I think leadership generally is difficult because it is a...
It could be about people.
And I think people can lead very differently. As we've seen, we've got two directors that lead very differently.
But...
But yeah, but both work in different ways, you know.


Interview Researcher    21:57
It's really interesting and so obviously I've had the benefit of knowing that you're going through your own self-reflection evaluation. You're learning about your leadership style, aren't you? So what's that been like for you?


Participant G22:13
I don't think it's anything I didn't know already, really. I like to think I'm quite self-aware or, you know, you guys would just tell me anyway.


Interview Researcher    22:24
Yeah.


Participant G22:25
But...


Interview Researcher    22:27
You know, you sort of identified and picked on leadership qualities. What was that like? So, were these things that you knew already, or had you sort of come to a place of understanding?


Participant G22:37
I think the situational and adaptive leadership was something, yes, I, I've always, you know, I, and empowering, you know, I like to empower people, make them feel good, you know, the emails I'll send, the shout outs, you know, the really kind of big in staff up, because that's really important because we don't get that in.


Interview Researcher    22:43
Yeah.
Mhm.


Participant G22:57
in our job. So I think that's really, you know, we have always been really key on doing that. The transactional bit, I think.
come as a bit of a shock to me because I wouldn't put myself as a transactional leader.


Interview Researcher    23:10
Really?


Participant G23:15
But I do, and I still wouldn't really, but I do recognise that I do like to get the job done. And there is an element of what we do where we do have to get the job done. And there are certain expectations on people for, you know, including myself, for that to happen.


Interview Researcher    23:24
Yeah.
So more about the requirement of the role sometimes than necessarily your personal style. That's interesting. And just come back to a point that you made earlier, that some of the things that you do, do they come from an insight and understanding about what you felt you would have benefited from or needed as a staff member in a team?


Participant G23:32
Yeah.
Yeah.


Interview Researcher    23:51
So some of the things that you do now, do you think there are result things that you think actually I would have really benefited from or?


Participant G23:58
Potentially, I think I've always been lucky that I've had very supportive.
Manager, um, and oversight, so I think I...


Interview Researcher    24:04
Mm.


Participant G24:08
Always learnt from that, really, in terms of what I expect and what, you know, what I kind of.
what people should expect of me as well.


Interview Researcher    24:18
Yeah.


Participant G24:21
But yeah, I mean, you know, I've got really good relationships with all the staff, I think.
Hard, isn't it, because you know you're...
You're still...
the Service Manager, so I don't think they're going to be fully 100% honest with you, although a lot of mine will be, to be fair. So there's any worries about them, you know, kind of bringing anything forward.


Interview Researcher    24:32
Mhm.
So.


Participant G24:44
But yeah, it's been, I think doing MMDP has been an interesting journey because you know as things you do, you just don't really think about it as much. And imposter syndrome for me was a massive one.


Interview Researcher    24:55
But.
Really?


Participant G25:00
Yeah, huge. I still get that now, but...


Interview Researcher    25:02
Was.
Was that when you were kind of initially coming into role as opposed to more now as a matured senior manager?


Participant G25:12
A bit of both, I think. Definitely when I first came into the role, I thought I'd made a terrible mistake and didn't really have a clue because it was so different because we'd been so sheltered in the other local authority. Obviously, I feel more comfortable in my role now because it's my bread and butter stuff and I know what I'm doing. I, you know, I've been doing it a long time.


Interview Researcher    25:23
So, so.


Participant G25:32
But I still get that kind of imposter syndrome as in, someone's just going to come one day and say,
You shouldn't be here.


Interview Researcher    25:41
Yeah.
Good.
Less so now though, given the time that you've been in your own.


Participant G25:44
With.
Yeah, yeah, yeah, definitely less so.


Interview Researcher    25:51
And...
It's really interesting. So what's that like then, given, you know, we've got somebody in our leadership team who's newer to the role?
Are they, do you think they're experiencing the same kind of space that you might have experienced?


Participant G26:06
Oh, they absolutely are. Yeah, because I know how I felt. I've been very keen to be quite close with them to make sure they're all right and, you know, how everything's going and anything we can do and just saying it's all right not to know. That's fine, because, you know, you won't. You'll sit in meetings and people will be talking about things and you'll think, what on earth?


Interview Researcher    26:08
Okay.
Yeah.


Participant G26:26
But don't be afraid, don't be afraid to ask.


Interview Researcher    26:29
That's good. So you've really been able to see how you could support and buddy up with that person. Yeah, that's good. Well, the good news is, that's it, all done, you, well done. I just want to say thank you. You did, no, no, it's fine. Honestly, you covered everything. So I just want to say thank you very much.


Participant G26:36
I hope so, yeah.
Oh dear, did I power through that? Sorry.


Interview Researcher  stopped transcription



Participant H
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Interview Researcher  started transcription


Interview Researcher    0:03
Myself.


Participant H0:03
tells me off of facial expressions.


Interview Researcher    0:06
Nothing wrong with that. If you're an expressive person, you're an expressive person. Okay, so can you see this, my concern?


Participant H0:09
Yeah.
Yes.


Interview Researcher    0:14
Okay, so obviously, it's a semi-structured interview, so there are obviously question formats, particularly around the topic of transformational leadership and its implementation in terms of organizational practice. Effectively, this is a voluntary process, so you can decide to be as involved or remove yourself from the experience if you're not happy with any of the experience.
Obviously, it's to look at getting an insight into the culture around transformational leadership and then getting your individual perspective on that within the local authority. Just to kind of give you some general sense of it, it's described as inspiring and motivating and innovating culture. It's an innovating culture, right? It's about driving positive change. So


Participant H1:03
Yeah.


Interview Researcher    1:03
Obviously what we'll do, is the transcript will pick up a number of different themes potentially. So I'm going to analyze it. I'll send you a copy of the transcript. You can have a look at it. If there's anything in there that you feel it didn't capture or reflect that you wanted to point out, you can then send me back any edited version and I will use that version instead.
As I said, it's about 45 minutes to 60 minutes, but actually most people are finishing within 30 to 45 minutes. It'll only cover issues around transformational leadership practice and your personal experiences. Obviously, I've said that it's going to be audio recorded and transcribed and then analysed, so it's a thematic analysis. It's anonymised, so you'll just be referred to as participant DE.


Participant H1:28
OK


Interview Researcher    1:44
F, that type of thing.
and obviously I said about sending a copy of the transcript over to you and really the most important bit is that you have a right to withdraw at any point in time. Are you happy to proceed?


Participant H1:57
Yes.


Interview Researcher    1:58
Thank you very much. Okay.


Participant H1:59
Well, I say I say yes, but I'm not the first question yet.


Interview Researcher    2:02
No, no, it's all good. So I've obviously talked a little bit about myself. So obviously I'm doing this piece of research as part of my Master's in Business Administration and I've talked to you a little bit about the concept of transformational leadership. We've also then talked about the research scope itself, confidentiality and anonymity. So the next question.


Participant H2:07
Yeah.


Interview Researcher    2:22
Can you describe your role within the organization?


Participant H2:26
Yes, okay. Yeah, Participant H, my...


Interview Researcher    2:27
Yeah, first question is going to be like you're stumped, isn't it? I know, it's okay.


Participant H2:31
Yeah, what do I do? Yeah, my role within the organisation is a Health, Safety and Wellbeing Business Partner. So that really is contextual in respect of the health and safety of employees. I cover the service area


Interview Researcher    2:48
Yeah.


Participant H2:50
For Social Services, which includes Children Services, Adult Services, prevention and inclusion.
My role would be to look at the health and safety of staff.
how they go about their normal business activities, their working activities and how we can, how I can ensure that they are as safe as possible whilst undertaking their duties.


Interview Researcher    3:20
You summarize that really succinctly there. Well done.
So, how long have you been in this position for?


Participant H3:27
I have been in this position since...
2022, so I'll be coming up four years in November this year. That's in this position.


Interview Researcher    3:37
Oh, what? Justice, what did you do before?


Participant H3:42
I worked, I've worked for the local authority since I was 18, so that's 30, 35 years I've worked for the local authority.


Interview Researcher    3:47
Wow.
Wow, I didn't know you've been there for such a length of times. You were a committed trooper.


Participant H3:56
I am a committed trooper. I have been in this council since the year dot, but it feels like it. When I first joined the council, I worked in housing benefits and I worked in housing benefits for a number of years. I worked my way through what was originally the old clerk, as a housing benefit clerk,


Interview Researcher    4:13
Mhm.


Participant H4:15
Then I did a diploma as a...
What was it called? It was called Housing Benefits. I became an Investigations Officer for a national benefits agency and the local authority. So I was an investigative officer and I did my diploma in that. So I enjoyed it.


Interview Researcher    4:34
Interesting.
Did you enjoy it?


Participant H4:45
I enjoyed it to the point of what I did was investigate cohabitation, people who would cohabit, so there'd be a person on benefits and they'd be living with somebody potentially who was working. So they were effectively fiddling the system, one was claiming the benefits and the partners claiming, or people would work and claim benefits.


Interview Researcher    5:01
Yeah.


Participant H5:05
I thoroughly enjoyed that, but I got to the point where...
I felt that certain individuals abused the system. Certain individuals didn't abuse the system in that they may have been only working for five or 10 hours a week for an extra 30 quid.


Interview Researcher    5:16
Yeah.


Participant H5:26
And I felt that if it was a young, you know, a young mother with children and she had had this job, she would be treated the same as a person who was claiming benefits and a partner was working 38 hours a week, earning 30,000 pound a year. It got to the point where I was a bit, I say feel sorry for them. They knew the rules, they knew the law.


Interview Researcher    5:36
Lead.


Participant H5:45
However, if it was an extra 20 quid when they really, really needed it, they got to that point where I felt, actually, do I need to be carrying on doing this anymore? So then I moved to environmental health.


Interview Researcher    5:58
So there was almost like a personal bit about it. You thought, actually, this may not be the right area for me. Well, and you're a man of values, so I can understand that. It's a case of, it's got to align with you, hasn't it, really? I got you. Thank you for sharing that. That's really helpful. Okay, so we've talked about the length of time you've been in the job.


Participant H6:03
Yes.
It does, yeah, yeah, yeah.


Interview Researcher    6:16
So let's talk a little bit about organisational culture. So how would you describe the culture of the local authority?


Participant H6:24
I would describe the culture of the local authority as a positive culture now.


Interview Researcher    6:31
Interesting.


Participant H6:32
As I've been in the environment of the local authority for 35 years, the positive nature of the council is such now that the Wellbeing of individuals within the authority is far more.
far better looked at than it was 10, 15, 20, 30 years ago. 30 years ago, the Wellbeing of individuals is the case. If you got a job, you got to do it.


Interview Researcher    6:49
Mhm.
Yeah.


Participant H7:00
and nothing else was taken into account, family life, any pressures outside of work which can affect your way of working.


Interview Researcher    7:03
All right.
Mhm.


Participant H7:11
And now I think positively we look at that as an aspect that we say, well, you know, if there is an individual who's struggling outside of work for any reason, we look upon that more favour. We look upon it by supporting them, by not just saying, right, that doesn't, you don't bring Allan into work.


Interview Researcher    7:30
Yeah.


Participant H7:34
And you just got to do your job.


Interview Researcher    7:36
Got you. So it's been a real shift in terms of the focus is more on employee Wellbeing. Is that right? That's really interesting. That's really.


Participant H7:41
Absolutely, yeah, and employee health and safety, and health and safety wise. As I say, being a, you know, if you don't mind me talking, when I did benefit fraud, for instance, I would knock on people's doors. There was never anything such as risk assessments. You knock on a door, you never know what's behind the clock.


Interview Researcher    7:47
The.
And...


Participant H7:59
behind the door. Now, we should have that positive culture where health and safety is foreseen risks and staff are informed of those foreseen risks.


Interview Researcher    8:00
Yeah.
Sure.
What do you think, more out of interest than anything, what do you think has caused that change? Where do you think that's come from?


Participant H8:21
I think that's...
I think that's come from...
Senior levels.


Interview Researcher    8:28
Yeah.


Participant H8:29
And I noticed that more, I noticed that more in the last four years.


Interview Researcher    8:34
Mhm.


Participant H8:36
I think it's senior level and it's filtered down, but I think also that the types of managers have evolved to these people now, where they've been maybe from an outside culture, maybe private culture, and have come into local authority and


Interview Researcher    8:37
Huh.
Mhm.






Participant H8:55
They've got a different view on things, but they know that the Wellbeing of staff matters.


Interview Researcher    9:01
Yeah, absolutely.


Participant H9:02
and also the health and safety. Now, if I can quote names, since T has been in her role, she's very focused and very positive on health and safety matters and what we implement and what we do.


Interview Researcher    9:14
Got you.


Participant H9:15
Maybe the person previously wasn't so focused and I understand why, because they, you know, the focus is on what your role is and what other social workers' roles are. They engage with service users, whereas if we look at positive Wellbeing and positive Health and safety culture,


Interview Researcher    9:27
Mhm.


Participant H9:35
Then, those staff will feel more.
more thankful that we are actually taking into account their Wellbeing and their Health and safety.




Interview Researcher    9:45
Yeah, yeah, yeah. So, and you've given a really great example of where you're seeing that in practice. I appreciate that. That's really helpful. OK, so.
Are there any particular values or behaviors that you feel are emphasized locally?


Participant H10:04
And.
I don't know. Yeah.


Interview Researcher    10:10
Probing, probing question.


Participant H10:14
I don't know. I suppose I should be or should be corporate in this respect, but...
It's difficult isn't it because when you were in a particular role and you get quite focused on your role and my values are that I support staff.


Interview Researcher    10:26
Yeah.
Yeah.


Participant H10:31
And they make sure that stuff felt feel.
Support it.


Interview Researcher    10:35
Yeah.


Participant H10:36
When that's a corporate value, that's my value.


Interview Researcher    10:40
Yeah.


Participant H10:41
That makes sense.


Interview Researcher    10:42
Yeah, it does, it makes total sense.
Okay.
Next one then, what is your experience of leadership within the organisation? So 2 parts of this really, you can think about it from your own point of view in terms of what you've experienced and then maybe even focusing on your own leadership approach.


Participant H11:03
Okay, yeah, leadership. I've had 35 years of leadership within the authority.


Interview Researcher    11:13
Mhm.


Participant H11:14
another. So I have seen leadership where...
effectively, they tell you what you're doing and when you're doing it and how you're doing it. And command and control, exactly command and control. And that was the case many years ago. And I would be, you know, you can go so far as say you would be fearful of your manager.


Interview Researcher    11:22
Yeah.
Some more like command and control style.
Right.


Participant H11:37
you would not get on the wrong side by doing, you know, I'll give an example.
Where I live, you could we could have snow and snow in snow in the winter.
When I was working in housing benefits, I rang in and said we got four, we got three of four foot of snow.
I might, you know, I'm not going to be able to get into work. My manager at that time said to me, you choose where you live, get into work. I don't care how you do it. You will drive, you will drive in or whatever, you will get into work.


Interview Researcher    12:04
Wow.
Right.


Participant H12:10
Okay, now I've seen that evolve from that.
Command and control aspect to a Manager now who?
Allows you to be yourself whilst ensuring that your work is done.


Interview Researcher    12:23
Mhm.
So there's a massive shift in terms of just...


Participant H12:32
huge shift, an absolutely huge shift and that is more recently, yeah, more recently, absolutely. And I will say this, if you don't mind, I will say this,


Interview Researcher    12:35
More recently, or just sit?
Oh, that's good to know. That's good to know.




Participant H12:46
I found the younger the manager.
the better the person in relation to managing individuals.


Interview Researcher    12:52
Within name.
Wow, that is interesting. That's really interesting. So what do you think that's about?


Participant H12:59
I think that some managers who have been in the local authority for so long...
feel that they are fully in control of everything and you individually. Whereas managers now, the younger managers know and appreciate a bit more, I say appreciate, you know, appreciate the fact that we've all got roles, we've all got work to do.


Interview Researcher    13:11
Yeah.
A.
Mm-hmm.


Participant H13:25
They may be outside pressures, the more, the more.


Interview Researcher    13:27
Mhm.


Participant H13:30
engaging with you about outside pressures.


Interview Researcher    13:33
Yeah.


Participant H13:34
and understanding in that way what can affect you, not just what you do, but how you do it and what affects you from outside of your local authority, your job.
and I think the younger managers seem to seem, and I will, you know, example again.


Interview Researcher    13:47
That's worth it.


Participant H13:54
Years ago, if you had a cold, you come into work, you spread it.
As you get told, you know, if you are called, yet you can end to work.
Five, 10 years ago, I got a cold, I don't feel very well. Okay, stay at home, because what we don't want is that cold being spread and we have another X amount of people off with it. Years ago, you'd come in and then do that 10 or 15 people down with the flu.


Interview Researcher    14:10
Mm.
Yeah.
Same thing, yeah.


Participant H14:18
Do you know what I mean? So that, you know, but that's just that's a thought process and that's a and that is a that is a manager understanding the effects of what you do or how you are affecting other people.


Interview Researcher    14:31
Yeah, no, that makes sense. That makes sense. Again, going back to your thought about wellbeing being a really important focus. That's a really interesting point. Okay, can you give me an example of how leadership has influenced any organisational outcomes that you can refer to?


Participant H14:37
Yeah.
I'll say this, not sure if it's what what is that question, what is actually.


Interview Researcher    14:57
No, no, no, no, no, you interpret it however it makes sense to you.


Participant H14:59
My leadership, we, as in my role, we review what proceeds and policies are in place for health and safety. So my leader, my manager, the person who leads me,


Interview Researcher    15:11
Yeah.


Participant H15:17
has ensured that we review those and bring them up to
I see modern, modern working.


Interview Researcher    15:27
Mhm.


Participant H15:28
I would suggest that bring, you know, refresh and review and make sure they fit for purpose now. They might have been fit for purpose 10 years when they were written. They're not now. So for instance, the violence of work, which is one of my, you know, which is what I lead on for the authority,


Interview Researcher    15:47
Yes.


Participant H15:48
We now have a violence of work procedure which details how and why violence of work is important, why it's reportable, and why we have to report violence of work. My manager has insured, my leader has insured that that's been done. So corporately throughout the organisation,


Interview Researcher    15:59
Yes.


Participant H16:09
Staff are aware that violence at work is important to be reported for us to support them.
and investigate what has happened and make sure that we tell staff that we are going to support you through this, through this. And, you know, as an example, I suppose I can give in that respect.


Interview Researcher    16:22
Mmh.
Yeah.
You had nice grape? No, no, that's great, that's great.
Okay, next one then. Can you describe? Yeah, push them, push them.


Participant H16:37
Can I just add this, sorry Jake, can I just add, but obviously that when we say leadership influencing organisational outcomes, that what I did for the virus will procedure has to go through
go above my manager and has to be approved by all senior leadership, you know, senior leadership team and chief exec.


Interview Researcher    16:52
Mhm.


Participant H17:01
Before before is put into practice through all the through the organization.


Interview Researcher    17:04
Yeah, no, that makes sense. That makes sense. Okay, so next one, can you describe a recent situation or a project that reflects organisational, the organisational practices that you've talked about? So you've kind of already referred to the violence or work policy. That's a great example. Are there any others that you can think of and it doesn't necessarily have to...


Participant H17:19
Yeah.


Interview Researcher    17:24
be one that you've been involved with that you might have experienced.


Participant H17:29
Head.
No, not this precise moment. I'd have to think about that.


Interview Researcher    17:35
Nice. Yeah, no, and listen, if you want to come back to that at any point, just let me know. Okay.


Participant H17:41
Yeah.


Interview Researcher    17:43
In terms of the, going back to the one that you did refer to, okay, can you describe what the main challenges and successes might have been?


Participant H17:47
Yeah.
The main, oh yeah, yeah, main challenges. The main challenges is the length of time it gets it takes through to get accepted via senior leadership.


Interview Researcher    18:04
Mhm.
Right.


Participant H18:08
So many hurdles, I say hurdles, so many rungs of the ladder that have to be stepped upon.
and scrutinized, you know, it has to be scrutinized by so many departments. I understand why, but it takes, it does, you know, it did take, it took around 2 years for it actually to go from the point where I did it to the point where it was scrutinized and accepted and put into practice through the organization.


Interview Researcher    18:21
Yeah.
Right.


Participant H18:36
And.
How that can be streamlined, I wouldn't know, because I think we have so many departments within the organisation now who...
Have to be party to it.
to the actual process of implementing it.


Interview Researcher    18:52
Yeah.


Participant H18:54
So that was a challenge.
The success will be, I won't know the success until...
the more there's more reporting of violence of work because violence of work was being under reported. So we won't know that until such a time where the violence of work reporting figures actually increase.


Interview Researcher    19:08
So...
Sure.
I'm crazy serious. I'm waiting for. That makes sense. So for you, there's almost like a really clear, tangible outcome there, isn't there?


Participant H19:21
Yeah, yeah, yeah.


Interview Researcher    19:23
Do you think, I guess interestingly, just to sort of take that one step further, how have you found people's responses to the implementation of that?


Participant H19:34
Well...
Not that positive at this moment. I can say why that is, is because we provided 4 training days.


Interview Researcher    19:40
Yeah.
Mhm.






Participant H19:47
to go through the violence of work procedure and what violence of work constitutes, and the numbers of attendees was very, very low.


Interview Researcher    19:53
Yeah.
Really?


Participant H19:58
Very, very low. Now, whether that is because we didn't publicize it enough.
However, what I plan to do is revisit that in six months time and in through those in that within that six month period is ensure that we publicize the violence of work procedure and then provide further training days on it.


Interview Researcher    20:26
Ok


Participant H20:28
Yeah.


Interview Researcher    20:28
So you've already done a bit of thinking work around why that might.
Interesting. And I was wondering whether, as well, is it, do you think it's that bit about interest from areas where people are more likely to experience that component? Do you think that might be a factor as well?


Participant H20:45
Absolutely. Now, that's a very it's a very valid point, because some of the housing homelessness officers attended the Violence at Work.
Training.


Interview Researcher    21:04
Yeah.
Yeah.
Mhm.


Participant H21:19
And I think it's also that there's the culture within certain departments within the authority and within service areas. For instance, we know ourselves, that we discussed this out in the past. Social workers have a very high tolerance level to what they to what they are subjected to, especially about violence at work.


Interview Researcher    21:39
Mm-hmm. Mm-hmm.


Participant H21:41
and they may feel that violence at work doesn't apply to them because their service users might be individuals who demonstrated on a regular basis towards them. However, there is a tolerance, there's a point where that tolerance level might, the individual might go above that in a threatening way, and that's where we need to have the violence at work and where staff need to be aware of what to report and when to report it.


Interview Researcher    21:46
Yeah.
Yeah.
Yeah, yeah.
Yeah.
Yeah, no, I'm with you. I'm with you. I guess the challenge is raising that level of awareness, isn't it? I hear you. Okay, next one then. So how have your personal experiences shaped your view of the organisation?




Participant H22:10
Absolutely, yes.
I've had a number of personal experiences and it's very strange because I was actually discussing this with a colleague recently. I've had personal experiences throughout the length of time I've worked in the authority.


Interview Researcher    22:33
Mm-hmm.
Mm.
Yeah.


Participant H22:38
Somewhere.
Situations where I really was fearful for my own life.


Interview Researcher    22:46
Really?


Participant H22:47
Oh yes, and my personal experiences have allowed me to...
From a health and safety point of view, because I will say health and safety point of view, because this...
where I can now say to staff, look, I've had an experience of this. This is why we, this is why I'm conscious of your health and safety. I can give you, I can give you an experience, you know, again, an example. I went into a, I was doing housing benefits and making sure somebody lived at an address, for instance.


Interview Researcher    23:09
I'm waiting.
Yeah.


Participant H23:20
So I went into the house, saw this gentleman, right, confirmed he lived there, benefits were being paid, right, continue.
I then saw this gentleman six months later and his appearance had completely changed. I knocked on the door, I went in, didn't realise it was the same gentleman. He said, oh yeah, you know, and I walked into the room, he shut the door behind me and pulled out a machete.


Interview Researcher    23:35
Wow.
No.


Participant H23:45
And he said, do you know why I got, do you mind if I swear, because I'll just, you know, I'm going to say what this gentleman said to me. He said, you know what I ******* got this for? And I was like, you know, panic mode, but not to the point of making him fully aware of it, making sure the door behind me was clear so I could get out there if I needed to very quickly. And I said, oh no, I don't know.


Interview Researcher    23:49
No, crack up.
Yeah, I would have been.
Absolutely.


Participant H24:05
Well, if you got that, you know, what if you got that for you said for when the F in police come and visit me? Because I hate the F in police. So if they're going to come and visit me, I got this ready for them. Right. OK, so now when I reflect upon those situations that I did occasionally find myself in, I can think now why we risk assess, why I make sure that staff are fully aware of risk assessment processes.




Interview Researcher    24:09
Oh.
But.


Participant H24:29
why they're there and why staff need to be aware of them. So if they find themselves in such a situation, they're fearful that they get out as quickly as possible, or that we have implemented the people safe or the MYSOS personal safety alarms for staff whilst they're undertaking the duties, which are the higher risk ones, such as visiting clients or service users who could potentially harm them.


Interview Researcher    24:38
Mm.
Yeah.


Participant H24:54
So that those experiences of being fearful for my own safety.
I make sure I report that into practice and make sure that I engage with managers to ensure that they know potential risks for staff whilst they do what they do.


Interview Researcher    25:09
Show.
So it's very much guided by some very personal experiences within your work. Ah, that's really, do you know, that's really helpful to understand that. So you're talking from first-hand experience, so that's really helpful. Okay, are there any changes that you would suggest that would help improve the organisation's culture or its leadership?


Participant H25:17
Business, yes, yes.
Yeah.
Yeah.
Yeah.
I think communication is key and I think we don't communicate enough through the organisation. We're very, we're very, and you may you may disagree with me here, but social services, social Services.


Interview Researcher    25:37
Yeah.
And.


Participant H25:51
Yeah, Education is education.


Interview Researcher    25:52
Yeah.


Participant H25:54
You know, what go, you know, when I worked in environmental health, I never knew what went on beyond environmental health. Social Services don't know what goes on behind, you know, above or beyond social services. And I think, yeah, and I don't think we engage, I think there could be more work done where staff are more aware of what everybody else does.


Interview Researcher    25:59
Go on, sure.
Yeah, no, you're right. It's almost like they're still in silo, is it?
Pring.


Participant H26:16
and I think that would be the communications then the communication aspect of things then would be would be better and enhanced throughout the organization.


Interview Researcher    26:25
Can you think of some practical examples that you think might help improve that?


Participant H26:31
Yeah, I'm not sure how well that education work with social services. I think there should be more educational work with social services and vice versa, because there's an overlap, especially with young children or young people or even children who have, you know, potentially will fall under the social services umbrella for some reason.


Interview Researcher    26:35
Mhm.
Yeah.
Mhm.
Yeah.


Participant H26:53
who were in education and education of dealing with a potentially dysregulated child.
on a regular basis, but the Social Services might be aware that the things are going on at home.
and that will influence that child in school and whether we do enough discussion of that between the two. So education and understanding of what's going on, again, which may affect that child whilst they are trying to say educate, but more and more often than not, unfortunately, is to control that child whilst they're in that school environment.


Interview Researcher    27:27
Yeah, I agree. I agree. And the point that you've just made.
It's almost that bit about do all stop members across the council understand the work that's going on in other directorates and then do they understand the partnerships that are going on? So there's a bit about almost like you're describing lack of visibility still, isn't it?


Participant H27:38
Yeah.
Yeah, absolutely.


Interview Researcher    27:48
It.
What about the leaders and is there anything that you think the leadership team could be doing more?


Participant H28:00
Well, you know, I will say this much, the leaders are much more visible than they were ever.
They were never, you know, leaders years ago were leaders and they sat in, they sat in their high tower, I would imagine, you know, I would suggest.


Interview Researcher    28:13
Mhm.
Yeah, I hear you. So actually, there's been a big shift then.


Participant H28:19
Absolutely. Big shift in a way that leaders, especially, for instance, you know, T, the director of Social Services, you know, she will have her regular meetings with her senior leadership. Now, that wouldn't have gone on a long time ago. It would have been a come in and see me type of thing, rather than proactively presenting herself to


Interview Researcher    28:30
Children.
Yeah, yeah, yeah.


Participant H28:38
to management to discuss what's going on. It's more proactive than reactive.


Interview Researcher    28:42
Show.
So, actually, there are lots of positive things going on, yeah. Justice.


Participant H28:46
reactive would have been a case of, yeah, we, you know, what's happened and why has it happened? Rather as now, we'll actually just discuss what potentially can happen and what can we mitigate, what can we do to mitigate it happening?


Interview Researcher    28:59
Do you see, do you see any distinctions or differences across directorates? Because you've got a broad role, haven't you? So to some extent, you may see things that maybe other people might not see. So do you notice any differences?


Participant H29:14
I suppose, um, there are...
Yeah, I would suggest there are. I think more visibility by certain, but I'm only saying that from what I see rather than being involved with other directors or other senior leadership people. I think


Interview Researcher    29:31
Yeah.


Participant H29:35
Yeah, it's hard to comment because I don't know them and, you know, I don't go to their DMTs and their whatever meetings they hold, but I think...


Interview Researcher    29:43
Yeah, sure.


Participant H29:47
Yeah, I think there's, I think our, I think social Services, I say our, because social services is my baby. I think ours is, you know, I was in that respect, our director, yes, she's very proactive for lots of things. Whether that ruffles feathers, I potentially it does, unfortunately sometimes in that.


Interview Researcher    30:05
Yeah, sure.


Participant H30:06
things have to be done and she says things have to be done. Whether other directors are as visible as her, I don't know. I really sad to comment.


Interview Researcher    30:08
The.
I see what you mean because potentially you may be concentrating your energies more so on one particular area. So I get that. I get that. That's really helpful. Okay. And just really, we're coming to the end stage. Well done. Is there anything else that you would like to add that we haven't talked about or covered in relation to this particular thing?


Participant H30:22
Yeah, yeah.


Interview Researcher    30:37
It's not a trick question, don't worry.




Participant H30:38
No, no, I don't, no, I don't, no, I'm just to think, I don't think so. I would like to say that I think in respect of the organisation, the Improvement.
is tenfold from what it was many years ago.


Interview Researcher    30:54
See, that's really, really positive to hear that, and to hear you as someone who's gone on that journey. Does that make sense?


Participant H31:01
Yeah and I think unfortunately there will be negativity around organisational development because people, not everybody will be happy with what's being requested of them. But if you could, if you've been in your local authority as long as I have, you see that now


Interview Researcher    31:08
Yeah.
Okay.


Participant H31:21
It is so far enhanced to what it was so long, you know, met, yeah, it's, you know, the journey.


Interview Researcher    31:24
Do what it was. Yeah, yeah, yeah. So you've got that breadth of experience and insight, that maybe others might not have. You haven't earned your carriage clock then. Yet.


Participant H31:29
Yeah, yeah.
Yeah, yeah.
Oh, God. Do you know what I have for? Do you know what I have for 30 years, Jay?


Interview Researcher    31:39
Oh.


Participant H31:40
All right, so I like stories. I got another story here. So I had an envelope through the post. So in this envelope was my 30 years.
Indent.
You know, like a little pin, pin badge rather than a pendant pin badge.


Interview Researcher    31:56
Yeah.
If.
Got you.


Participant H32:00
That was my 30 years, so I spoke, I contacted my line and she said, oh, do you know what I've got for 30 years? She said, oh, do you have a, do you have a check for money or did you have this? No. Was it this? No. I had a little pin badge.


Interview Researcher    32:02
Yeah.
No.
Head him back.
Well, then.


Participant H32:18
Where it is now, I don't know.


Interview Researcher    32:20
Ohh, it's gone missing, so you didn't value those 30 years on that little thing, guys.


Participant H32:22
I have I have valued every minute of my local, local, local organised, local authority journey.


Interview Researcher    32:27
Yeah.
Yeah.
See, when I worked in Safeways, many moons ago, they used to give people 25 years service, a little gold carriage clock, at least you'd get a clock, wouldn't you? But you only even get a pin here.


Participant H32:40
My...
My wife had, my wife has worked for Torvine for the same length of time as I've worked for Newport. She had, for 25 years, she had 250 quid.


Interview Researcher    32:50
No!


Participant H32:51
Yeah, I'm not sure whether they still do that, because I was, again, eight or nine years ago.


Interview Researcher    32:52
No, but like you say, that's better than a blooming pin badge, isn't it? Let's be rare. Right. Can I just say thank you. You've done it in good timing. I'm really grateful for your feedback. I'm really grateful. Obviously, what I will do, I'll send you a copy of the transcript when I start doing the analysis and you can, as long as you're happy with the contents, leave it. You don't have to reply back.


Participant H32:58
I know, pin badge.
OK.
Actually, yeah, I'll be happy with it. You know that. I'll be happy with it, no problem at all. Beef it up if you have to as well, no problem. I won't tell anybody.


Interview Researcher    33:16
If you're not, then obviously you'll let me know, but you're a star. Thank you so much for your time.
No, no, no, no, no, it was perfect. Perfect. Thank you very much. And you have a good weekend. Bye.


Participant H33:27
Have a good weekend.
mate.


Interview Researcher  stopped transcription



Participant I22 May 2026, 02:06pm


Interview Researcher  started transcription


Participant I0:03
house. We're moving my daughter from her current room into where I used to homework. So yeah, just trying to set that room up nicely for her and do a bit of the garden and just have a bit of, yeah, well, you know, a bit domestic. Yeah, yeah, definitely. What about you? What about you? Anything planned?


Interview Researcher    0:12
Well, that's good of him.
Yeah, and then I like focus on home time. Good plan, Participant. Good plan. Same. Well, so my usual routine, Saturday mornings I instruct two fitness classes. I then go to the gym because obviously I don't have children, so I don't have all of those other things I've got to factor in. Yeah, I know. The single life is a much, much kinder existence, trust me.


Participant I0:21
The.
Nice.


Interview Researcher    0:36
And then it's one of my friend's birthdays, so we're going to go and do an escape room and go and grab some food after, so nothing too crazy. And then it's a pretty chilled one for the rest of the weekend. I plan on doing a bit of walking and that's as wild as I get. There we are, I know, hard times, isn't it? Being a single man is a hard, hard life. I know, you're like, I don't remember those days, but I do remember the ones.


Participant I0:43
Lovely.
Lovely stuff, so, so.
Ha ha ha ha!
I, it's a long, it's a long time ago.


Interview Researcher    0:59
So just to say, obviously, the participation sheet, I just wanted you to have a bit of time to have a little opportunity to prepare, but I'll just quickly go through the essential details for you. So effectively, it's a semi-structured interview. It's about transformational leadership because you know that's the buzzword that's being used in the organisation all the time.


Participant I1:09
Yeah.


Interview Researcher    1:18
And it's the case of what does that actually mean on the ground for people and what does that look like? The theory says it's about developing innovation, it's inspiring, it's motivating, it's driving a positive change culture. But obviously this is about looking at what that looks like in practice and how that translates into practice. I've obviously said the time, so it'll be about 45 minutes. We're just going to cover questions around organisational projects.


Participant I1:36
Yeah.


Interview Researcher    1:43
experience, transformational leadership, and then look at any suggestions for improvement. It's going to be audio recorded, transcribed, and then analyzed for research. So I'll be looking at thematic analysis. Yeah, anonymous bit means I'll just call you participant A, B, C, D, that type of thing. It's completely voluntary. So if at any point in time you think, no, actually, I don't want to continue with this, you're very welcome to, and that's absolutely fine.
Obviously, your response will be anonymized. I will then send a copy of the transcript to you before I start to analyze it to enable you to have a little look at it and just see if there's anything on there that you think needs to be edited, added, that I've not picked up or, you know, the transcription service hasn't picked up. I don't anticipate any risks, but obviously if you do feel at any point in time there are any issues,


Participant I2:21
Yeah.




Interview Researcher    2:26
You know, as I said, you can always end the conversation. That's absolutely fine. And if you need anything, I should know where to contact me. So obviously I'm doing my master in Business Administration and it's on transformational leadership. I've briefly touched on the theory and just confirming that I've got your agreement to continue.


Participant I2:33
Yep, yep.
Yeah, that's fine. Thank you.


Interview Researcher    2:46
There we are. No worries. Okay, do me a favour then. Can you briefly describe your role within the organisation?


Participant I2:49
Yep.
Yes, so I am employed as a Service Manager within Housing Communities, so that's a senior management position. It's, I think you describe it as a tier 4 position, so reporting it to


Interview Researcher    2:56
Okay.


Participant I3:12
into Head of Service. So I am expected to lead on a number of different operational areas and they're all quite distinct areas, some overlaps, but quite distinct really in terms of what they're expected to deliver.
and so they are environmental health housing, which so environmental health is my is my background, but environmental health housing is still an area that I I lead on having given the rest of it away to public protection, and that's very much a


Interview Researcher    3:49
Uh-huh.


Participant I3:52
a traditional regulatory role. So we regulate standards in the private rented sector. So it's very much a role that is driven by statutory duties and then statutory responses to those duties and very much a regulatory role. So there's not a huge amount of flexibility in


Interview Researcher    3:56
Mhm.


Participant I4:11
in what you do and when you do it in a way. The next part of my role then is Housing Strategy, which is more of a role, an area where there's more flexibility in what you do and it's an enabling function. So that team there is there to


Interview Researcher    4:15
Sure.


Participant I4:33
and provide a strategic basis for provision of housing in the city and we play a key role in making sure that Welsh Government grants to develop new social housing flows through to the registered social landlords in the city and


Interview Researcher    4:46
Mhm.


Participant I4:53
It's an interesting one because the money doesn't actually touch our accounts, but we, it goes straight from Welsh Government to them, but we're the enabler and that money doesn't go there unless we say it does, should. So it's a really interesting area of work and it's a crucial, crucial part of developing new housing. And


Interview Researcher    5:10
Mm-hmm.


Participant I5:11
There's other areas, other bits of work within that team as well, such as doing regulatory work on empty properties to bring empty properties back into use and making sure that we've got the right strategies in place to underpin what we do as well. And then the third area, which is really


Interview Researcher    5:21
Thank you.
Care.


Participant I5:32
taking up a lot of my time at the moment is the temporary accommodation world. So again, that is, this is a statutory duty to provide accommodation to households and clients who are homeless and the Welsh Government has really


Interview Researcher    5:47
Mhm.


Participant I5:52
ramped up those statutory duties over the years. So we're in quite a different position to England at times in terms of the housing that we have to provide.
and again, you're back to statutory duties. So there's not a lot of wriggle room in terms of what you do, but there is a lot of flexibility and creativity involved about how you deliver those statutory duties. So


Interview Researcher    6:15
Mhm.


Participant I6:25
I was brought in to lead the team to make sure we were responding in a really proactive and creative way to the real high rise in demand that's happened since COVID. So I
I've been brought in to make sure that there's some really strong leadership around doing really, really good procurement work to drive down prices, but also to make sure there's contracts in place to be to be creative about how we've how we go about finding accommodation and
very much to professionalise what we do and get a bit more control over it because it's just been so reactive in previous years, which is quite difficult. So yeah, I'll pause there. I hope that covers it. I hope that covers it.


Interview Researcher    7:18
Plenty, plenty. Making me appreciate equally how busy you are and thinking, you know, and also create world peace and manage to bring the poverty crisis down in the local area and address homelessness all in one go. So just a few things there.


Participant I7:26
Yeah.
Yeah, exactly, exactly.


Interview Researcher    7:35
Oh, so quite a few tasks. Okay, then. How long have you worked for the Council?


Participant I7:37
Yes, yeah.
So, I've worked for the council since 2007, November 2007, so I've been here a long time. So, I originally came to manage the environmental health pollution team, as it was called, and so basically dealing with neighbourhood noise, nuisance, contaminated land.


Interview Researcher    8:01
Mhm.


Participant I8:02
water quality, fly tipping, those sorts of neighbourhood type works. And then I was promoted to be Environmental Health Manager, so it's managing all of environmental health. Then when my boss retired in 2015, I took on community safety and CCTV as well. And then


Interview Researcher    8:20
Oh, wow.


Participant I8:21
And then the big shift then was came in.
April 23 when the council decided that they would bring all of the housing functions together. Yeah, so they took me and my environmental health housing team and brought me across the housing Communities and the rest of the traditional public protection functions went across to or stayed with them.
in S's area. So that was a big shift for the council and having now been in this world for three and a bit years I can see why I can see why the director took that decision because it was absolutely essential to bring some additional Service Manager


Interview Researcher    8:48
Mm-hmm.


Participant I9:05
resource into this area, but it's actually had a massive impact on public protection losing me. I was the most senior at EHO and now they don't have an EHO at my level anymore. And so it's had a really big impact and I think


Interview Researcher    9:07
Mhm.


Participant I9:22
I think it's fair to say that there's still some fallout from that decision, which is impacting on the public protection world. You know, it's, you know, it was a brave move by the director. I can see why he did it, but yeah, there's been...


Interview Researcher    9:31
Mhm.


Participant I9:41
There's been a, there's still legacy impacts, I suppose, is the way I put it. Yeah.


Interview Researcher    9:44
I don't know, kind of. Yeah, yeah, yeah, that's really helpful context. I'd like to stop. OK, how would you describe the culture of the Council?


Participant I9:48
Yeah, alright.
I've.


Interview Researcher    10:12
Mhm.


Participant I10:13
I've always felt that I've been supported to grow my career. I like the fact that the senior management team are very approachable and they always make themselves very visible and I like the fact that if I walk into the civic centre,


Interview Researcher    10:29
Yeah.


Participant I10:34
I'm known to the directors and managing director, Chief Exec. So yeah, I've always found it to be a very supportive environment. I think it's
It's got a very, very.
very open and supportive culture towards towards employees. I think he's a good good employer. I and I do think there's a very good culture of


Interview Researcher    10:55
Yeah.
Mhm.


Participant I11:09
Like our chief exec's very good at ensuring that there's a collaborative culture across service areas, isn't she? I never feel any...


Interview Researcher    11:15
Yeah.


Participant I11:20
How can I put this of?
Is always completely.
expected that you can approach someone in a different service area and ask for their help and assistance and you'll get it. Do you know what I mean? There's no, it's very collaborative and I know




Interview Researcher    11:29
Yeah.
Mm.
Yes.
Yeah.


Participant I11:38
We're lucky in Wales that we're a unitary authority. I think it's very different when you're in a district and county council world. Very difficult for in those environments for an environment health officer, which is my background, very difficult for us to work collaboratively with highways, for instance, or


Interview Researcher    11:46
Yes.


Participant I11:58
Or social Services, but so I like the fact that we work for a unitary authority, but even...


Interview Researcher    12:00
Yeah.


Participant I12:06
Even with that sort of underlying principle, I think B in particular has really driven a good culture of making sure that we work collaboratively across service areas.


Interview Researcher    12:16
Yeah.
I should put Participant, I should put. OK, so the next question then is, are there any particular values or behaviours that you feel are emphasised?


Participant I12:33
Um...
I think...
I do think that, um...


Interview Researcher    12:39
And.


Participant I12:39
I do think that colleagues want to work together to deliver good outcomes. Very rarely do you come across colleagues in Newport who don't care and very rarely do you get people who, colleagues who are unwilling to help you succeed. You know, if you go to


Interview Researcher    12:44
Mhm.
Mm.
Mm.


Participant I13:00
Anyone else in the council say, look, I'm struggling with this problem. This is what I need to deliver. Generally, people lean into that, don't they, and and help you. And you know, that goes from...


Interview Researcher    13:07
Yeah.


Participant I13:16
you know, what I would consider to be back office functions like finance and HR, but also through right through to operational front facing services as well. So, so yeah, I do, I do really, I do really value that. You never feel like you're, you never feel like you're struggling on your own.




Interview Researcher    13:20
Mm.
Yeah.
No.


Participant I13:36
In the organisation, I don't, I don't think.


Interview Researcher    13:39
Nicely put. Thank you. Okay, next one then. What is your direct experience of leadership within the organisation? The way that I am phrasing this with people is both your own experience of being led and then your own experience of being the leader, I guess.


Participant I13:40
Yeah.
Yeah, so, so I'll start with with being being late.
Having been in the organisation a long period of time, that's really changed over the years, really, and some of it's down to personalities, isn't it, and and and structures. So


Interview Researcher    14:11
Mm.
Yeah.
Yeah.


Participant I14:21
It is different when you.
When you work in a...
in a part of the council which is driven by regulatory functions and early in my career, my head of service was the head of legal. That's quite a different type of leadership from where I am now. So, you know, when you're being managed by a lawyer, everything is very black and white.


Interview Researcher    14:33
Yeah.
Yes, yes, yes, I did your job.


Participant I14:52
and you can, you and you can just get on with your regulatory stuff, and.


Interview Researcher    14:52
Yeah.


Participant I15:01
There was.
I wouldn't say there was I wouldn't say there was no creativity, because there's always some creativity to improve Services, but do you know what I mean? It was pretty much, you know, these are your list of juices, just get get on with them, and I remember when we were being driven back in those days to modernize the way in which we set out service plans.


Interview Researcher    15:07
No, but...
Yeah.


Participant I15:25
The.
The leadership at the time was very much, don't bother with that, you know, keep it simple. You've got your statutory duties and we'll just keep it simple, you know. I think over time then, as the old guard, if you like, have moved on and new leaders have come in,


Interview Researcher    15:32
But.
Yeah.


Participant I15:44
The things have things have changed and probably for probably for the better in them in many ways the.


Interview Researcher    15:50
That's it, yeah.


Participant I15:56
I have, so my old head of service used to report directly into the chief exec. So you used to find that was a bit of a blessing and a curse really, because you didn't actually have a director in the structure above you. So you kind of were missing out on what some of the service areas had. I have, since the


Interview Researcher    16:13
Yeah.


Participant I16:15
For long council restructure.
Was it just after Covid, early or mid-Covid, something like that? I think it's been a real benefit having...
where they reject all the directors, I mean, I think it's been really good having a director above a head of service and then into the chief exec. And certainly, I've found the leadership from Paul Jones has been really, really good. He's a dynamic individual. He's got experience of






Interview Researcher    16:32
Yeah.
Head.


Participant I16:49
you know, other organisations as well, he's not only worked for the council and he's very much
A a Leader who...
will really provide all the resources you need if he thinks you can deliver change. And that's quite empowering then, isn't it? You know, he wants to see results and will hold you to deliver, which is absolutely fine. But, you know, there's a lot of flexibility there around


Interview Researcher    17:07
Bye, plan.
Mm, that's very.
Out for.


Participant I17:21
Around, around delivering those results, which I find I find really helpful. You can be, you can be very creative. The...
I have, um...


Interview Researcher    17:34
Yeah.


Participant I17:34
So leadership from my current Head of Services has been interesting at times. So and I don't mean this just disrespectfully at all, but David comes to the comes to the role with some local authority experience, which is


Interview Researcher    17:44
No, no, no.


Participant I17:53
quite dated now. His more recent roles have been third sector and at times I think it's, I think he'd agree with me really at times it's been a bit of an eye-opener for him in terms of trying to get things done in the local authority culture and environment.


Interview Researcher    17:56
Business sector.
Hey.


Participant I18:13
And a good example really is, you know, he will provide some really strong leadership around...
you know, get this restructure done and then I'll have to say, you can't do it that way in a local authority. It has to be done this way. These steps have to be taken. So that's been interesting because he provides very dynamic leadership. He's very driven and wants things done at pace.


Interview Researcher    18:29
Sure.


Participant I18:42
and then I have to say, well, I understand your aspirations, but in the local authority context, I know that it will take this amount of time to achieve that because of all the steps we've got to go through. So that has been


Interview Researcher    18:55
Yeah.


Participant I19:00
Um...
Has been quite challenging, I have to say. You know, it's he Housing Communities didn't really exist as a service area until not long before David came in, really. So, it's a new area. He's had to pick up, he's had to pick up a legacy of.


Interview Researcher    19:14
Mhm, mhm.


Participant I19:22
of issues that probably date back 10 or 15 years. So he's had to provide really, really strong leadership and it's been, the expectations have been pretty full on really in terms of delivering, if I'm being frank.


Interview Researcher    19:33
Yeah.
Yeah. No, no, I think as an observer I can say I'd agree and concur with you, John. I think there's that element, isn't there? I think N is quite similar sometimes. There's an aspiration to achieve a lot, but sometimes the reality of achieving those aspirations can be selected a little bit.


Participant I19:40
Yeah, it's been.


Interview Researcher    19:54
Because it's a case of trying to catch up with their rate of change and actually the system isn't always as quick to respond and it takes a little bit more time and work to make those things happen. So it's like Jean-Luc Picard, isn't it? Make it happen and you're like, okay, I'm trying, but...




Participant I20:04
Yeah, definitely.
Yeah, yeah.


Interview Researcher    20:10
Yeah.


Participant I20:10
Exactly, and I think the I think the real skill of being in that sort of leadership position is is how do you how do you get the pace without without almost making people a little in the process? If I'm not, I don't want to be exaggerated too much, but


Interview Researcher    20:11
The.
Yeah.
Thank you.
No, no, no.


Participant I20:29
you know, how do you how do you get that pace? How do you how do you make that change without people underneath you feeling under so much pressure? Because if you if you if that leadership drive, if it if it feels unachievable, that just creates stress, doesn't it?


Interview Researcher    20:47
I agree.


Participant I20:48
So, and my...
Where I struggle a little bit with some of it is where...
You know.
you say I need more resource to deal with X, Y and Z, they will say, oh yeah, the resource is coming, but I still want you to achieve in advance of that. And it's like, it doesn't really work like that, does it? So it's been tricky.


Interview Researcher    21:05
Yeah, I know, like that, no.
Do you feel able to, John, because I'm curious about that, do you feel able to challenge effectively if you feel that the rate of change or what's required can't be met and there just isn't a resource? Do you feel able to do that?


Participant I21:30
Yeah, I do sometimes.
I don't know how you can describe this in whatever you're writing out, but sometimes that...
Sometimes that challenge can be...
really overt and I'm just going to tell you straight, other times that challenge is more about...
what actually happens in reality, do you know what I mean? So, and I, you know, I know you're going to treat this confidentially, but...


Interview Researcher    21:55
I see, yeah.


Participant I22:02
So, sometimes you...
Yeah, sometimes you just have to say, look, I can't achieve that in this time scale. Other times you say, I'll do my best, knowing deep in your heart that your best isn't really going to match what they want. And, but...


Interview Researcher    22:11
Yeah.
Gonna meet them all.
Penn.


Participant I22:20
You know.
I know D well enough to know that he, even if you don't quite deliver on what his aspiration is, I know him well enough to know that he won't hold that against you later. He'll understand the reasons. But then you kind of think, well, can you have been a bit more reasonable in the 1st place?


Interview Researcher    22:32
No.
Yeah.


Participant I22:40
But that's the...


Interview Researcher    22:40
It's like that high standard all the time, isn't it? Yeah, I get it.


Participant I22:43
It, it is, and I, and I, and there is something in it, isn't there? I get, I get, I get that, unless you really...


Interview Researcher    22:47
A.


Participant I22:51
I can't remember the phrase now, but unless you shoot for the moon, you're not going to, you don't get anywhere. Yeah, so it's a tricky one, isn't it? But and again, for me, it comes back to how is it done without stressing people out and ******* people off. But yeah, I...


Interview Researcher    22:55
Yeah, it makes the stars, isn't it? Exactly.
Yeah.
So it's interesting, John. Let me pose that question back to you. So now you're experiencing that and you see it in a, you know, with the lens that you've got. How does that then translate in terms of how you lead your staff?


Participant I23:11
It, I so.
Yeah.
Yeah.
Yeah.
Yeah, yeah, it's really challenging at times. It is really challenging. You know, you're constantly saying to people, just hang in there, hang in there, keep trying to deliver. I promise you there's more resources coming. I'm working on this, I'm working on that. You know, and
Sometimes, in order for me to deliver on my responsibility to support people, I have taken some risks. So, for instance, I have brought in extra agency members of staff to bolster the team.


Interview Researcher    23:54
Mm.


Participant I24:04
Knowing damn well that the eventual spending figure is not going to land well, but no, but but being being comfortable in my mind that it was the only way to get us through that particular pinch point, you know. So, I the way I the way in which I sort of approach this leadership piece really is that.


Interview Researcher    24:09
No.
Sure, sure.




Participant I24:25
I will only make demands of people if I'm if I'm comfortable in my own mind that I'm providing the resources to do that and the and I will work really hard to deliver on that as well. So, if it's if if it's my role to...


Interview Researcher    24:34
Yeah.
So.


Participant I24:44
you know, write new JDs and do business cases to get jobs approved and find creative ways of using the budget to do things, then I will do that. And for me, it's about
If I've done everything I can, then I'm able to say to my direct reports, it's not happening as quickly as you would like, but this is what I'm doing. And they then, it builds trust, doesn't it? It builds trust that the people understand that you're doing your absolute best, not just leaving them high and dry. Even if


Interview Researcher    25:13
Absolutely.
And.


Participant I25:19
At that particular moment, they haven't they still haven't quite got what they need, but they can, but they can see you're trying, you know, and I think that I think that's quite different from...


Interview Researcher    25:26
Right.


Participant I25:34
That is a different approach to D approach, which is sometimes make it happen.


Interview Researcher    25:39
Yeah.


Participant I25:40
and there's no there's no solution and there's no there's no promise of extra resource. You know, like a good good example, Jane, do stop me if I'm going on too much, but a good example is we when David built his when David built his structure in.


Interview Researcher    25:46
No.
Yeah.


Participant I25:59
mid-2023, 24. There was no finance support post in there at all. And I said to him at the time, you're making a big mistake because we do so many financial transactions because of all the suppliers we're paying for with for temporary accommodation.


Interview Researcher    26:16
Yeah.


Participant I26:20
We are not going to be able to do without a support type role to process invoices and make sure POs are right and all that sort of stuff. He refused point blank to find the resource for that. So we struggled on with an agency worker who then left.


Interview Researcher    26:28
In.


Participant I26:39
Then we got another agency worker in and there was no budget for this, we just sort of kept kept fudging it and and finding ways of dealing with it, and then...


Interview Researcher    26:44
Yeah.


Participant I26:51
About October last year then, I was talking with a colleague who actually reports to K and she said, oh, actually, I've got a post that we might be able to tweak slightly and that could deliver what you're looking for. And ultimately, long story short, that's what we did, and it's working really well.


Interview Researcher    27:09
Yeah, I bet.


Participant I27:12
and for me, that's my role as a leader to find those solutions. But I got incredibly frustrated and annoyed that there was no solution whatsoever at Head of Service level. Really frustrated with that because I


Interview Researcher    27:27
Yeah.


Participant I27:30
This work was never going to go away and what then happened at the end of last financial year was we ended up, D and I ended up in quite a bit of trouble actually because I ended up at 1.1 million pound adrift from my January forecast to the end of year.
and we got hammered by the senior management team on our financial controls. And I just said to D, you've never resourced this area properly. You've, you know, it's no wonder things got into such a mess when it was being delivered by agency people, overseen by a service manager who hasn't got the time to be


Interview Researcher    27:57
Okay.
To be able to do, yeah, exactly.


Participant I28:12
To be doing that all the time, you know, and it got to a point when the when the second agency person left, it got to the point where I spent the best part of four months having to process all the invoices for payment myself. It was absolutely nuts, absolutely crazy. So, I suppose the...


Interview Researcher    28:25
Wow.
Yeah, that's crazy.
Strategy.


Participant I28:32
On the one hand, the senior leadership stuff's really, really strong.
On the other hand, sometimes we're left at our level, I think, to deliver strong leadership without the backing that we probably should have had above us. Does that make sense? Yeah, yeah, yeah.


Interview Researcher    28:48
Yeah.
I 100% hear everything that you're saying, actually. It makes you feel any better, John. I 100% understand and I can relate to a number of the projects that were started many years ago and then we're playing catch up to deal with the after effect of that. So 100%.


Participant I29:08
Strategy.


Interview Researcher    29:10
Yeah, yeah, because ultimately you're just expected to find the solution, aren't you, even though it wasn't necessarily you that might have caused the problem in the 1st place. Oh, that's very cool. Okay, that was really helpful. That was that was really helpful, John.


Participant I29:10
This is really difficult on it.
Exactly.
Exactly, so yeah, just, just, just to, and just to add really, I, I, I...
One thing I would say is that...
I do value being trusted to be a leader, if that makes any sort of sense. So I can, I might not always get it right, there might be some things that don't go according to plan, but generally speaking, I can be left alone day to day and the council can have confidence that I'll get on and do that soon.


Interview Researcher    29:36
Yeah, nice.
Yeah, yeah.


Participant I29:51
Senior leadership team, and some of that.
A lot of that comes from my length of service, obviously, because, you know, I've been doing it, I've been doing it a long time. I think I'm generally regarded as a safe pair of hands. So, and I do value that as, you know, one of the reasons why I haven't left Newport, despite all the


Interview Researcher    29:57
Yeah.
Yeah, I, I, I, it's nice then.
Yes, yeah.


Participant I30:21
I mean, I've got quite of, apart from my D keeps interfering and stuff, I've got quite a lot of autonomy in terms of when I do things and how I do things, which is good, isn't it?


Interview Researcher    30:26
Yeah.
Yeah.
Yeah, no, I understand that, John. Yeah, yeah, yeah. What you just said is perfectly, yeah, that makes sense. Okay, can you give me an example then of how leadership or some of the leadership that you've described has influenced any organisation outcomes that you might have experienced or been a part of?


Participant I30:33
Yeah, yeah.
Yeah.
Yeah, so, um...
I think the really good example is in the field of temporary accommodation and the spending on temporary accommodation. So it's
Okay.
I know things weren't perfect last year in terms of the eventual spend, but they would have been hell of a lot worse without my leadership, really. So, when I joined this world, there were no contracts in place with any providers at all, and we were


Interview Researcher    31:16
Yeah, yeah, yeah, John.


Participant I31:27
very much paying a whole range of different rates that have been, I say negotiated, but it's pretty loose use of the word, negotiated over many years and we very much felt that, it very much seemed to me that we were being held to ransom by some
suppliers as well who knew that we were desperate for accommodation and it really felt like the tail was wagging the dog.


Interview Researcher    31:57
So, yeah.


Participant I32:04
When I joined, it was made very clear to me that the...
The focus of the work was should be that we.
that we should control our spend by reducing the amount of temporary accommodation that we used. And I actually said, that's not realistic. What the focus needs to be is coming up with new cost-effective models of temporary accommodation and getting contractual relationships in place that really


Interview Researcher    32:20
Mhm.
Got it.
Yes.
Yeah.


Participant I32:37
well thought out with with good T's and C's, and that that my approach very much was, I know the I know the scale and use of temporary Accommodation was going to increase, and I've managed to, I've managed to.


Interview Researcher    32:38
And that's.
Yeah.


Participant I32:57
You won't see a reduction in spend on the budget sheet, but what I keep trying to explain to people is I haven't saved any money, but I've reduced the scale of the increase, if that makes sense, by making all these changes. And that was, does that make sense? Have I explained that when enough? Yeah. So, and if it wasn't, if it wasn't for my...


Interview Researcher    33:12
Hundred percent, 100%.


Participant I33:17
If it wasn't for my really strong approach when I joined, when I said it's not about using the STA, it's about controlling how and what we use, we would be in a really difficult position, a different position. So the renegotiations on B and B rates,


Interview Researcher    33:31
Yeah.


Participant I33:35
For this financial year, something like 230 grand saved because of the rates we've reduced, yeah, and that's just in one year and we've been we've been delivering, we've been delivering controls on spend since 2023, so I'm really proud of that because


Interview Researcher    33:43
Wow, that's loads. That's loads.
Yeah, yeah, yeah, you should be John.


Participant I33:55
And, you know, like D does acknowledge that. D does say to me, he says, oh, sometimes I just, I'm a million miles an hour and you sort of bring it back a little bit and say, that's all well and good, D, but to get there, we've got to do this first. And it's, so yeah, really,


Interview Researcher    34:09
Yeah, yeah, yeah.


Participant I34:15
Really pleased with the with the impact we've had and what we've what we've done at the same time, Jay, is we've tried to work with suppliers to.
to bring on better quality temporary accommodation as well. So previously we were very much only using...


Interview Researcher    34:34
Yeah.


Participant I34:39
B&B and hotel style rooms. We've brought on new forms of temporary accommodation now where there are additional facilities provided by suppliers as well in terms of some communal space and cooking areas and, you know, it has made a big difference. Yeah, yeah.


Interview Researcher    34:54
I've seen the impact of that myself from you, John. Yeah. So to some extent, I've seen the tangible impact and what you're describing is that bit where you've made improvements in areas and it may not be some high ground. We've ceased usage, but you've improved quality and you've reduced costs.


Participant I34:58
So, yeah.
Yeah.


Interview Researcher    35:16
in certain areas and even in your partnership working, John, I would say that you've strengthened consistency, quality of practice there. So actually, I think the partnership has been a really positive thing, actually, from my perspective, and where your work, your joint working can sometimes result not necessarily in just improvements in housing, but can have a knock on effect.


Participant I35:17
Yeah.
Yeah.
Yeah.


Interview Researcher    35:39
another division. So actually, that's what you would expect, isn't it? That's what you'd hope for. So it's about the knock-on effect, isn't it? So for me, I think there's some really clear, tangible results, J. No, it's easy. Okay. No, no, no, it's credit where it's due. Credit where it's due. Can you give me an example? And we've talked about that one. No, you're fine. You're fine.


Participant I35:42
Yeah.
Yeah, great. Thank you.
Thank you.


Interview Researcher    36:01
Can you describe a recent situational project that you feel reflects the organisation's practices? So you know you sort of talked to Nish in the beginning about the types of the way that you feel Newport works. It's that really.


Participant I36:14
Yep.
Yeah, um...
So, a good example, I think, is...
Despite all the challenges that we have had over financial controls, because of the attention I was giving to Finance,
Last financial year, I picked up on a couple of couple of temporary Accommodation suppliers that were overcharging us to quite a big big extent and I know that.


Interview Researcher    36:48
Mm.


Participant I36:55
you know, one of our core values within the council is about being responsible with public money. And it would have been really easy, for me to shook my shoulders and say, well, that, oh, well, that money's already out the door. It's gone, it's been spent.


Interview Researcher    37:08
I will.


Participant I37:14
It would have been really easy to have just sort of blamed.
Organizational pressures and stuff, and just, and just taking it on the chin, and.
To a certain extent, Jay, because of the scale of the spending on temporary Accommodation, unless you'd brought an order to rent it, it never would have been picked up. But I didn't do that. I went back to the suppliers and said, what the hell's gone on here? We want our money back. And what we've actually done is


Interview Researcher    37:35
Mm-hmm.


Participant I37:48
In order not to.
put the business itself at risk. What we've agreed is for them to effectively repay the money over a period of months. So what that's, and this has been done with full visibility of our Finance Business Partner. What we've actually done then is, okay, we've been overcharged.


Interview Researcher    37:56
Where is my?


Participant I38:10
one year, but it's reducing our spend in this in this forthcoming year. So, for me, it's about, you know, and this and this plays to my core.


Interview Researcher    38:13
Yeah.


Participant I38:23
Uh...
What's the, you know, your core values anyway? You know, I always feel I've got a very strong public sector resource, I've got really strong values and I really wanted, I really feel it's appropriate to deliver on that.


Interview Researcher    38:27
Yeah.


Participant I38:44
that being responsible bit of the council's value, really. I just won't turn a blind eye to stuff like that. You know, it's, you know, those businesses will say, oh, it's just an error, but, you know, you could also look at it in another way and say, oh, actually, that was deliberate fraud and you were hoping not to be picked up on it.


Interview Researcher    38:47
Of the values, yeah.


Participant I39:05
And I won't stand for anything like that, so...


Interview Researcher    39:07
Yeah, I know that makes sense. That makes sense. So, thank you. That was a really good example. Okay.


Participant I39:09
Yeah.
All right.


Interview Researcher    39:15
And then just, you've kind of touched on this a little bit, but can you think about, or can you describe some of the main challenges, successes of that particular approach?


Participant I39:25
Sorry, can you just clarify that for me?


Interview Researcher    39:27
So you've described a recent project, well a situation which you identified and then the value that you refer to. Do you think there are any challenges and what were the potential successes of that particular approach?


Participant I39:32
Yep.
Yeah, so the...
The there was some challenge organisationally about how we were going to go about how we're going to go about getting our money back and you know how you know what the actual approach should be. So, I...


Interview Researcher    39:50
Luckily.




Participant I40:01
When when the issue first came to light, I was all for I was all for sticking sticking sticking on the debtor system, banging out an invoice and demanding all our money back, because because I felt that we I felt that we should be asking for our money to be refunded to us within the same financial year.


Interview Researcher    40:12
Like that, yeah.
When do you think it's really?


Participant I40:34
and actually, thinking pragmatically, that money's already been spent. If it could have a beneficial impact on your spending the following year, then there's some merit to that. So yeah, I think for me, there's that challenge about how


Interview Researcher    40:44
Mhm.


Participant I40:55
About how you get the...
How do you get the systems within the organisation to deliver on what you want to deliver in a practical sense? And that's when your relationships with your Finance Business Partner and your litigation team really come into their own, isn't it? Where you can, as I said to you earlier, about
I have no problem at all with picking up the phone to another department and asking for support. It's when when you've built those strong relationships, when something's gone a bit wrong and you need and you need someone. Exactly. So yeah, that's I think that's a good example of where there's where's the challenge that you need to tackle at an organisational level and you and you wouldn't


Interview Researcher    41:26
Yeah.
Yeah, that's why you need the expertise, isn't it? Exactly, exactly.
Yeah.


Participant I41:46
You know, it's beauty of working for a relatively small authority and you can establish those relationships because you're not expected to deal with it in isolation.


Interview Researcher    41:53
Yeah.
Yeah, that's perfect. Okay, so nearly there. How have your personal experiences shaped your view of the organisation?


Participant I41:57
Yeah, alright.
Um...
So, um...


Interview Researcher    42:12
I.


Participant I42:16
How my personal experience shaped my view of the organisation, I think.
I think it's easy to feel happy about the organization you're working for when things when things are going well, but...


Interview Researcher    42:28
Mm.
Yeah.


Participant I42:33
Really, in some ways, it's more important about...
how the organization treats you when things go wrong, if that makes sense. So, um...


Interview Researcher    42:39
Yeah, yes, yeah.


Participant I42:44
When we're as busy as we are and we're struggling for resources as we are, things occasionally go wrong, don't they? And there's all sorts of examples of that, isn't there? I found out the other day, Jay, that so we had an agency person leave us.


Interview Researcher    42:49
Yeah, of course.


Participant I43:03
They've now put in a put in an ACAS claim against us and and the.


Interview Researcher    43:07
Really?


Participant I43:10
John, actually, you didn't handle that that well. And when they explained it, I was like, OK, I never knew that. No one had ever told me that that's the approach I should have taken. But the


Interview Researcher    43:14
Okay.
Mm.


Participant I43:24
But at that point the organisation rallies around you and says, okay, you've messed up there. It was a genuine error, there was no malice in it, you know.


Interview Researcher    43:33
No.


Participant I43:36
I could say that point where we followed HR advice and the HR advice was wrong as well. But anyway, but I guess, I guess, but I guess, I guess the point I'm trying to make is when things go wrong, you know whether your organisation is a supportive one or whether they're going to hang out.


Interview Researcher    43:42
He usually is. He usually is.
Yeah. As you say, when it's critical, isn't it? Yeah. That's a really, really good point. That's a really good point.


Participant I43:56
Or are they going to hang you out to dry? So, my personal experience is that, you know, when things don't go according to plan or something terrible happens, you know, for instance, something could happen to a fellow employee and actually could be a breach of health and safety law.


Interview Researcher    44:13
You?


Participant I44:20
You know, at that point, my experience of the organisation is that I will be supported, that I will be...
You know that my...
my views and my experiences will be will be listened to and acknowledged. So, yeah, and I, yeah, I said earlier, didn't I, about the reasons why I've continued to work for Newport for so long, and and and that and that's all part of it, really. I feel that some of it comes back to the reputation you build over the years, isn't it?


Interview Researcher    44:43
Yeah.
Yeah.


Participant I44:52
But, you know, if I screw up on something, I know that the Paul Jones and and and Bev Owen will will understand that it it wasn't intentional, that I've always got the best interests of the authority at heart, and do you know what I mean? So, yeah, yeah.


Participant I45:11
Yeah.


Interview Researcher    45:11
Yeah, no, thanks. Okay, good news. Last question. Woohoo. Are there any changes that you would suggest that would help improve the organisation's culture or its leadership?


Participant I45:13
All right.
Kate.
Um...


Interview Researcher    45:43
I can tell you're a think at all 100%.


Participant I45:45
Yeah, I, I, um, changed her.
It's so difficult, isn't it? I...
I do, I do sometimes wish that there was a little bit more.
Acknowledgement of and understanding of the reality of delivering change, and.


Interview Researcher    46:16
Yes.


Participant I46:19
But I also know that, as we said earlier, I also know that, unless you've got a really strong...
Driver for change at the top, it doesn't go anywhere. So I completely get that.


Interview Researcher    46:29
Yes, absolutely.


Participant I46:34
something in the middle is necessary. If I was asking for any particular change, it would be that, you know,
Time change takes time; I need more time to deliver that and.


Interview Researcher    46:49
Yeah.


Participant I46:52
I...
and more of an acknowledgement, I think, that sometimes you've got you've got to invest invest money to deliver deliver change later. So, a good example of this is that
So, year before last, or maybe the year before that, I spent I spent a lot of money on Surface Pros, right, to get to get my team working more efficiently, and I was able to do that because the finances were in such a mess in temporary Accommodation that 12 grand on Surface Pros just didn't get noticed. But if, but in my old role, Jay.


Interview Researcher    47:16
Mhm.
No.


Participant I47:28
I never would have had permission to spend that money on technology and that's a failing of the culture, isn't it? It's a failing of, there's not a recognition there that in order to modernise and drive change, sometimes you've got to throw a bit of money at it.


Interview Researcher    47:35
Big.
Embassed.
I agree.


Participant I47:47
So, this, yeah, I think there's two things there for me: one is more of an acknowledgement that change takes time, and I think we, I think we need, I think we need a culture that acknowledges that.
That sometimes more investment is needed, and I, and I do, I know it's difficult when when when because of public finances and and that sort of thing, but sometimes I sometimes I I reflect on what we're asked to achieve and I just think, "Oh my God, if I worked for...


Interview Researcher    48:02
Yeah.


Participant I48:19
That was a good, that was a good example.
I don't know if I, if I, I don't know if I work for, yeah, if I work for one of the big insurance companies or something, you know, I would never be asked to try and deliver this amount of change without, without, without a big investment, without a massive project team behind you. Do you know what I mean? And yet, you're, you know, well, you know what it's like, you're being asked to deliver on a shoestring or something type of something, do you know what I mean?


Interview Researcher    48:29
Almost like a private sector organisation.
No, without the investment.
Yeah, exactly.
I think you've answered all those questions really well, John, actually, to be fair to you. No, no, you have. It was good. No, it has been extremely helpful. Thank you. What I'm going to do, obviously, I'll pull off the transcript. I'll send a copy of it to you before I'm about to do any analysis. Have a little look through. If there's anything in there you want to add, subtract, whatever, you're welcome to.


Participant I48:57
Ohh, I don't know. I, I, I hope I hope it's helpful.
All right.
Yeah.


Interview Researcher    49:14
But as I say, because it's anonymous, all I'm going to do is just look at the themes and the high level stuff that comes through to reflect back in my findings. So it won't be anything too catastrophic. It's so good. Thank you. Thank you very much for your precious time on a Friday afternoon of all. I'm really grateful.


Participant I49:24
All right, brilliant stuff. That's great. That's right.
It's no problem at all. All right. Take care.


Interview Researcher    49:32
Alright, go see you soon and I'll send you the deets.



Participant I49:35
Lovely.


Interview Researcher    49:36
Thank you. Take care. Have a good day. Bye. Bye, bye, bye.


Participant I49:37
Cheers, you too. Bye, bye, bye.


Interview Researcher  stopped transcription



Participant J29 May 2026, 08:03am

45m 6s


Interview Researcher  started transcription


Interview Researcher    0:03
I've done a variety across the board. So I've literally been interviewing people from all areas and from different positions, because what it's giving me is a much richer experience in terms of what it's like for stuff across the board. So on that basis, then I won't go through the format because we've already done that bit.




Participant J0:08
Mhm.
Yeah.
Yeah.


Interview Researcher    0:23
So I'm literally just going to crack on with the questions. So first and foremost, you know me, and you know my name, so I'm a Service Manager and you know that I'm obviously doing my Masters in Business Administration dissertation and that's why I'm doing this interview process. I've talked a little bit briefly about the research. The most important thing that you probably will know, and you'll see when you probably read the participation sheet,




Participant J0:28
Yeah.
Yeah.
Yeah.


Interview Researcher    0:45
Transformation leadership has certain characteristics that are attached to it and one of them is just around this concept of being inspiring, motivational, fostering innovation and change and developing staff. So, it's meant to be a positive influence, but obviously it's then looking at whether that actually takes place in practice. Okay, so the first question, obviously we've confirmed that you've given verbal consent, you're happy for me to carry on.


Participant J1:01
Yes.


Interview Researcher    1:09
which is great. Can you briefly describe your role within the organization?


Participant J1:10
Yes.
Yeah, so my current role, obviously I manage the HR team. So I've been in the role of HR sort of team manager for about two years. I'm just going to double check now, actually, it's going to bug me. I know, I know. So prior to that, I started with the council in 2018.


Interview Researcher    1:27
I can't believe it's two years late. That's flying, isn't it?


Participant J1:35
worked my way through a number of different roles. So started as a HR Officer, moved into HR Business Partner, then a Senior Business Partner leading on HR Transformation and then moved into the HR Manager role, I believe, two years ago, about two years ago now. Yeah, two years in July.


Interview Researcher    1:53
Lovely. So quite a few different posts within the organisation, but you've been in the organisation for quite a period of time, which is really helpful. Okay.


Participant J1:55
Yeah.
Yeah.


Interview Researcher    2:02
You've obviously covered a bit about how long you've been in the position. How would you describe the culture of the organisation?


Participant J2:10
So I think the culture's actually changed quite a lot since I've been in the council. So I think that particularly with Senior Leader A has been the chief executive, there's been a...
Intentional.
sort of changed the culture. So I think Senior Leader A made that very clear when she took on the position, which has sort of trickled down through the organisation. I think that, you know, when I started the council, I never thought I'd be here eight years later, you know, I thought it would be a sort of stopgap. But the reason I stayed, one of the reasons I've sort of stayed has been because I really like the culture, I really like the environment, I really like the people I work with, and I think


Interview Researcher    2:45
I know.


Participant J2:53
But the fact that I've got no intention to leave at this point in time, or anytime soon, is a testament to that.


Interview Researcher    2:59
Yeah.
Participant J3:00
So what I saw previously, and I think actually COVID was a really good break in terms of the culture of the council. So prior to that, when we were in the building all the time, it was far different. Obviously then off the back of COVID, we came in to look at our values and behaviours.


Interview Researcher    3:08
Mhm.


Participant J3:19
which was an employee-led process and Senior Leader A wanted them to be really clearly led by employees. I think that there's been every intention of the senior leadership team across all of CMT down into management to be really visible, which I think it wasn't there before, you know, which I think there is a very much, if I'd say,
open door for everybody in terms of accessibility to leadership. Because I feel that at least for me and my position, you know, I feel that I can approach Senior Leader B quite easy and you probably feel the same way. So I wouldn't like to speak for others maybe that are not in management post.


Interview Researcher    3:43
Yeah.


Participant J3:57
But that's how I experience it.


Interview Researcher    3:59
Yeah, yeah. That's a really, you've done two really, really good crystal clear examples. And just to say, that's not the first time somebody said that. So it confirms that somebody from a different level. So from that point of view, just to kind of confirm that experience from your point of view. That's good. No, that's really good. Thank you for that. Okay.


Participant J4:01
Yeah.
Okay.
Okay.
Yeah.


Interview Researcher    4:20
So, the next question then is, are there any particular values or behaviours that you feel are emphasised within Newport, which is interesting because obviously you just don't play consultation process, so you'll probably be able to rattle these off quite comfortably.


Participant J4:30
Yeah.
Mm.
Yeah, so, so I actually led the change from CMT. You know, they asked me to lead that sort of review of our values and behaviour, so probably no more than more than most employees. So, sort of the remit I was given at that time was it has to be led by our employees. They want it to be not something that was
done to our employees, here are our values and behaviours. We wanted to deal in reverse, our employees, our workforce, saying, do you know what we think they should be? Now, here you go, exact, you formulate from our ideas, our thoughts. So we did focus groups to start off.
with that, which probably when you were starting, Researcher, because if you attended them, we did quite a few focus groups. So we did one for each directorate, some for schools, some for trade unions, some for our staff networks. I think there was over 15. It captured 18% of our corporate workforce, excluding our schools and our headcount, which was


Interview Researcher    5:18
Yeah, and it was.


Participant J5:35
which was quite significant in the grand scheme of things.


Interview Researcher    5:37
Mm.


Participant J5:40
And then what we did then was take the ideas, the themes from them to actually formulate them into sort of the behaviours, the values. Employee were suggesting behaviours more so.


Interview Researcher    5:48
Care.


Participant J5:52
One of the things then that we determined was actually, well, capitalise on the fact that behaviours have been suggested more so than values because they underpin the values and they can set the standards that we expect.
And what we tried to do then, the same time we launched the people plan, was include them with some examples of do's and don'ts behaviours that were also suggested by our employees, but also with the caveat that these could be tailored. There's a blank template available that managers and or employees can work
through with more localised examples, because examples of behaviours would look far different to a social worker, to that of a refuse worker, you know. So it was making sure that those values could be tailored and can be flexible in light of sort of how diverse our organisation was.


Interview Researcher    6:28
Yeah.
Yeah, yeah, sure, sure.


Participant J6:43
Then what we tried to do then to make it further live and breathe was to relaunch the Employee Values Awards each on an annual basis. So they'll come out again in the Staff Conference this year, which allows our employees to nominate their peers, their selves, teams that they work with that live and breathe those examples. So I'm probably somebody


Interview Researcher    6:54
Right.


Participant J7:02
like you said, because I coordinate those processes within my team and, you know, sort of helps create those values and behaviours or facilitate the process that did. But I would say that all of them are really evident to the organisation that all of the values and behaviours are, and they were designed to reflect that culture that has sort of started changing off the back of COVID.


Interview Researcher    7:19
Yeah.
Sure. Is he really interesting? So, were you around at the time when prior to Senior Leader A coming into post, and what was it like then? I'd be really interested to know.


Participant J7:31
Mm.
So, the...
The values actually is a really good example of the sort of that, so...
I was told they were done the previous values of courageous positive response though.


Interview Researcher    7:45
Oh.


Participant J7:49
CPR at the time, so were done by the previous chief exec and the previous sort of senior management team. And I was sort of told that when they were going into that process, they'd already had an idea of what they were, so they were determined at that senior level. Whereas Senior Leader A


Interview Researcher    8:05
Goodbye.
Right.


Participant J8:08
was quite clear. That isn't right. That's not really how we want to do this sort of as an organisation. And I think we will hopefully, the wider role, again, this is something I lead on within the organisation. So again, would say it's great that we do it really well. But something that Senior Leader A has been really keen on is having that sort of echo through the Engagement cycle. So the fact that she's always recording videos and actually
she's not happy with the volume that she does, she wants to do more. The fact that we will be doing a chief executive blog going forward, the fact that we have a monthly staff newsletter, the fact that it will be a Transformation blog, the fact that we are trying to get better, you know, selling our external news stories as well. So it's really trying to say, you know, we're doing a good job as an organisation, as a collective.


Interview Researcher    8:48
And.


Participant J8:50
But absolutely, we weren't very good at those things probably prior to 2020. And they weren't.
But they weren't formulated on employee Engagement, were they? They weren't employee led. They were sort of, this is what we stand for as an organisation and that was being determined top down.


Interview Researcher    9:08
It's really, do you know what, it's really helpful, it gives me a real insight into Senior Leader A as well, because I wouldn't have known that about her. So it's not until you've said that, I've kind of gone, oh, that's interesting in terms of the basis that she operates from. So that's really helpful. Okay, cool.


Participant J9:11
Mm.
Mm.
She wants to be very much a visible leader. So particularly in Employee Engagement, wanting more and more, which is perfect for me because the previous chief executive was great. This is not a criticism of the previous chief executive at all. They were a very different kind of leader, though their background was, you know, I think finance, I believe. So


Interview Researcher    9:32
Emma.
On it.
And is it and this is housing, isn't it? Is that right?


Participant J9:43
We have it in region, yeah, so...


Interview Researcher    9:45
Interesting. Again, it just shows the difference in styles and approaches, doesn't it?


Participant J9:46
But B is very...


Interview Researcher    10:01
Mm.


Participant J10:02
at Christmas. That seems really silly, doesn't it? But you wouldn't believe.


Interview Researcher    10:02
Mm.
No, everybody loves it.


Participant J10:06
You wouldn't believe the amount of emails we get into Staff News during December saying this is making my working week. Honestly, this puts a smile on my face every December. And people like when I went to CMT recently to say, look, we're going to have to commit to doing it as a part of an ongoing cycle. And some people are rolling their eyes and like, oh really, you know, it's nonsense.
But when we were sharing, actually sharing the quotes, like direct quotes from employee emails, they were like, I can't believe people love it this much. I'm like, they absolutely do. So, so Senior Leader A thinks, even those silly things that you know might have seen, like when we've got really important things to be doing as part of our roles, she's saying, no, these are important because if our workforce is engaged and is motivated and


Interview Researcher    10:35
So we do.


Participant J10:46
are enjoying them, then there's a value that's been added and that really underpins the culture, doesn't it? So.


Interview Researcher    10:49
Yeah, I see what you're saying.
No, that's really, really helpful. Okay, okay, next question then. This is really good. Okay, what is your experience of leadership within the organisation? And what I was going to say is you can reflect on it from both your own point of view as a leader and then also your experience of being led.


Participant J10:55
Yeah.
Mm.
Okay.
I've probably given you some examples of like my experience of working with probably B and directors and stuff, so I'll probably try and focus more locally.


Interview Researcher    11:18
Sorry.


Participant J11:21
I think that my experience, I've been really fortunate I guess, that I've been here for eight years now, the managers that I've worked with in MIT have all been around for quite some time.
So, I have quite...
a good relationship, I would say, with my manager, my previous managers before that, my head of service as well. And I think the approach that I've got is quite, they've got quite a trusting approach in me. So I don't think I've ever felt micromanaged in Newport, which has been good. I think that there's, and I think that's generally quite the culture.


Interview Researcher    11:41
Yeah.



Participant J11:58
Sometimes that can feel like a bit like, oh gosh, sink or swim, but, you know, but I think that.
My experience has been, you know, you are trusted to go and do something. Sometimes how it's done is down to you, and then as long as the result is there, which is great, and I think that has sort of accelerated me in my ability.


Interview Researcher    12:17
Care.


Participant J12:26
So I think that's good and that's something I've tried to mirror with my team, particularly because, you know, the service, part of the service that I run is 20 people.
So it's relatively small compared to what you've just said that you have experience of running, Researcher, but the sort of scope that we cover is really large. So I think that when I first stepped into this role, managing people far more experience in terms of length of service than me, obviously I had to sort of reflect actually, I got this job of my own merits and it was sort of a conversation and had with myself, wasn't it?


Interview Researcher    12:42
No.
Yeah.


Participant J12:57
actually I'm bringing something to this role that maybe they wouldn't and vice versa. You know, we've got skills to complement one another. So I don't need to be the subject expert in all elements of my team. It's bringing other people along to be those subject experts. And actually what I'm doing is driving the bus almost, isn't it? Is directing the motion of travel.


Interview Researcher    13:01
Yeah.
No, I get what you're saying.
Yeah.


Participant J13:17
And I think that sort of thing, the sort of style of leadership that I've experienced with this kind of, here's the direction, now I trust you to go and do it, is the sort of ethos that I'm trying to embed within my team.


Interview Researcher    13:27
No, sure.
That's very helpful. Thank you very much. What about, no, because you've kind of talked about this already. You've talked about the exact perspective. What about your, so really, no, you have really covered it because you've talked about mirroring the same. No, it's fine. You've covered it.


Participant J13:30
I.
Yeah.
Yeah.
Okay.


Interview Researcher    13:46
to be fair, that was pretty, pretty spy. Okay, can you give us an example of how leadership has influenced any particular organisational outcomes? And it could be something more local or something more, you know, at a more broader scale at full council level.


Participant J14:02
So, so I'm just talking about your crib sheet. Sorry, so it was 10 now, isn't it? Yeah, yeah, so are you?


Interview Researcher    14:05
All right, if it helps you. If you're like me, sometimes you need to be able to read it because that's fine, mate.
It's meant to be a broad question. That's why they're as open as they are.


Participant J14:15
Okay.
I think probably part of the work that I was doing with the HR elements of setting up a regional trading company, sort of the direction there, and you know,


Interview Researcher    14:23
I think.


Participant J14:29
My experience working with my team is quite a traditional HR experience.
public sector, working very strictly to obviously our terms and conditions, etc. You know, you've become quite institutionalised, not in a bad way. I wouldn't want to work in private sector HR, you know, I'm here now. If I move, it'll be 10 of accounts, so that's the likelihood, that kind of thing. So working in the set of a custom company, setting up a trading company, doing the HR there initially for the first


Interview Researcher    14:36
Good.
No.
Yeah, yeah.


Participant J15:01
Sort of period in the set up the to be transferred across.


Interview Researcher    15:03
Big Project, Big Project.


Participant J15:05
and reflect in, I guess, a commercial sort of direction and understanding the reasons why we were doing that as an organisation to actually really influence it. And that's something that I've tried to bring back into my team. So


Interview Researcher    15:07
Head.
Hmm.


Participant J15:19
We have now got a number of SLAs, so we set up the recruitment teams. You'll know J and L in our functions. They've run an SLA for external sort of agency support. So we've sort of, but we've sort of got a cheaper sort of fee for our partners to use them rather than going to an agency.


Interview Researcher    15:25
Yeah.


Participant J15:41
which is far more competitive, but also there's an advantage to us that when we come into our budget setting cycle that I got small pots of money, not huge, then say to offset something. So, and it was really that sort of leadership around actually saying, you know, yeah, we are a public sector, we are a local authority, but we need to think differently. We cannot keep doing the same.


Interview Researcher    15:43
Yeah.
No, no, no.


Participant J16:01
thing year on year, cutting those budgets really influence actually that style and what we're trying to do in my team. So, and it's also understanding as well that you can't keep doing more on the same old ways, you know, you have to either change practices or find different ways of doing things, don't you? So, and off the back of that, then now we're trying to expand our thinking provision into three other strands, so doing three different SLAs.


Interview Researcher    16:01
Bing.
The.
Yeah, yeah, yeah.
Yeah, yeah, and.


Participant J16:26
I don't know if I would have been as driven to do those things if it wasn't from working on that. Absolutely, yeah.


Interview Researcher    16:31
No, they're explaining.
That's cool. Thank you. So to some extent, which is I'm picking out a little bit more. So some of it's been experienced, but then you've innovated as well because you've kind of gone, okay, I like some of the approaches that come with this. I'm going to try and apply similar methodology in other areas. Okay, cool.


Participant J16:36
Yeah.
Absolutely, yeah, yeah, yeah.


Interview Researcher    16:55
No, no, that's cool. OK, next one then.
Can you describe a recent situation or project that reflects, you know, going back to the overarching bit about the organization's culture and its practices, it's that. So can you describe a recent project or a situation that you're involved with that you would say really reflects all of the things you've talked about?


Participant J17:10
Mmh.
I think I won't do values because that's really a perfect one, but I've already touched upon that and I won't do the regional trading company because I've touched upon that as well. I think one of the key ones would be around the main office operating arrangements, not the current one, the one before the shutdown on a Friday, do you remember?


Interview Researcher    17:34
Mhm.


Participant J17:36
So...
At that point in time, that was quite significant, wasn't it? You know, in terms of the impact that had on some of our workforce. So working with colleagues from social services, customer services, monitoring the impact there on staff, actually looking at the benefits. Obviously, it was initially put forward as a two day closure. During the project period, that was changed to a one day closure.


Interview Researcher    17:44
Yeah.
Mhm.


Participant J18:01
which was off the back of some staff feedback, councillor feedback in terms of the impact on serious delivery. And I think that what that really reflects is


Interview Researcher    18:03
Wood.


Participant J18:11
There is an opportunity to change the direction sometimes, or actually, actually, this is a step too far right now. So I think that was a good, another good experience. I don't know if you wanted me to go into more detail of that's kind of enough.


Interview Researcher    18:17
Yeah.
No, no, no, no, no, no, listen, it's because we can talk about in a minute. The next question is just about what you think the successes and challenges were, so you can probably talk about more detail there if you like.


Participant J18:28
Yeah.
Yeah, okay. So I think the successes were we did a successful trial closure. You know, the impact was minimal. So actually we were able to do something.


Interview Researcher    18:45
Uh.


Participant J18:46
We have minimal impacts really on our staff on our practices. I guess the challenges or things that could be improved were we only managed to do it for one day rather than the two, so there wasn't a budget to even.


Interview Researcher    19:00
Why do you think that was? Why do you think it wasn't possible to, from your own perspective, but you think too much?


Participant J19:01
But.
I think there was there was a there was a challenge, I guess. I think people in the organisation, not everyone, but there are strong, there are some, there's a small proportion of the organisation, I guess, our councillors in particular and members of the external community that feel really strongly about the Civic Health Centre building itself. It holds


Interview Researcher    19:08
Yeah.
Mm-hmm.


Participant J19:24
I'm not from the local area, so it doesn't hold the same sort of nostalgia to me. It's not sentimental, but there is that sentimental feeling and it is a listed building, isn't it? So I think there were concerns that were raised around impact upon the infrastructure of the building, really, from a two-day closure.


Interview Researcher    19:41
Sure.


Participant J19:45
There was also then some staff that had exceptions, as you know, in Social Services there are a small proportion that need to be in to do frontline duties and they need a confidential space to do it from, so they can't go to staffing floors. So to do that over 2 days would have been probably a step too far without having an alternative provision.


Interview Researcher    19:55
So...
No.


Participant J20:03
And I think the impact then on the four of the days in terms of footfall traffic, I don't think the footfall was significantly changed in all honesty from the figures, but one thing that was was the availability of meeting rooms. So that one day, you know, if you try to get a committee room now, it can be challenging if you need it for a full day.


Interview Researcher    20:15
Yeah.
Yeah.


Participant J20:22
not just an hour. So I think that there was that step. Obviously, that's led into a wider, sort of bigger conversation, isn't it, around actually what are we going to do with our assets going forward?


Interview Researcher    20:31
Team.


Participant J20:33
But I think that that.
There was a strong staff voice in that process. When we do our Employee Engagement surveys, so went out in September last year, so I think you would have seen them respond to Social Services, DMT. One of the key themes that always comes up is around our working environment at the Civic Centre, negatively so.




Interview Researcher    20:48
Yeah.
Head.
Yeah.


Participant J20:56
So I think we all recognise that that does need to change longer term, but it's actually what is the next step and I think that's what is the solution? That's being the barrier. You know, we don't have a solution. It's not like we can knock the building down and rebuild it because it's listed. So that historically I think has been the challenge and it's not like anybody is


Interview Researcher    21:01
Yeah.


Participant J21:15
biting our hands off to say we want that building, you know. So that has been the main challenge. I don't think this from a lack of trying leadership of trying to move that culture, move us into a new venue. It's actually been, how do we get to something different, you know? So that's my perception of it anyway. So I think there were some


Interview Researcher    21:18
No.
And.
Show.
Yeah, yeah, I, I...


Participant J21:35
some successes, the way that we all work together, actually the impact was minimal, largely.


Interview Researcher    21:39
The.


Participant J21:45
But I think, yeah, there were some challenges, which, as we know now, are sort of been addressed and we are working towards a different solution.


Interview Researcher    21:52
I mean, I think you've articulated really well the difficulty of trying to explore stuff and having to bear in mind there's always going to be a bit of a pushback, isn't there? But you've also beautifully highlighted where some of the pushback comes from and actually there's a political element to some of it as well. So that's really interesting.


Participant J22:00
Mm.
Absolutely.
Yeah, yeah, absolutely, yeah.


Interview Researcher    22:11
It's really interesting.


Participant J22:12
And we are, you know, sometimes it's easy, well, particularly in my role, probably not so much in a social services role or a role that's like a frontline role, is that you can't forget momentarily that you are a public servant. We are here, you know, to support the people of Newport. Obviously, if you're a social worker by trade or


Interview Researcher    22:19
Hmm.


Participant J22:33
Director.
doing Services, you don't forget that because you see your clients, you see the communities, obviously working in a corporate function. You can't forget that, you sometimes lose sight of that. So it's really important that we do remember that a lot of the stuff that we are doing is for our communities and them.


Interview Researcher    22:36
Ignore.
Yeah, yeah, it's interesting.
Is that?
and appreciate you reflecting on the nuance there, Luke, you know, and the distinction sometimes depending on which directorate you work in. And that has a, yeah, no, that's really helpful. That's really, really helpful. I still think you've got a pretty good overview for a play. OK, we've talked about the main challenges. OK, the next one's about personal experiences and perspectives.


Participant J23:00
Absolutely, yeah.
Yeah.
Mm.


Interview Researcher    23:13
How have your personal experiences shaped your view of Newport?


Participant J23:19
I think it's a really interesting one, and I think what you've just said.
Is a good reflection of it, so...
Working in different roles, maybe not my current sort of leadership role, but working in more junior posts.
I would work across the council, working with different services. So a big chunk of that time was obviously working with social services, as you know, but before that, working in law and regulation, working in infrastructure, working with schools, and I think that what you recognise is actually then the culture. We have many subcultures, many differences, depending on our workforce.


Interview Researcher    23:52
I know, yeah, yeah, that's interesting.


Participant J23:55
And I think that's something that sort of what I alluded to earlier with B and her sort of direction with the executive team, the corporate management team, is acknowledging that there are differences and there will always be differences. You know, we're a large organisation, multifaceted. We're never going to be completely unified.
because it would be impossible to do so in a genuine, authentic way, wouldn't it?


Interview Researcher    24:19
Strong.


Participant J24:20
So I think that what I recognize is that leadership in the organization does need to be a little bit tailored, dependent, like my style as a HR professional.
My style of Social Services wouldn't necessarily work if I was down at the rescue centre, would it, you know? So working with a professional service and an operational service can vary, and I think that's what I recognise over a period of time to be the same with sort of my personal experience of leadership as well, and I've noticed that that was


Interview Researcher    24:35
But.


Participant J24:49
that'd be different. So earlier this year, we did the road shows for Engagement. So Bev sort of led on those supported by D. And even the content was the same, how it was delivered was far different at the Civic Centre to at Talford Depot.


Interview Researcher    25:04
Sure, no, sure.


Participant J25:06
The content was there, you know, the slides were exactly the same, but to get the most out of the session and we tailored it a little bit in terms of delivery style and how that was presented.


Interview Researcher    25:16
That's really helpful, like, at least.


Participant J25:17
So I think that's sort of why I recognize you.


Interview Researcher    25:20
But you've also made me think about two key things within that. So the first one is the challenge of going back to your point about unifying everything. So B and the exec team will obviously ultimately want to bring everybody together as much as they can and to connect and to understand each other a little bit more effectively, which is why potentially you've got the conferences. I now understand why that


Participant J25:32
Yes.
Yeah.


Interview Researcher    25:41
desire takes place. And I now understand where the corporate asks come from, because I sometimes go, oh, God, we're so busy. I don't have time to do this. And now I realise for Bev, it's about bringing everybody a bit more closely together to understand each other a little bit more. So that's making more sense. OK, Luke, that's really helpful.


Participant J25:42
Yeah.
Yeah.
And on that J as well, like in 2019, so this is just before Bev was chief exec, our first staff conference of sort of the style that we do it now was in person. So I don't know if you've heard about this because then you work here. We hired like 8 buses and we actually drove people around Newport to go and do it.


Interview Researcher    26:09
No.
Yeah.


Participant J26:18
Right. It was, so we did like, you had the opportunity to provide two sessions, a morning session and an afternoon. And we did like Bellevue Park, so people could go around and work with the grounds team, and not actually work, but they could go to the nursery that they got there, that sort of talked about.


Interview Researcher    26:34
So.


Participant J26:37
the tree conservation, the work that goes into the park. They did a mock planning committee in the council chamber, so you would go to those different things. And there was all different events. It was only at Bring Glass House, the Social Services actually had people up there showing them how to use hoists. So what we started doing


Interview Researcher    26:39
Yeah, yeah.
Oh.
Yeah.


Participant J26:55
At that in our Staff conference, so that happened.


Interview Researcher    26:57
The.


Participant J27:00
Must have been.
just before COVID, actually, since the October before. It was meant to be a good day in the life, recognizing that, you know.


Interview Researcher    27:03
And I really.


Participant J27:11
you know, if you're in a post over here in Social Services, you probably have very little understanding of what goes on in some of the corporate functions and vice versa.


Interview Researcher    27:19
A refuse, for example.


Participant J27:21
Exactly. So when we then brought it back, obviously after COVID, we couldn't do an in-person one because of social distancing at the time. So we moved on to a Team function, which was far better in terms of reach and scope because employees in schools could jump in. So that's where then those sort of sessions come from on an annual basis. Yeah.


Interview Researcher    27:33
Two.
It evolved interesting.


Participant J27:41
So, we tried to balance it between, obviously, all the service it relied, so they had a service with the Service Manager to know what they want their session to cover.
but it's trying to give an insight into something that service area does or a key strategy that the service is delivering. So there'll be one this year on Welsh, there'll be one on climate change, there'll be one on the digital strategy. Like there's one Ks doing on comms, you know, K wants to do one on the comms plan going forward and how the comms team can better support the organisation.


Interview Researcher    27:53
That was.
Sure.
Sure.
Oh, that's cool.


Participant J28:11
adults are doing one on legislation changes for rights of the individuals that are supported by adult Social Care. So, it's all different things that we try to just bring around. I think the children's, for example, are doing like the foster carers. It's also an opportunity to actually raise motion of it. So, that's where that's evolved and it's exactly that. It's trying to


Interview Researcher    28:20.
I see.


Participant J28:31
bring, I guess, an understanding of what we do as an organisation. Because if somebody just joined in an early career sort of role, or somebody's been an admin assistant for 30 years, but has worked pretty much in isolation, just working in finance, they might not really understand what's going on.


Interview Researcher    28:46
Yeah, and that you kind of beautifully went into the that I was going to touch on next, and I'm really glad that you have talked about the differences in terms of subcultures within each of the directorates, because there are those differences governed very much by the environment, the type of work that people do, it's all that kind of stuff. So that's really interesting.


Participant J28:58
Yes.


Interview Researcher    29:05
and you're able to witness it firsthand because you're dipping into a number of different areas so you can really experience that. How do you think...


Participant J29:10
Yes.


Interview Researcher    29:15
So you come back to that point about providing a more tailored response. Are there other strategies that you use? Because it's that bit, somebody mentioned it one of the learning business, fascinating, is that if you had to design a business, you wouldn't necessarily put the particular areas that we've got together. So that's the challenge, isn't it? That they've, I guess, and CMT have got.


Participant J29:33
Yeah.


Interview Researcher    29:35
is that they ultimately have to try and coordinate and make areas of work that wouldn't necessarily normally always partner up work together. It's A fascinating space, isn't it? Is there anything from your experience that you feel has helped sort of make that easy? I mean, obviously, both doing the visibility stuff, it's the bringing of the services together. But is there anything else that you think has worked particularly well?


Participant J29:44
Yeah.
Yeah.


Interview Researcher    30:04
No, no, no, no, this is straight line is good.
Is good.


Participant J30:07
But part of my observation on that is sometimes the reason that happens, because like you said, if you were designing a business, you would never design it as a councillor setup, would you ever? But part of why then we add certain things in certain places is normally a reflection of really good leadership. So say suddenly N says, J, I want you to lead


Interview Researcher    30:16
Yeah.
Be.


Participant J30:26
this, because I know you'll do a really good job and you will lead this. You don't need to be an expert in it in any respect, because what we need is your leadership qualities to actually drive that team. And I think that's typically what has happened as an organisation is you can almost collect different things, can't you, in some regards, if you're a really good manager that can really transform things.


Interview Researcher    30:31
None.


Participant J30:48
and bringing that stability in at the same time. So I think that happens and I think that what I've seen more and more is trying to share sort of the vision, a vision, and it's really hard to have a vision for an organisation. We have a corporate plan, obviously, but then we also have our service area plans and even to most of our


Interview Researcher    31:02
Mhm.


Participant J31:07
organization looking at a service area plan, they probably think, oh, that's really high level, it's nothing to do with me and my job. So it's trying to trickle that down, isn't it? And it's the same sort of with those strategies that I referenced at the conference. So things like the people plan, things like the strategic quality plan, it's trying to give them meaning across the organization so people understand and not just doing admin.


Interview Researcher    31:12
Mm.


Participant J31:27
and not just loading the bins. I'm doing it for a particular reason. So I think that's what B is trying to do with that visibility. It's not just visibility for the sake of visibility. It's visibility, visibility with a message and a reason.


Interview Researcher    31:30
Sure. Do you know, and I'll just say from my own personal reflection, I've never, I'd never worked for an authority before where we actually had a clear service plan. And that for me has been a real eye opener, just having that experience where working towards something rather than kind of just doing your work, not really seeing how it connects to the larger corporate plans. So from my perspective,


Participant J31:50
Yeah.
Yeah.
Yeah.
Yeah.


Interview Researcher    32:00
I think Newport's cracked that there, so I'll give him a due and I know P's been influential in a lot of that work. Okay, I'll go on to the next bit. You're doing an amazing job on this one, honestly. Okay, are there any changes that you would suggest to improve the organisation's culture or its leadership?


Participant J32:06
Yeah, yeah.
I think one thing that...
It's frustrating for me that we don't utilise enough.
is not necessarily about the leadership, but it's about, I think we've done a really good job of our staff networks and trying to embed those. I think we can do better, not saying that we couldn't, but I think a large part of that is


Interview Researcher    32:35
No.


Participant J32:39
We set up our staff networks in a particular way that they would be sort of self-sufficient staff run because we didn't want them to feel their staff networks, for the sake of having staff networks, that were then going to be dictating what they could and couldn't do. But from my perspective, we engaged really well with the staff networks anytime there's a policy change or consideration or something we're thinking about doing.


Interview Researcher    32:51
Yeah.
The.


Participant J32:58
with them, I go to Staff Networks Leadership Forum. B will go there to see them once a year now, so she's trying to be visible, so will the leader. So, we've done, I feel like we've cracked that part, but one thing we think we haven't so much cracked is around.
best utilization of our coaches and mentors, which we've got a coach and a network coach and mentoring network. It's got a variety of people on this. There's like 30 people on there that are coaches and mentors, maybe not 30, but they're there or there about.


Interview Researcher    33:29
Second number.


Participant J33:32
And some of the people that are on there, R, T, I'm on there. And there's a few people from HR that are on there. We never get asked because nobody wants to be messed up by somebody from HR typically. But what you tend to find from...


Interview Researcher    33:44
Do you feel like it's not utilized as much as it could be?


Participant J33:46
Yeah, absolutely. So I think that people often see it as, it suddenly suggests, I think you need to coach your mentor.
It's normally a food to people, but why? Why? We're actually...


Interview Researcher    33:56
Yeah, because then people say it's a bad thing rather than...


Participant J33:59
But actually, I think the further you are in sort of your career, or if you're a very driven and ambitious person, you see coach and mentoring as that thing that can unlock a lot of things, don't you? So I think that's something that we could do. I think we've tapped into enough.


Interview Researcher    34:12
I said gray OD.


Participant J34:14
And we've got, I don't know if you know L. L is from PNI, but she chairs the network. K's on there. .


Interview Researcher    34:21
I see 


Participant J34:26
And...


Interview Researcher    34:27
But...


Participant J34:28
Um, but...


Interview Researcher    34:28
How often does it run?


Participant J34:30
Well, it's on request, so the employee has to request it. So it's a shame really that we don't get many requests on it at all.


Interview Researcher    34:39
So there's something about improving the visibility around there.


Participant J34:43
and the messaging behind that visibility as well, isn't it? It's about actually what the benefits are, and it's also about I reflect on them.


Interview Researcher    34:45
Sam.


Participant J34:50
At the time, we haven't trained coaches and mentors for a long time, because they were all formally trained through an ILM.
But because the take up's been so low, we can't really justify the expense on putting more people through it without utilising them. But what I've noticed is for those ambitious people, they all want to be managed by, they all want to be coached by a service manager, head of service. So actually, if we go to the right people on that network,


Interview Researcher    35:03
No.


Participant J35:16
to fulfill, I guess, that pool of ambitious people as well. So, that's something I think that we're not doing well enough. I think we have a lot of informal coaching across, you know, in terms of management relationships, which is great, and I think that that sort of consistency has been massively improved, you know.


Interview Researcher    35:17
I understand.
Yeah.


Participant J35:36
through the KP, even the KPIs. The KPIs are not there for the sake of it in terms of doing your check-ins and your extended check-ins. They're there to try and drive that culture. We just put a KPI on it to try and improve the performance, which will then influence the culture.


Interview Researcher    35:40
No.
Aimee.
Do you think the systems help as much as they could do, or do you think sometimes they can act as a barrier?


Participant J35:58
I think I've seen, I've seen a demo of the system that we're probably going to be moving to with the new the new iTrent. It's a new version, right? And I think that when we get, we'll be an early adopter when it's done, and I think that, you know, we try to improve things, and we, and I probably see it from both as a user perspective, but also working closely with the iTrent team.


Interview Researcher    36:09
A.
Ahem.


Participant J36:20
how difficult it is when you've got a system that's set up for you and how rigid it is. But I know, I know from a social services perspective, when you've got an expectation on you from the regulator that you have supervisions, then you have a corporate expectation faced upon you by Bev that we do check-ins.
the system can't quite cope with that. I know that there's complications with connecting here that that just can't quite cope with it and we haven't got anything. So yeah, I think sometimes there's the bureaucracy that sits underneath there and there isn't always a resolution, like there isn't at the moment.


Interview Researcher    36:46
Yeah.
Yeah.
But there is a will to try and get it right. And that's why I'm hearing, you know, even what you've just said there in that very brief explanation, you're already thinking ahead. So it's not that there isn't a desire to innovate. It's just that sometimes, and it goes back to some of the other points that you were saying, there's a real reception.


Participant J36:57
It is absolutely, yeah.
Absolutely, yeah.


Interview Researcher    37:13
to change, but actually it's just sometimes the practical limitations prevent us from being able to get.


Participant J37:19
Absolutely. And I think we've changed and we at the moment we've got, which was, we never had this post on our structures before, but we've got a business analyst, which is, have you met Joe?


Interview Researcher    37:31
I don't think I have, actually. No, that's great.


Participant J37:33
But we've got Joe and obviously we've now increased to have two more. So we've got three because of the impact that Joe's post has had. So Joe's been looking at things like transforming the Welsh Translation Service because we had a metallate to Cardiff. We can...


Interview Researcher    37:48
Oh, I saw the presentation on that. It's fantastic. Yeah.


Participant J37:51
So we can, this is not my work, so I'm not taking credit for it, but it's just to show the culture really. But the money that we were spending on an SLA with Cardiff will fund 3 posts plus a saving internally. So it's just doing things like that. You know, they're looking at our DPS processes.


Interview Researcher    37:54
No, no, no, no.


Participant J38:10
to do digital checks. So we're looking at things like that going forward. As you know, in Social Services, this demo is, isn't it, of the conference rooms can be equipped with new mics that will transcribe them, those sort of child protection conferences even better. So there's a keen drive, I guess, to be the best.
to almost, we know, I think, to survive. I say survive, you know what I mean, to really perform well as a council. There's got to be that continuous desire, isn't it, to improve, to drive things and actually we can't wait for things to happen to us. We've got to be doing them and changing them. So I think I definitely seen


Interview Researcher    38:45
Yeah, yeah, yeah.


Participant J38:49
Seeing that, I think I think that we are now doing really well and it's really building pace and momentum.


Interview Researcher    38:55
Actually, nice. OK, so the good news is, we're there. So, is there anything else implied to what I think we feel we haven't covered?




Participant J39:03
No.
I don't think so.
Thank you.
Yeah, I know.
That's OK.


Interview Researcher  stopped transcription

Participant K29 May 2026, 09:03am

29m 7s


Interview Researcher  started transcription


Interview Researcher    0:03
So for the sake of the minutes. I'm a service manager in Children's Services, but I'm doing my Masters in Business Administration looking at transformational leadership, which is why obviously the focus around this area. If you can then, from my perspective, introduce yourself and just tell me how long you've been in your role.


Participant K0:25
Yeah, I'm Participant K. I'm one of the additional learning needs and inclusion officers in a local authority. So I sit within the education service and I've been in the role approximately 2 years. So I was successful in my appointment during my maternity leave. So


Interview Researcher    0:36
Yeah.
A.
Wow.


Participant K0:45
Yeah, so I was officially appointed in November 23. My son was born in September. I was appointed in November and then I didn't start then fully until the September when I returned from maternity. So yeah, it was a, yeah, so the opportunity, so previously I was an Assistant ALN Officer.


Interview Researcher    0:50
Mhm.
Ohh, wow, gosh!
Quite a bit going on at that time, then.
Uh.


Participant K1:06
So that's at a grade 5 and this job's at a grade 8. So the opportunity come up, I went for it and I was successful. And yeah, so yeah, yeah, it just, it was, it was a really,


Interview Researcher    1:10
Thanks.
Good on you, Good on you, and.
And do you find, were they very different roles?


Participant K1:20
Yeah.
Similar, similar in terms of support for schools and education and families and things like that, but different in terms of responsibilities. So yeah, so there is increased responsibility within the, it's a more senior role within the ALN team. So yeah, it's


Interview Researcher    1:40
I'm fascinated. Did you did you have to have some kind of teaching experience or?


Participant K1:41
Yeah.
So degree is essential. So I've got a degree in inclusive education. So I did that like back in 2013 and then I was a teaching assistant at a secondary school in the local area and I did that for years and I, and my intention was that I was going to be a gap year and I was going to do my


Interview Researcher    1:51
You.
Ohh.


Participant K2:04
teaching qualification, but I absolutely loved the supportive side of being in education. So I...


Interview Researcher    2:09
She found a good fit for you then, really?


Participant K2:13
Yeah, so I did that for years and then I applied for the job in the local authority as an Assistant Officer and I was successful. And then this job came up and I, you know, I met the job description and the person specification and I went for it. So


Interview Researcher    2:27
It was clearly well seated. Well done you, well done you.


Participant K2:29
Yeah, so yeah, so that, so that's sort of like how I've becoming, yeah, yeah.


Interview Researcher    2:33
Yeah, no, it's good. It's good to get a sense of like what your journey's been like then. So how long would you say overall you've worked for the local authority?


Participant K2:36
Yeah.
So I first started in the local authority in 2021, so coming sort of 5, yeah, yeah, just coming out of COVID. So we were just coming back into the office and yeah, it was sort of like still very much hybrid and yeah.


Interview Researcher    2:46
Oh, just, just during the COVID or just coming out.
Interesting, interesting time to join the authority, isn't it? Okay, so we've covered the first two questions. Appreciate that, because that was just a bit about the background. So the next one just talks about organizational culture. So how would you describe the culture of the local authority?


Participant K3:00
Oh, yeah, yeah.
Yeah.
So.
So when you've sent me this, I had a think about it and for us, and I think as then an organisation, I would sort of say that it's quite values driven. So in terms of that, I mean,
for the work that we do and I know the work that sort of I see other sort of services and teams doing, is very focused. There's a clear focus on our support for children and young people, particularly those that have additional learning needs, because that's our bag and that's what we do, yeah.


Interview Researcher    3:40
So.
Passenger, yeah, of course, sure.


Participant K3:52
and it's ensuring equitable access to education, but I know that that's a common theme across multiple services. It's about, you know, being inclusive, being respectful, collaboration, having those high expectations and really at the heart of all that is being person centred. For me,


Interview Researcher    3:57
Ok


Participant K4:11
that's just a key theme in every conversation I have is around being person centred in terms of our situation. So I think, you know, that's the culture. It's very fast paced. It can be challenging. There's always increasing demands.


Interview Researcher    4:29
Okay.


Participant K4:31
But I, again, I think coming into the local authority, I find that it's very, very solution focused. Yeah, I know I do. I, you know, it's not sort of like policy led and you know, this is what we have to do and this is, it's always like, how can we, how can we support this or how can we make things better?


Interview Researcher    4:39
Oh, that's positive.


Participant K4:53
And sometimes there are things that are out of your control and you can't always mitigate those as much as we try. But I would say that there's a strong solution focused culture of just trying to get the best outcomes across different services that we can.


Interview Researcher    4:53
Yes.
No, no, no, you're right.
Thank you. I think you succinctly covered that. So fair play to you and I appreciate you've done a little bit of reflection, but you've really succinctly covered it. So thank you. OK, are there any particular values or behaviours that you've sort of touched on this already that you feel are particularly emphasized?


Participant K5:17
Yeah.
That's OK.
Yeah, I was going to say that, you know, I think, you know, what I've just said and touched on is definitely for us in education, and again, I, you know, I know from my sort of collaborations with other services that this is a theme across different services, but for us,
our values really do align with the corporate principles. So, you know, when I think about fairness for all, being responsible, working together and making a difference, that's at the heart of what we do, that's our bread and butter.


Interview Researcher    6:01
Goodness, you're like text, but you do know that you've just said exactly all of those. Welcome.


Participant K6:05
No, I have. Yeah, I did. When you sent me the thing yesterday, I was racking my brain and thinking, how can I answer these? But ultimately, you know, it's on our screens that, you know, as soon as we logged in, we're reminded of those our values and, you know,
Well, I think, you know, fairness for all, we strive to sort of ensure that our practice is inclusive and that sort of the educational opportunities that children and young people have are fair. Being responsible is around sort of our professional accountability and we do make decisions, we make statutory decisions, and
we hope that they're always in the best interest of the children and families we support. Work together, working together, like collaboration is just everything, isn't it? And I think, you know, especially between education and Children Services, I think that's stronger now than it possibly ever has. But, you know, I think I really think that there's a real strong collaboration between those two services now.


Interview Researcher    6:52
Mm.
Damn.


Participant K7:04
and that we're working together again to make sure that our outcomes are aligned and our goals are sort of we and all understanding and of decisions that are being made and then making a difference is just trying to have that most the most positive impact that you can. So I think, you know, that's really


Interview Researcher    7:24
The.


Participant K7:25
at the heart of what we're doing.




Interview Researcher    7:27
Great. Beautifully answered. You're going to fly through this. You know that, don't you? This is great. OK, so.


Participant K7:30
You don't know.


Interview Researcher    7:35
Next question. So what is your experience and think about it from your own perspective. So it's more to do with do you have to lead in anywhere? If you don't, that's absolutely fine. But I'm sure in your role you do end up having to make a number of leadership decisions. And then also thinking about your experience of being led. OK.


Participant K7:46
Yeah.
Ink.
Yeah.
Okay, yeah, so I don't really have like a senior leadership role or anything, but I do have sort of line management responsibility for one of our Assistant ALN officers.


Interview Researcher    8:01
Yeah.
Like, that's a perfect example, I think.


Participant K8:08
Yeah, yeah, so I so so one of the Assistant ALN Officer sort of I support and I think you know for me, that's just around providing as much guidance, knowledge and that encouragement is like as I can.


Interview Researcher    8:20
A.


Participant K8:29
Well, there is right and wrong ways, I guess, to lead people. But for me, it's around like just being as supportive and reflective as possible. I, you know, as being that non-judgment person at the end of a phone call to say, like, what's gone well, what hasn't gone well, and what can we do differently?


Interview Researcher    8:46
Yeah.


Participant K8:48
Where do you need support? And I and I try to, you know, encourage that as much as possible, because I think we've all been there and none of us are perfect. We all make mistakes, you know, unintentionally, but it's just around supporting colleagues to sort of just feel supported within their.


Interview Researcher    8:51
Ok


Participant K9:07
their work and their sort of professional journey. And then the other thing that sort of, which is slightly different, but then we do have sort of leadership responsibility attached to the role around chairing sort of statutory panels and I think in those situations,
you know, you're balancing a number of different perspectives. So you can be on statutory ALN panel where you're deciding whether a child or young person has ALN that requires ALP. So that means the provision and you've got, you're balancing the decision of schools, educational psychologist,


Interview Researcher    10:01
Absolutely.


Participant K10:02
And as the chair, and as you know, as the chair of those panels, you have to sort of, yeah, sort of, yeah, balance those, balance those opinions and navigate that decision and so that it's fair and evidence based, but then very much person centred and sort of that you're confident that it's the right decision for that child or young person.


Interview Researcher    10:07
Balance it out, isn't it? Yeah.
Care.


Participant K10:24
So I think whilst I'm not sort of at that senior leadership role, there's definitely aspects of the role that require leadership within the role. So I think, yeah, they would be, they're definitely two of my main experiences.


Interview Researcher    10:29
Did not.
Yeah.
Yeah.
Yeah, I think you demonstrated ample experience. What about what about your experience of being led yourself? So,


Participant K10:49
Yeah, so I always say this and it's not something I've prepared, so my apologies if I get this wrong or anything. But yeah, I've always, I always feel that throughout my employment, even when I was in a previous school-based role, I've always been supported by really, really


Interview Researcher    10:57
No, hey, just say it as you see it.


Participant K11:12
just great managers and they've always upskilled me and that's the key word that I can use to describe them is the upskill. Yeah, it's that just providing me with so many opportunities, you know, N in this job and my previous line managers in schools, just the opportunities to observe, to sit alongside to do those peer observations or


Interview Researcher    11:13
Me.
Ohh.
Is the upskill a bit, is it?


Participant K11:36
You know, with a senior colleague, I've sat in tribunal as a witness and sort of got to see sort of their work and how they sort of handle and deal with different situations. I was really, really lucky that the leadership I've experienced has been very professional and personal development driven.


Interview Researcher    11:39
Wow.


Participant K11:56
and then that allowed me to be upskilled massively.


Interview Researcher    12:00
Hey, that's perfect. Honestly, no, it's perfect. No, no, no, listen, listen. There's no wrong answer. I'm loving this because you're giving me your direct experiences. That's what this is about. And you're sharing what's made a difference for you in terms of your experiencing of being led by people. So


Participant K12:02
I, I don't know if that, yeah.
I know, I know.
Yeah.
Yeah.


Interview Researcher    12:19
Yeah, it's perfect. Yeah, it's good. Okay.


Participant K12:20
Thank you.


Interview Researcher    12:23
So next one. Can you give me an example of how that particular leadership or how leadership has influenced what you think might be some good organisational outcomes? So it can be as broad or as specific as you like.


Participant K12:40
Yeah, so in terms of when I touched upon sort of leading statutory panels and things like that, obviously in those situations we are making decisions on behalf of the Chief Education Officer. So everything is quite statutory in the letters and everything.


Interview Researcher    12:48
Yeah, that was a good example.


Participant K13:00
you can appeal to tribunal and you know you've got the legal element of those. So I think in terms of
that, as I sort of said, is around making sure that everyone has the opportunity to contribute, that it's very focused on the child or young person and you're sort of managing those different viewpoints and making informed and balanced decisions.


Interview Researcher    13:27
So.


Participant K13:29
And I sort of went into then that.


Interview Researcher    13:30
Mm.


Participant K13:35
But then in terms of the organisational outcome, every decision sort of
That's just every decision that's made.
has an impact because ultimately it's you're allocating resources and you have to ensure that those resources are used effectively and that
that they are in line with your sort of statutory responsibilities and yes, that can be really difficult sometimes, as you know, because ultimately, while you might feel that


Interview Researcher    14:05
No.


Participant K14:13
something is required. Sometimes Resources aren't there to allow that. So you have to be, you have to be creative and you have to, you know, you have to think of like bespoke ways of how you're going to


Interview Researcher    14:17
To do that.
Yeah.


Participant K14:25
overcome this barrier because things are sometimes limited. But I think in terms of that leadership, it does all influence organisational outcomes because you are acting on behalf of, you know, much senior leaders within the council. So


Interview Researcher    14:27
Ok.


Participant K14:44
Yeah.


Interview Researcher    14:45
No, I think that sums up beautifully. Thank you very much. Okay, can you describe then a very recent situation for you or a project that you are personally involved with that you would say has reflected some of the organizational practices that you've referred to?


Participant K15:05
Yeah, so a project that we sort of have taken on in the ALN team is new legislation came in. So the old SEN code of practice was replaced with the ALN. ALN app. So


Interview Researcher    15:14
Cool.
And then that was it. Yes. No small piece of legislative change there.


Participant K15:24
Ohh, yeah, yeah, it was...
Yeah, it was a bit of a crazy time for us. So what that meant in theory was the plans that supported our children and young people with additional learning needs were called statements and they were replaced with IDPs. So that was a massive piece of work for us in terms of adapting to that new legislation and really making sure that


Interview Researcher    15:31
Yeah.
Ugh.


Participant K15:50
Children, young people and their families were informed of why we were making those changes and that didn't come with ease because some people don't like change and they don't like, yeah, they don't like going through that transition.


Interview Researcher    15:54
No.
No, no, no.


Participant K16:04
But we have it was and it was it was difficult because we have got so many children in Newport that we support. So I think there was like 1300 pupils that we needed to sort of transfer from one system to another.


Interview Researcher    16:17
One.
No small work there and quite a large piece of work.


Participant K16:22
Yeah, quite. It was a large piece of work and then that was on top of the day to day job, you know, the daily job of just, you know, reviewing and going out to meetings and doing panels and everything else. So that was a massive sort of project and again, it required us to be


Interview Researcher    16:27
That job, so...
Yeah, loads, loads, loads.


Participant K16:42
person-centered, inclusive, collaborating with sort of wider professionals and agencies and having sort of that strong communication to ensure that everyone was informed of our decision making through that process. And there were some changes in the sense of


Interview Researcher    16:58
Children. So.
Oh.


Participant K17:03
Children in mainstream schools, their legal plans for the IDPs are no longer maintained by the local authority. They're school based and families didn't like that because I think they had the safety net of my


Interview Researcher    17:19
Ah, so there was a big shift then, big shift.


Participant K17:22
Yeah, yeah, so there's been a lot of delegation to schools and schools are now more responsible than they ever have been, particularly our mainstream schools. And yeah, so a lot of families and advocates and things were quite concerned in that period of not having the safety net of the local authority maintaining responsibility.


Interview Researcher    17:30
Ohh, wow.


Participant K17:44
So, you know, in those meetings and things, you do have to come back to those core values of trying to just make sure everyone's informed as possible and just be as reassuring as possible. And, you know, I'd always say, we're always here, we're not going anywhere. We, you know, we are.


Interview Researcher    17:55
Yeah, of course.
Sure.
Yeah, so...


Participant K18:02
We are, you know, at the end of an email or the end of a phone, if if you've got any concerns or if you feel that your child's needs sort of regress or come into being more severe or complex. But ultimately, you know, the support is still there. It's just not delegated by the local authority anymore.


Interview Researcher    18:16
Yeah, yeah, yeah.
On my day, on my day.


Participant K18:24
So it was, yeah, it was a massive project. It was, so the overall implementation took place over a three-year period. And yeah, we're at the end of it now. We've come out the other end, but yeah, it was a big one for us.


Interview Researcher    18:41
That's really interesting for me to understand how that particular legislation impacted a bit of work and also for you to sort of share how you manage that and you beautifully dug that into the values, so well done. You get a star for that, you do. Well done. Okay, moving on to the next question, and you're nearly there, so you'll be pleased to know.


Participant K18:50
Yeah.
Thank you.
Okay.


Interview Researcher    19:01
What do you think the main challenges and successes were of that particular issue and then how you sort of applied it?


Participant K19:09
So, I think...
One of the biggest challenges for us and to be completely honest and it was, you know, it didn't come as a shock to anyone was the time constraints. So in the local authority, we have quite a large population of children with additional learning needs. So as I said, you know, that 1300 approximately figure of


Interview Researcher    19:21
Stall.
The.


Participant K19:33
pupils that we needed to convert and other local authorities had very, very small numbers in comparison. Yeah, very small numbers in comparison. So the Welsh Government sort of give us all this blanket approach of dealing with it, but didn't really acknowledge that


Interview Researcher    19:39
Oh, really?
Ohh.
Factor in those.
That's a really interesting point. That's really interesting.
To use.


Participant K20:12
directly with the children and young people, because I think that's where it's, you know, most effective. But the time constraints for that project and that piece of work was quite, it was very pressured in that in that in that period. And, you know, we all had to sort of like,


Interview Researcher    20:16
Esplaced.
Yeah, sounds.
The.


Participant K20:33
pull together and in the end, we were all sort of picking up because in our team, we sort of, we all have different allocations. So, I'm the special schools and another colleague will be out of county and things like that. But in the end, I think we all just like mucked in and just tried to just do as much as we could from each other's sort of case loads.


Interview Researcher    20:52
Benement.


Participant K20:54
just to help each other out and get through them. Not as quickly as possible, but as effectively as possible. You know what I mean in terms of that. So that was one of the main challenges. And then again, it was around consistent.


Interview Researcher    20:56
I see.


Participant K21:15
We're all different, you know, in our approaches and things like that. We all deal with things differently. But ultimately, when you're dealing with statutory plans for children and young people, you do have to have that element of consistency and you do have to make sure that things are streamlined and that one family won't experience something completely different to another family. So it is that.


Interview Researcher    21:26
Ok


Participant K21:37
just making sure that everything was as consistent as possible and we were on a journey with it. We, in how we started out would be completely different to how we finished with it because you learn things as you go along and it was new to us in the beginning and it definitely wasn't new to us at the end sort of thing. 


Interview Researcher    21:41
So it happened.


Participant K21:56
Yeah, so, but I think that was the challenges.
But I think the success of the success going flipping it is that we're now in a position where our work is much more person centred and that was, that's a key focus of the new legislation is to be person centred and it is having that child at the heart of absolutely everything.


Interview Researcher    22:17
So.


Participant K22:23
and I think the previous system didn't capture that very well. It didn't capture those pupil and learner voice into those documents and the statements, whereas now we do. So I think


Interview Researcher    22:26
Interesting.
Do you think that's improved outcomes then? OK.


Participant K22:38
Yeah, definitely, definitely. Yeah, no idea.


Interview Researcher    22:40
And better use of Resources, do you think, as well?


Participant K22:42
Yeah, yeah, I think so, because, because we're, you know, we're capturing.


Interview Researcher    22:44
Ok


Participant K22:48
the pupils interests, what work, what doesn't work, how best to support them and we're using that to sort of match up their provision and we've got sort of like consideration tools that we use where we can sort of identify where those skills and needs sort of sit and how we can


Interview Researcher    23:05
Mhm.


Participant K23:08
then utilize provision and resources to match that. Yeah, so I think we get into quite a strong point now in terms of that and the decision making. You know, unfortunately, like all provisions, there's a maximum pupil number and that


Interview Researcher    23:10
Wanted to help? That's really interesting.


Participant K23:26
can be difficult. So for our LRBs, they're over capacity at the moment. Our special schools are over capacity. But we're definitely at a good point of capturing those person-centered things. And it's been quite good because I've been in some meetings and the pupils been there and the young person's been there and they've been able to


Interview Researcher    23:27
Yeah.


Participant K23:48
feed into sort of their plan and their, you know, what their hopes are and what their aspirations are, which is, it's always lovely to hear. I love that part of the job. Yeah.


Interview Researcher    23:57
Yeah, and that makes it, that's what I guess that's why we do it, isn't it really?


Participant K24:01
Yeah, yeah, yeah. So, yeah, so I think that's one of one of the successes and then, you know, as I said before, it's all around sort of striving to achieve better outcomes and just being really solution focused and I think the leadership team within education
very much have that mindset of, you know, if ever I ring a senior colleague and say, right, this is the situation with this young person, it's always like that solution focused of, okay, that's not available, but what is? What can we do? How can we help?


Interview Researcher    24:33
Mm.
Well, it's a real willingness to try and solve the problem, isn't it? So that's great.


Participant K24:41
Yeah, yeah, yeah. So, so that's how I would sum that one up.


Interview Researcher    24:46
Yeah, no, really good, really good. Okay, you'll be pleased to know we're on to the last two questions. So how have your personal experiences shaped your view of how the local authority works and operates?


Participant K24:47
Yeah.
Yeah, no problems.
Okay.
So, for this, I think...
As I said previously, I've been really fortunate to be supported by really strong leaders and having that sort of clear and supportive leadership directly for me is just, it just motivates me even more. You know, I just,


Interview Researcher    25:17
Yeah.
Really, 100%.


Participant K25:29
Yeah, I'm just really motivated to sort of to try and do the best I absolutely can.


Interview Researcher    25:35
So...


Participant K25:37
And I think you know when when you're supported by.
good and strong leadership. It's not just in terms of outcomes, but it's just that day-to-day running of how things operate is just it makes it makes coming to work just so much better, doesn't it? You know, when you when you just feel there's that positive and collaborative approach, it's just


Interview Researcher    25:52
Yeah.
Yeah, still.




Participant K26:03
Yeah.
I just think it works really well.
And as I said previously, it inspires me then to improve my own professional development. So looking at sort of how I can extend my knowledge and how I can access different things to better my own sort of


Interview Researcher    26:16
Mmh.
The.


Participant K26:28
And.


Interview Researcher    26:30
Currently, listening.


Participant K26:30
abilities within the job. Yeah, and growth. And yeah, so it's just, yeah, I think just being supported by really strong leaders is just, yeah, it's just really helped me.


Interview Researcher    26:41
And it sounds like you feel that Newport really demonstrates those things, so it helps to just support your existing kind of almost your own practice, but the things that you validate, no, that's great.


Participant K26:47
Yes.
Yeah.
Yeah, and I, yeah, and I, as I said previously, I really do, I am really fortunate that every sort of manager that I've had has just upskilled me. Yeah.


Interview Researcher    26:59
Yeah.
Brilliant, that's brilliant. Okay, good news, last question then. Are there any changes that you would suggest that could help improve the organisation's culture or its leadership practice?


Participant K27:16
So for this, the only thing I would say is that, and I'm sure you know other services see it, but sometimes different services have different values and priorities and I think it's just more of that, more opportunities to collaborate and


Interview Researcher    27:28
No.


Participant K27:35
and work together to make sure that things are quite consistent in our practice and, you know, and our delivery to, you know, children, adults, whoever, you know, the Service users are. But I think sometimes they


Interview Researcher    27:44
Yeah.


Participant K27:55
it could be more opportunities for collaboration.


Interview Researcher    27:58
I'm with you. That makes perfect sense. and how the organization could think about doing that more? What are those things?


Participant K28:00
Yeah, so I think...
Yeah, and just more opportunities for it, because I think, you know, individually, each service has their, you know, their own organised service events and things like that. And it'd be great if we could, and I know sometimes we have, we do have opportunities to come together as a whole sort of council. But if we could do that more and it could be more, you know, focused and yeah,
Interview Researcher    28:12
Me.


Participant K28:26
I think that would be great.


Interview Researcher    28:27
Really good point. Thank you very much. Is there anything else that you want to add or say? If not, then I just want to say thank you very, very, very much for your time. And you did a cracking job. You gave me everything I needed for my interview questions. Is there anything else? No, you really did. You're really thorough.


Participant K28:28
Yeah, yeah, okay.
I hope I did.
No, no, there's nothing for me. I just hope that I have helped in some way.


Interview Researcher    28:48
You have absolutely, thank you. It's been an absolute pleasure to spend a bit more time with you. Okay, so thank you very much and thank you for your help. All right. Take care. Bye. Bye.


Participant K28:54
Thank you. Thank you. Thank you. Thank you. See you soon. Bye. Bye.


Interview Researcher  stopped transcription

Participant L29 May 2026, 12:04pm

15m 35s


Interview Researcher  started transcription


Interview Researcher    0:03
For the sake of the transcript, are you happy just to tell me a little bit about your role and how long you've worked for the authority for?


Participant L0:12
So, it'll be five years this January that I've worked here. Working in business administration in the conferences section, so I do the minute taking for conferences. Well, I did. I've gone up to a grade 5 now, so I'm moving away from that a little bit and I'm doing more, a little bit of financial things on top of


Interview Researcher    0:15
Wow, fair play.
Okay.


Participant L0:33
but still within the Conferences world.


Interview Researcher    0:35
Sure, sure. And actually, you worked for the authority for five years. You've got quite a bit of experience of being in this space, so that'll be really helpful. The next question then,


Participant L0:44
Yeah.




Interview Researcher    0:49
Let's just make sure I did put transcription on. Yeah, I did, that's alright. It's typical that I do that. So then I can't go, oh my god, I've forgotten.


Participant L0:54
Yeah.


Interview Researcher    0:57
How would you describe, from your point of view, what do you think the culture of the local authority feels like to you?


Participant L1:04
And.
Well, within my team, we're very much a team. We work together.


Interview Researcher    1:08
I.


Participant L1:11
And I think across the board from what I've seen, obviously because it's local government, there are budgeting struggles and things that come up a lot. But yeah, everything seemed, my team especially, we all get on together, we all work well together. But


Interview Researcher    1:19
Sure.


Participant L1:30
And.
I'm not sure


Interview Researcher    1:34
So just going back to what you've just said, so you're saying that within your team, you feel like there's a lot of teamwork that goes on, is that right?


Participant L1:36
Yeah.
Yeah, yeah, we all get on together and we all work together and communicate daily.


Interview Researcher    1:46
That's good. So on that broad a bit then, if you think about the local authority as a whole and working for the authority for five years, if you could sort of describe the culture of the local authority from your perspective, what do you think would be the words that you would use to describe it based on your experience of being in the team as well?


Participant L2:06
And.
I suppose, with I'm it's a hard hard thing to think of really.
Mm.


Interview Researcher    2:19
There's no right or wrong answers here. It's about your personal perspective.


Participant L2:19
If I have.
No.
It's a happy place to work, I think. There are obviously struggles in certain areas with a lot of, well, mainly with budgeting and having to be restricted and stuff. So, there's a lot of worries about that, and around, especially around Children Services and making sure we is delivered properly.




Interview Researcher    2:26
Ohh.
Yeah.


Participant L2:44
But I think everyone is what everyone wants the same thing. They all want to make sure that the children that we look after are looked after. And I think that I like that, that everyone's focus is not about the business, but about the families we help.


Interview Researcher    2:53
Yeah.
Right? No, that sums up beautifully. That sums up beautifully. Okay, are there any particular values or behaviours that you feel strongly come through that you would tell? So you talked about teamwork. Are there any others that you think, oh, that really feels like the kind of thing that I see on a daily basis? Do you describe being very child and family focused?


Participant L3:01
Missing.
Yeah, the team managers are very supportive, I think, especially in our team, because obviously a lot of us work from home most of the time.


Interview Researcher    3:29
Fine.
Sure.


Participant L3:33
But they're very supportive in that and they understand the family dynamics and things of everyone and they appreciate that sometimes it's difficult with kids and they're really understanding about our home life as well as the work life. So they do, I think there's a good balance with the homework life as well.


Interview Researcher    3:52
That's good. That's good. So you feel like there's a real acknowledgement of people's whole lives and understanding that need for a well of balance. That's good. That's really, really good.


Participant L3:57
Yeah.
Yeah, it's not it's not just being a number, it's then they appreciate that you've got things outside of work as well.


Interview Researcher    4:06
That's good. Yes, I really appreciate you saying that. That's great. Okay, what would you say your experience of leadership has been like within the organisation? So if you want to think about it from the point of view of what's it like directly with your line manager and then that broader thing, is there anything about the organisation you feel that comes through?
around the type of leadership that the organization sort of demonstrates.


Participant L4:30
Well, especially for me, I'm a very self-conscious person and I doubt myself a lot, but both senior colleagues have been really good in encouraging me to push myself to do more and encouraging me to, because like the grade 5 position, I wasn't going to go for it because I thought I wouldn't get that anyway, so there's no point in me doing that.


Interview Researcher    4:36
Mhm.
Interesting.


Participant L4:52
But yeah, they were both like, nope, you can do it. And now one senior colleague is encouraging me to do more courses and things to sort of help me maybe do to go up again at some point. And even though I keep saying, I don't think I'm capable of that, she's like, no, you are capable of that. You can do that.
So I find within my team, they're brilliant with things that they look at your strengths and they encourage you to work on your strengths as well, which is


Interview Researcher    5:21
I see.


Participant L5:22
Yeah, it's always a good thing.


Interview Researcher    5:24
Yeah, so you just... Sorry, go on, carry on.


Participant L5:25
But I...
No, sorry. I've never found that a lot of the team managers and service managers are like that anyway. They're approachable. You haven't got a...
You haven't got to be a certain way or, like, because I think of myself as quite common, but I don't feel like...


Interview Researcher    5:45
All right.


Participant L5:46
I'm judged in any way for how I am or anything like that. And even higher ups, you can approach them and you can talk to them, which I think is a positive thing.


Interview Researcher    5:49
Fine.
That's really good. That's really good. And you've said, you've described something that a lot of people have said that they feel able to talk to anybody within the organisation, which is good. That's good.


Participant L6:02
Yeah.
Yeah, because I've worked in places before where like management level and director level, sort of, you wouldn't feel like you could.
approach them or speak to them because they're too important, too busy. But in here that they they're all are sort of nowhere on the same level and you can talk to anyone really. It is good.


Interview Researcher    6:14
Yeah, sure.
I think that's a really, really positive thing to say. So you feel that that's kind of like the way that the organisation works as a whole. Yeah, that's good. That's really good. Okay.


Participant L6:32
Yeah, yeah.


Interview Researcher    6:39
Can you give an example then from your point of view of how you feel, you know, it can be a real, like really specific example in your own service, an example of how you think that leadership has helped influence any outcomes that, you know, in your job role or within the team, anything you can think of really?


Participant L6:57
Um...
I suppose, especially in our team, because with Conferences, obviously, we're constantly busy doing those and our bosses are pretty good for if anyone else needs help, if they will look at our workload and say, right, do you think you could do take on this added extra?
task for today. And if you say you can't, they won't sort of push you on that. They say, no, that's absolutely fine. If you feel like you can't do any more today, that's absolutely fine. And they won't, they sort of won't let you push yourself either because there's been times where we've been short staffed and I've been


Interview Researcher    7:31
Yeah, yeah.


Participant L7:40
I'm a bit of a nightmare where I take on as much as I can to try and help everybody else. But C has made a point of saying, no, you've done, you've got too much on already, you're not taking on anymore. And it sort of, it helps us as well, because then it helps me not get to the point where I'm stressed trying to do too much.
But it also means that I'm not making myself overworked, so it is good in that respect as well.


Interview Researcher    8:09
That's really positive. That's really, really positive. So...
This is great. It gives me some great examples.
Next one then, can you describe a recent situation or project that you were involved with that you feel reflects the way that the organisation works?


Participant L8:29
And.
We've had over the last six months because of there's been quite a few changes in Conferences because of workloads for the chairs and things of that has been really difficult for them to keep up with the workloads that they're dealing with. So we've had to make changes and bring in checker to help out with
our Conferences. So we've had to change a lot of the conference times as well. So we lost.


Interview Researcher    8:56
Oh my God, so there's been a whole load away.


Participant L8:59
Yeah, because we used to work, we used to do conferences on a Friday and they had to stop because the council building closed and there was like concerns about safety and things like that. So they were moved. So in December we had to change it. So there was three conferences over two days and two on one day. And then those times weren't working.
So then we had another project then where we had to change the times again, move six months worth of Conferences around and notify the Social workers, the professionals and everyone that they had changed again.
So yeah, there was that was one project that we had to do that was quite difficult and it took a while to get it all set up. But now I think it's a lot smoother now than it was.


Interview Researcher    9:45
Oh, so then there were a few teething problems and that'll be really interesting because we can talk a bit about that in a second. So from that point of view, what do you think their strengths were and what worked really well? And then what do you think some of the challenges were?


Participant L9:47
Yeah.


Interview Researcher    10:18
Mhm.


Participant L10:18
making sure the professionals are happy, the families are happy. So and obviously this wasn't our decision to make either. So we were just told the times and then we were trying to figure out the best way to work it and things. So we put all that in place, but then a lot of
We had a lot of difficulty with families because the 2.30 slot was hitting school times. Yeah, and I did bring that up before it was implemented when we first knew the times, but it was sort of, it should work, it should be fine. So we went ahead with it and just thought,


Interview Researcher    10:44
Oh, bad timing, yeah, yeah, yeah.
Interesting.


Participant L10:58
it's better to just try it and see if it works and see if the families are okay with it. But we did find a lot of people, a lot of social workers emailing us saying we can't do that time, that time doesn't work for us. So in the end, we went back and said this isn't going to work. We're having this many people coming forward and it was changed then.


Interview Researcher    11:17
So, you were able to feedback and.


Participant L11:19
Yeah, yeah, yeah. But positive wise, we managed it because of the way we


Interview Researcher    11:20
It.


Participant L11:30
was structured, me and a colleague worked together. So she updated the calendar entries and then I sent the email to the Social Worker. So we sat on Teams for about 3, 4 hours and she'd say, right, this one's next. So I'd type up the email and then she'd go, right,
calendar changed, email sent, and we worked together to do that, so that made it.


Interview Researcher    11:53
Mhm.
There's a bit of teamwork then between you two.


Participant L11:56
Yeah, yeah, and it made it it made it easier and quicker than just doing it by doing it by ourselves.


Interview Researcher    12:05
Which sounds like that's great. That's great. So it was a bit of innovation. You kind of took control of that, came up with a solution, and then you guys implemented it, yeah?


Participant L12:05
Yeah.
Yeah.
Yeah.
Yeah.


Interview Researcher    12:15
All right, that's great. That's really good. Okay, we're zipping through this. You're doing a great job. Okay, so next bit.


Participant L12:20
Yeah.


Interview Researcher    12:26
We've covered that bit.
We've covered the success and challenges. Okay. How do you think then your personal experiences have shaped your view of how the local authority operates and works?


Participant L12:39
Um...
It's A lot. I've never worked in social services or been around anything to do with social services before I started here. So there are a lot of misconceptions, I think, about social services and a lot of them, I think I had the same. And now working in there, you can see
that it's a lot different to what people perceive it to be. They perceive it as a really negative thing, like if you've got them involved, that's it, you're going to lose your kids. But it's really not like that. It's nice to see people that the families are being helped rather than


Interview Researcher    13:08
Go shop.
That's positive. Yeah, that's really positive. That's positive. Okay, and on to the last one, which are, you know, well done, you're nearly there. Are there any changes that you think you would suggest that would help improve how the organisation, its culture works or how its leaders work?


Participant L13:18
Anything else? Yeah.
I think the biggest thing that I would say is communication can sometimes be a bit difficult.


Interview Researcher    13:42
Yeah?


Participant L13:43
and just openness about things going on and stuff, like obviously with the chairs and the difficulties they've had, we haven't really been had a lot of information about what's going, what's happening and stuff, and it's just, I think communication is probably the biggest issue.
around that.


Interview Researcher    14:03
Almost like sometimes whenever stuff is going on, big changes, it would be really helpful to have the information as soon as it's possible to share it with you. Well, that's interesting. So do you sort of feel a little bit like even your line managers don't necessarily always know what's going on?


Participant L14:08
Yeah, yeah.
Yeah, yeah, and sometimes this, it can be miscommunication as well. Things are not understood the way that...


Interview Researcher    14:23
Sure.


Participant L14:24
Yeah, sometimes it can be miscommunicated as well, so.


Interview Researcher    14:27
So it's almost like the message has gone out, but people don't always understand what's required or what's, well, that's really interesting. So something about some clarity around how those communication processes happen and then what's shared. That's really helpful. No, no, that's good. That's good. Okay, on that basis, is there anything else that you'd like to add that we haven't talked about or that you thought about whilst we have had this conversation?


Participant L14:30
Yeah, yeah.
Yeah.
Yeah.
Yeah.
No, I don't think so. Doesn't mean anything else.


Interview Researcher    14:53
All right, and all I want to say to you is thank you very, very, very, very much for your time. I really appreciate it. Thank you for doing the interview with me. You're a legend. All right, take care. Bye bye. Bye bye bye bye.


Participant L14:58
No worries.
No problem. Good luck. Bye.


Interview Researcher  stopped transcription



Participant MMay 29, 2026, 2:03PM

19m 12s


Participant M0:07
Yeah, so I've worked for council since, oh my gosh, 2021. So coming up, well, just gone on five years. I started in governance as a Governance Officer and moved over to Scrutiny, which is where I am now, obviously. Obviously, I'm currently a Scrutiny Adviser.


Interview Researcher    0:19
Oh, interesting.


Participant M0:26
So, yeah.


Interview Researcher    0:28
Cool, and obviously you enjoy it because you stayed within this kind of capacity for a while, I went in.


Participant M0:33
Yes, yeah, definitely. It's really interesting.
little section to be in. Good to see it. Good to speak to everyone. Yeah, yeah, it's really interesting.


Interview Researcher    0:38
Yeah, yeah. And you're part of the main corporate bit, aren't you? So...
Cool, cool, cool. Okay, so first thing question is, we've covered how long you've been there for, so that's really, really helpful. Next one is,
How would you describe then the culture of Newport Council?


Participant M1:02
I find it really interesting because I think you put some really...
unique council.
I think it's really hard, isn't it? Because obviously we look at benchmarking when you think of performance and things like that. It's really hard to do because I think [local authority] is really unique. We're a city, but we're relatively small and we've got quite a wide range of different areas, quite rural in some areas, like [rural area] or


Interview Researcher    1:16
Mm.
Mhm.


Participant M1:29
[named individual/location] and then all that, then there's a really concentrated like city centre which is really diverse and really. So yeah, I think it's a really interesting place to work for because that I think is reflected in the culture of the council is everything is really


Interview Researcher    1:35
Mhm.
Sure.


Participant M1:48
different. I think the culture is, you know, try different things, find what works, sort of adapt and develop things, and there's no, like, that you're encouraged to improve things and make suggestions. And yeah, I think it's quite like,
I don't know the word I'm reaching for.


Interview Researcher    2:10
No, no, that's great. So you're describing almost like you are describing the culture. So you're saying to me that you're encouraged to contribute and to think and to offer suggestions and improve.


Participant M2:19
Yeah.
Definitely.


Interview Researcher    2:23
Yeah, and do you feel like your voice is listened to?


Participant M2:27
Definitely, you know, obviously I've not really been around that long, but from when I started in Scrutiny, which is 2022, since I've been here now, it's totally different. I've been able to like, yeah, I've been able to say things, I think, oh, this will work or we could do this or, and it's not always worked and it's not always been the right thing to do.


Interview Researcher    2:38
Really.


Participant M2:48
Do, but it's, yeah.


Interview Researcher    2:50
But it's been taken on board. We will come back to that. I'm really interested to hear more about that. So thank you for explaining that. That's great. So in a nutshell, if you could describe [local authority] in terms of a couple of words about the culture, how would you describe, what kind of words would you use?


Participant M3:01
Yeah.
I think we're very innovative. I think it's very open as well. I don't feel like...


Interview Researcher    3:07
Mhm.


Participant M3:12
Odd talking to like the directors or anything like that. It's very nice, you know, everyone's very like open and yeah, and I think, I don't know, I think it's really...


Interview Researcher    3:15
Ohh.


Participant M3:25
Maybe it's just my team, but I think everyone's really caring and really like...
just sort of willing to help out where they can kind of attitude.


Interview Researcher    3:35
That's lovely. I think that's lovely feedback. You know, that's great. Fab, thank you for that. Okay, so the next question that follows on from that.


Participant M3:39
Mhm.


Interview Researcher    3:46
Are there any particular values or behaviors that you think are emphasized that really shine through or come across strongly?


Participant M3:53
I think...
As weirdly worded as I was on now for our behaviours and values, is it in the people plan? I think it's in the people plan. I think they're actually quite accurate, being responsible and
I can't even remember what they are now off the top of my head, but I was looking at them recently, I was looking at the People Plan, and I thought they just...
They're a little bit weirdly weirded, I think, that's just me being panickety. I think they are quite accurate. I do think like responsibility and change and yeah, I think they're...


Interview Researcher    4:31
You mean the actual values themselves that have come through? Yeah.


Participant M4:33
Yeah, I think they're really accurate in...
when you look at them and actually apply them to what we have representation, so fairness, I think that's really important. Responsibility, working together, so collaboration, and like making a difference. I think they were all actually really accurate, and a lot of what we do is.


Interview Researcher    4:44
Yeah.
Yeah, yeah, I hear you. I hear you. So from your point of view, you really feel that if you were to look at the plan, you could go, yeah, I can see that and I can see that's coming through. Nice one. All right, great. Okay, then. The next question then is, what is your experience of leadership within the organization? So


Participant M4:57
Yeah.
Yeah.
Hundred percent.


Interview Researcher    5:12
The way you can interpret this is, one is about how you are led, so how you feel about being led by somebody, and if there's anything that you feel in terms of your own leadership.


Participant M5:21
Mhm.


Interview Researcher    5:23
So you can interpret that however you like.


Participant M5:26
I think it's a really interesting one because...
I think we've got some really interesting leaders in [local authority], I think, at every level. So for me, I report straight to [manager] and having her as a manager has been really eye-opening. She's very...
Yeah.
It's nice to be trusted. I so I obviously this is not my first proper grown-up job, but


Interview Researcher    5:53
No.


Participant M5:56
It's nice to like that I don't have to explain myself. She trusts me to like, just get on with it and know what, and know what I'm doing and trust that, you know.


Interview Researcher    6:00
Go with it.


Participant M6:06
if I'm saying, making a suggestion is coming from somewhere that I know what I'm on about, you don't really have to question it. And yeah, and she's like, really, even in a personal capacity, she's really supportive, you know, we have a really good rapport. I don't really have that in other jobs. [senior colleague] is great as well. [senior colleague] is exactly the same. I could change [senior colleague].


Interview Researcher    6:18
Ohh.


Participant M6:25
You know, and take, I think we could do this, and you go, yeah, go for it, no problem, but...


Interview Researcher    6:30
Losh. It's lovely to hear that you felt that experience directly, which is really great because that kind of confirms that. Thank you. That's really good. Okay. Next question then is, can you give an example of how you feel that leadership has influenced any organisational outcomes that you're


Participant M6:35
Yeah.


Interview Researcher    6:51
particularly involved with or aware of.


Participant M6:55
So I think so.


Interview Researcher    7:01
Oh yeah.


Participant M7:02
For Scrutiny.
And if it wasn't, I don't think we would have had such a positive outcome for that if it wasn't for the trust that that sort of [senior colleague] and [manager] put in us, not at all. Because if they'd looked at us when I started in 2022, we would not have ticked the boxes that we did when they came round. I personal opinion.


Interview Researcher    7:21
I really understand.


Participant M7:25
But yeah, I think, you know, where we've been allowed to like grow and change and adapt things, is that made a huge difference in how school is improved, I think.


Interview Researcher    7:38
Well, that's a massive positive. So you can be a really good crystal clear example and actually that trust to get on with what you need to do. That helps you to then, in terms of that practical example, where you feel like you've completed the audit process and you've come out with a positive. So nice example, well done. Okay, next one then.


Participant M7:45
Care.


Interview Researcher    7:59
Can you describe a recent situational project that reflects what you feel were the organizational values and practices? So you know you refer back to the People Plan. So are there any other projects that you would say that are going on that you feel reflect those particular values?


Participant M8:09
Mm.
Oh, God.


Interview Researcher    8:17
And if you have time to think about it, there's no rush, it's all good.


Participant M8:20
It's a tricky one for the minute.


Interview Researcher    8:20
It maybe is around that broader bit. Think about the broader organisations, if there's anything that's going on.


Participant M8:29
It's a weird one for me because at the minute, I, so we've been doing like a little bit of analysis of what we're interacting with like work wise. There's so much performance work at the minute and on new like policies and plans because we're at the end of like the election sort of cycle-ish thing. So it's really hard for me to think of something, but


Interview Researcher    8:36
Mhm.


Participant M8:49
If I had to say that sort of reflects our part is.
How to home?
I mean, I guess, like...
So, as part of the audit, well, I say as part of the audit process, but they sort of experience on a little bit to do our own sort of self-assessment and we try and see when we needed to like.
But we could do more. We had seminars and that kind of thing. I think that was really...
That was really interesting for me in sort of a way of being able to like...
make real change and like collaborate properly and not just, you know, say, oh, we're going to be transparent, we're going to be, you know, accountable. We can actually do it, see what comes out, make the changes we need to do, see what our feedback is. And it felt like a really good


Interview Researcher    9:28
Mhm.
Mm.


Participant M9:47
Example of that, ohh.


Interview Researcher    9:48
Yeah, yeah, yeah, great. That's perfect. That's absolutely perfect.


Participant M9:52
On my own.
[named individual].


Interview Researcher    9:56
You all right? Okay, so the next bit that comes with that then, can you describe any of the main challenges and successes that came out of that? So what were the challenges and what do you think the successes were?


Participant M9:59
Yeah.
Mhm.
I think the challenges that came out of, especially doing a self-assessment, is being able to accept that you can't fix everything. You need to be realistic. And there's some stuff that even if, you know, you had the time and the resource to do, you probably couldn't change anyway. There's some stuff that was like totally out of your control.


Interview Researcher    10:16
Yeah.


Participant M10:28
So that I do find that challenging, but that's just me being a bit of a, I like to get things done and like not drag my feet kind of thing. I think the success is where it's really,
It was really enlightening to see how.
Members especially felt about things, 'cause I think...
They kind of sometimes just get into the swing of things and you don't think about, well, is there the way we do things? Is it the right way? We do it the best way we can do. I think they kind of, they're happy to sort of listen to, not the experts, but you know, listen to the people who do it all the time. So yeah, it was really interesting to hear what they had to say and we've made changes based on that. Like it was really helpful.


Interview Researcher    11:04
Yeah, yeah, yeah.
Because one thing that is really interesting is obviously you have that direct connection with the politicians, don't you? So that's a really interesting space. What's that like to work with? Because obviously it has this procedures and rules, etc, that you have to work with. What does that feel like?


Participant M11:27
I find it really interesting and I really like that there are procedures and rules because it makes the relationship really clear. You don't have to like...
worry about certain things. If they start talking to you about politics, so our roles are politically restricted, we go, can't talk about that councillor, no problem. If you want to talk about your colleagues, that's fine. Yeah, you can be direct. I think, especially in my role now,


Interview Researcher    11:43
Mhm.
You can have those conversations.


Participant M11:54
It's really interesting because I can be like...
Well, yeah, and there first and foremost for advice for them to be able to say, right, this is absolutely not within our remit, stop talking about it. So yeah, it's really interesting to work with them and.


Interview Researcher    12:04
Sure, sure.


Participant M12:10
I think have that like layperson, feet on the ground, sort of.
perspective and like, I find it very interesting to see how well members know [local area]. I know that sounds crazy, but I'm not from [local area], I don't live in [local area]. So to be for them to say, oh, I know X and so and so on this street and that street goes into here and you know, this wouldn't work because like the local knowledge is so interesting.


Interview Researcher    12:23
Mm.


Participant M12:38
And I think that being applied to Strategic documents and making it about people is really, is really interesting.


Interview Researcher    12:47
I like that. And thanks for giving that context as well, because that's quite helpful, given the area that you work in. It's really interesting. Okay, you're zipping through this. This is beautiful. Okay, so next question. This is about personal experiences. So how have your personal experiences shaped your view of the organization?


Participant M13:07
Oh gosh, I would say hugely.


Interview Researcher    13:10
You say what? Hugely, yeah.


Participant M13:11
So hugely, it's like, yeah, so I...
Yeah, this has been my first like big job, if you will. I came from, I went to insurance before this on the phones, before that I was in a shop. So like, it's not really, I've not really been like in a professional sphere before.


Interview Researcher    13:25
Okay.
Yeah.


Participant M13:34
So I didn't really know what to expect. And I would say I came in instantly and I was working under [previous manager] and she was such a fantastic manager. But I came in in COVID for a start. That was always a challenge.


Interview Researcher    13:46
Oh yeah, absolutely.


Participant M13:49
We were fully remote, so I was learning fully remotely and just coming in under [previous manager], like her guidance and her support, I think it just set the tone that hasn't changed, if you know what I mean. So


Interview Researcher    14:03
Sure, yeah, sure.


Participant M14:06
Like since I've been with Newport, I've moved, I bought my own house, I've gotten married, I've, yeah, I've had loads of really big life experiences and the support around that and like the, you know, we want to make it as easy as possible for you and celebrate everything you do. Like, it's just,


Interview Researcher    14:11
Wow.
You feel like they've really kind of worked, like worked with you and your life as well, so you've been really supported in that capacity.


Participant M14:28
And.
Definitely. And just like in a professional capacity, like in a personal capacity, like for my wedding, they did like a little buffet and I had a little card with some euros in to take away with me. And yeah, it is, we're like a bit of a dysfunctional family. We don't get on all the time, but who does?


Interview Researcher    14:39
Ohh.
No, no, no, but I know what you mean. It's like, yeah, that's a really nice example for Sam and thanks for relating that back to your personal experiences in terms of your life as well. So interestingly then, what do you feel like there's a good work-life balance?


Participant M14:51
It's on every level.
Mm.
Oh yeah, definitely. I always say to people that that is my favourite part of the job. It's not the money. It's not the work. I just love how flexible everything is and how support because because the team is so supportive and we can make anything work for each other. So if we really need help, be able to ask and it.


Interview Researcher    15:18
Ohh.
Ohh.


Participant M15:23
Honestly, it makes the world difference. Do you know what I mean?


Interview Researcher    15:27
Yeah, of course, of course. And that's really positive to hear. So from your perspective, you've just confirmed something that a couple of other people have referred to. So thank you for that, Sam. That's a lot. OK, well, the good news is we're nearly there. So are there any changes that you would suggest that would help improve the organization's culture or its leadership?


Participant M15:35
Mm.
I can't think of any off the top of my head. I think there have been changes sort of in recent years that have made a not big difference, but like, like staff roadshows. I think they're really, really good to sort of
demonstrate what everyone else is doing, because you can feel quite insular where you exist in your bubble, then the rest of the council works around you. One of the things I think that would be really, really helpful, not just for us, is sort of the Governance bubble, if you will, but for everyone, I think.
if there was more awareness about how the council actually runs, what a local authority is, you know, obviously [chief executive] is our chief exec, but there's also the leader and the cabinet. And yeah, I think that would make a huge difference to how people understand the council, interact with the council.


Interview Researcher    16:29
Mm.
It's almost its intricacies, isn't it? I think you're right then, yeah, I think you're right.


Participant M16:43
Yeah.
And I don't think, I don't think people need hugely in-depth knowledge coming in. It just needs to be like, this is a local authority. This is how we run, you know, yes, you answer to your heads of service, your directors, but they're the ones making the decisions work. They're the ones putting it into play. But yeah, I think that would be really helpful for people, but I'm biased because I,


Interview Researcher    17:00
The.
Yeah.
Oh no, no, no, that's helpful. Because you're talking from your experience within your particular arena as well. So actually, and I guess that's quite apparent to you because you probably interact with a number of different departments, don't you?


Participant M17:07
Yeah.
Yeah.
Yeah, and I think even for me, even as I came into sort of that space, I didn't know of a local authority. You can't expect people to know. Like, I know [colleague] said to me once, because [colleague] came from the contact centre into Scrutiny. He said, I thought the mayor was the one who led the council.


Interview Researcher    17:28
No.
Mhm.


Participant M17:38
So you can't expect people to know these things. So I just think the more helpful information you can give people, the easier the headlines are going to be at work.


Interview Researcher    17:41
None.
Yeah, that's really helpful, Sam. Thank you. That's really, really helpful. Okay, now that we've covered everything, is there anything else that you might want to add that we haven't maybe talked about or that has sparked off any thinking within you that you think, oh, actually we should talk about this?


Participant M18:01
Nothing I can think about, but just to sort of say, you know, I've worked for a lot of people in a lot of different jobs, but I do, I think Newport is a great employer and I think leadership in Newport is really...
I've not known anything like it, genuinely. I know nothing so lame.


Interview Researcher    18:17
Ohh.
No, no, no, not at all, not at all. I think it's really lovely feedback to have and to hear that. I'll be honest, I think pretty much everybody that I've talked to has said the same kind of positive things about the authority, which I think is lovely feedback, isn't it? Thank you, that was really, really good.


Participant M18:26
Mm.
Mmh.
Yeah.


Interview Researcher    18:39
Yeah, everything that you've covered has been perfect. You did a grand job and thank you for your time and energy. I really appreciate it. All right, cool. Thank you. And I'm sure at some point I'll be asked to, well, I'm sure I'll see you because it'll be a Scrutiny. I'll send you a copy of the transcript once it's done, all right, and then you can have a little look at it and just if you want to add anything, you can.


Participant M18:40
Sorry.
No problem.
Yes.
App.


Interview Researcher    18:59
All right.


Participant M19:00
Bless you. Thanks, [researcher].


Interview Researcher    19:01
Cheers, good to see you. Have a lush weekend, alright? Take care. Bye, bye, bye, bye, bye.


Participant M19:03
And you, bye.


Interview Researcher  stopped transcription

Participant N2 June 2026, 10:10am

55m 29s


Interview Researcher  started transcription


Interview Researcher    0:03
started. So you know who I am, you know my name, I'm a service manager in Children's Services and you know that I'm looking at the concept of transformation, I can't speak today, transformational leadership and its application within local authority practice. So obviously there's a whole load of research and theory out there and it describes certain characteristics and types of qualities that you would expect to see. I'll be really interested to see what your experiences


Participant N0:04
What?
Yes.


Interview Researcher    0:28
likes to see if that comes alive within local authority practice. That's the thinking behind it. So my first question for Participant N is,


Participant N0:34
Participant name.
Okay.


Interview Researcher    0:40
So, can you describe your role within the organization?


Participant N0:44
Yeah, so my current role is a Senior Inclusion Adviser for additional learning needs in [Local Authority Area]. I currently line manage the Additional Learning Needs Team Manager and oversight of the statutory processes that take
place for additional learning needs, which include individual development plans, which are hosted by the local authority. I manage the Early Years team and the line manager, the Early Years team manager, and I line manage and oversee


Interview Researcher    1:04
Mhm.


Participant N1:22
the teacher advisory team for additional learning needs as well within [Local Authority Area]. So I've got quite a large role in the sense of teams that I manage. There's about 60 of them altogether in terms of what that looks like. But also we have other teams that feed into it that don't directly come under my line management.


Interview Researcher    1:34
Wow.


Participant N1:42
for instance, the educational psychologists. They're the only ones left, so they don't fit in my remit.


Interview Researcher    1:44
Sure.
Oh, I see. I thought you were like, if anyone's left, we couldn't figure out, so we gave them to A.


Participant N1:52
No, so no, I suspect they will probably drift over to me eventually. But where I sit in terms of leadership, so we've got [Senior Leader], our Head of Service and [Senior Leader] is our Assistant Head of Education for Inclusion. But [Senior Leader] works three days a week and she's reduced her hours down to three days. So I'm currently kind of like her deputy kind of counterpart.


Interview Researcher    2:13
Wow.
So.


Participant N2:17
So when [Senior Leader] is not in on a Monday and a Friday, that's my role, as well as continuing my role of what I do. But it kind of there isn't really set days. I don't just do that on certain days. We pick up different things. I also lead on the service level agreement.


Interview Researcher    2:28
No.


Participant N2:36
and procurement of SENCOM, which has our...
support for children who are deaf, children who are visually impaired and have communication difficulties, including our speech and language base, which we host within [Local Authority Area]. I lead on all learning resource spaces in [Local Authority Area] as well in terms of hosting and quality assuring all of those provisions.


Interview Researcher    2:46
Mhm.


Participant N3:02
I lead on the special schools in terms of liaising with the head teachers of those special schools and overseeing what happens within them and kind of a quality assurance problem solving. They'll phone me if there's a critical incident, anything that happens there. But why do in my remit,


Interview Researcher    3:16
Sure.


Participant N3:21
I suppose as well is the element of medical. So I deal with all medical queries that come through from schools. So we've currently at the moment, we've got a huge amount of kind of back and forth with Welsh Government, as you'll probably be aware of with regards to the supporting
medical needs, healthcare and medical needs, and in schools this is crucial at the moment because
The schools are being asked to do more and more, which is not the role. So I liaise with them and [Colleague] to work alongside with them. So in a snapshot, that's kind of what I do and where I sit within the team. So I sit within our ESMT leadership


Interview Researcher    3:56
Mm.


Participant N4:06
team for Education and I kind of went quite quickly into the role. So I started as a teacher years many, many moons ago. 16.


Interview Researcher    4:18
Was it primary or secondary?


Participant N4:21
So I did 16 years teaching, so I did 10 years of Primary. I worked at [School] in [Local Authority Area].
and then [School] was being built and I really fancied it and I always really loved special educational needs it was back then, but additional learning needs and it was something which I was really kind of very kind of passionate about and loved, but also as well in the kind of


Interview Researcher    4:38
Yeah.
After, after, yeah.


Participant N4:48
in the demographic there I was, you know, there was a huge amount of ALN really that came through with those children at [School] over in [Location]. So I applied for a special school and I thought, oh, they won't give me a job. I haven't got any special school experience and I got a job. I actually said to the head teacher,


Interview Researcher    4:53
Show.


Participant N5:07
You should have got the right person.


Interview Researcher    5:10
Wow.


Participant N5:10
They're like, yeah, absolutely. So I went over to work at the special school for three years. So we opened it up from scratch and I started as middle leadership there and worked through kind of my way up in terms of deputising then for the school.


Interview Researcher    5:12
Powell.


Participant N5:30
Once I started there and we'd been through inspection and then we kind of hit COVID and it was a really weird time because that background element for me was kind of we had we had a hub open obviously because we had really vulnerable learners, but it was kind of like looking at opportunities.
and I'd learnt so much that I thought, oh, I could share this wider across some of our learning resource spaces and across the schools. So I went to [School] Learning Resource Space as the head of LRB and ALN Co. So it was a mainstream primary school, but with the LRB attached.


Interview Researcher    5:56
True.
Yeah.


Participant N6:09
and I was there for 18 months and then the local authority requested for me to come over on a secondment to support as a Teacher Adviser.


Interview Researcher    6:12
But.
Ohh.
Yeah, yeah.


Participant N6:20
So I came and within three, four months they put a permanent position out for a teacher Adviser. So I came over to the local authority permanently as a Teacher Adviser. And then from then I went to Inclusion Advisor, which was kind of overseeing just the advisory team. And [Colleague] and his team. And then it kind of became a bit wider and wider and wider. And then [Senior Leader] reduced her hours and then they said, right, would you like to be put forward for this? So I said, yeah, lovely. I'd love to do that. And I suppose I've always kind of been really motivated. I'm always looking at
reflection within what I do, but also reflection of other teams and kind of
think and being challenged, like, I'm not afraid for somebody to challenge me on something and to kind of and really underpin something with me or to better understand. Although we see challenges that people need to understand something better, I haven't given them enough information or something like that. So I always kind of welcome that.


Interview Researcher    7:09
So, yeah, yeah, yeah, yeah.


Participant N7:24
and this role is kind of honorary in the sense of it's temporary. So I've, so the Senior Inclusion Advisor post now will come to end in August. They're looking at a restructure in Education to look at what that looks like. So


Interview Researcher    7:38
Watch this space then, yeah. Wow.




Participant N7:40
Yeah, so it's, so yeah, so probably, so I've been with the local authority in this in kind of since coming over to LA, if that makes sense, for five years and within five years, I've got three different posts. So leadership wise, yeah, leadership wise, it's been really,


Interview Researcher    7:53
Wow, well done. It's quite a progression.


Participant N8:00
When I say fast pace, I suppose it's faster pace than that I'm used to in the sense of that when you're in teaching, you go through quite a lot of you have to be a really good teacher before you can become a deputy or a middle leader and things like that. So, you know, and my role kind of does oversee additional learning needs as well for out of county children, Social Services, I kind of like the link, I would say for


Interview Researcher    8:18
Yeah, sure, sure.


Participant N8:23
Social Services, I get lots of emails from all of your teams and to come through, but that's really strengthened.


Interview Researcher    8:28
Well, it's not.
It's not a small remit then, really, so that's what I'm sort of getting a sense of, to be fair.


Participant N8:34
Yeah, no, it's not small. It's not small. There's a bit of everything.


Interview Researcher    8:37
So, so a lot, a lot, yeah, a lot of responsibilities. That's really helpful and thank you because you kind of answered the next question really around. No, no, don't apologise. That's great. It's very naturally. And you talked about how long you've been in the role. OK, so the next one focuses specifically just on organisational culture. How would you describe the culture of our organisation?


Participant N8:44
Oh, sorry.
Yeah.
Yeah.
Ah.
It's quite corporate, I think.
in the sense of that, like I said previously, when working in a school, it's not so corporate because we treat it as a business in the sense of that, you know, it's got budget and everything like that that comes into it. But I think there's more flexibility, whereas when we are in what we where we are, I find that sometimes it can be quite corporate and restrict


Interview Researcher    9:10
Mm.
Children.


Participant N9:25
There's lots of hoops to jump through before you can get a final decision. Whereas sometimes if I'm given a budget and I say, right, I want to do this and this, oh, I've got to write a paper, it's got to go to a cabinet member, it's going to be signed off by finance, it's got to go here, there and everywhere. And sometimes I think those barriers do hinder progress with certain areas.


Interview Researcher    9:28
Sure.


Participant N9:46
to be able to do it, not always and I understand the purpose of it because we can't just go everybody's steam ahead and do what they want. But sometimes that is that can be a barrier. However, though, I find that especially where I'm sat within education, there is a huge amount


Interview Researcher    9:53
No.


Participant N10:04
of opportunities for me. So, for instance...
I'm given many opportunities to participate in something which isn't my remit or my role, but I feel is really important to help me develop and understand a bigger picture. So for instance, even though I lead on special schools, I wouldn't necessarily be part of head teacher recruitment, that wouldn't sit with me, but


Interview Researcher    10:22
Care.


Participant N10:30
I'm leading on the special School Head Teacher recruitment now next week.


Interview Researcher    10:33
Sure.


Participant N10:36
because that's my, everybody felt that that was more, that I was more suited to that because I had, because I had the speciality of knowing what it's like in a special school and the ethos and what the expectations are, because I probably out at our special schools at least once a week every week. So they felt I was best placed to do it.


Interview Researcher    10:40
Tailored to you, yeah.
Yeah, yeah, yeah, yeah.
So.


Participant N10:56
and I'm more than happy to do that because it's an opportunity which then I will have kind of done it. So if in future recruitment things come up for head teachers, then I'm able to kind of progress and know those kind of ways of what needs to happen. So I feel like I'm given lots of opportunities as well to meet with cabinet member.


Interview Researcher    11:08
Sure.


Participant N11:16
going to full council. I've been given opportunities as well to meet with like R  and things like that with regards to being able to kind of pitch, if you like, different ways of working and things like that, which has been really useful and I would never have been given those opportunities if it wasn't for those leaders above me.


Interview Researcher    11:29
All right.


Participant N11:38
So those leaders above me are the ones that encourage me to do them. One, because they say things like, you know, this will stand you in good stead for the future. It's not them being, I don't want to say lazy, but you know, it's not them passing it back because they're there. It's about coaching and kind of giving that


Interview Researcher    11:38
Sure.


Participant N11:56
kind of way of working and of being able to share those things. For instance, we had a building fall down, a school, and I was part of the kind of, yeah, as you do, and they all do in Newport because they're already old, most of them. So, you know, that fell down during a holiday and I was like,


Interview Researcher    12:06
As you do, as you do.
Yeah.
The.


Participant N12:16
Oh gosh, I don't know where to even start, but I was part of like a big gold meeting with R and all the strategic directors and everybody and then, you know, I was like a rabbit in headlights at first. I was thinking, oh my gosh, this is way above me. I don't know, you know, until they came to me and they said.
And what are you going to do, A, with regards to special schools? The special, I was like, I'm going to really fast thinking on my feet in terms of that because I've just come back from leave. But it's those opportunities that have helped me to build kind of more collaborative work as well. Like I can foam that if I need to, you know, Lou, yourself.


Interview Researcher    12:49
Yeah.


Participant N12:56
any of the service managers and speak to them now. Like I feel like we've got a good relationship, but also as well, like with our resources and planning team and education. So everything I do kind of helps, like everything I'm asked to do, sorry, in terms of being able to be given more opportunities, it's always been a useful skill and knowledge to help me progress.


Interview Researcher    13:00
Yeah, yeah.
Yeah, yeah, yeah.


Participant N13:20
because I've done it and I've had those opportunities and I'm always welcome to say no, it's never oh you have to do this or you have to do that. It's always like there's this opportunity coming up, would you like to come along, would you like to do this? Yeah, and I think


Interview Researcher    13:27
No.
Would you like to? Yeah.


Participant N13:35
I think when it's posed to you that way, rather than, oh, no, you can't do this unless you do this, this, this and this. I think that's when I struggle because I'm not very, I'm not very good at when people are like, oh, well, no, you can't progress or you can't do this unless you've done this and this. I guess formal qualifications, 100%.


Interview Researcher    13:42
Yeah.
Finance, yeah, on with you.


Participant N13:55
I totally understand that. But sometimes when it's like experience or opportunities or, you know, they lack opportunities, I'm like, well, have they been given the opportunities? Are they given the way? So I very much welcome the way that it works for me within the authority. And I definitely feel that I'm given plenty of opportunities and ways to develop.
and progress. However, like I said, it's just sometimes I do get frustrated with some of the kind of corporate kind of logistical things.


Interview Researcher    14:26
I think that's a really balanced, you've given a really, really good balanced perspective there, so I appreciate that. Okay, no, it's good. Next question then. Are there any particular values or behaviours that are emphasized that you can pinpoint and say these are the specific values of behaviors that this local authority shows?


Participant N14:33
Is that right?
I would say making a difference 100% in the sense of we're always striving to make a difference for us in education in the sense of improving quality, additional learning needs, but also as well just in terms of curriculum, buildings, we're always looking to expand and to make the difference so that they're able to have


Interview Researcher    14:50
Yeah.
Yeah.


Participant N15:09
a better offer. We're always striving for a better offer for that, but also as well as a team. I feel like when I first started in the authority and it took me a while to kind of adjust because I wasn't used to office corporate lifestyle. I was because I was a teacher.


Interview Researcher    15:27
Beautiful, yeah.


Participant N15:28
Teacher and you know, I was managing 30 children, or you know, having my face smashed in or something when I was in special school, you know, like it was such a weird, it's such a weird difference, if that makes sense. So...


Interview Researcher    15:32
Yeah.
Yeah, yeah, yeah, yeah, yeah.


Participant N15:45
For me, it's about those, that kind of that difference. But I think as well internally, we really strive to make a difference in the sense of working more collaboratively and I think this kind of links with the working together element of it. We're working with like cross sector, so kind of working alongside social services to make sure that
there is that link and that we are joining up and having those discussions and that we're supporting each other with ways forward. The same when it comes to building and planning. If they get a grant in and they say we've got X amount of money, they will come to me and they'll say, you know, you're best placed to know how to spend this money. We don't want to just
you know, assume and always go away and come back with a plan and then, you know, they utilize that plan. So there's lots of cross working and the same with kind of, even though child protection we've got in education, but I would say even with safeguarding, there's a lot of cross working as well. You know, I'll cover child protection conferences and I feel quite


Interview Researcher    16:35
Mm.


Participant N16:51
passionate about supporting those that are there as well. You know, I think sometimes I do feel for some of them there. But I think, so there's definitely for me, I would say those two stand out the most is the working together and the making a difference because you can really see it in terms of that. I think the being responsible part, I think,


Interview Researcher    17:04
I see.


Participant N17:11
everybody's responsible for everything. So I when I say struggle with that value, but I feel like that's something which is different to kind of everybody should be responsible for their own job and everything like that. So for me, it's that one's harder to kind of evidence, I suppose, in terms of what I can kind of say.


Interview Researcher    17:23
Yeah, yeah.


Participant N17:31
Apart from the fact that, you know, we take all of our statutory roles, you know, extremely, you know, make...
you know extremely important to us and showing we're meeting deadlines and things like that with regards to statutory processes and things like that. But I would say probably the two that stand out the most I would say is that making a difference and working together and I think that's really easier to
kind of showcase, I suppose, in terms of what we do within Education in my department.


Interview Researcher    18:03
Thank you. That's really and really specific as well, so I appreciate that. Okay. In terms of leadership and management, then, what is your experience of leadership within the organisation? And what you can do, A, with this one is see it from both angles. So your own leadership approaches and then what kind of leadership you've had. And you've kind of touched on some of that already.


Participant N18:19
Yeah.
Yeah. So in terms of obviously, I'm a manager of many different teams, but also as well, many external different teams, not necessarily a manager, but managing that kind of SLA or, you know, making sure that things are working as they do. So I think in terms of what my leadership and management is, I very much believe in


Interview Researcher    18:25
And.


Participant N18:47
having that kind of coaching and providing data to people. So I don't mean just numbers. I mean in terms of data is being is providing those in this information. So I will never challenge somebody within my team or anybody I manage unless I have the data. I don't go on hearsay.


Interview Researcher    18:52
Yeah.


Participant N19:08
So for instance, I will always collect, I say collect as if I'm like, you know, withering away little pieces of paper, but collect in good quality key information to be able to say to somebody, look, one, you know, if something's going really well, like I can see over the last couple of weeks, you know, I've seen some really good pieces of key work.
going well, so I always make sure that I provide some really good positive feedback regularly, because I think sometimes, you know, you know, those throwaway comments are, well done, that's great, or things like that, people forget, whereas I think sometimes, you know, having that email really boosts you and always tell them to kind of share that with their whole team and, you know,


Interview Researcher    19:33
And.




Participant N19:48
and really promote that and lots of people say, oh yeah, but it's just my job. And I say, yeah, but you're doing a really good job at what you're doing. You know, everybody can do a job, but can they do the job well? Can they, you know, can they, are they invested in it? Do they have the skills? Do they have the knowledge? And like, you know, we've got some really good, you know, expertise across the setting. So


Interview Researcher    19:59
Yeah.


Participant N20:08
So I always try and promote that within, but providing good quality data, like I said, whether that's information, figures, facts, but it's got to be there for me in terms of that as well. But also as well, that works in the opposite as well. If somebody's underperforming, I'm able to provide data for it, because I think that's difficult when you have to challenge somebody about their
performance or maybe not working to their best ability and you've seen a decline. So I always kind of have that kind of informal conversation with them, sit them down, talk about the things that I've seen, but always make sure it's factual and evidenced, not, oh, I've, you know, I've seen or I've heard.
I've got it, like I've got physical data to do that, to help support as well, because then I try and always look at different ways of, well, if I'm having this conversation with you, well, how are we going to move forward? What would you feel you need to go forward? Let's go away and let's come back again.


Interview Researcher    20:51
Lane.
Yeah, sure.






Participant N21:09
I try and make it as a supportive measure because nobody likes to be told they're rubbish at their job or they're not doing what they're supposed to be doing and sometimes there can be many factors. So I think by having that kind of coaching and management element of things, I try and work really hard on that, but also being very approachable as a leader. I'm not


Interview Researcher    21:16
No, no.


Participant N21:31
I, although I've got authority and power, shall we say, and what I do within my role, I always say to everybody, don't abuse it in terms of what I can and can't do and what I can overturn and things like that, because there's a time and a place for that for me to be able to do that. Let's work together on


Interview Researcher    21:42
And.
Yeah.


Participant N21:50
on solutions because I never want it to be with, oh, well, I can't get this done, so I'll just ask A to do it and overturn it. I need to coach people to be able to manage that themselves and to be able to overcome different ways of working and things like that. So that's always something which I'm quite, when I say like passionate about, but I always try and fulfill everybody with a skill and give them opportunities.


Interview Researcher    21:56
Yeah.
Mhm.


Participant N22:14
So like I've talked about the opportunities I've been given, I'll give those to my team. So I'll always say to them, look, I don't know if you've got capacity in a diary, but I'm going to be doing, you know, procurement of the counselling based service, you know, and things like that. But, you know, do you want to come along, see what the process looks like and understand it? Because


Interview Researcher    22:27
Yeah.
Yeah.
Yeah, yeah, yeah.


Participant N22:34
they don't come around massively those times of when we're, you know, when we're going out to tender and things like that. But it's a really good skill to have, you know, when lots of people come forward and, you know, and say yes and things like that. So that's always really positive, but I always try and go through that. And I've kind of, I've read a really good book and I've got it here, Jay, and I can lend it to you.


Interview Researcher    22:43
So...


Participant N22:55
But it's a guy called Martin LeCompt. Have you heard of him?


Interview Researcher    22:59
What's the name of the book?


Participant N23:01
Martin, so it's called, I don't know if you see it, the 10.


Interview Researcher    23:04
The rules of leadership.


Participant N23:07
It's really good. I can bring it in and you can borrow it.


Interview Researcher    23:09
Send it, send it to me. Will you send it to me on Teams? Yeah, yeah, please.


Participant N23:12
Yeah, I will.
And we had training with Martin and he was fantastic and he's like really developed my leadership in terms of what I do in the sense of when people talk to you about feedback, like, oh, I'm just going to give you some feedback and everyone dreads it because they're like, oh, it's feedback. You know, like, what is that? So we talk about having those conversations and data.


Interview Researcher    23:21
Wow.
Yeah.
Yeah.


Participant N23:36
which is why I called it data, because I always say to them, you know, I've got data and information and things like that.
I always give my, I'm quite reflective in what I do as well in the sense of when I'm meeting with my teams, I say to them, is there anything that I'm doing which would help, which can help you in the sense of, am I bombarding you with too much information at the moment? Do you need me to give you a break? Because I understand that some people do need that as well.
because what's urgent to me might not be urgent to them and things like that, but looking at priorities. So it's like having those conversations. So although I do lots of coaching leadership direction as well, there are times where I do have to kind of put like my stronger, powerful kind of thing on and say,


Interview Researcher    24:08
I see what you mean.


Participant N24:25
Like, no, that's not happening and having those serious conversations. However, because of my leadership style, it worked really well in the sense that people know if I'm having that conversation.


Interview Researcher    24:28
So.
What is your leadership, sir? I'm interested.


Participant N24:39
So, have you done colour blocks? Have you done the colour works?


Interview Researcher    24:40
Ohh, no, no, no, tell me, tell me about that, yeah.


Participant N24:43
The colour works. So I've got my profiles. I'd be happy to show you my profiles so you could see. And it's really interesting because when I did my colour works, when I was in, I did it in school as a leader.


Interview Researcher    24:47
Are you?


Participant N24:56
and I was very yellow and green in terms of how I was and now I'm very red and blue.


Interview Researcher    25:03
Trusting.
Participant N25:05
At.
When I met with Steve, the guy who runs the colour works, he said to me my profile was very, I'm not even, but I've almost got like quite like quarters of everything.
and he said, it's because I adapt my leadership and my management and the way that I work, depending on the level of people I'm talking to. So if I'm talking to my seniors, then I know that I can speak at that high level, red, blue, really organised, kind of direct, this, this, this, and this.


Interview Researcher    25:27
Interesting.
Yeah, yeah, yeah.


Participant N25:36
But if I'm talking lower down within the organisation and I don't like to say lower down, but people who have less responsibility, shall we say, I go down to yellow and green because it's more on their level. So I adapt to my audience massively. But I'd like to think that


Interview Researcher    25:45
Yeah, sure.
So, you're adapting to your audience? That's interesting.


Participant N25:56
what I like about my leadership and I think, you know, and it'd be, well, maybe it would, maybe it wouldn't, but it'd be interesting as well if feedback from my others, which I do speak to my, you know, the managers and things like that, I give them an opportunity to let Rip into me.
But I think it's important because I think we, you know, for them, because that helps me and it's not personal, we don't get like, you know, personal, but on a professional level. But we talk about kind of ways of ways of working and what works. Like, I know if I need Nathan to do something, I'll put


Interview Researcher    26:16
Yeah.
No, no, no.


Participant N26:33
Action in the subject, so he knows he's got to action it quickly.
Otherwise, he'll sit in his mailbox and he'll just say, oh, I get round to that.


Interview Researcher    26:39
I see.
So that is that your learning approach with each other then? So he responds well to that. I see.


Participant N26:45
Yeah.
Yeah, so he responds well to action and like high importance and, you know, things being kind of directed to him because, you know, the poor guy gets over 100 emails A day. So he gets, you know, he gets a huge amount. So I always do that. Whereas with Laura, an email is no good to Laura.


Interview Researcher    26:58
Oh yeah, I can imagine.


Participant N27:06
who was in the early years team, she needs to have a conversation. So I've got to ring her, if that makes sense, and we've got to have a conversation. She needs to see me face to face and she wants to talk stuff back and forth. So I know which way all of my...


Interview Researcher    27:20
You've adapted to each of your individual managers, so you know what they need in order to get the best out of them. Nice one, Abby. Nice one.


Participant N27:22
Yeah.
Yeah.
Yeah.
Yeah, so I do that, but I think that's because I've had that, like some of my, some of the head teachers I had were horrendous, but two of the head teachers who I worked with have given me those opportunities, but even more so since I've joined kind of the corporate side of the local authority, should we say, not, you know, not the school side of
of the LA, but education is that I've picked up lots of different things. I really learn a lot from my manager's manager because she manages me on a Monday and a Friday, so she will often come to me at quite high. Yeah, I get two kind of different styles of things.


Interview Researcher    28:00
Interesting. So you get very different, you get different.
Wow.


Participant N28:06
Because when I'm talking to my manager, because we're almost doing a similar, a very similar role in remits, it's more about what we, what, who's doing what ways, that kind of thing. It's not necessarily as much coaching anymore. Whereas I get a lot more coaching then from her senior, which is my manager on a Monday and a Friday. So




Interview Researcher    28:24
That's really interesting, isn't it? So to some extent, you're experiencing a very different kind of leadership approach. How interesting.


Participant N28:26
Yeah.
Yeah.
But I get lots from it and I do feel that that empowers me to do it.


Interview Researcher    28:38
Do you feel like, I was going to say, does one resonate more with you than the other? Do you ever get a sense of, so do you crave one more than the other?


Participant N28:48
I don't crave more than more than one than the other. What I wish is that sometimes some of them would utilise each other's because sometimes the one manager will be


Interview Researcher    28:57
Interesting.


Participant N29:03
quite direct, short, sharp, and I need a little bit more information, but I can't ask her because she's shutting it down. She's almost like, is this, this, this and this, and that's it, like off you go. And if I, and she'll let me ask follow up questions, she won't just shut it down completely. But sometimes I need to talk through and have a bit more of a conversation.


Interview Researcher    29:17
No, no, my kid.




Participant N29:23
Whereas, and so my, so that manager could work from my other one and kind of given a little bit more context and a bit more, because I think they know, but they haven't like relayed that quite as well. But then my other manager will go on and on and I'm like, I've got it.


Interview Researcher    29:30
Yeah, like learning from each other's styles.


Participant N29:41
I don't need any more, like almost like I need you to be more streamlined. Yeah, more focused, streamlined. Let me get on with the job now. I don't want to go over it four or five times, you know, in terms of that. So, but equally, both have given me such amazing opportunities, but I also get opportunities from other managers within


Interview Researcher    29:43
Yeah.
Officer precise.
Hard.
I felt like he said.


Participant N30:04
Yes, MT as well, so you know.
Yeah.




Interview Researcher    30:14
Let me ask you then. Okay, so next question. Can you give an example of how a particular leadership initiative or situation has influenced an organizational outcome?


Participant N30:30
Okay, so I would probably say we have training from, like I said, Martin Acompt and I'll send you the information over on the 10 golden rules of leadership.


Interview Researcher    30:38
Yeah, I love that.


Participant N30:42
and it's not based in schools, it's not based in corporate, it's rules of leadership, it's not directed at anybody.


Interview Researcher    30:51
It's lovely, just before we continue, it's really nice. This is the first time I've had a conversation with any colleague who said to me, I've got a book that you might want to read. So thank you for providing an original, original perspective.


Participant N31:01
Yeah, no, honestly, it's really good. And if you're on LinkedIn, he's on LinkedIn as well and he does podcasts and things like that. But he's really good in the sense of we did our colour works and that was great in terms of the of the colour works. But there was kind of


Interview Researcher    31:08
Okay.


Participant N31:19
When I say there was no big feedback afterwards, but there was nothing. It was like, okay, this is how you work.
that was it kind of thing. Whereas with this training it was really pertinent and it really helped us to make that working together better within the authority because
Everybody kind of, all the senior leaders went on it. So everybody, you know, who was managing a team or manages multiple teams went on to the thing. And we talked about all the different things about different styles of leadership, what people like, what people don't like, what people find.
frustrating, what people love, you know, and this is where we all talked about how people were like, I like the key information, I like to be given it and like to go away. I know N, yeah, I know N, for instance, hates nothing more than a conversation with me, but if he knows he's ringing me, if he knows I'm ringing him, it's because he knows something's wrong. It's those kinds of things.


Interview Researcher    32:07
Bang, bang, bang.


Participant N32:17
you know, he's always done something wrong nine times out of 10, but I'll email him because he's better off having the information like that. Like I said, L needs the conversation. So that's really kind of where that all came from, but it helped us develop ways of working better across


Interview Researcher    32:23
Sure.


Participant N32:36
different teams. So between D’s team of Resources and Planning, between B's team of EWO's, N who sits with neat gems.
and then with K and my team in terms of working with ALN and Inclusion and then S for safeguarding in schools. So everybody was able to understand a little bit better of what certain teams needed. I know when we're speaking all together, kind of who needs what, I like to sit and listen for a bit and then feedback.


Interview Researcher    33:01
Sure.


Participant N33:09
I know some people will just say it straight away and they won't think, you know, they just blurt it out.


Interview Researcher    33:11
Jump in, yeah.
Yeah, yeah, yeah.


Participant N33:16
So by doing that 10 golden rules of leadership, everybody kind of was on the same page and understood everybody's way of working better. So because we understood different ways of working and that it was okay to work in different ways, we don't all have to work the same way. Yeah.


Interview Researcher    33:30
Absolutely.
In the same way.


Participant N33:35
You know, we don't all have to send the email. If some people feel better and more comfortable for a conversation, we should welcome that and we shouldn't hinder that because that could hinder their progress on the project or the piece of work. So for me, it's about having that adaptability, but it's really helped us to work together better.


Interview Researcher    33:48
Okay.


Participant N33:54
is definitely a better culture in terms of ways of working.


Interview Researcher    33:56
Yeah, and I love that. I think that's perfect that you have answered that perfectly. Your textbook to be fair. OK, so nice one then, nice one.


Participant N34:03
Yeah.


Interview Researcher    34:08
Can you describe a recent situation or project that reflects the organizational practices that you talked about at the very beginning? So the cultural stuff that you talked about in terms of values, can you think of a recent project?


Participant N34:17
Yeah.
And.
A recent project that we've done.
There is that kind of, yeah, there is a recent project and it kind of links with schools. Does it matter that it's working with schools within the local authority? No, okay. So with the, so we have our learning resource spaces.


Interview Researcher    34:36
Don't know that, you go for it.


Participant N34:44
and we placed them within the local authority. We place all children in the local authority in them. Schools don't, you know, the schools can't admit their own or anything like that in. But it got to a point last September, sorry, last July, where heads were getting really frustrated with the previous panel and they'd had enough.


Interview Researcher    35:00
Alright.


Participant N35:03
They, you know, I wasn't part of the panel, like it was just N and K and the LRB.
Head teachers.


Interview Researcher    35:11
Mhm.


Participant N35:11
and there was friction and then you could see it all falling apart. And S met them and I said, let's do an LRB forum. Let's do a forum whereby we talk about pupils, but then we talk about the challenges and what needs to help and things. And I said, and we'll do it monthly or
once every half term when it's in the spring term, because the terms are short, I said, and we'll do rolling minutes and we'll have, you know, when we'll have agendas and minutes will go out and there'll be a real structure to it. And I thought that's going to help with working together between the collaboration between schools and the local authority, because schools are hosting the learning resource space, but we are
placing them in the and in that and paying them for them.
and we also need to quality assure that provision. Although they have estin and everything like that, we need to be satisfied that those bases are working at the level they should be for those pupils. So at first it was kind of the first meeting was a little bit, not frosty, but everybody was a bit unknown and then everybody's warmed up and now we're coming up to the last one for the academic year.


Interview Researcher    36:14
I see


Participant N36:18
And I think we've had...
We've had September, October, November. We missed December because it was like crazy with school concerts and things like that. January, February, March, April, May, June. We will have had 10, 10 this academic year to talk about pupils and placements and ways forward and how we can do it.


Interview Researcher    36:27
Yeah, and Christmas.


Participant N36:41
but also like expanding of provision. We talked about challenges within.
cross sector between primary and secondary for transition. We've talked about partial timetables, we've talked about special schools threshold, you name it, we've talked it, transport, anything like that. You know, I've talked about social services with partial timetables, reminding them if you've got children with ALN, blah blah blah, you know, like


Interview Researcher    36:50
Mhm.
Yeah, and I appreciate it. I appreciate it.


Participant N37:06
But no, we talk about all these types of things, everything that we kind of feed into and that's had a huge impact alongside our values in the sense it's made a difference in that everybody's on the same journey and is on the same boat and going the same way.


Interview Researcher    37:21
Yeah.


Participant N37:22
But also as well, there's a lot much, there's much better collaboration in terms of working together. And that was really important for me because they don't sit in the civic, you know, they're all in their schools and also each one of those schools are individual. They've not, everybody's got different values, ethos and kind of things like that as well.


Interview Researcher    37:28
Mhm.
Show, show.


Participant N37:43
So trying to align everybody, but it became a really good.


Interview Researcher    37:45
Art.


Participant N37:48
forum in the sense of that we talk very openly and professionally because some people say, well, that won't work for my school because I don't believe in this, that and the other. And we say, OK, well, we need to come to a common ground. So it's those kind of conversations. And I think that has been a massive success this year in making a difference. And


Interview Researcher    37:59
Yeah, yeah, yeah.


Participant N38:07
You know, well, the speaking to heads and things like that, but also the feedback from head teachers has been massive in the sense of they really like the way it works.


Interview Researcher    38:12
Yeah.
Yeah.


Participant N38:16
So I think by doing that, it's strengthened our working together with head teachers and ourselves to be able to make sure that we're all working on the same page, but also they respect what we're doing as well and not, you know, in terms of that as well, because that's very important.


Interview Researcher    38:32
Yeah.
100%.


Participant N38:35
But ultimately, we're making a difference to the children, which is what we need to do. So everybody's working to the same goal, but we're working in different, different teams.


Interview Researcher    38:39
Absolutely.
I get you. No, no, that's a really good bit of, you know, what you've described is lovely. But also, I can see why that partnership work is going to work because you're creating a space for people to develop an understanding of what's going on. So everybody's sharing the journey. God, that's a great way of dissolving barriers as well, A. Well done. No small task. Okay.


Participant N38:55
Yeah.
Yeah.
Yeah.


Interview Researcher    39:04
Can you describe for me, we're nearly there actually, what the main challenges and successes have been?


Participant N39:12
So, the main challenges I would say...
are differences in personalities and opinions, which is probably quite common in terms of that, because everybody's work stream is.


Interview Researcher    39:22
Yeah.


Participant N39:29
Everybody's got the same goal, but the way that they get to that goal is different. So, or their work stream. So it could be, for instance, you know, with working within, you know, opening up a new LRB, you know, when I'm working with different teams to get that done, I'll be working with the school.


Interview Researcher    39:46
Mm-hmm.


Participant N39:48
A working with.
Resources and planning like Casson Cymru in terms of if I've got building and things to do. I'll be working with the ALN team. I'll be working with like my role in terms of what we're doing. So there's four different streams, but everybody's got a different role and sometimes those roles can conflict.


Interview Researcher    40:07
Show.


Participant N40:11
in the sense of, I'll say, I want to have a sensory room, I want this, I want that and the other, and G will say, you can't have that in Resources and Planning. We haven't got enough money, and I'll say, I'll find the money, I'll get it from this budget, and I'll give you my money, and you can do it in that sense, or whatever. Okay, and then G will say,
Mm.
We need planning permission, we need to do this, we need to do that. So there's always different work streams. So I think it's that conflict of everybody's got the same goal, but sometimes the challenge is across, but it's always kind of working together to look at, okay, well, what can we do or what is possible? I always say to them, look, shall I give you my vision first?
That's what I say to those teams. Should I give you my vision first? Yeah, here's my path. This is what I want and this is what I would like and this is my expectation. These are my negotiables. These are my non-negotiables.


Interview Researcher    40:52
That's a good starting point, isn't it? Yeah, here's my cars on the table, yeah.


Participant N41:05
Can you look through it and tell me what is possible or what isn't? Like, what is there no chance, you know, in terms of that? Make it more realistic, you know, when I go out.


Interview Researcher    41:14
Look at negotiating then, really, A, because you're going to go, this is what I want. Where can we sort of get a compromise?


Participant N41:17
Yeah!
Yeah, you know, and then they always come back to me with like, and you can have this, this and this, but you've got to pay for this. Like, we haven't gotten any money in this budget for it. So I'm like, OK, well, those are the kind of luxuries, I suppose. They're not essentials.


Interview Researcher    41:32
Yeah.




Participant N41:34
So I think there's those kind of barriers sometimes can be really difficult in terms of everybody's got a different and they won't necessarily know what
you know, resources and planning, working together and cuss on, that's fine. But then when it comes to kind of like myself and the school, we'll be coming from an education, best interest of the child, they'll be coming on, health and safety, what is allowed, what's not allowed. And although we care about that element of things, we're just thinking of what is it that the children need.


Interview Researcher    41:54
Children.
Yeah, yeah, yeah, yeah.


Participant N42:05
they're thinking of more of things. So sometimes we can come to disagreements, sometimes heated, sometimes not, in terms of that. They have given me my own hard hat now because they say to me, when you're coming out on building sites, you tromp about as if you know it, pointing at this, pointing at that, we've given you a hard hat and a high vis.


Interview Researcher    42:23
Yeah.


Participant N42:26
So I say, that's fine. I don't care what are you going to give me, but I want this. You know, honestly, I'm like DIY SOS. I'm like, no, we're having this.


Interview Researcher    42:32
No, this is good. This is good, A. So then to some extent, as a result of this work, I mean, it's great that you talked about that. You do get positive outcomes as a result of that, because obviously, you're going in with a hard sell, but actually in reality, you come to a point where you can negotiate something that works. That's great.


Participant N42:44
Yeah.
Yeah.
Yeah.


Interview Researcher    42:51
That's great. Nice, A. All right, then. Okay, nearly there, nearly there. Okay, have you, sorry, how have your personal experiences shaped your view of the organization?


Participant N42:57
Boo!
Say that question again.


Interview Researcher    43:07
How have your personal experiences shaped your view of Newport City Council?


Participant N43:16
I think I drive A lot. I think like my views and my like in terms of what my work remit is and things like that is very much about best interest for the child. The child comes first. All roads lead to a child. Therefore, we need to make sure that all these roads are not potholes and they've got and they're smooth or they're as smooth as possible. They can have


Interview Researcher    43:27
Yeah, yeah.
Yeah.


Participant N43:38
bumps, or you want any holes or gaps or bridge, you know, and we can build bridges and we can do X, Y, and Z, but I think for me, it's very much champion all the time about, okay, but what are we? Yeah, but okay, but what about the child? Like, yeah, that's what we want.
but what is it that's in the best interest of the child? So I think for me, I'm constantly always referring to that and that's through everything, you know, like any decisions we make about a change in of panel, a change in of environment. I'm like, okay, yeah, we can all change these things, but that's going to have a detrimental effect on the child.


Interview Researcher    43:58
for them.
Yeah.
What difference is it gonna man?


Participant N44:16
So we need to really plan and prepare for that very carefully. So it's always possible, but I'm very much championing that. And I think that's come really strong within my teams now. So especially within education, I always say that. And it was funny because even R, who's leading on my projects to develop the outdoor provision for learning resource spaces, was really nice.
sensory play equipment, which they've bid money for for me to get. And what's really nice is he said, you know, will that meet the needs of the child? Is that going to meet the needs of the children? Now he works in like resources and planning, sketching, doing architecture.


Interview Researcher    44:44
Nice.
But you're not realizing that you're shaping other people's, yeah, yeah, yeah.


Participant N44:56
Yeah, but I'm shaping his understanding to understand that it's not just about, oh yeah, well, that looks like a great playground. Yeah, we can all build a playground, but is it fit for purpose? Is it this, that and the other? You know, if you got down to their eye level, if you looked at, you know, all these like different things. So I think for me, it's always championed that child's voice.
But because I do that, people's leadership skills then have developed of, okay, well, what is the purpose of why we're doing this? Are we doing this for us or are we doing it for them? And if we're doing it for them, we've got to make sure that it's X, Y and Z. So I think there's a lot, there is a bigger shift in culture with that. And I think we've seen that through our leader, D, when he is put


Interview Researcher    45:24
Yeah.


Participant N45:36
quite a lot of money into education in terms of being able to understand the challenges as well, not just and I'm not just talking like mainstream school, but more specialist, like our out of county provisions and things like that. I'm saying we can't have those we need to invest in. So yeah, so I think, yeah, I think that's probably one way.


Interview Researcher    45:40
So.
Mhm.


Participant N45:56
which I could think offhand, off the cuff.


Interview Researcher    45:59
No, that's good, that's good. So, beautifully, this goes into the last bit then. So, are there any changes that you would suggest to improve the organization's culture or its leadership?


Participant N46:11
I wouldn't say changes, I'd say opportunities, because I know that opportunities aren't the same across all different parties, you know, in terms of what's there. And I think sometimes it depends who the leader is as well in terms of who's leading on things. You might get better opportunities. I don't think there's a


Interview Researcher    46:14
Lovely.
Sure.


Participant N46:30
a consistent offer maybe, you know, in terms of things like that. Like...
OK, I could be a great leader in education, but I wouldn't, you know, is there opportunities for cross-working? Like, could it be that I came and, you know, came on a like three days a week or two days a week over to Social Services and looked at what does the Service Manager do there and what does N's role look like?


Interview Researcher    46:54
Yeah.


Participant N46:55
and to look at different styles of leadership. So I think there could be more cross working in terms of opportunities like that where relevant. But also as well, I think


Interview Researcher    47:02
Yeah.


Participant N47:06
and this is something that I'm developing in our kind of Education is a passport to to leadership.
of what that looks like. So, I'm developing things within different kind of levels to be able to say, like, if you're working your way up to these different levels, then you know, and these, if you're participating in these opportunities, these stand you in good stead to move, to move and do these types of things and directions.


Interview Researcher    47:17
Yeah.


Participant N47:35
So almost like a passport to, I don't want to say like a passport to leadership and something like that, but a passport which almost, like you go to different countries and they stamp it, like almost a passport which would provide different opportunities across the authority where people could kind of go, oh yeah, well I went and spent some time over there or
Yeah, I get and I understand how that works because I think until, and a great way of thinking about it is, until social services and education became stronger, like our relationship and our meetings and all of that came, there was nothing. And now I feel like I've got a little bit of an insight into all your worlds and you've got a little bit of insight into my world.


Interview Researcher    48:13
Mm.


Participant N48:14
and where things stand. So it really helps strengthen work together and ways forward. You know, social, I've got social workers ringing me now and sending me emails. I never had that before. You know, I would much prefer that than have, you know, than people not thinking that they don't know anything and


Interview Researcher    48:18
Mhm.
So.


Participant N48:33
and supporting. So I think by having kind of those opportunities, like a passport, like I said, where you get like stamps, almost like you collect something, like a football sticker book, where you collect your sticker from Social Services because you've spent some time there and you understand certain elements.


Interview Researcher    48:46
No, no, no, you're right though. You're right. It's insight, isn't it? And what you're describing, something other people have talked about, is that interdepartmental connection, isn't it? Yeah, no, A, that makes perfect sense.


Participant N48:55
Yeah.
Because people don't understand the bigger pictures, like just having a meeting with one person and you think, well, I don't understand why they can't do this, that and the other. Well, we don't know because we don't work in that department and some of us are not interested and don't want to know. But sometimes I think I'd love to know the challenges because then maybe I would have a better understanding or I could maybe look at what we could do differently to help support that.


Interview Researcher    49:08
Yeah.
Yeah, yeah, yeah.


Participant N49:19
which is what we've done in Social Services in terms of like of that and this. So yeah, so I think that kind of, I think that would strengthen.


Interview Researcher    49:21
Lane.
Yeah.
Yeah, no, that's good. That's good. Thank you. Okay, you have definitely managed to manage that. I think you're the first, the only person A who's managed to do the full 60 minutes with me. I'm like, well done, well done. No, no, no, no, no. Don't apologise. Don't apologise. I think it's been lovely.


Participant N49:29
Strengthen it.
Oh, sorry. I do love a chat though. I do love a chat.
Not I can think of.


Interview Researcher  stopped transcription

Participant O4 June 2026, 11:04am

35m 7s


Interview Researcher  started transcription


Interview Researcher    0:03
You know that the topic matter is around transformational leadership. There's a whole wealth of theory available in the research which talks about transformational leadership. You identify certain characteristics and qualities and what you would expect to see. Just to be obviously crystal clear, this is only going to be between 45 and 60 minutes, depending on how quickly you answer the questions. So it's really down to you.
It's anonymized, so you will be participant, L,N, O,L, P, it could be any of those. So there'll be no identification of names. When I start to do the analysis of the transcript, I'll send a copy of the transcript to you first. You can then have a look at it, edit it, add any words in that you feel co-pilot might not co-pilot.
the transcription might have missed or not picked up. And the other part is that you can opt to lead the interview at any point in time if there's anything that you're not comfortable with. So it's completely optional. Are you happy to consent? Are you happy for us to proceed?


Participant O0:59
I'm happy to consent.


Interview Researcher    1:03
Okay, so.
Question number one.
So obviously I talked very briefly about the informed consent process, so we don't need to go through that component. Can you then briefly describe your role within the organisation?


Participant O1:18
Yes, I'm currently a senior leader within children’s services in a local authority. I've been in post for three and a half years now and have been part of the local authority for the last 7 1/2 years. I was previously employed in another local authority for 18 years as a social worker.
Is there anything else you'd like to know about my role or is that satisfactory?


Interview Researcher    1:51
No, no, that's good. That's very satisfactory.
Okay, and you've obviously talked about how long you've been in the position. Next question then, now just focuses on organisational culture. So how would you describe the culture of the local authority?


Participant O2:08
I suppose I'm pleased to say that I think that we're very people focused within the local authority. It's very much a public service driven organisation. I would say that's not just within Children Services, but largely across the organisation.
And you know...
all, I suppose, senior management are very child centred and recognise the, you know, the significant vulnerabilities that come with children and the need to ensure that they're Safeguarding at all time. I think there's quite a heavy emphasis placed on partnership relationships.
and.
in order, I suppose, right across the whole of the council in order to develop and create services, which I think is somewhat unusual compared to other councils that I'm aware of. I think that


Interview Researcher    3:04
Yeah.


Participant O3:22
We are very transformational within and I think that we are innovative as well in terms of, you know, and progressive. I think there is an open culture, an open door culture and a culture of wanting to strive to
do things differently, not to kind of stand still and create opportunities really for people to, I suppose, you know, take forward any ideas that they want to. So,


Interview Researcher    3:56
It sounds like then, from your experiences, you're able to draw from two very, very, or at least a couple of different local authority experiences. So for you, you feel this local authority has a very unique culture.


Participant O4:09
Yes, I would absolutely say that. And, you know, it is quite refreshing and I think that although, you know, we have to obviously manage, you know, public funds, there are ways and means in which we can deliver transformation.
and be innovative, as long as we evidence that, you know, what we're doing is in public interest.


Interview Researcher    4:35
Perfect. Thank you. Next question then. Are there any particular values or behaviors that you feel are emphasized?


Participant O4:47
Yeah, I think when you look at some of the local authority’s values, you know, it does talk about, you know, respect, openness, I suppose being accountable, respecting others that you work with.
Um...
And I just think that, you know, it's...
I suppose being adaptable and solution focused rather than.
focusing on the problem. It's more about thinking about how can we move and develop forward, I suppose. And again, just to reiterate, you know, a clear value is being child centred as well.


Interview Researcher    5:39
Yeah, yeah, that's great now. Okay, the next one then focuses specifically on leadership and management. So what is your experience of leadership within the organisation? And what I've been saying to people is when you interpret that question, think about it from both your own leadership style and approach and then also that of
How you been, I guess, Lead?


Participant O6:01
Yeah, okay. I suppose from my own experience as being a leader myself and kind of, you know, over the years really kind of, I suppose, analyzing and reflecting on my own leadership style, I think, you know, I am very much a transformational leader.
and I think that that fits in nicely within a social care setting because we're working in a very complex situation. I think that, you know, what comes with transformation leadership is really that balance between


Interview Researcher    6:23
Mhm.


Participant O6:43
transformation and innovation, but also having a balance with, I suppose, having clear processes, procedures in place as well in order that people have clear direction. I think it's, you know, I see myself as being, you know, visible and I think that that is


Interview Researcher    6:56
Mhm.


Participant O7:02
that is part of transformational leadership, having, you know, a clear vision, being values led, having, being relational as well. So ensuring that relationships are at the centre of everything, because I think that, you know, if you demonstrate that you have


Interview Researcher    7:14
Mhm.


Participant O7:23
positive relationships with your with your staff, then you know that is modelling how you expect them to be with their with children and families. So I think that that's really important, particularly in an emotionally demanding and high pressure workplace.


Interview Researcher    7:37
Yeah, sure.


Participant O7:47
I think that, you know, in terms of being a, you know, a leader, it is somewhat challenging because I suppose within a public public service, because you have to, I suppose, balance the strategic priorities with service improvements.
being inspection ready. You have to keep in mind kind of the operational delivery aspects of things and also, you know, ensuring that, you know, the needs of children and families are at the centre of everything that you do.


Interview Researcher    8:15
So.


Participant O8:26
I think for me, leadership is grounded in, you know, being clear, clarity is essential, being honest, willing to collaborate with others because we can't all do it by ourselves. Listening, providing challenge,


Interview Researcher    8:41
Sure.


Participant O8:45
and I think creating a culture where managers feel empowered to act, that's really, really important. And like I said, it doesn't come without its pressures because of the financial, you know, circumstances we find ourselves in recruitment.


Interview Researcher    9:03
Ok.


Participant O9:04
retention issues, complexity of families. So I also see myself as having to be adaptive as well and reflective when I'm considering all of all of those things. From a, I suppose when I'm thinking about
Leadership above.
above myself. I would say that there is an element of transformational leadership there, given the fact that, you know,


Interview Researcher    9:30
Mhm.


Participant O9:39
We want to be a modern council. We're not sitting still. We are driving forward and I suppose what we want to be is the best we can as a local authority against, you know, really challenging circumstances. We're embracing, you know, artificial intelligence. We're very much evidence based.


Interview Researcher    9:57
Then.


Participant O10:00
data, data informed. So a lot of the values that I've talked about in relation to myself, I find that, you know,
that actually that is modelled from the top, whereas I know that previous leadership within the council, it wasn't that type of leadership wasn't evident.


Interview Researcher    10:14
What you've just described now is a reoccurring theme, actually, that was mentioned a couple of times and I guess depending on the length of time people have been in the organisation, some people will remember the culture that was previously in place. So you've just, again, just confirmed some of the existing conversations. Okay, next question then.


Participant O10:41
Yes.


Interview Researcher    10:46
Can you give me an example then?
of how you feel leadership has influenced organization outcomes.


Participant O10:56
Yeah, so I think, you know, when we're talking about transformation leadership, thinking about embracing innovation across the council, the leader of the council and the chief executive have taken the decision to secure a pot of funding.
purely for transformation and innovation to enable the various different service areas across the council to think about, you know, areas where they can develop services which are more fitting for children and families and for


Interview Researcher    11:19
Yeah.


Participant O11:39
the citizens of the local area. Services that, you know, potentially can save the council further money in order to reinvest in other areas which need investing in. You know, I think about, you know, for Children Services itself, you know, I just think about


Interview Researcher    11:41
Mhm.
Yeah.


Participant O12:01
the whole kind of whole service review that we're currently undertaking. There was investment in that in terms of upskilling existing staff in the vanguard model in order that we could be, so it's investing in your staff to, I suppose, review the systems that they know in order to


Interview Researcher    12:14
Goodbye.


Participant O12:24
engage families, staff members, etc, seek their views to develop and enhance the existing service. I think about, you know, the investment we've had around short breaks, the Commissioning review in order to examine those services to see whether or not they are fit.


Interview Researcher    12:40
Yeah.


Participant O12:45
for service and if they're not, how can we do things smarter and think more innovatively around delivery of those provisions.


Interview Researcher    12:55
Right.
I think you've given two really good examples there now. You don't need to, yeah, yeah, you don't need to give loads. Okay. So we're going to move on to a specific, more specific bit. Can you describe a recent situation or project that you feel reflects the organisational practices that you talked about in the very beginning? So when you talked about some of those qualities,


Participant O13:00
Okay.


Interview Researcher    13:18
Can you think of an example of 1 project which evidences that?


Participant O13:25
I suppose I kindly touched upon the, in the last question around the whole Children Services Improvement, you know, the review process, how we were looking at, you know, demand management, quality assurance, workforce capacity.


Interview Researcher    13:41
Hmm.


Participant O13:45
I think, you know, this type of project really kind of reflects the realities of how the organisation operates, you know, looking at balancing statutory duties, financial pressures and the need to improve outcomes for complex children.


Interview Researcher    13:53
Yeah.


Participant O14:04
Um...
I think by kind of, you know, by reviewing how we respond to children on the edge of care and strengthening arrangements around Safeguarding and early intervention would certainly reflect core organisational practices, to be honest.
And in doing that, you know, what we've sought to do is not work in isolation, but very much get the voice of the, you know, the service user, the voice of Partner agencies, the voice of, you know,
other areas of the council. So we're making informed decisions about any service delivery that we find. And I think that, you know, when we were delivering transformational change, in order to do that, we need to consult, seek views, etc. for those people that are experiencing the services.


Interview Researcher    15:07
Thanks.


Participant O15:07
As if I just waffled on a bit there.


Interview Researcher    15:08
No, no, no, you haven't. You haven't. You gave. That was a really good. You touched on it and you've also related back to the particular values. That's fine.
Okay, from your perspective then, what do you think were the main challenges and the main successes of that particular project?


Participant O15:26
I think limited resource in terms of undertaking that, you know, we chose to do that in-house because we felt that, you know, it was important for us to engage with the relevant stakeholders and staff ourselves to have the
the lived experience because we needed to understand the core business to bring people with us in terms of any change. But that comes with limited resource, really, because we couldn't afford to put any additional resource into that. And that was, you know, also alongside, you know,


Interview Researcher    16:00
Mhm.


Participant O16:05
still working with high demand and complex situations, you know, workforce pressures as well.
I think that.
I think some of the successes is that, you know, we have got really committed staff and managers that were prepared to be open and honest with us and engage in that, despite, you know, having to manage the day-to-day pressures of the job. They took time out of their day to invest in this, really.


Interview Researcher    16:39
Ok.


Participant O16:44
I think it's also, you know, the process is enabling us to understand and improve collaboration across the whole service, but it's also helped our kind of more operational staff to think broader than their own individual teams.
I think it's, I think we've given, you know, I think they're stronger by using the Vanguard model, there's much more accountability at a team manager level, not just as a service manager and a head of service level, when thinking about how we deliver services to children and families.


Interview Researcher    17:17
I.
Mhm.


Participant O17:26
Yeah.


Interview Researcher    17:27
Yeah, it's good. It's good. Okay. Moving on to the next bit then. So this is more about your personal experiences. So how do you think your personal experiences have shaped your view of the council?


Participant O17:48
Um...


Interview Researcher    17:51
And you can, if it helps now, just to reflect on maybe your experience of coming from another local authority, so coming from a very different kind of environment and then coming into this local authority and maybe have those things shaped your thinking or about you as a person maybe?


Participant O18:04
Yeah.
Yeah, absolutely. I think, you know, I think having come from another organisation whereby
You weren't able to think innovatively, you weren't able to...
You didn't feel that you could be ambitious. You didn't feel empowered to think differently about how you could deliver services. I think, you know, coming to this local authority as an organisation, I was given a lot more autonomy, a lot more autonomy.


Interview Researcher    18:44
Yeah.


Participant O18:45
I was given a lot more freedom to think wider than just my area of service, but I suppose look broader than that and look at ways in which we could collaborate with other areas of the council and stakeholders outside of the council.
Um, so...
It's also enabled me some of the work that I've done with the senior leadership team within the council has given me much more, much more of an understanding really of the Strategic priorities across the wider council, not just within Social Services and how that then impacts on us as a service area.


Interview Researcher    19:25
So.


Participant O19:31
And...
The interface with, I suppose, the cabinet members, the leader, etc. and the various different scrutinies, you know, cabinet council has given me a greater understanding of political expectations as well and the interface between the politicians and the officers.


Interview Researcher    19:49
Mhm, mhm.
Children.
Stop.
Thank you.


Participant O20:14
And I just think that.
I just think that again, my experience in this local authority is that, you know, leaders are visible and that that's important and that's something that I strive to be when I moved from one local authority to another because I had seen a leader that wasn't particularly
visible and the impact that that had on staff. So for me that was really, really important and, you know, removing those myths that people have about senior managers that, you know, you are able to communicate, you are able to challenge.


Interview Researcher    20:43
No.
True.
Yeah.


Participant O21:02
and basically the importance really of is leading from the top. So making sure that, you know, I'm the best person that I can be as a leader in order that those people that, you know, are working underneath me can strive and mirror, mirror and model that.


Interview Researcher    21:10
Mm.
Yeah, that's good. OK, so.
is the last question there, welcome. Are there any changes that you would suggest to improve the organization's culture or its leadership?


Participant O21:38
I think, you know, when we think about, I think we're always on a journey, aren't we, in terms of, you know, I suppose, improving organisational culture and leadership because staff change, you know, different managers. I think it's important that, you know,


Interview Researcher    21:41
Head.


Participant O21:55
When new staff come in, we set the scene in terms of modelling behaviours, how we expect staff to behave within Children Services and the organisation as a whole. I'm keen to continue the Continuous Improvement model that


Interview Researcher    21:59
And.


Participant O22:17
that we have in Children Services, which is giving staff an opportunity really to put forward ideas, innovations, you know, put forward questions, etc. So, we've got that constant interface between us and the workforce.


Interview Researcher    22:17
Mhm.
Mhm.


Participant O22:36
and for me, that is continuing to build on a culture of openness and reflection, learning, where staff really feel able, I think, to raise issues, challenge practice, and contribute to, you know, ideas. And because for me,
just complying with something doesn't necessarily mean it's good and we should all always be open open to that. I think there's


Interview Researcher    23:00
Yeah.


Participant O23:07
For me, what's really important, and I know we've had some discussions where we recognise that, you know, some staff have got real potential moving up and moving into leadership positions. We should encourage that at all costs, you know, provide opportunities where staff can develop and encourage


Interview Researcher    23:20
Yeah.


Participant O23:26
encourage innovation and experience across the whole of the service area.


Interview Researcher    23:33
Mm.


Participant O23:36
I think, you know, communicate. I don't think you can have enough communication and consistency of that, ensuring that staff really understand the, I suppose, the strategic priorities, because unless they understand that, unless they understand the, you know, the wider
issues that govern how we deliver services within Children Services, then they're not going to understand where we're coming from as a leadership team. So that's really important. I think, I suppose finally really is prioritising staff wellbeing, because without our staff,


Interview Researcher    24:06
So.


Participant O24:15
We haven't got anything. Staff are really, really important and we've, you know, the job that we do is really, really difficult and really tough. So if we don't have resilient staff, we can't expect positive outcomes for our children and family. I think it's really important to


Interview Researcher    24:16
Yeah.


Participant O24:35
to continue to recognise the great work that staff do, you know, and celebrate that at every opportunity, not just within Social Services, but directorate and council wide through various different mechanisms. And also, you know, it's
about keeping the local authority.
as a perceived excellent employer. So retention is really important for me. So it's about how we can, how can we make the job enjoyable, interesting for our employers, our employees in order to keep the


Interview Researcher    25:07
Mhm.


Participant O25:19
you know, in order to keep staff in in what is a really difficult job.


Interview Researcher    25:23
You said, just to take that one step further than that, you know, you've already touched on some points on that broader level, but are there any other broader council recommendations that you would potentially make? Just given, I mean, obviously you have a lot of experience and knowledge within Children, but in terms of that interaction with other areas, is there anything that you think you would
make a broader recommendation around.


Participant O25:46
I think for I think for me, we have got, you know, I think I think we've got various different networks in which we can communicate, share priorities, innovations, etc. But I think that that's very much based on relationships and who you know, whereas for me, I think that, you know, certainly from a senior


Interview Researcher    26:14
Mm.
Mm.


Participant O26:25
that there should be various networks that are developed for, you know, operational managers and senior managers, service managers, etc. to meet and think about those things. I know that we've got pockets of that across the organisation, like, you know, quite a good relationship between housing and education.


Interview Researcher    26:34
No.
Yeah.


Participant O26:47
but it's the interface with with some of the other the other directorates. I know we've got staff network, but that is very much that's not a doesn't enable free flowing conversations. The I suppose the agenda is very much dictated and very corporate heavy rather than operational heavy.


Interview Researcher    26:49
Sure.
Oh.


Participant O27:09
So yeah, for me, that's really important.
Yeah, and I just think sometimes it's, you know, we've got a role to play in that and I think we're getting better at doing that as being more transparent about where the money comes from, that it's not just from an empty, and I think that would enable staff to feel that they need to be more accountable for their spend.


Interview Researcher    27:27
Sure.
Chum.


Participant O27:36
because ultimately it is the public purse and the council doesn't get bailed out.


Interview Researcher    27:42
Yeah, that's really helpful. Thank you. Well, you've answered all the questions. The last bit is, is there anything else that you'd like to add that you feel we've not covered?


Participant O27:54
No, I don't think so.


Interview Researcher  stopped transcription

Participant P 
Interview Researcher  started transcription


Interview Researcher    0:03
is I'll send a copy of the transcript. When I start doing the analysis, I'll send a copy over. You can have a read through of your very exciting words. I'm sure you better have a chance to review it, but it's only in that case there was anything that you felt that it didn't pick up or capture that you felt didn't reflect what you wanted to say. Does that make sense? But yeah, don't worry too much about it.


Participant P0:19
Yeah, no props.


Interview Researcher    0:22
I'll just quickly share the participation sheet. This should probably take about 25, 30 minutes, so it won't even take mega long. So it should be a really, really quick experience for you. Come on, I tell my laptop is so slow today. It's been like this since the heat kicked in. I don't know if you've...




Participant P0:39
Yeah.
Honestly, my laptop's been like, sounds like a fan, you know, like when it's going really loud and like, it's not coping.


Interview Researcher    0:47
It's just, I can't go. I can't go. So, I've already told you the subject matter. Obviously, the question says 45 to 60 minutes, but actually it's not. It's much quicker. The questions will cover your recent experiences about transformation leadership, transformational leadership.


Participant P0:50
Okay.


Interview Researcher    1:06
Any personal experiences and suggestions for Improvement? Obviously, I said it would be audio recorded, transcribed, and then I'm going to just analyse it. So, I'm going to do qualitative studies, so I'll just be looking at the themes. It's voluntary. You can enjoy at any point in time. If I say anything that triggers you, not that I think I will, but if I do, you're well within your rights to say, actually, I want to stop the interview.


Participant P1:23
Ok


Interview Researcher    1:27
Um, and then it's just a case of.
Just making sure that you're in agreement and you're happy to proceed.


Participant P1:33
Yeah, no problem. Sounds good.


Interview Researcher    1:34
Right, I'll bring the questions up for you so you can at least see them. I've obviously talked about myself a little bit. You already know me, but you know that I'm obviously doing a study on this particular area. There's loads of theory out there about transformational leadership. There was a very limited theory and research evidence that talked about what it looked like within a public


Participant P1:46
Links.


Interview Researcher    1:56
authority or local authority setting. So I thought, well, okay, this seems really appropriate. And so really all the questions are kind of geared around that, but they're really broad questions. So they won't be anything too specific that you'll think, crikey, I don't really know what I'm supposed to say here. You answer it however you feel comfortable and whatever makes most sense to you.


Participant P2:11
Okay.


Interview Researcher    2:15
Is that all right? So, very quickly then, describe very briefly your role within the organisation.


Participant P2:16
Yeah, that's fine.
So my role is Partnership Officer. I focus on community safety. I help coordinate the Community Safety Partnership, which is called [partnership name removed]. I essentially help coordinate partners to come together to discuss anything to do with community safety.
I also complete projects to do with community safety in the community and social behaviour and I oversee them. I don't know if that was good enough.


Interview Researcher    2:49
Yeah.
No, that's perfect. You summarise that beautifully. OK, so how long have you been in [local authority], particularly in this position?


Participant P3:02
Three, 2 and a half, nearly three years, I think. Yeah.


Interview Researcher    3:06
I.
That's a pretty good length of time. So on that basis then, how would you describe the culture of [local authority]?


Participant P3:10
No.
How would I describe the culture?


Interview Researcher    3:20
Yeah.


Participant P3:24
So hard.
Um...


Interview Researcher    3:28
And look, these are is what it means to you. So if you were to think about some some buzzwords that would make the most sense to you, [participant name removed], there's no right or wrong answer here. It's more about if you were to sort of identify [local authority] in terms of some of the things you think actually actually really a [local authority] thing, is that kind of concept.


Participant P3:31
Okay.
Mhm.
Well, I think because my role is partnership, I would say there's a lot of partnership working that goes on. Everyone is...
tries to chat to each other, friendly and approachable.
I think there's a lot of focus on like...
inclusion, diversity, Welsh language in the council, which is nice.


Interview Researcher    4:15
Mhm.


Participant P4:16
And.
Yeah, I think it's quite...
A large organisation for me, so...
Sometimes it's hard to know everything that goes on, so it feels quite fast, but...


Interview Researcher    4:28
Yeah, yeah.


Participant P4:32
Yeah, I think everyone is...
Helpful. I don't know. Do you want me to describe like what it's like working there or just like Newport City Council as a whole?


Interview Researcher    4:36
Play.
It's what every, no, it's what you feel like. It's basically what it feels like to you, [participant name removed], as an employee.


Participant P4:42
Yes.
Two.


Interview Researcher    4:49
And there's no wrong answer here. Like you've just given two really, really good examples.


Participant P4:49
Bing.
Yeah, I would just say it, I mean...
Like I was saying about it being like inclusive and things, I think there's like lots of good opportunities for work.
In the council, I think there's a lot of amazing work that goes on within the community, so it's quite community focused, especially in my area of work.


Interview Researcher    5:14
Yeah.
Yeah.


Participant P5:17
Um...
Yeah, I think.


Interview Researcher    5:20
No, that's nice. That's good. That's good. No, no, that's good. You've done a grand job. OK.
These that you feel are emphasized.


Participant P5:32
Oh, you cut out then, sorry.


Interview Researcher    5:33
[name removed].
Oh, sorry. Do you feel there are any particular values that are strongly emphasised in the council? So you talked about inclusivity.


Participant P5:35
Is it?
Yeah, I think because I work especially within.
The Policy and Partnership Team.
There's a big emphasis on equality, diversity, Welsh language.
you know, celebrating lots of different awareness days that come up.
So I would say probably for me it feels like...
particularly like Welsh culture and language is quite emphasized, being in [country/region removed].


Interview Researcher    6:17
Mhm.


Participant P6:19
and also just that inclusivity.
within the council. I think there's lots of different roles, like even with the apprenticeships and stuff, there's lots of roles for people to enter at different levels and
to be given opportunities. So yeah, I would say probably like equality, diversity, inclusivity, all of that.


Interview Researcher    6:34
Mhm.
Right, and as you said, because of the area that you work and you feel you can see that visibility more comfortably.


Participant P6:44
Yeah, I see it a lot. Yeah.


Interview Researcher    6:46
That's good. No, that's good. That's a really, really good example. Okay. So what is your experience of leadership within this organisation? So what you could think about it from is what you, you know, what you've had in terms of any receiving any leadership or if you yourself have had to do anything that's required some leadership. Does that make sense?


Participant P6:48
I.
Yeah.
I think what's quite unique about my role is...
I think within the council.


Interview Researcher    7:15
Ok.


Participant P7:15
But sometimes there's like a hierarchical way that you have to talk to people sometimes.
But with my role, I think because we're partnership led, I speak to people at all different levels.


Interview Researcher    7:29
Mhm.


Participant P7:30
Um, and I'll just go straight to them, which I quite like.


Interview Researcher    7:34
Yeah.


Participant P7:35
Um...
So I've experienced a lot of different levels of leadership, I suppose.


Interview Researcher    7:41
Yeah, and that's really interesting. So something you said because of the nature of your job, but also you've just reflected on the structure of local authority working.


Participant P7:45
Yeah.
Yeah.
I think, like, once you like...
I don't know, I'm going off on a tangent now. Once you get to know people within the council, you know who to go to. But I think if you're like, oh, who should I speak to? They're like, you've got to speak to them and then they'll speak to their manager and then they'll. So sometimes it is like hierarchical, but not in like a, it's just like the structure of the council kind of works like that. But


Interview Researcher    7:58
No, no, do it.


Participant P8:15
I suppose that's the, in my role then, I've spoken to lots of different steps of that structure. I think leadership, obviously, with my manager, she's my direct example of leadership in our massive team of me and her. So


Interview Researcher    8:30
Yeah, yeah.


Participant P8:35
Um...
But yeah, I think when I joined, like examples of leadership that I had to follow with other people.
were all really positive and I think people were all really keen to...
like show by example, like what to do in the role and things like that. I think that sometimes being at home,


Interview Researcher    8:57
Yeah.


Participant P9:02
It's hard because sometimes it's harder, like when you start a job now, when you like want to team someone, it's a bit harder maybe. What is your...


Interview Researcher    9:12
Because it, because of that kind of being just in terms of the way that the working environment is, so what do you mean?


Participant P9:17
Yeah, I think so. Like you don't just want to teams like a random manager out of the blue.


Interview Researcher    9:24
Yeah.


Participant P9:24
Even though like me and [manager name removed] do that, but
I'm just so like maybe for me, so examples of leadership, I've seen like [manager name removed] leading like our small team. She's like very hands on and like when we have.
check-ins every month, they're almost like redundant to us because we speak so much. So like, I think maybe other managers who wouldn't see their team like as often, that's really good for them. But me and [manager name removed] speaking all the time that when we get to the check-ins, we're like, well, I've told you all of this. But that's also because we're like really friendly. So that leadership.


Interview Researcher    9:48
The.


Participant P10:04
which I respond quite nicely to, is like hands-on, like friendly, you can talk about anything. So


Interview Researcher    10:06
Yeah.


Participant P10:15
I'm trying to think of different examples. And then I suppose with the way that the council is structured is, you know, like from like the leader of the council or like all the way down to like officer level or whatever. But sometimes it can feel quite formal.
the leadership as you get higher up maybe talking to people.


Interview Researcher    10:37
Yeah, yeah.


Participant P10:39
But it's still always like friendly. I don't feel it's like unreachable to speak to people at the higher level, which is quite nice. Like they.
I don't know if this is making sense.


Interview Researcher    10:51
Yeah, I know it is, it is.


Participant P10:53
Um, and then I suppose like within my wider team.
I've had the leadership of [senior manager name removed], who manages our wider team, who again is...
leads by example, I would say, you know, she's always trying to get the best out of us.


Interview Researcher    11:10
Yeah.


Participant P11:11
and to make the working environment nice as well.
Yeah, I don't know if you want to prompt me on any of that. Is this something I'm missing?


Interview Researcher    11:19
That was good.
No, no, no, no, no, no, this is good. This is good. Listen, this is about, it's your answers and how you flow over there, okay? So can you give us an example of how you feel leadership might have influenced an organisational outcome?


Participant P11:24
It.


Interview Researcher    11:37
And it, it's not, I'm not looking for some huge, like, amazing, it can be anything.


Participant P11:37
And.
Hey.
Well, I suppose...
Within say what I work in [community safety partnership].
There is like a governance structure. So if we want to make changes or anything, then we would take it up to [community safety partnership] and then I suppose those people who are the chairs of [community safety partnership] would be like the leaders of the community safety Partnership.


Interview Researcher    12:08
Mhm.


Participant P12:12
Um, and then they...
that group would then maybe decide on.
changes within like the working groups and stuff, for example. So I don't know if I can think of like a specific example, but not in a bad way, but just like that they would directly sort of.


Interview Researcher    12:24
Yeah.


Participant P12:33
decide on outcomes of different projects maybe or like whether that is like the right time to do that or if that's the right change to make.


Interview Researcher    12:42
Yeah.


Participant P12:44
But so that's like directly the governance of [community safety partnership], I suppose, influencing outcomes.


Interview Researcher    12:50
Yeah.


Participant P12:51
Um, but that also could can be positive in a way where...
like organisations or partners bring things to the group and then say the chair would be in the leadership position and they would help like solve an issue that someone was having in a community and they would like get the group together and say like what can we do about this and then that would maybe change the outcome.
So it's very much like partnership, everyone speaking together, discussing things, meetings as we love. But


Interview Researcher    13:27
Of course, we love a meeting.


Participant P13:30
I think, do you want like a specific example or?


Interview Researcher    13:33
No, no, no, it's okay. Listen, it's about...


Participant P13:35
No.


Interview Researcher    13:37
As long as you feel you're able to identify something, you're like, yeah, I can see the connexion between how that leadership works and then where it's impacting. That's actually fine. Honestly, that's fine. Okay, can you describe, and this is where you can go into a bit more detail, can you describe a recent situational project that you feel reflects the organization's practices? You know, I talked earlier about partnership working,


Participant P13:45
Yeah.


Interview Researcher    13:59
about inclusivity, think about that within that context. So if you can describe a project where you feel those things have been embodied in that.


Participant P13:59
Mhm.
Yeah.
I suppose, for me, maybe the...
Project that I...
oversee a bit with like the knife crime video that we created for schools.


Interview Researcher    14:22
Yeah, yeah.


Participant P14:26
And for that.
because it was going out to schools or across the [local area]. First of all, we wanted it to reflect the culture of [local area]. So we had someone from [local area] do the video. It was recorded around [local area] in different locations.
So that is sort of like, I think what [local authority] as well encourages, like homegrown, like nice talent and culture. And then also thinking about practices. So


Interview Researcher    14:49
Yeah, yeah.


Participant P15:01
We put it out to all the partners to approve, everyone to oversee. So it was like a partnership input. So it wasn't just one team working on something, which is probably.
A big practise that we have within my team is like...
Partnership working is like at the forefront.


Interview Researcher    15:16
Yeah.


Participant P15:20
Then also with like the equality and diversity that I was talking about before, we had the like video available with subtitles, Welsh subtitles, we could translate it into community languages. So that probably reflects the inclusivity again.


Interview Researcher    15:36
Being, yeah, brilliant.


Participant P15:39
Dent.
I think that's quite a good example.


Interview Researcher    15:43
Yeah, it's a great example. Okay, Grace, next question then, what do you think the main challenges and successes were?


Participant P15:55
Challenges.
Bing.
Challenges.
Honestly, we're like funding probably. Funding the projects.


Interview Researcher    16:08
Mhm.


Participant P16:14
Witch.
I suppose leadership had like a bit of an impact because we would take it higher within the governance structure and, you know, ask for opportunities for funding, things like that.


Interview Researcher    16:25
Children.


Participant P16:29
Then also identifying, you know, community languages appropriate.
If we've covered all bases with the equality and diversity, trying to make it accessible for everyone, that was took a bit of time.


Interview Researcher    16:43
Sure.


Participant P16:44
I think the successes were that we've had feedback from the schools now and some of the pupils wrote some really lovely poems off the back of it, so that was really nice.


Interview Researcher    16:55
No.


Participant P16:56
Yeah, and then...
So the teachers sent us feedback, they'd, you know, done some lessons with the kids around the video. So that was like really lovely to see. I mean, obviously it's a sensitive topic, knife crime, but it was nice to see the work that some of our projects had actually produced within the community. So that was, yeah, that was really nice.


Interview Researcher    17:05
Mhm.
Yeah, yeah, yeah. That's also a great example of the of the of things demonstrating good outcomes there, so.


Participant P17:21
Yeah.


Interview Researcher    17:24
Right, thank you very much. Okay, so the good news is we're nearly there.


Participant P17:30
Okay.


Interview Researcher    17:31
So, how have your personal experiences shaped your view of [local authority], do you think?


Participant P17:37
Newport as a whole or like the camps?


Interview Researcher    17:38
Yeah, other council, sorry, get the council. I'll be more specific.


Participant P17:41
Okay.
Um...


Interview Researcher    17:45
Sorry, just get some tissue. Sorry there.


Participant P17:47
No, it's alright. My personal experiences.
Bank.
So I used to work...
I used to work in like a private housing association and then I think going from like private company to like a government company, but then before that I also used to work in probation, which is also local sort of government level, like the council. So I think having that


Interview Researcher    18:03
Mhm.


Participant P18:19
background, it does make you see maybe how different sectors work. So.
I think, like I said earlier, the private organisation was quite small, the Housing Association. So you could go and speak to like the chief exec, really, like you could knock on her door. But then


Interview Researcher    18:37
Oh wow, so it was much more smaller and accessible.


Participant P18:40
Yeah, it was, it was like, I mean, there was still like a hierarchy, like kind of, you know, you would go to your manager, but it was more like accessible and it was a smaller organisation, so you kind of knew everyone. So I think when I came into the council, it was like a bit like, oh my gosh, this team that I didn't even know existed, that are like so big.


Interview Researcher    18:48
The end.


Participant P19:00
Um...
So, I suppose, in terms of like leadership, that...
It's hard understanding maybe who's like the manager of what team, who sits where.




Interview Researcher    19:07
Mhm.
Sure.


Participant P19:13
But like, you know, nearly three years in, I'm like, it's opening up a lot more. I mean, again, my role quite specifically helps because I talk to more different teams within the council than I do to my own team sometimes. So, which is quite nice. But


Interview Researcher    19:26
Show, show.


Participant P19:29
I also have, like...
a lot of family that work like with the council and a family member works in Social Services. So that probably helps me understand how different areas of the organisation work as well. Personally, that is like a direct personal experience. Even that side of the building, I never go over there and then they're like, my office is here and I'm like, I didn't even know that existed.


Interview Researcher    19:43
Chill.
OK, it kind of converges a bit about the size of the council, isn't it? It's a big organisation, isn't it? Yeah.


Participant P19:57
Yeah.
It is big. But yeah, I would say probably the, my most personal experience that has shaped my view is like going from the different, from like the private sector to like local government. And it's just, it just is quite big. I mean, anywhere you go, I think there's so many teams and like councils.
But...
It's hard to know sometimes, but it just takes a while to understand. I think probably like working from home probably hasn't helped that. Because like you would probably walk around the office before and like you could get to know people, but.


Interview Researcher    20:28
Yeah, sure.
That makes sense. Yeah, that's really helpful. That's really helpful. Okay, the next one then, and this is the last question, which is good news for you. Are there any changes that you would suggest to improve the organisation's culture or its leadership?


Participant P20:36
Yeah.
I.
I think it's hard because, again, it's quite personal to my role. Like, I do speak to a lot of different teams, but I can imagine if you're in a team that is like...
quite specific and you don't speak to other people.
that sometimes you can stay sort of like within your team and not branch out. And I think...


Interview Researcher    21:16
Yeah.


Participant P21:18
That is like an accidental culture maybe just because of like the way the council works.


Interview Researcher    21:23
I got you.


Participant P21:24
But.
Yeah, obviously I'm a bit more lucky that I speak to lots of different teams and stuff. But I know, so like maybe another example of like leadership that I've experienced is like we had an apprentice starting our team and I was sort of like, she was shadowing me for a little bit and like she was asking a little bit about
the structure of the council and the different teams and things and it probably is a bit overwhelming when you come in but then
I think maybe to overcome that. Like, I think the apprentices had like a tea and coffee day with like the leader or something like that. So they got to, yeah, they went and had like tea with him or something. I don't know whether it was when it was the leader now or before, but


Interview Researcher    22:04
Oh, that's nice.


Participant P22:13
Maybe just more.
Like, I'm, I mean, I feel like I'm coming at it from like a view of like early career because I've only ever had like, you know, I still think I'm really young in my head, even though I'm not.


Interview Researcher    22:27
Yeah, yeah, yeah.


Participant P22:29
But like, I think if you're, say, a younger person coming into the council and it's like one of your first jobs, maybe just like going around and going to meet different teams that have nothing to do with you or different managers that you can reach out to and like understanding like leadership in that way. But then also,
maybe seeing leadership in different ways, because I know that our team is particularly like, we're very chatty, very friendly. Not that other teams aren't friendly, but you know, they may manage in like different ways and like leadership might be different in like finance or something, I don't know.


Interview Researcher    22:58
No, I know what you mean there, guys.


Participant P23:09
I don't know why I thought that in my head because I'm like numbers, it's like, it's different, you are different. Like the stuff we talk about is very chatty, very like, you know, we all discuss it a lot. But yeah, maybe just like the way it could change is just a bit more.
integration, but I don't really know how you do that when it's like on teams quite a lot and I know they try and do like the days, you know, when we all go on teams, but it's hard to like...
meet different managers. I think like weirdly, the Christmas advent calendar thing sometimes helps because different teams do videos and then you can kind of be like, oh, that's the manager of like, you know, that team or whatever. And then you kind of put faces to names, which kind of helps. But yeah.


Interview Researcher    23:55
No, no, that's really and that's a really good example. So, yeah, thanks. You're not the first to raise that as well, actually. Yeah.


Participant P23:58
Yeah.
I agree.
Quite enjoy them, because you get to see the managers being like silly and stuff.
It is interesting. But yeah, I think overall, I think there is like a nice culture within the council, you know, I think everyone's like, if you do reach out to people, if you know who to reach out to, then everyone's always really helpful. And it is like,
quite a partnership, you know, everyone wants to work together, but I think it can be hard just because of COVID and like the size of the council and maybe just more integration, I would say, for like to get to know different leadership styles. So if you...




Interview Researcher    24:31
Is that nice?


Participant P24:38
Sorry, I'm going off on one now.


Interview Researcher    24:39
No, you not, you not going.


Participant P24:41
I was going to say, if you want to go into like management like me now, I'm thinking if I wanted to become a manager, like I obviously have H as an example of how to manage a team, which is brilliant because we are very similar. But like, it's nice to see like other examples of managers and leadership as well, I think sometimes. So


Participant P24:41
I was going to say, if you want to go into like management like me now, I'm thinking if I wanted to become a manager, like I obviously have [manager initial removed] as an example of how to manage a team, which is brilliant because we are very similar. But like, it's nice to see like other examples of managers and leadership as well, I think sometimes. So


Participant P25:02
Yeah, just like chatting to different people, I think.


Interview Researcher    25:02
No, it's good.
That's good. That's really good. And actually, it's really interesting to hear your perspective for newbies coming into the organisation. So I like that. That's great. Well done. You've done it all. Thank you very, very much for your time. I really appreciate it. It was perfect, guys. It was perfect. Have a lush Friday. I hope you get a chance to cool down and have a fun weekend.




Participant P25:12
Yeah.
It's okay. I hope that was okay.
I'm you, I'm going to sit in front of a fan now.


Interview Researcher    25:27
Alright, yeah, see you soon.


Interview Researcher  stopped transcription

Participant Q 
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Interview Researcher  started transcription


Interview Researcher  0:03
all it's about is the concept of transformational leadership within [Local Authority], because it's the buzzword that gets thrown around all the time. And it's really then just looking at your direct experiences of that concept and see if it aligns with the theory. Okay.


Participant Q0:09
Oh yeah.
Yes, by the way.


Interview Researcher    0:19
Are you ready for your questions? Right. Oh yeah, do you know, recently exactly the same and N, they both went into interview mode. It was just obviously confirmed, confidential and anonymized, so nobody's going to know who you are. So you can be as...


Participant Q0:24
Like an interview.
If.
Yeah.


Interview Researcher    0:37
open and transparent and honest with me as you like. And it's completely voluntary. So I'm going to proceed.


Participant Q0:43
Yes.


Interview Researcher    0:45
Obviously, just we've obtained verbal consent and obviously we're recording and we're going to use that data then for the analysis. So, for my benefit, can you briefly describe your role within the organisation?


Participant Q0:53
[Name].
Yes. Service Manager with responsibility for children's residential homes, fostering and the Continuous Improvement team. I always forget to add them.


Interview Researcher  1:10
Yeah, it's a very important role, very important role. Okay, lovely job. How long have you worked for [Local Authority]? Because you've had a couple of stints, haven't you?


Participant Q1:12
Yes.
I've had a couple of stints. So I first started with [Local Authority] in 2013 until around 2020, I think. I had a three-year


Interview Researcher    1:31
Hmm.


Participant Q1:31
Great for another authority, and I think I've been back three years now in September.


Interview Researcher    1:36
Cool. So were you a senior management manager in your previous authority as well?


Participant Q1:40
And yeah, so I went to [Other Local Authority] to be a Service Manager.


Interview Researcher    1:41
Yeah.


Participant Q1:46
and then came back to [Local Authority], yeah.


Interview Researcher    1:48
Finance, okay. So next question, you're gonna fly through this. It'll be easy as pie.


Participant Q1:53
Yeah.


Interview Researcher  1:54
Yes, next one.
Okay.
So, how would you describe the culture of [Local Authority]?


Participant Q2:06
The whole council or Social Services? Are we doing the whole council?


Interview Researcher    2:08
You can answer it however you like. It's the whole authority, but then you can also talk about your perception of social services as well.


Participant Q2:15
I actually think we've got a pretty good and open culture in [Local Authority]. I think particularly having worked in other local authorities, where I kind of assumed that all local authorities would be the same. I've seen lots of benefits in the culture that we've got in [Local Authority].
I.
No, do you know what? I think I think we've got it throughout in terms of, you know, people being available and accessible and actually having a bit more of a culture of.
There's always going to be pockets of it's your role and it's not my role and it's not my job. I think you get that anyway because we're working with humans. But on the whole, I do think we've got that message from the top down that we were an authority and we should work together. I do think that. And like, you know, you can have a chat to [Senior Leader] as the chief exec.


Interview Researcher    3:08
Yeah.


Participant Q3:09
and say that in my last authority as well, the chief exec was really accessible and fabulous, but the directors weren't. So people shouldn't be, shouldn't be scared of the hierarchy. And I quite like the fact that in my experience, and I think this is what people have said to me as well, is like in [Local Authority],
Nobody's out of touch and you don't have to go through a chain to get in touch with someone. In Children Services, I'm going to say, because I do wonder, I've heard rumblings in other areas, maybe the hierarchy is slightly different. Yeah, sorry, I've waffled there, haven't I? I don't know if that's answered the question at all.


Interview Researcher  3:35
Yeah.
No, you haven't. That made perfect sense. No, it made perfect sense. It has. [Participant], that makes perfect sense. OK, next one.
OK, are there any particular values or behaviours that you feel are emphasised in your ****?


Participant Q4:07
Ohh.
I think those change. I think there's a couple of bits, right? So I am going to comment on values.
Our values in my time in Newport have changed quite a few times. Do you know what, if I'm really, really honest and they're behind you now, which helps me, but I still remember we had ones that were courageous, positive, responsible, and I remember that as a CPR and I was like, oh, they're reviving the council with these values. So


Interview Researcher    4:20
Yeah.


Participant Q4:37
Like responsible, working together, making a difference, fairness is brilliant. I just, I don't know if it sticks with people enough because it's not very catchy, is it?


Interview Researcher    4:44
Sure, sure, sure.


Participant Q4:45
But I do think that's what...
We do. I think working together particularly, I genuinely think that. I think working together across the council is one that is quite resounding for me. I do and I think you feel the same. I feel we've got a very high focus. I suppose it's right, it's public money, but it does feel we're very heavily weighted.


Interview Researcher    4:53
Yeah.
Hmm.
Yeah.


Participant Q5:07
towards watching the pennies and I, like I say, I think that's right because it's public money and I think we need to be efficient.
I think it should have an equal emphasis to doing what's right.


Interview Researcher    5:19
Yeah, yeah, yeah, no, that's nicely put. Yeah, Lou, that's great. Okay, next one.


Participant Q5:21
So, yeah.


Interview Researcher    5:28
So how would you describe, sorry, what is your experience of leadership within the organization? So look at it from both angles. One in terms of your experiences of being led and then your experience of being a leader.


Participant Q5:42
So in terms of leadership, do you know what? I think I was really lucky because I came in the same time as [Senior Leader] started. So [Senior Leader] was seconded to us from [Voluntary Sector Organisation] as Head of Children Services at the same time as I started or just before.
And I would say I noticed the difference that she brought.
in the whole in the whole leadership angle of Children Services and I think [Current Senior Leader] has taken that forward. And what I would say is, it's that.
Open door, it's that accessibility.
compassion as well for teams, because I remember really on having a conversation with [Senior Leader], as she was, this is what's brilliant, as the head of service, we sat on the floor rocking a baby in a chair between her legs, literally on the floor, because she was always one of us, wasn't she, and inaccessible. And we had a service manager at the time,
it was quite harsh, I would say. So we did, you know, we did have, we did have at that time, some scary service managers. I mean, I came to love them, but I'm just being very honest in that there probably was a bit more of a, oh gosh, I'm going to get in trouble. So we had a few service managers who were a bit


Interview Researcher    6:50
Yeah, yeah, yeah, yeah.


Participant Q6:59
Offish and frightening, and I can remember [Senior Leader] having this this.
Not it wasn't heated or anything, but standing her ground with an argument with this other Service Manager, because a member of staff.
I don't know, wanting to work life balance or wanting some time off to do something for their child. And I can just remember [Senior Leader] saying, with Children Services, if we can't allow our staff to be good parents themselves, why are we here? You know, and I just, that really stuck in my mind and I can still see that almost half of the other service manager,


Interview Researcher    7:27
Yeah.


Participant Q7:31
But I think she just gently embedded that. And I would say, and I say this a lot,
What I love about [Local Authority] and that culture that, like I say, I genuinely think [Senior Leader] started and cultivated and that has taken on.


Interview Researcher    7:46
What's up with you?


Participant Q7:47
I can develop, like...
I can be good in my career, I can develop in my career, but it's not the detriment of being a good mum.


Interview Researcher    7:56
Yeah.


Participant Q7:57
And to me, that's really important because I think for a lot of, I don't want to get all sexist and everything, but for a lot of women, to progress in your career sometimes means things slip with your family. And I probably, in private sector, I was probably a bit like that because I think [Family Members], I mean, obviously they were a lot older. I was on my own.


Interview Researcher    8:09
Yeah, actually.


Participant Q8:17
when I had them and I was working all hours because we didn't have that flexibility. As soon as I came to local authority and worked under this, well, you know what it's like. I will work life balance, I think. We will give our all because we also know if we need an hour in the afternoon to go and to sports day or something, it's not going to be a


Interview Researcher    8:23
Yeah.
You can do that.


Participant Q8:37
big deal. It's like, well of course you are and I think we impart that on our teams as well and I think as long as people don't take the mick.


Interview Researcher    8:38
Yeah.


Participant Q8:45
in which case we do follow up on them. Then I personally, I think that's what gives a culture of give and take and people will people will do their best.


Interview Researcher    8:47
Yeah, yeah.
Understand.
Yeah, no, that's really helpful though, thank you. Yeah, no, it does, it does.


Participant Q8:56
Did that answer the question?


Interview Researcher    9:00
Yes.


Participant Q9:00
This is why I'm not good at interviews because I like detract from the question.


Interview Researcher    9:03
No, you're all right, you're right. Okay, so can you give an example of how leadership has influenced an organisational outcome?




Participant Q9:17
Well, I think what I've just said in terms of kind of retention, I mean, sometimes you don't want to retain them all, do you? But to be honest, Newport's got, I think, quite a good reputation. We haven't got loads of vacancies. We retain our staff. They all, you know, they do.


Interview Researcher    9:24
If...
No.


Participant Q9:36
know each other. I know sometimes people move around teams and stuff as well, but that again, that's not that's not a bad thing because you still know who to go to and you've got those links. And I so I think that entire culture is funny because I mentioned in no names. I was talking to another service manager who I went to that


Interview Researcher    9:44
Yeah, I agree. I agree.


Participant Q9:55
thing with the other day. I think I mentioned it to you and [Colleague], who was just like, oh my God, I can't believe the different culture in a nearby authority. And he was saying what he valued was the fact that


Interview Researcher    9:59
Mm.


Participant Q10:09
that was open door, that's accessible as a service managers and equally, I think he understands the pressure at service manager and head of service level can actually be quite big, but we never impart that down. I'm not saying never, we're human, but I think we're quite good at fielding that between us, aren't we? And I think that's the same.


Interview Researcher    10:25
Yay.
No, no, but.


Participant Q10:33
You know, not dizzing.
Shout and scream, and make us do stuff, and and and and put the pressure.


Interview Researcher  10:37
[Name].


Participant Q10:41
to the rest of the teams, where I think maybe others do, other places do. So I think that's really important.


Interview Researcher    10:45
Has he experienced that then? That's interesting. So you had that chance to sort of get a different insight and a different perspective from a different local authority angle.


Participant Q10:49
Ohh.
and a surprising one, a surprising one. And like I say again, it was, you know, when I was in [Other Local Authority], it was very different again. So before [Senior Leader] came in, it was massively hierarchical in [Other Local Authority]. You know, it really, really was. And it was like the head of service was like, God, nobody would speak to him. You know, they'd be like,






Interview Researcher    10:55
Yeah.
Gongs.


Participant Q11:15
Oh, oh, will you, will you ask? And he, don't get me wrong, he was lovely. He was, he was approachable to us. But the message was very much, we've got a structure and a hierarchy and you delegate down. And so, you know, if a social worker needed to speak to head of service, that would go through social worker to team manager.
To Service Manager, and it.


Interview Researcher    11:36
Layers, put layers.


Participant Q11:37
Yeah. So, you know, there's, I think there's so many different ways of working and I, but I don't think I was just too relaxed either because I think when we need to...


Interview Researcher    11:46
No.


Participant Q11:48
Bring someone in line, we do, so I would say I think it's quite balanced.


Interview Researcher    11:53
All right. Yeah, no, very much so. Very much so.


Participant Q11:54
Don't you?
I love Newport.


Interview Researcher    11:59
Yeah, okay, okay, so.
We talked about leadership, actually. Let's go on to the next. Can you describe a recent situation or project that you feel reflects the organization's practices? So going back to the values that you talked a little bit about earlier.


Participant Q12:28
Do you know what? [Transformation Project] probably quite a key one, isn't it? Because let's be honest, that's a lot of us finance driven as well. However, it is bringing together lots of parts of the organisation and we've had to have buy-in from exec board, you know, so


Interview Researcher    12:33
Yeah, yeah.


Participant Q12:46
So yeah, I think, like I said, maybe [Transformation Project] actually has got more of that balance between the finance and doing what's right. You know, we've got
and again, you can go straight to director level. So [Senior Leader] has been on board about getting rid of some of the bureaucracy, so I can just go make an offer on a house, for example. You know, we've got cuss on and we've got housing colleagues who are supporting. [Colleague] and her team to help me, like with all the legal.


Interview Researcher    12:59
Yeah.
Yeah, yeah, yeah.


Participant Q13:15
M.


Interview Researcher    13:15
Elements.


Participant Q13:16
shenanigans and the governance, because of course, you know, it's got to go through cabinet and everything as well. So it's probably tied everyone together. And I know I moan that there's been some frustrations, but to be fair, actually, again, talking to colleagues elsewhere, we're moving quicker than other authorities because we're forward thinking because


Interview Researcher    13:34
Thanks.


Participant Q13:37
from exec board, they're like, yeah, just crack on and do it. So I would say that project probably aligns pretty well, and to the fact that there's even, there's elements of the [Transformation Project] that we did beforehand, that again, there's an authority like HR have supported. So things like what's right for the children is having
better shift times. Yeah. So the rotas, the staff rotas in children's homes are actually there to suit the children, not just the staff. Lots of other authorities will move on that. Whereas again, HR, it took a bit of time, but HR and the unions worked with us to do what's right and deliver what's right.


Interview Researcher    14:07
Mhm.
Mm.


Participant Q14:20
So, yeah, I think [Transformation Project] and opening the further homes is probably a good.
Good Project exam.


Interview Researcher    14:27
Yeah, like that. Like that. Thanks. That was a really good example, actually, and I think you also covered that. I covered the other bit as well. So


Participant Q14:35
Yeah.


Interview Researcher    14:35
Double win on that. Okay, so next one. On that basis then, and following on that thing, what do you think the main successes and challenges were?


Participant Q14:49
Oh, I think, well, do you know what? The challenges and successes are probably interlinked. They were, oh my gosh, it was challenges in terms of governance. And so bearing in mind, just focusing on the purchase of the houses bits, right? That's where the sticking point was. We've done it.
twice before we did it under a different chief exec without any governance, right? If I'm really honest, because I bought them. So I know the chief exec at the time just said, listen, you come in my office and I say yes or no. So that's all we did. There was there was no other governance. And then I had to write a really brief paper there and straight to the leader who signed it.


Interview Researcher    15:23
No.


Participant Q15:27
We didn't even talk to the members, the ward members, or the member for housing and assets, right? So, and I didn't know any better in my defence, but that, but that was that was the angle we came from. So, this time, governance is tighter.
and it's still something we're doing quite infrequently. So I did find that a bit of a challenge at the beginning. And as you know, I probably got a little frustrated and butted heads with heads of service elsewhere. But that's flipped now to a success because I will say
Tracy writes the papers for me now.


Participant Q15:27
We didn't even talk to the members, the ward members, or the member for housing and assets, right? So, and I didn't know any better in my defence, but that, but that was that was the angle we came from. So, this time, governance is tighter.
and it's still something we're doing quite infrequently. So I did find that a bit of a challenge at the beginning. And as you know, I probably got a little frustrated and butted heads with heads of service elsewhere. But that's flipped now to a success because I will say
[Colleague] writes the papers for me now.


Participant Q16:06
So, when we buy houses...
She does the cabinet paper and her and [Senior Leader] have taken that forward. So again, that's our working together, isn't it? So it is, yeah. So like I say, what were challenges and this, I'm having a love up for [Local Authority] today. I do think we're quite good, aren't we?


Interview Researcher  16:16
That's always there.
No, nothing right and [Participant].
Is good.


Participant Q16:29
Putting things right, you're not, you're not made to feel.
You're not shut down for speaking your mind because I mean I can't be honest sometimes I do say things I'm not.


Interview Researcher    16:37
Yeah.


Participant Q16:40
Why? Where's your filter? Because I, you know, but we never...
We never, we never belittled for that. You know, we can speak our mind and if something, if something needs changing, they'll change it. Or I think we talk quite well, you know, you never told like, stay in your lane, really. You might just get, no, we're not doing that because XYZ. And again, I just think that's a good culture because that's the only way you're going to see change, isn't it? If people speak out and feel comfortable enough to.


Interview Researcher    16:48
No.
No.
Yeah, yeah, yeah.


Participant Q17:08
So.


Interview Researcher  17:09
No, no, that's good, [Participant]. OK, zipping through this, OK.


Participant Q17:21
Goodnight.


Interview Researcher    17:21
Okay, so next question is more about personal experiences in your perspective. So how have your personal experiences shaped your view of Newport City Council?


Participant Q17:23
Okay.
Yeah.
Wow, like say, I, I...


Interview Researcher    17:35
But...






Participant Q17:37
When I when I first started, I had I had a couple of line managers when I first started, which was, do you know, ironically, [Colleague] was one of them.


Interview Researcher    17:47
Yeah.


Participant Q17:49
She was the Service Manager for a short period of time. Did you know that? Yes, yeah.


Interview Researcher    17:51
No, I didn't know that.


Participant Q17:55
So I had a couple of different styles and then after a couple of years I was directly line managed by S. So my secondment sat directly under Sally.


Participant Q17:55
So I had a couple of different styles and then after a couple of years I was directly line managed by [Senior Leader]. So my secondment sat directly under [Senior Leader].


Participant Q18:05
So all the things I've said about, like I personally, I love that leadership style, see, because I would have done anything for [Senior Leader] and a lot of people would. Equally, I've seen that side where I tell you what, she could cut you down, like she was cutthroat at times. So I think she had a nice balance. You know, we always joke that in a meeting once, she basically made a load of people redundant.


Interview Researcher    18:14
Yeah.




Participant Q18:28
And they all thanked her.
Obviously, they were all like, oh, thank you. I've just, that's such a skill. And I do try and it sounds corny, but I think as I was.


Interview Researcher    18:35
Yeah, yeah.


Participant Q18:40
As I was kind of working my way up, if you like, I think I recognised that I was a bit of a control freak and I found it hard to pull back and like delegate a little bit. And sometimes I still do if I'm honest. But I did just think, what will [Senior Leader] do? I've told her this and she's like, oh, for God's sake.


Interview Researcher    18:56
So she was kind of almost a bit like your mentor then to some extent. Or mentor, more like Lisa.


Participant Q19:00
Yeah.
No, but she was, she was, no, she was. Because like I say, I just, I really admired, I've worked for lots of different bosses. I've worked for some really awful, awful managers and they, you know, you just don't want to do anything for them. You do your job, you lose that passion, don't you? And I've genuinely, I don't, and still now, I never dread coming to work.
I've had places where I've got them on and thought, oh, I'll go to work. I don't feel that with us. And I would hope that people who work with us don't either. So yeah, I think that she's probably shaped a lot of my leadership style and just looking after people.


Interview Researcher    19:26
No, no.
Ohh.
Ohh, that's really nice. OK, OK, next one. No, that's really nice. That's nice.


Participant Q19:42
Don't tell her though.
I'm not sorry, do you know, but [Current Senior Leader]'s the same. I don't want to, because I just, [Current Senior Leader] and [Former Senior Leader] are very similar like that, because equally I would do the same for [Current Senior Leader]. You know, you want to do your best for people who look out for you, don't you?


Interview Researcher    19:47
But.
Yeah, 100%, 100%. Okay.
So next question then, are there any changes that you would suggest that you'd want to improve how the organization's culture and its leadership works?
Think about it broadly, Lou, and anything that you want to say from a social services perspective.


Participant Q20:22
Well, like I say, we've changed direction a bit and I acknowledge the finance element and I know there's lots of pressure there and I know we have to meet certain targets, but it does feel like that is the primary.
focus a lot of the time. But again, I, you know, I understand the reason we haven't got infinite pot, have we?
What would I change? I'd give us more money.
You know, I think.


Interview Researcher    20:51
More, more Resources is here.


Participant Q20:53
Again, this is the first time, if you think about, we did that, going back to the [Transformation Project], I did that revised business case and we gave three options and the leader and the chief exec have given us the biggest pot of money that we'd asked for. So they've gone worst case scenario, which I get, which again, flipping


Interview Researcher    21:08
Mhm.


Participant Q21:12
it rounds is why the pressure is really on now to make sure we meet those targets.


Interview Researcher    21:16
I feel that.


Participant Q21:19
So, would I change?
Oh, no, do you know what? I think this...
Bureaucracy, time, you know, things take a lot of time, don't they? When governance is needed, absolutely 100%, I think there's probably more stuff we could streamline. That's probably what I would change.


Interview Researcher    21:37
Yeah.
That's helpful.


Participant Q21:40
Streamline processes.
Oh, we did!
Brill. Is that all right? You've got everything you need.
Thank you, OK.


Interview Researcher  stopped transcription



Participant R1 July 2026, 02:06pm

19m 33s


Interview Researcher  started transcription


Interview Researcher    0:03
information sheet. You are satisfied that we can proceed. Great. Lovely, jubly. So your first question, is can you briefly describe your role within the organization?


Participant R0:06
Yes.
Yes, so I work in the Partnership and Policy team and I have a lead role for community safety, but particularly community safety Partnership rather than kind of Public Protection element, but then also work across other areas of policy also.


Interview Researcher    0:34
Which has quite sounds like it's like quite a lot of breadth out.


Participant R0:38
Yes, it does. My time doesn't necessarily allow for all that breath. My time is mostly consumed by community safety.


Interview Researcher    0:42
Yeah.
Be safe to you for sure. Okay, so how long have you been in this position?


Participant R0:51
I have been here for, oh almost to the day, three years.


Interview Researcher    0:57
Wow.


Participant R0:59
Yeah, no, I'm lying. 31st of July it is. No, not to the day, I'm getting confused with my month. So yeah, three years I've been in this role.


Interview Researcher    1:00
Okay.
Okay, so actually it's still quite fresh then. I didn't realise that. Okay.


Participant R1:12
Yeah.


Interview Researcher    1:14
And the next one is about just the organisation's culture. So how would you describe the culture of the local authority?


Participant R1:18
Mhm.
I think I would describe the culture as ambitious. I think there's an ambitious target to meet the culture. You've actually got the culture written behind you, which is quite useful for me, because then I can pretend like I knew it off the top of my head. But yeah, the four pillars of that being fairness for all, making a difference.


Interview Researcher    1:37
Yeah.
And.


Participant R1:43
responsible and working together. I think it's quite ambitious in terms of that's quite a challenge with an organisation as broad as we are and departments and individual teams all have their own culture within that. So setting out, you know, an organisation wide culture for like 5000 people.


Interview Researcher    1:54
Yeah.
Yeah.


Participant R2:05
Is an ambitious goal, or I think it's a good thing, how it's applied is a different question.


Interview Researcher    2:11
Sure, sure. Good answer. And just to say, you reflected on something that other people have mentioned, just in terms of the diversity of the council particularly, and its number of departments. Okay, are there any particular values or behaviours that you feel Newport City Council emphasises more strongly?


Participant R2:19
Yeah.
[Name redacted].
I think we probably, and I don't know if this just because of the team I work in in terms of policy and broader, I think like that fairness for all, I think we're quite passionate about in terms of, you know, our staff networks and kind of the culture within the organisation. I think
being responsible. I think we can, you know, hold ourselves to account quite well. I think we're still working on the making a difference working together. I think departments can be very siloed, even when it's quite an obvious crossover. I think there's, it's challenging because of resource, you know, it's a very resource heavy city and we're not necessarily fully resourced to deal with it.


Interview Researcher    3:01
Yeah.


Participant R3:11
So I think that those two things I think fall by the wayside a little bit more than the others.


Interview Researcher    3:18
Thank you very much for that reflection. Appreciate it. Next one then.


Participant R3:21
Yeah.


Interview Researcher    3:23
This specifically then focuses around the concept of leadership and management. What is your experience of leadership within the organisation? So you can look at it both from your own experiences as being led, but also maybe as a leader.


Participant R3:28
Mhm.
Yeah, okay, so I think I've had different experiences because whilst I've been in this role for three years, I've been with the council for 11 in different areas. So I was in a regional team before that. So I had different levels of experience for leadership. So


Interview Researcher    3:47
Ohh.


Participant R3:57
Back in the day when I started, I had [Manager A] and [Manager B] as kind of our core managers for the new team. And they were an excellent example of leadership. Absolutely loved both of them, you know, kind of like stalwarts of kind of the work that they were doing and understood their job inside and out. So it gave them the ability to kind of look beyond
their kind of focus. So that was great and always super approachable, both of them. I knew that even [Senior Leader A] as a Strategic Director, I know that I could genuinely have emailed them about anything and they would have responded to me even when I was like kind of, you know, admin level. I know that they would have responded. So that was always really nice to have that approachable element to it.


Interview Researcher    4:38
That's good.


Participant R4:42
And I think that just, it changed, that culture changes depending on the change of personnel as well. So, you know, that changed, my manager in that role changed. So that changed the culture because it also shifts the focus. So I think like that role of leadership has such an impact on even just the day-to-day work.


Interview Researcher    4:54
Yeah.
Yeah.


Participant R5:02
even though the role hasn't changed, the focus often does because they come at it from a different angle and see different needs. So that's quite an interesting kind of part to be, you know, having seen it from several different angles. So that's sometimes been a challenge.


Interview Researcher    5:08
Mmh.
Yeah.


Participant R5:21
sometimes hasn't been. And I think for myself, I think there's a nice level of.
autonomy that I get given. I get trusted with understanding my job that and again, that potentially just personality with my manager and the system that I, you know, I support. But I quite like that. I don't enjoy personally, I really can't stand being micromanaged.
I'm just like, just let me do my thing. Whereas I think I get that here, but then that also allows me to exercise a bit more of leadership that I can impart, whether that's in the small team, or whether that's in that bigger, broader Partnership space, because


Interview Researcher    6:04
Yeah.


Participant R6:09
we have to, between the team, we have to kind of lead that work and really make sure we kind of manage those in it to make sure actions are completed and, you know, maintain those relationships, which is a very different part of leadership to, you know, doing your job, that that relationship building is kind of really key to


Interview Researcher    6:17
When?


Participant R6:30
the Partnership Board. So yeah, I think it's a mixed bag. It is very person dependent. I don't know that leadership can't be person dependent really. No matter what your culture you're trying to instil from the top, it's always going to be interpreted differently and everyone's going to have different thresholds of what


Interview Researcher    6:42
It's interesting.
Sure.


Participant R6:50
they would allow or like to see from you. So I think it it alters. I don't know if that answered that question because I went off on a tangent.


Interview Researcher    6:54
Right. It does. No, it absolutely does. No, it was good. No, no, tangents are good and I like a little bit of self-reflection. It's good. Okay. Can you give me an example then of how you feel leadership has influenced a particular or some organisational outcomes? Really, it's whatever you can think of.


Participant R7:01
Okay.
I think.
I think leadership has mattered quite a lot just in the world that I work in and kind of that partnership board role. I think the way in which Strategic Director has in particular approached it, he knows it so well. So he's really useful sounding board for when things need to be shifted gear or when things need to be pushed more or pulled back in more.


Interview Researcher    7:36
Yeah.


Participant R7:43
because he knows it so well, I trust that when he says no, that's for a really good reason, even if there's not time to explain that reason. So I think that having that knowledge and understanding is what really makes the difference, because I think when you've got leadership that are so far removed from it, and normally


Interview Researcher    7:49
Yeah.
Sure, sure, sure.


Participant R8:03
you know, normally Strategic level directors would be that bit removed from the on the ground stuff, but I think because [Senior Leader B] chairs the.


Interview Researcher    8:10
And.


Participant R8:13
the community safety partnership and because they kind of just, they get it because they have held it for such a long time, even when I think they were in [Role A], that was their kind of thing that they looked after. Yeah, yeah, and then they moved into [Role B], I think, I believe. So


Interview Researcher    8:24
Is that what they did before? Did they used to do that role as well? Interesting.
Ohh no.
So they've worked for the local authority for a long time as well then.


Participant R8:33
Yeah, he has. So I think because he gets it, it makes it so much easier to work under that. It becomes more difficult when you've got a manager that's broad, well, he's broadly over a lot of things, but when that leadership is so broad that they don't understand what you're actually doing. So when you have to ask for something,


Interview Researcher    8:35
Mhm.
Yeah, sure.
Yeah.


Participant R8:52
You've got to explain it from the beginning and that takes so much time. So I think, you know, again, very uniquely for me, that that's what makes the difference because it allows it allows the impact to be broader because you're not having to explain everything from the beginning and he can be either on board with it or steer it quicker.


Interview Researcher    8:55
Yeah, I know.
Yeah, sure.


Participant R9:12
without having to have four meetings to do that.


Interview Researcher    9:12
Yeah.
Yeah, yeah, no, I'm with it. Interesting. So to some extent, that there's an element where the Strategic kind of layers are a bit more involved with what's going on, operation is to have a better understanding of what's going on.


Participant R9:17
Yeah.
Yeah.
Yeah, I think this is quite a unique, I think the community safety partnership is a unique example of that. I don't think that necessarily applies to many other things where they would hold that much detail in their role. There's probably argument for that to change, but they may not let go of it until retirement. That will always be


Interview Researcher    9:35
Not necessarily always show.
Evening.
No, no, no, any sense I can do is, yeah.


Participant R9:51
This thing, so, but yeah.


Interview Researcher    9:52
Last man.
Sounds like an interesting. Okay, next question.


Participant R10:14
I yeah.


Interview Researcher    10:15
Tribe the organization's values beautifully to me.


Participant R10:18
I know, it's amazing. It's without any prompts whatsoever. That's how much they drilled it into me. I think...


Interview Researcher    10:20
Yeah.
I.
Good.


Participant R10:28
There is things that we've done, especially around White Ribbon at the moment, that I think fall into a lot of that culture. We're one of the few councils within Gwent that have got White Ribbon status, but then from that we haven't kind of just left it as...


Interview Researcher    10:34
Mm.


Participant R10:47
Oh, we've got the, we've got the title, we've got the plaque or whatever, you know, and we raise the flag once a year and we do that. There's actually quite a lot of activity that's been ongoing. So [Colleague A] has organised kind of bystander training with the university, and I want to do a press release about that work and working with the council.


Interview Researcher    10:51
Mm.
Children.


Participant R11:06
and I think that really kind of pulls that element of fairness for all, how that's making a difference. And also the council saying, you know, we are white ribbon accredited, so therefore you should have an expectation of us to behave in a certain way. And that's actually cross-departmental as well. So I think it's quite a good example.


Interview Researcher    11:11
No.
Is that why? Yeah.


Participant R11:25
of all of those parts of that ambition, really.


Interview Researcher    11:30
Thank you very much. That was a really good tangible example, actually. Very good, very good. Okay, what do you think the main challenges and successes were of that? So you sort of touched on that a little bit already.


Participant R11:34
You're very welcome.
Mm.
I think having more men involved has been a massive success of it because that's a very deliberate thing that White Ribbon expect and looked for. I think there's a couple of parts to it. Leadership could have said no, there's a cost to us as a local authority to be White Ribbon accredited.


Interview Researcher    11:50
Yeah.
Okay.


Participant R12:05
year on year, we have to pay for our accreditation. We have to hold an action plan that needs to get reviewed year on year. But I think the difference has been that [Colleague A] has done a really good job of actually rallying men around the cause and actually being able to do that cross departmentally.


Interview Researcher    12:12
Run.


Participant R12:25
with agreeing with kind of senior management that there should be an expectation that all service managers go through certain training or that they should be white ribbon ambassadors if you're a male or white ribbon champions if you're a female, so that it really does flow throughout the organisation.


Interview Researcher    12:43
So.


Participant R12:44
and also looking at policy, you know, but one of the actions within it is to look at policy that we've got and is it fit for purpose for those that might experience domestic abuse just within our own organisation, which all of that should then impact how we interact with the public, because our understanding is stronger, even just as employees.


Interview Researcher    13:00
Mmh.
Okay.


Participant R13:04
and therefore those of us that interact, not me, with the public should be able to transfer those skills. So we, you know, we've done that bystander training. So I think the strength of that has really been it being looked at as a whole organisational responsibility.


Interview Researcher    13:22
Sure, sure.


Participant R13:23
rather than it being like, oh, well, that's [Colleague A]'s thing and they can get on with that. I think people have really taken up the mantle. But I think I think it's one of those things that if women led it, that would be a much harder fight because I think it serves itself so much better coming from a male perspective, which is the point of White Ribbon.


Interview Researcher    13:37
No.
Mhm.


Participant R13:43
So I think, you know, there's been success in that as well.


Interview Researcher    13:48
I need help. That's good. Okay.


Participant R13:49
I think it's.


Interview Researcher    13:52
to the last two. How have your personal experiences shaped your view of the local authority?


Participant R13:54
Wow.
I think.
H.
I think I just understand better that really...
people are what makes the difference more so than the structures that they operate within. I think having had different managers and I think, you know, you can apply that to just society really as a whole, if we want to get really deep on it. But I think, you know, we see it even in like national politics, depending on who's leading,


Interview Researcher    14:15
Ok.


Participant R14:29
will have a massive impact on the cultural belief that individuals then have underneath that. So I think that that's been like one of my biggest observations of being in the local authority is that different departments have different cultures because they're managed by different people, they have different expectations on them.


Interview Researcher    14:32
Thank you.
Yeah.




Participant R14:49
and where you see that work really well, you see really effective managers who are personable and where you see that a bit more tricky, they might be slightly less effective managing systems.


Interview Researcher    15:03
So there's something about that personable element that makes it an effective experience or an effective person.


Participant R15:09
to me, obviously, I would work better under a more personable structure. Some people prefer that really solid, defined lines that that doesn't work for me. But again, I think that's very departmental, cultural, depending on what area of work you're in, you know, your team is never going to be managed the same as


Interview Researcher    15:14
Yeah.
Yeah, I mean, how we do?
So.
Sure.


Participant R15:28
infrastructure will be, because by nature of the job, you require something different from people because they're in different roles. So I think that's just what's quite interesting. I think you can extend that then to kind of the impact of political leadership we have in the council, because with each leader or with each party that we have,


Interview Researcher    15:30
And to.
Yeah, yeah.


Participant R15:49
in majority will always have an impact on the work that is done and the atmosphere within the council. So
and the priorities that exist. So it all fluctuates so much.


Interview Researcher    16:00
Absolutely.
And you've touched on the complexity of the layers as well, which is really helpful. Okay, so are there any changes that you would suggest that would help improve the organization's culture or its leadership?


Participant R16:06
Mm.
More staff would improve the culture because less people would be resource drained, which I think that element of burnout, especially in certain departments more so than others and those more public facing emergency kind of response teams. I think resilience


Interview Researcher    16:30
Yeah.


Participant R16:35
has a massive part to play in culture. If everyone's really burnt out and tired, that doesn't nurture a good environment. And I'm pretty sure R told me not long ago that like per population, we're the most under-resourced council.


Participant R16:35
has a massive part to play in culture. If everyone's really burnt out and tired, that doesn't nurture a good environment. And I'm pretty sure [Senior Leader B] told me not long ago that like per population, we're the most under-resourced council.


Participant R16:54
Yeah, from a personnel point of view, because again, we're trying to do so much with less than others.


Interview Researcher    16:59
with less Resources. Makes you wonder why though, why is that the case?


Participant R17:03
I don't know. You know, it was a throwaway comment you made the other week and I was like, what? And I was like, I can't compute this. So I don't know. I don't know what that's got to do with like financially, you know, the position we're in, the outputs that we have.


Interview Researcher    17:08
Yeah.
Yeah.


Participant R17:23
the buildings that we have, which cost us a fortune, you know, things like that all have an effect. I can't actually remember what your original question was now.


Interview Researcher    17:30
Yeah, yeah, yeah, yeah.
No, no, no, so it's about what suggestions or improvements you would make to the culture and its leadership.


Participant R17:37
Oh yeah.
Yeah, I...
I think...
I think that cross working, resources, more resources, but I think that cross working, encouraging cross-departmental working more, because I think, I don't see it, I see it to a degree, but in my role, my role is literally to avoid that at all costs and to bring different departments in. But there are still some departments that are


Interview Researcher    17:43
She said, Resources.
Yeah, yeah.
Chief.


Participant R18:04
nigh on impossible to work with.
Sometimes, yeah. So I think there are, I can think of three off the top of my head that are notoriously, no matter who you speak to or go, oh yeah. And actually, I think we just need to break down some of those barriers.


Interview Researcher    18:19
Interesting.
You think that's culture?
Do you think it's cultural in those or do you think it's the nature of the work?


Participant R18:27
Ohh.
I think, I think for some of them, it's culture, but again, I think that comes down to leadership.


Interview Researcher    18:30
Yeah.
Yeah, yeah.


Participant R18:34
and if you've got an approach, if you've got a leader with an approach of we haven't got time to get involved in that, we haven't got the resource to get involved in that, then they become very blinkered. Whereas if you have a leader that's like, actually, it'll make our lives easier if we can work with more people, it'll cut down our, you know, it just depends on their perspective.


Interview Researcher    18:44
Yeah.
Yeah, yeah.
Yeah.


Participant R18:54
or maybe they've tried it before and it was an absolute nightmare. So there's always that, like, but again, that shifts with people. So it's hard to, they always always been like that, but yeah.


Interview Researcher    19:05
That was very helpful. You touched on pretty much a whole number of layers within that conversation. So thank you very much. Is there anything else that you'd like to add that we haven't covered?


Participant R19:07
Welcome.
Fantastic. That's my aim.
Um...
No, I was going to make a joke then. No.
Fantastic, you're very welcome.
Very welcome.


Interview Researcher  stopped transcription



Participant S
Participant S0:03
So who have you interviewed? Sorry.


Interview Researcher    0:05
Oh, so you're my last one. So I've done about, in total, I've done about 19, 17, 18 interviews. Yeah, so it's been a bit of a journey, but I wanted to get a really good cross-section. So I've done a full range. So we've had people from the corporate side of things. I've had people from housing, people from community safety.


Participant S0:08
Cool.
Oh my gosh!
Okay.


Interview Researcher    0:24
our own area. So I've obviously done cross adults, children's and P&I. It's just been really good. It's been honestly, it's been a lovely experience. Governance, the electoral, someone from the electoral Services. I've had somebody from Business Support. It's been fab. Honestly, it's been fab.


Participant S0:28
Mhm.
Ohh.
Oh, interesting. Yeah.


Interview Researcher    0:41
So, it's a semi-structured interview, so I've got questions for you. Okay, but the topic will be around transformational leadership. You and I are used to this word being buzzed around in the organisation, so it's not going to be an unfamiliar word. So it's just about gaining insight into culture, transformational leadership and people's individual perspectives. So just to give you a sense, transformational leadership within the literature focuses on inspiring and motivating employees.




Participant S0:45
Mhm.


Interview Researcher    1:05
It's about developing innovation and driving positive change within the organisation. Your responses then will help contribute to a deeper understanding of what that looks like in practise within a local authority setting. There's a load of research, but nothing that almost highlights what it's like within a bureaucratic organisation such as a local authority. So we thought, let's do this.


Participant S1:23
Ok


Interview Researcher    1:24
The interview schedule says 45 to 60 minutes. I think you'll be done quicker than that. Nearly everybody's done it within 30 to 45 minutes. We'll obviously touch on the topic areas that I've already touched upon. It's going to be audio recorded, it'll be transcribed and then I'm going to just analyse the transcription. So I'll be doing a coding, a thematic coding and looking at the themes that get brought up.


Participant S1:32
Ok


Interview Researcher    1:45
So it won't be individuals said this, it'll be this is what the reoccurring theme was. Just to give you a sense of how that's going to look. Your participation is completely voluntary. You can withdraw at any time and you don't even have to tell me the reason why. It'll be anonymized and treated confidentiality. So I will give you a letter. So you're going to be a letter of a named person.
And then obviously I'll provide you with a copy of the transcription so you can have a little look of what's been written and if there's anything you want to add, edit, change, you can. On that basis, are you happy to proceed?


Participant S2:13
Yes.


Interview Researcher    2:16
Lovely, jubbly. Okay, so question number one, this will be really straightforward. So briefly describe, if you can, your role within the organisation.


Participant S2:28
OK, so I'm a Service Manager within Prevention and Inclusion, which is within Social Services.


Interview Researcher    2:36
See, that was straightforward, wasn't it? See, this is the warm up, basically. That is the warm up.


Participant S2:38
Yeah, yeah.
Oh, I don't feel as if I've answered an F.


Interview Researcher    2:45
No, you're fine. You're obviously fine. How long have you been in this position?


Participant S2:47
Okay, so I've been in this position for three years now. I think three years, yeah.


Interview Researcher    2:55
And just to give me a bit of an overview, what did you do before?


Participant S2:59
So previous to this particular role, I worked in Flying Starts Early Years programme as a team manager and had worked in that role for a couple of years only because they'd been as restructure. So we moved departments. So we were previously within the community region and housing.


Interview Researcher    3:17
Mhm.


Participant S3:23
Service area, but moved into Social Services. The job titles changed, but similar role. I've been working for the local authority for 21 years. I know.


Interview Researcher    3:31
Wow, that's great. That's great. Fair play, you deserve a badge. That's good. Okay, so next question. How would you describe the culture of the local authority?


Participant S3:37
I do what I do.
In my experience, and I've worked in many departments across the council over the years, having started off in the Children and Young People's Partnership, then moved into the library structure, then into community services, then into Social Services. I think that the culture can vary in different departments, but in general, my experience of the culture within the local authority is really positive.


Interview Researcher    4:14
Good.


Participant S4:14
There's been lots of opportunities for CPD. I've always felt as if there's opportunities for innovation and there's been attempts of support over the years. Yeah, and I might be lucky in that that's, you know, linked to particular line managers, but I find the culture very good.


Interview Researcher    4:27
But slowly.
That's good and we will touch on that so you can talk to me a little bit about that as we go further down. That's good, that's good. Okay, so are there any particular values or behaviours that you think are emphasised within the local authority?


Participant S4:35
Yeah.
Um...
Okay, so the values, you know, the innovation, boldness, oh gosh.
Working together, being responsible, making a difference, fairness. So all of those things, inclusivity, you know, across all the service areas, they're the core values of the organisation that are filtered down in everything we do.


Interview Researcher    5:12
Yeah, and from your point of view, it sounds like you feel like you see those values pretty much all the time.


Participant S5:19
Absolutely, yeah, you do and they part of service plans, corporate plans, so everything we do comes back to those core values.


Interview Researcher    5:28
You couldn't have given a better model answer there. Well done. So from your personal experience, the next section then covers leadership and management specifically. What is your experience of leadership within the organization? And what I've been saying to people is think about it both on the point of view of your experience of being led and also your experience as a leader.


Participant S5:30
Yeah.
Mhm.
Yeah.
Okay, so I think...
I think I mentioned it. So my experience of being led is that I've worked for really kind of innovative, supportive, nurturing individuals and who recognise this. Okay, no problem.


Interview Researcher    6:05
My door, 2 seconds.
Actually, fine.
Very, very sorry, Participant S.
There we are back again. This is my door. Typical that moment happens. Go for it.


Participant S6:31
Yes.
Oh, it's alright.
Yeah, so I think I've worked for individuals who are innovative and you know, people who've driven change in some way as well. I've had experience of trusting, you know, trusting line managers who's got strong ethics and a professional.


Interview Researcher    6:54
Yeah.


Participant S6:57
and in my experience, they've kind of fostered that creativity amongst managers. So that's my experience across all the people that I've worked with. And again, I might be lucky in that way, but yeah.


Interview Researcher    7:06
No, no, that was good. That's good. And then if you were translating that for you in terms of your approach, what kind of style of leadership do you have?


Participant S7:17
I, it's really strange. So through previous work of studies that I've undertaken, I like to collectively discuss ideas with the teams, you know, so I kind of take things out, they ask for input, feedback on ideas, so encourage that collectiveness around


Interview Researcher    7:31
Mm.


Participant S7:37
you know, a leadership style.
Empathy, so displaying empathy, you know, in a leadership style, and I think sometimes you model the experience you've had as a leader as well, so you kind of role model what you've experienced over the years, and I think that I have experienced a lot of transformational leadership, you know, kind of


Interview Researcher    7:51
Yes.


Participant S8:02
empathy and collectiveness styles. So yeah, I think I've replicated those styles as well.


Interview Researcher    8:10
Perfect. Perfect. Okay.
So next question then, can you give me an example of how leadership has influenced an organisation and outcome?


Participant S8:22
Pass.
So how has influenced an organisational outcome?


Interview Researcher    8:28
Yeah, and it doesn't matter where you take it from. It's completely up to you. It can be really broad level or something very specific for you that you think, yeah, that's a good example of that.


Participant S8:31
Okay.
Yeah, I think transformational leadership. So I can use an example within early years. So within the local authority, we have always been the first to put our hands up for a pilot. You know, we're interested in transforming services, responding to new policy initiatives.


Interview Researcher    8:43
Yeah, great.
Yeah.


Participant S8:56
So I think, you know, one of the examples I can use is we introduced a kind of model of delivery in early years based on Vanguard kind of principles, but it was looking at regional work in a different way. So that was one of the examples there.


Interview Researcher    9:16
Good thing.


Participant S9:17
you know, childcare offer, so we embraced childcare offer, looked at a different way of working in delivering childcare in terms of preventative approaches. Again, you know, we can use the PPYP, we looked at the Vanguard model there, looked at change in a different way and collectively with the team itself. So yeah,


Interview Researcher    9:30
Misuse.
Yeah.
Yeah, they're great. They're great examples. Yeah, really good examples, Participant S. Thank you. OK, the next one then is going to look more specifically a case study context. So can you describe a recent situation or project that you feel reflects the organisational practise that you talked about at the very beginning? So some of those behaviours, attitudes,


Participant S9:37
For some of the examples, yeah.
Mhm.


Interview Researcher    9:56
etc and then apply it to a specific project and something you can think about you doing right now if that helps.


Participant S10:03
Oh gosh, working together, so shall we say and making a difference, let's use the Children and Young People's app. So we know that there's limited capacity within the organisation to reach young people in terms of providing information in the way that it should be, not linked to


Interview Researcher    10:07
Yeah.
Yeah.
Yes.




Participant S10:22
any individual in particular, but it's the organisation's mechanisms, isn't there, and a kind of governance around that. So working together and making a difference has included working together collectively, you know, Prevention and Inclusion, youth justice, communications, who else has been involved? Information governance to look at developing a system that's going to work with


Interview Researcher    10:24
Yeah.


Participant S10:45
work for young people, but also consulting with young people. So making a difference is actually co-producing that initiative with young people's involvement as well. So, you know, lived experience of, you know, technology and how it works and how it doesn't.


Interview Researcher    11:03
Perfect, that's perfect. Thank you. Okay, from your perspective then, what do you think the main challenges and successes have been?


Participant S11:12
In my role personally as a leader in some way.


Interview Researcher    11:15
Yeah, it doesn't matter, you can answer how you feel, particularly around the nature of this particular Project.


Participant S11:21
Okay, so I'll use the Children and Young People's app again. You know, I think it's challenging practice, static practise in a different way with a system that's really kind of doesn't like to be challenged in some way. I haven't articulated that very well, but


Interview Researcher    11:39
Vice Service.


Participant S11:40
Yeah, you know, there is a static and there's a governance process which works in a certain way and trying to get the organisation and individuals to think differently to respond to that in some way. So that's the challenges. What was it the positives as well? Yeah.


Interview Researcher    11:54
Yeah, so yeah, any successes from your perspective.


Participant S11:58
Yeah, so I think the successes are is that you're not alone. There are key partners who equally feel as frustrated and are willing to work with you to try and influence that change in some way. I think there is genuinely a willingness for people to want to work differently, but sometimes it's processes and systems that
doesn't allow that work to progress as quickly as we would like. So I never think as an individual trying to prevent that in any way, but the successes definitely are. There are really strong partnerships in the local authority. There's definitely


Interview Researcher    12:20
And.
Yeah.


Participant S12:37
transformation, transformational styles of practice. There's lots of keenness and working alongside new evidence and new policy changes, you know, that I think that's a key strength.




Interview Researcher    12:45
Thank you.
That's lovely, thank you. Okay, you're zipping through this. Okay, last section then is about personal experiences and perspectives. How have your personal experiences shaped your view of the local authority as an organisation?


Participant S13:05
Yeah.
I think that, you know, when I first came into the local authority, I'd come from the private sector, so I was quite, you know, kind of dynamic in some way and then kind of you realise that sometimes that approach doesn't work within such a large public sector organisation, so you adjust your style in some way.


Interview Researcher    13:16
Ohh, interesting.
Yeah.
Sam.


Participant S13:28
and become more risk adverse in many ways. And I don't know whether you've experienced that, Interview Researcher, but you know, coming from private sector, you suddenly realise, oh my gosh, you know, we can't do some of the things, but write a business case or whatever. So


Interview Researcher    13:35
Mhm.


Participant S13:45
Can you repeat the question again, please?




Interview Researcher    13:46
Yeah, then it was just about your personal experience and how they shaped your view of the local authority. So you really touched on a good point that you've come from private sector and then seeing that difference in approach and speed in which you can make certain decisions.


Participant S13:51
Okay.
So...
Yeah.
Yeah, so and then being supported with CPD from the start, you know, is that that's allowed me to have the confidence, the skills to grow in the organisation, because I think, you know, immediately there was support. One of the examples of that is undertaking the coaching and mentoring qualification.


Interview Researcher    14:08
Yeah.
Right.


Participant S14:22
that, you know, I did a PGCE supported by the organisation, the MMDP. So there's been lots of CPD over the years, which has given me the confidence and the skills to progress within the organisation, not just for myself, it's about displaying those skills and provide an opportunity for the teams that you will manage to feel that they can be creative and innovative and


Interview Researcher    14:29
Thank you.


Participant S14:46
bold and confident in whatever they do as well. So I think...
through really effective leadership, because I have been really fortunate in who I've worked for over the years, CPD, I've kind of, my leadership has grown, but


Interview Researcher    14:59
Mhm.


Participant S15:06
But that's also been a bonus to those people who I work with in some way, because I think that they've benefited from the investments that I've had as an organisation. They might say differently, but yeah.


Interview Researcher    15:11
Yeah.
No, I think you're right and I think you're right there. So that's good, that's brilliant. Okay, last question. Are there any changes that you would suggest that you would propose that could help improve the organisation's culture or its leadership?


Participant S15:29
I think within Social Services, and I can only speak for Social Services now because we're out, there is a positive culture and all of those values we mentioned, we see, you know, day in, day out through the leadership of the organisation. Yeah, so I think


Interview Researcher    15:55
Mm.


Participant S16:00
That that happens. Sorry, Interview Researcher, what was the question again?


Interview Researcher    16:02
No, it's fine. So you can apply that and then think more broadly. What do you think, are there basically, are there any suggestions of improvements that you think the organisation could take on board to improve its leadership or its culture in effect?


Participant S16:19
Trying to think what could be improved, so...
I think, you know, obviously funding is an issue in investing in CPD. So there's always an issue about the level of funding and I think individuals are becoming far busier because there's increasing, you know, initiatives or demands on individuals. So the time they


Interview Researcher    16:33
In.


Participant S16:45
is sometimes restrictive in what we'd like to do. So it's kind of, you know, continuing to focus on wellbeing and allowing time for individuals to continue with CPD and look at new ways of working.


Interview Researcher    16:48
Sure.


Participant S17:01
Well, and embracing technology. We use the example of the Children and Young People's app, so continuing to develop technology. You know, obviously AI, we need to continue to work with new systems and processes linked to, you know, future generations as well.


Interview Researcher    17:13
Mm.
Mm.




Participant S17:23
Yeah, I think improvement is continuing to build a culture of openness, isn't it, as well amongst the teams. So yeah, that's what I would say. Yeah.


Interview Researcher    17:28
Participant S.
That's great. That's great. Thank you very much. The good news is we've reached the end. So is there anything else you'd like to add that you really haven't had a chance to cover?


Participant S17:41
I think the leadership starts. I've done this no end, you know, it's like situational leadership and yeah, but when you work through all the profiles around what type of leader, I mean, I don't know about you, Interview Researcher, but you always come out, I come out as transformational, but the other key thing is working,


Interview Researcher    17:44
Yeah.


Participant S18:01
I can't even remember what leadership style it is where you work with individuals to encourage collaboration and support. Yeah.


Interview Researcher    18:07
Almost like an adapt. Oh, yeah, collaborative leadership. Yeah, and I don't know if it's the same for you, but I often think we take on a number of different management styles and approaches depending on the context, isn't it? So can I just say you did a cracking job. That was perfect. Yeah, yeah, yeah. No, it was good.


Participant S18:11
Yeah, so...
Yeah, yeah, yeah, we do.
Oh my gosh, I didn't feel. How did the others go? Were they all similar? Well, what was it?
Interview Researcher  stopped transcription
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Qualitative Analysis: Participant A

This analysis groups key extracts from Participant A’s interview into participant voice, researcher meaning interpretations, and the concepts or themes identified. The analysis focuses on transformational leadership, organisational culture, inclusion, collaboration, and opportunities for service improvement.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		“We have really come on and developed that cross working, that cross understanding.”
“There was a lot of interchange of staff between the teams and ideas.”
“I wanted to replicate that here because I saw the benefits of that.”

		The participant describes transformational leadership as involving deliberate efforts to improve organisational connectedness. Learning from previous authority experience is being used to shape local practice, with an emphasis on creating more cohesive ways of working across teams.

		Cross-service collaboration
Organisational learning
Relational leadership
Knowledge exchange



		“I want to see more of that.”
“I want to see that spreading further out to areas of the council… particularly with education, with housing.”
“Equally with environment and regeneration.”

		The participant frames transformation as something that must extend beyond social care boundaries. Leadership is interpreted as widening influence across the whole council system so that services work collectively around shared social outcomes.

		Whole-council approach
Systems leadership
Boundary-spanning leadership
Multi-agency integration



		“A lot of the social problems that come to our front door…”
“If we had a really good economic offer of jobs and good wages… that would prevent social needs from escalating.”

		The participant connects demand in social care to wider economic and social conditions. This suggests a preventative understanding of leadership, where transformation is not limited to service redesign but includes addressing root causes before needs escalate.

		Prevention and early intervention
Wider determinants of social need
Demand management
Strategic prevention



		“Getting them into meaningful employment… that they’re paid properly, that they’re valued, that they belong to something, they will naturally flourish.”

		The participant places strong emphasis on belonging, value and meaningful opportunities as protective factors for young people and care leavers. This reflects a strengths-based interpretation of leadership, focused on enabling people to thrive rather than simply responding to crisis.

		Belonging and inclusion
Strengths-based practice
Care leaver outcomes
Social value and identity



		“They have got no money in their pocket and it leads to a completely different trajectory.”
“We’ve got a part to play, a big part to play.”

		The participant identifies poverty, exclusion and lack of opportunity as factors that can shape negative life trajectories. The council is positioned as having a significant corporate responsibility to influence these outcomes, not just through social care but through broader civic leadership.

		Corporate parenting responsibility
Social justice
Leadership accountability
Trajectory change



		“Regeneration to stop the demand into social care by bringing business into the local area, building quality housing.”

		The participant links economic regeneration and housing quality directly to reduced demand for social care. This indicates a strategic view of transformation where local authority leadership aligns economic, housing and social care priorities to improve population outcomes.

		Place-based leadership
Regeneration as prevention
Integrated strategic planning
Population outcomes







Qualitative Analysis: Participant B

This analysis groups key extracts from Participant B’s interview into participant voice, researcher meaning interpretations, and the concepts or themes identified. The analysis focuses on transformational leadership, organisational culture, inclusion, collaboration, and opportunities for service improvement.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		“Transformational leadership is very much ingrained in you as a person”; “I’m always trying to find new ways… push the organisation forward… push boundaries.”

		The participant understands transformational leadership as personally embodied rather than simply procedural. Leadership is linked to creativity, innovation, and a willingness to challenge existing ways of working while recognising organisational constraints.

		Transformational leadership as personal values; innovation; adaptive leadership; navigating bureaucracy; change orientation.



		“We lead as a team together”; “I am made by the teams around me”; “people can come to me if they feel they need support.”

		The participant rejects an autocratic model and positions leadership as relational, supportive, and team-centred. Leadership is framed as enabling others rather than controlling them.

		Collaborative leadership; shared leadership; psychological safety; supportive management; team empowerment.



		“I very much need my why”; “that feeds into a team and builds their connection with the organisation.”

		Purpose is presented as a motivating force that connects individuals to organisational aims. The participant suggests that leaders create meaning by helping staff understand why their work matters.

		Purpose-led leadership; motivation; organisational commitment; meaning-making.



		“Culture depends on the department”; “some departments… very strict”; “my culture is very collaborative… based in idea sharing and finding solutions.”

		The participant identifies organisational culture as uneven and locally shaped. Culture varies across departments, with some areas perceived as hierarchical or rigid and others as collaborative and solution-focused.

		Multiple organisational cultures; departmental variation; collaboration; solution-focused culture; localised practice.



		“Cultural silos are only built by people who don’t allow for other influence”; “opportunities where we can be more collaborative, we should be maximising.”

		The participant sees silo working as a human and cultural barrier rather than an inevitable structural feature. Cross-departmental collaboration is viewed as essential to improving wider organisational culture.

		Silo working; cross-service collaboration; organisational learning; cultural integration.



		“Grant funding comes with a lot of restrictions”; “target/KPI driven”; “support communities… those two systems don’t really gel together.”

		The participant highlights a tension between performance management requirements and community-centred outcomes. Funding conditions may create pressure to prioritise measurable targets over relational or social value.

		Performance pressure; grant-funded delivery; KPI culture; community outcomes; tension between accountability and purpose.



		“There’s a lot of managing upwards”; “mid-level and lower-level management… really push the bar”; “sometimes that can surpass knowledge or expertise above.”

		The participant suggests that innovation and operational knowledge often sit with middle or frontline managers. This creates a perceived gap between strategic hierarchy and practical expertise.

		Distributed expertise; managing upwards; middle leadership; frontline innovation; hierarchy and influence.



		“Younger people are getting access to more opportunities”; “if someone above you is stifling your innovative ideas… that will stunt the organisation.”

		The participant connects organisational progress to enabling emerging leaders and protecting innovation. Restrictive management is seen as a risk to long-term organisational development.

		Talent development; innovation enablement; intergenerational change; organisational growth; barriers to progression.



		“Autonomy is huge”; “personal and professional development”; “taking the time to understand everyone’s an individual.”

		The participant links successful project outcomes to an individualised leadership approach. Staff motivation and performance are understood as dependent on knowing people well and adapting support accordingly.

		Autonomy; individualised leadership; staff development; motivation; person-centred management.



		“I’ve been othered… having ADHD and autism”; “systems weren’t individualised”; “I would never do that to someone else.”

		The participant’s leadership approach is shaped by lived experience of exclusion. Personal experience of neurodivergence and workplace trauma informs a commitment to inclusion, empathy, and individualised support.

		Lived experience; neurodiversity; inclusive leadership; empathy; workplace trauma; belonging.



		“Acceptance is not enough”; “you want to be integrated”; “no two are the same.”

		The participant distinguishes between passive acceptance and active inclusion. Inclusion is framed as requiring systemic understanding, reasonable adjustments, and recognition of individual difference.

		Inclusive culture; integration; reasonable adjustments; neurodivergent inclusion; equity over acceptance.



		“Reasonable adjustments… impact everyone else positively”; “it’s more about organisational change.”

		The participant sees inclusive practice as universally beneficial, not only targeted at specific individuals. Adjustments are interpreted as part of broader cultural and organisational improvement.

		Universal benefit; inclusive design; organisational change; accessibility; systems improvement.



		“We’ve just had a policy progress”; “people are considering strategies”; “the organisation… discussing that at an organisation level is right.”

		The participant identifies policy and strategy development as evidence of organisational progress. Formalising inclusion work is seen as a positive step toward embedding change.

		Policy development; strategic inclusion; organisational maturity; formal change mechanisms.



		“This city means a lot”; “how do we tailor… opportunities for work and skills and growth for people that don’t have access like I did?”

		The participant’s connection to place shapes their view of organisational purpose. Leadership is linked to civic responsibility and creating fairer access to opportunity.

		Place-based commitment; civic purpose; social mobility; community opportunity; equity.



		“We can’t just stay still”; “be more fluid and collaborative internally”; “know our people… champion that development.”

		The participant recommends greater internal mobility, collaboration, and active talent development. Retaining skilled people depends on knowing staff personally and professionally and creating pathways for growth.

		Continuous improvement; workforce development; internal mobility; talent retention; collaborative culture.



		“Transformational leadership is not about staying still”; “it’s about moving, changing, reflecting the times”; “it should be the day job.”

		The participant concludes that transformational leadership should be embedded into everyday leadership practice rather than treated as an optional or additional activity.

		Embedded transformational leadership; adaptability; reflective practice; leadership as core work; cultural change.







Qualitative Analysis: Participant C

This analysis groups key extracts from Participant C’s interview into participant voice, researcher meaning interpretations, and the concepts or themes identified. The analysis focuses on transformational leadership, organisational culture, inclusion, collaboration, and opportunities for service improvement.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		Participant describes the organisation as “very supportive and inclusive”, with visible representation, staff networks, and support for staff at different stages of their careers.

		The participant associates organisational culture with inclusion, equality, representation and practical support mechanisms. Women’s leadership visibility appears to influence perceptions of opportunity and belonging.

		Inclusive culture; equality and representation; psychological safety; staff support networks; visible leadership diversity.



		Participant notes that leadership styles vary significantly across departments and even within the same team, describing approaches ranging from hands-off to “by the book” and transactional.

		Leadership is experienced as inconsistent across the organisation. The participant recognises that context shapes leadership practice, but also identifies inconsistency as potentially affecting team confidence, boundaries and performance.

		Leadership variability; contextual leadership; transactional leadership; consistency of management practice; impact of leadership style on teams.



		Participant emphasises the importance of an “open door policy”, leading by example, being supportive, setting clear boundaries, and maintaining trust and authority.

		The participant’s preferred leadership model combines relational support with professional distance and clarity. Effective leadership is interpreted as both accessible and boundaried.

		Relational leadership; supportive leadership; role modelling; trust; boundaries; balanced authority.



		Participant describes learning leadership behaviours from previous managers, particularly valuing directness, transparency and difficult decision-making in the interests of the team and service.

		Leadership identity appears to be shaped through observation and modelling. Transparency and honesty are positioned as central to credibility and respect.

		Leadership socialisation; modelling; transparency; credibility; ethical decision-making; learning from experience.



		Participant explains that a hands-off project leadership approach led to disengagement, lack of structure and loss of momentum, whereas a more structured project manager created direction, shared mission, support and engagement.

		The participant links leadership approach directly to project outcomes. Structure, clarity and shared purpose are interpreted as enabling transformation and restoring momentum.

		Leadership impact on outcomes; project governance; shared vision; team engagement; direction; transformation leadership conditions.



		Participant identifies local authority governance, business cases, scrutiny and approval routes as both barriers to pace and necessary safeguards because public money must be scrutinised.

		The participant recognises a tension between bureaucracy and accountability. Governance is perceived as slowing transformation, but also as ethically necessary in public sector decision-making.

		Public sector bureaucracy; governance; accountability; scrutiny; barriers to transformation; responsible use of public money.



		Participant describes the organisation as traditional and suggests this can be a barrier to transformation, while also recognising recent movement towards modernisation, technology and AI.

		The participant’s narrative shows a shift from perceiving the organisation as static to seeing emerging transformation. Traditional structures remain influential but are beginning to change.

		Traditional organisational culture; modernisation; digital transformation; organisational change; public sector adaptation.



		Participant identifies poor joined-up working, limited communication between interconnected services, inconsistent processes, and underuse of digital systems.

		The participant views fragmentation as a major organisational challenge. Opportunities exist to improve knowledge sharing, process mapping and cross-department collaboration.

		Silo working; joined-up working; knowledge sharing; process improvement; digital tools; cross-service collaboration.



		Participant suggests that people have been more open to change than expected, attributing this to clearer corporate messaging, openness about technology and more transparent leadership communication.

		Openness to change is linked to communication and trust. Clear messaging from senior leadership may reduce uncertainty and support organisational readiness for transformation.

		Change readiness; communication; transparency; trust in leadership; senior leadership visibility; organisational readiness.



		Participant reflects that moving from a traditional service environment into a transformation project changed their perception of the organisation, giving them a clearer view of future direction and positive change.

		Personal experience shapes organisational interpretation. Exposure to transformation work broadens perspective and allows the participant to see strategic direction beyond their original service area.

		Perspective shift; professional identity; transformation exposure; organisational learning; strategic awareness.



		Participant recommends stronger career pathways, wider exposure across departments, better retention of apprentices, and more opportunities for younger staff to contribute to transformation discussions.

		The participant sees workforce development and generational inclusion as essential to future organisational sustainability. Hierarchy and limited progression routes are interpreted as barriers to retaining emerging talent.

		Career development; succession planning; talent retention; generational inclusion; workforce sustainability; leadership pipeline.



		Participant argues that the organisation should share more success stories and involve people at all levels, including apprentices and younger staff, particularly in modernisation and digital transformation work.

		The participant connects organisational morale, public perception and innovation with broader participation and better celebration of achievements. Voice and recognition are seen as cultural improvement mechanisms.

		Celebrating success; employee voice; inclusive decision-making; innovation; digital natives; cultural renewal; participation across levels.







Qualitative Analysis: Participant D

This initial qualitative analysis is based on the visible Participant D transcript. The analysis groups participant voice into interpretive meaning and identifies emerging concepts and themes relevant to organisational culture, leadership, transformation and change.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		Participant D describes the organisation as having moved from disparate, siloed working towards a more mature, collaborative culture, particularly since COVID.

		COVID appears to have acted as a disruptive catalyst that forced behavioural and structural change at pace. The participant interprets this as a turning point in how the organisation understands shared purpose and cross-service working.

		Culture change; post-COVID transformation; collaboration; breaking down silos; organisational maturity



		Participant D identifies local government as a “melting pot” of different services, professional identities and priorities under one umbrella.

		The participant suggests that structural complexity makes shared organisational vision difficult to achieve. Transformation therefore requires intentional alignment across professional boundaries.

		Complex systems; professional silos; shared vision; whole-organisation alignment; local government complexity



		Participant D highlights listening, collaboration and respect as important values, while also acknowledging that the organisation is “not perfect” and can sometimes ignore what people are saying.

		There is evidence of values becoming more embedded, but also a gap between stated organisational principles and consistent lived practice. Listening is viewed as both an aspiration and an area requiring continued improvement.

		Listening culture; values into practice; resident-centred services; organisational learning; authenticity



		Participant D views collaboration as one of the organisation’s strongest features, citing examples such as anti-poverty work and cross-service engagement between housing, social services and other areas.

		Collaboration is interpreted as a key cultural strength and a mechanism for solving complex social problems that cannot be addressed by one service in isolation.

		Collaborative practice; partnership working; integrated services; shared problem-solving; systems leadership



		Participant D describes leadership as enabling others, providing access, coaching, autonomy and permission to try new approaches.

		Effective leadership is understood as facilitative rather than directive. The participant values leaders who create access to decision-making spaces and support professional growth.

		Enabling leadership; coaching; autonomy; empowerment; distributed leadership



		Participant D also notes that public sector leadership can be risk-averse because failure carries political consequences.

		Innovation is constrained by accountability pressures and the fear of failure. Transformation requires leaders to create psychological safety and better communicate the value of calculated risk.

		Risk aversion; political accountability; psychological safety; innovation; transformational leadership



		Participant D identifies COVID leadership as a positive example, where senior leaders rapidly shifted organisational focus from business-as-usual to crisis response and future recovery.

		Leadership during crisis is interpreted as decisive, adaptive and strategically important. The participant sees this period as a foundation for subsequent transformation work.

		Crisis leadership; adaptive leadership; strategic reset; organisational resilience; rapid change



		Participant D describes digital transformation, AI, Copilot, voice-to-text and process review work as positive developments, while cautioning that public services must remain people-led.

		Technology is positioned as an enabler rather than a replacement for human relationships. Successful adoption depends on careful communication, trust and clarity about benefits.

		Digital transformation; AI adoption; human-centred services; benefits realisation; change communication



		Participant D raises concerns that automation language can create fear about job loss and resistance among staff.

		The meaning of transformation is shaped by how change is framed. If communication overemphasises financial savings, staff may experience threat rather than opportunity.

		Resistance to change; workforce anxiety; communication framing; trust; organisational readiness



		Participant D describes feeling isolated as a “single point of failure” while also acting as an organisational enabler who coordinates and mobilises others.

		Informal leadership and organisational influence may sit outside formal hierarchy. However, reliance on one individual creates hidden workload, dependency and resilience risks.

		Informal leadership; role isolation; resilience; dependency risk; hidden labour



		Participant D uses the metaphor of being a “shepherd”, gathering others together to complete shared organisational tasks.

		The participant’s role is interpreted as relational and coordinating. Leadership is exercised through influence, trust, respect and facilitation rather than formal authority.

		Relational leadership; influence without authority; facilitation; coordination; organisational glue



		Participant D calls for greater transparency, clearer communication about decisions and better recognition of organisational successes.

		The participant links openness with trust and cultural improvement. Perceived secrecy or “cloak and dagger” decision-making may undermine engagement and confidence in leadership.

		Transparency; trust; communication; recognition; organisational culture; leadership credibility







Qualitative Analysis: Participant E

This analysis groups key extracts from Participant E’s interview into participant voice, researcher meaning interpretations, and the concepts or themes identified. The analysis focuses on transformational leadership, organisational culture, inclusion, collaboration, and opportunities for service improvement

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/ Themes identified



		Participant describes organisational culture as varying significantly between teams. The council is viewed positively overall as an employer, but the participant notes that values and practices are not experienced consistently across all teams.

		The participant understands organisational culture as locally mediated through team-level leadership and management practice. The wider organisation may promote positive values, but the lived experience depends heavily on how individual teams interpret and apply them.

		Variation in organisational culture; team-level leadership; inconsistent implementation of organisational values; localised employee experience.



		The participant contrasts a previous team described as “laid back” and “chilled” with the current team, which is more deadline-focused, structured, and rules-based. They express a preference for the current approach because it aligns with their methodical working style.

		Leadership effectiveness is interpreted through fit between leadership style and individual working preferences. Structure, clarity and expectations are experienced as supportive rather than restrictive.

		Leadership-style fit; clarity of expectations; structure and accountability; methodical working; preference for directive/organised leadership.



		The participant repeatedly emphasises that deadlines, objectives and key dates are written down, discussed in team meetings, placed in diaries, and tracked through shared documents such as Excel spreadsheets.

		Leadership is experienced as practical organisation: making work visible, shared and manageable. Written systems provide psychological reassurance, reduce ambiguity, and support collective accountability.

		Operational clarity; visible planning; deadline management; shared systems; collective accountability; task coordination.



		Year-end work is described as a major project requiring early planning, regular updates, clear objectives, grant deadline tracking, and staged communication between team members.

		The participant sees successful delivery as dependent on disciplined processes and coordinated communication. The team’s leadership approach enables complex and time-sensitive work to be broken down into manageable stages.

		Project delivery; process discipline; communication pathways; interdependence; year-end planning; structured coordination.



		The participant notes that the team understands who feeds information to whom, and that accountancy assistants are included in the process so they can understand how their work contributes to the wider Children Services finance function.

		The leadership approach supports learning, role clarity and a sense of contribution. Inclusion in wider documents and processes helps newer or junior staff understand the purpose and impact of their work.

		Learning culture; role clarity; inclusion; knowledge sharing; staff development; understanding contribution.



		The participant identifies successes as consistently meeting deadlines, while challenges include pressure, short timescales, competing requests and feeling pulled in multiple directions.

		The structured approach is effective but can create intensity during peak periods. Leadership supports delivery, but the work environment remains pressured due to high demand and overlapping priorities.

		Performance under pressure; workload intensity; competing demands; deadline pressure; resilience; peak workload periods.



		The participant compares private sector experience with local authority employment, describing the council as more supportive of employees, particularly through flexibility and work-life balance.

		The participant’s view of the organisation is shaped by contrast with previous employment. Flexibility is experienced as a valued cultural feature that supports family life and employee wellbeing.

		Work-life balance; employee support; flexibility; family-friendly culture; transition from private sector to local authority.



		The participant describes Children Services and Finance as having different cultures: finance is “regimented,” while Children Services is more adaptive and responsive because its work cannot fit into a fixed structure.

		The participant recognises that different service contexts require different cultural and leadership responses. Cross-departmental understanding develops over time through working relationships and exposure to each other’s pressures.

		Cross-service culture; adaptive practice; professional difference; mutual understanding; finance-social care interface.



		The participant states that working with Children Services is challenging but positive, describing the area as volatile and dynamic, and saying they like being challenged and kept “on their toes.”

		The participant frames complexity and unpredictability as stimulating rather than purely negative. This suggests engagement with purposeful, varied work despite the demands it creates.

		Positive challenge; dynamic work environment; professional engagement; complexity; motivation through variety.



		The participant reports feeling informed about wider organisational changes through staff news, updates and manager communication, and does not identify any significant changes needed from their own perspective.

		The participant experiences current communication as sufficient and feels connected to broader organisational developments. Satisfaction may be partly linked to effective local management translating wider messages into meaningful team-level information.

		Organisational communication; information flow; manager as communication bridge; employee satisfaction; perceived connection to wider organisation.











Qualitative Analysis: Participant F

This analysis groups key extracts from Participant F’s interview into participant voice, researcher meaning interpretations, and the concepts or themes identified. The analysis focuses on transformational leadership, organisational culture, inclusion, collaboration, and opportunities for service improvement

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		Participant F describes Children’s Services as having “its own culture, its own tempo, its own kind of ecosystem,” shaped by risk, reactivity, statutory responsibilities and the emotional intensity of the work. They contrast this with the wider corporate organisation, suggesting that corporate values can feel like “posters on a wall” rather than lived behaviours.

		The participant distinguishes between the culture of Children’s Services and the broader council culture. Children’s Services is interpreted as a distinct subculture created by operational pressure, risk, professional identity and service-user need. The wider corporate culture is perceived as less connected to frontline realities and less able to reflect the pace and complexity of social care practice.

		Departmental subculture; frontline identity; cultural misalignment; lived values versus stated values; risk-shaped organisational culture.



		The participant identifies a “willingness to move the service forward” and an “interest in innovation,” but repeatedly notes that progress is slowed by day-to-day pressures, governance, assurance and organisational process. They describe the service as “trying to move forward” but being “curtailed” by the wider organisational culture.

		There is a strong perceived appetite for transformation within parts of the department, but this is constrained by structural and procedural barriers. Innovation is not absent; rather, it is unevenly enabled. The participant frames transformation as dependent not only on ideas and motivation, but on the organisation’s ability to remove obstacles and create permission to act.

		Innovation appetite; constrained transformation; governance as barrier; organisational permission; pace of change.



		The participant refers to honesty, integrity, accountability, transparency, support and empathy as important values within the department. They also describe positive work-life balance and holistic support for staff, noting that people perform better when supported “as a whole” rather than only as professionals.

		The participant recognises important strengths within the organisational culture, particularly around care, support and accountability. These values appear strongest within operational and departmental relationships rather than consistently across the whole organisation. The organisation is experienced as supportive in relation to staff wellbeing, even where it is viewed as less progressive in relation to innovation and system change.

		Relational culture; staff wellbeing; accountability; empathy; professional support; holistic employee experience.



		The participant describes leadership positively when it is clear, empathetic, compassionate and direction-setting. They identify value in collaborative leadership, but also suggest that shared leadership can sometimes lack a visible figurehead who is prepared to “go out on a limb” and set direction.

		The participant values both relational and directive aspects of leadership. Effective leadership is interpreted as a balance between compassion, collaboration, clarity and courage. The analysis suggests a tension between democratic/shared leadership and the need for decisive leadership during periods of change.

		Compassionate leadership; clear direction; distributed leadership; leadership courage; decisiveness in change.



		The participant states that, at a wider organisational level, they have not always felt “inspired” by senior leadership and perceives a “disconnect” between strategic leadership and operational realities. They describe leadership as sometimes “safe” and less innovative, shaped by governance and process.

		The participant’s account suggests a perceived gap between strategic intent and operational understanding. Leadership at corporate level is seen as aligned to plans and structures, but not always experienced as energising, innovative or sufficiently connected to frontline practice. This may weaken trust, motivation and readiness for change.

		Strategic-operational disconnect; uninspiring leadership; safe leadership; innovation deficit; trust and credibility.



		Using [Project / service development] / the [service hub] as an example, the participant describes a strong rationale, inspection/audit drivers, multi-agency benefits and service-user value, but also frustration that progress is slowed by governance, papers, approvals and lack of traction.

		The project is interpreted as a case example of the organisation’s transformation dilemma: clear need, strong professional commitment and potential service benefits exist, but system processes delay or dilute implementation. The participant sees this as evidence that promising innovation can become stuck within governance systems.

		Transformation case example; anonymised service hub; system friction; governance burden; missed opportunities; service-user benefit.





		The participant describes excessive governance and assurance as “stifling creativity” and argues that the organisation needs to make governance easier to navigate so staff feel empowered to suggest and drive service change.

		Governance is not rejected outright; the participant recognises accountability in a democratic/public sector context. However, governance is interpreted as disproportionate or insufficiently agile. The key issue is not the existence of assurance, but whether it enables safe innovation or blocks it.

		Agile governance; proportionate assurance; empowerment; creativity; bureaucracy; public sector accountability.



		The participant describes some staff and teams as being time poor and sceptical, with busyness sometimes becoming “a bit of a barrier” or “armour” that prevents engagement with change. They suggest meetings can become framed by lack of capacity before solutions are explored.

		The participant identifies a cultural pattern where workload pressure becomes both a genuine constraint and a protective narrative. This may reduce openness to change and reinforce resistance before improvement activity begins. The issue is interpreted as cultural as well as operational.

		Busyness culture; capacity narrative; resistance to change; workload pressure; psychological barriers; change readiness.



		The participant highlights variation in digital and AI adoption, warning that differing levels of uptake could create internal disparity, delays and inconsistent workflow. They argue that some changes may need stronger top-down direction after people have had opportunities to engage.

		Digital transformation is presented as a leadership challenge rather than simply a technical issue. The participant suggests that optional adoption may widen variation and undermine system performance. There is a perceived need for clearer organisational expectations, structured support and, where necessary, firmer implementation leadership.

		Digital transformation; AI adoption; implementation leadership; imposed change; consistency; future readiness.



		The participant describes their own role as sometimes “isolated” and “on the periphery,” but also values the objectivity this brings. They see themselves as a “critical friend,” supporting leaders, contextualising improvement work and helping teams identify impact.

		The continuous improvement role is interpreted as liminal: positioned between operational practice and strategic change. This enables objectivity and challenge, but can also create ambiguity about remit, authority and belonging. The role depends heavily on relationships, trust and the ability to demonstrate value.

		Liminal role; critical friend; improvement leadership; relational influence; role ambiguity; evidencing impact.



		The participant repeatedly emphasises the importance of relationships, trust, honesty and consistency. They describe building strong working relationships with leaders and teams, and value being able to challenge constructively while remaining solution-focused.

		Trust is central to the participant’s theory of change. Influence appears to be achieved less through formal authority and more through credibility, consistency, relationship-building and practical support. The participant links leadership effectiveness to authenticity and consistent behaviour.

		Relational trust; authenticity; constructive challenge; informal influence; credibility; solution-focused leadership.



		The participant calls for more diversity of thought around leaders, describing the need for people who can “critically challenge” and bring different experiences. They caution against teams being created for “harmony and reassurance” rather than innovation and challenge.

		The participant frames leadership teams as needing cognitive and experiential diversity to avoid comfort, compliance and groupthink. Effective transformation requires leaders to invite challenge and surround themselves with people who bring different perspectives, not only reassurance.

		Diversity of thought; constructive dissent; psychological safety; anti-groupthink; innovation through challenge.



		The participant recommends greater interdepartmental and inter-service collaboration, including informal sharing of best practice and forums. They argue that without this, the organisation risks having “20 different cultures” within one organisation.

		The participant sees cultural alignment as requiring active cross-boundary work rather than passive reliance on corporate values. Collaboration is interpreted as both a mechanism for shared learning and a route to building a more coherent organisational identity.

		Cross-departmental collaboration; organisational alignment; shared learning; silo reduction; cultural coherence.





Qualitative Analysis: Participant G

This analysis groups key extracts from Participant G’s interview into participant voice, researcher meaning interpretations, and the concepts or themes identified. The analysis focuses on transformational leadership, organisational culture, inclusion, collaboration, and opportunities for service improvement.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		“The authority has got a really lovely culture… it’s really open… we really try to look after staff.”
“It’s a very open door culture… anybody can pick up the phone at any time.”

		The participant experiences the organisational culture as accessible, relational and staff-focused. Openness is associated with informal access to colleagues and leaders, as well as a perceived willingness to support staff wellbeing.

		Open-door culture; staff wellbeing; relational accessibility; supportive organisational climate



		“A culture of wanting to help support and change and make things better for our children and families.”
“We all strive to be transitional leaders and make a difference and strive for change.”

		The organisation is described as values-led, with improvement and positive outcomes for children and families positioned as central motivating factors. Change is framed as purposeful rather than purely procedural.

		Child-centred purpose; improvement culture; transformational intent; public service values



		“Treat others as we’d like to be treated ourselves.”
“I’d like to think we empower staff, encourage their development.”
“Inclusivity… it’s not something that’s being done to, it’s being done with.”

		The participant identifies respectful modelling, empowerment and inclusion as key organisational behaviours. Meaningful involvement is presented as important to staff ownership of change.

		Empowerment; inclusive practice; modelling values; participatory change



		“Sometimes I think we feel there should be a little bit more emphasis around children’s services because we’re dealing with people’s lives.”
“I appreciate the corporate push back in terms of finances and budgets… but it can at points feel a little bit overwhelming.”

		The participant recognises a tension between frontline statutory responsibilities and corporate financial constraints. Children’s services are perceived as high-risk and demand-led, which can create pressure when balanced against budgetary expectations.

		Corporate–frontline tension; financial constraint; statutory demand; emotional burden of risk



		“I think I’m quite a situational leader… quite adaptive.”
“I have to adapt my styles of leadership depending on which manager I’m working with.”

		The participant understands their leadership as flexible and responsive to the needs of individuals and contexts. Leadership is not presented as a fixed style but as something adjusted according to relationships and circumstances.

		Situational leadership; adaptive leadership; relational leadership; responsive management



		“We’re all included in meetings.”
“We’ve got a director who does staff briefings and tries to keep staff up to date.”
“We’ve got a really inclusive Head of Service who shows us a lot of autonomy.”

		Leadership is experienced as broadly transparent and inclusive, particularly within Children’s Services. Autonomy is valued and linked to the ability to make decisions and shape services in response to need.

		Transparent leadership; autonomy; inclusive senior leadership; distributed decision-making



		“Whether it’s transparent enough… whether those messages filter down appropriately from corporate and why those decisions are made…”

		Although leadership communication is viewed positively, the participant identifies a potential gap in how corporate decisions are explained and translated to staff on the ground.

		Communication gap; corporate transparency; sense-making; organisational understanding



		“There’s lots of group learning… sharing success or challenges.”
“It’s really helpful to know what’s going on in the wider council.”
“It’s very easy to work in silos.”

		Cross-council learning and shared forums are seen as mechanisms that reduce silo working and increase awareness of wider organisational pressures.

		Shared learning; reducing silos; corporate awareness; collaborative leadership



		“We’ve got loads of good outcomes… CLA reduction… transitional Safeguarding… children and young people’s app… awards for the strategic partnership.”

		The participant links leadership to visible service outcomes and innovation. Success is associated with ambition, partnership work and willingness to be externally visible.

		Leadership impact; service innovation; partnership success; outcome-focused leadership



		“We’ve got a very good group with different personalities… we all complement each other.”
“Where others have perhaps got deficits, the others will fill those gaps.”

		Team effectiveness is attributed to diversity of strengths, complementary roles and openness to honest conversations. Collective leadership is presented as a key enabler of success.

		Collective leadership; complementary strengths; psychological safety; team cohesion



		“The systems review is probably one of the biggies.”
“We try to be as inclusive as possible… staff included… HR come in and ensuring that everyone’s views are met.”

		The systems review is framed as a significant organisational change project that reflects inclusive practice. The participant recognises the need for sensitivity, process and staff engagement during restructure.

		Systems review; inclusive redesign; change management; staff engagement



		“We’re going to have a more cohesive service for our adolescents.”
“I’m really hoping that it can exact positive change for our young people.”

		The anticipated success of the redesign is a more coherent adolescent service. The participant connects structural change to improved outcomes for young people.

		Adolescent service cohesion; service redesign; outcomes for young people; strategic alignment



		“People don’t like change… some people really embrace change and some people don’t.”
“Finance is always going to be an issue.”
“More complexity… finances and staffing levels have remained pretty static.”

		The participant identifies change resistance, financial pressure, rising complexity and static staffing as key implementation challenges. These pressures shape what is realistically achievable.

		Change resistance; resource pressure; complexity of demand; implementation risk



		“I feel I’ve been a little bit more of the balanced… let’s make sure we’ve got our checks and balances right.”
“We’ve probably got steps 1 to 20 to do first before we can get to the end bit.”

		The participant describes a shift from being primarily a change advocate to occupying a balancing role that tests feasibility and sequencing. This suggests growth in strategic realism.

		Strategic realism; reflective leadership; governance discipline; balancing innovation and practicality



		“I never want to lose sight of what it feels like for the people on the ground.”
“Tokenistic changes don’t do anything.”
“It’s got to be meaningful.”

		The participant emphasises that change must be meaningful to frontline staff and grounded in operational reality. There is a concern that change without genuine relevance risks being superficial.

		Frontline-informed change; meaningful engagement; anti-tokenism; practice realism



		“I was politically so naive… financially really naive as a social worker.”
“As a service manager, you have to look at the whole service.”
“Massively shifted my understanding.”

		Moving into a senior management role broadened the participant’s understanding of political, financial and whole-service responsibilities. The role created a shift from individual case advocacy to system-wide judgement.

		Role transition; political literacy; financial literacy; systems thinking



		“I’ll do anything in my power to keep a child at home.”
“Now I know the full outcomes across the board for children in care.”

		The participant’s understanding of risk and outcomes has evolved. Wider system knowledge has changed how they interpret thresholds, intervention and the balance between protection and family preservation.

		Risk maturity; family preservation; outcomes awareness; ethical decision-making



		“I never really realised the impact of the city status and the demographic and the differences.”
“The local authority area is a city of sanctuary… a lot of diversity within the city.”

		The participant identifies Newport’s city context, demographic diversity and sanctuary status as shaping organisational priorities and service pressures. Local context is viewed as central to understanding risk and demand.

		Place-based leadership; city context; diversity; demographic complexity



		“I wonder sometimes whether it could be a little bit more inclusive, potentially.”
“The bureaucracy… form filling… paperwork… lots and lots of duplication.”

		The participant suggests that organisational culture and leadership could be improved through greater inclusion and reduced bureaucracy. Duplication is perceived as a barrier to efficiency and meaningful practice.

		Improvement opportunities; bureaucracy; duplication; inclusive corporate culture



		“We were very sheltered from any type of corporate exposure or information.”
“I probably learned more in the local authority in the first two years than I had in my entire social work career around how a council works.”

		Compared with a previous authority, the council is experienced as providing greater exposure to corporate, political and financial realities. This exposure is seen as developmental and important for role effectiveness.

		Corporate exposure; professional development; organisational learning; leadership maturity



		“Leadership generally is difficult because it could be about people.”
“People can lead very differently… both work in different ways.”

		The participant understands leadership as relational and plural. Different leadership styles can be effective depending on context, personality and organisational need.

		Leadership plurality; relational complexity; contextual leadership; leadership diversity



		“I like to empower people… the emails I’ll send, the shout outs… bigging staff up.”
“That’s really important because we don’t get that in our job.”

		Recognition and affirmation are used intentionally as leadership tools. The participant links staff morale and motivation to visible appreciation in emotionally demanding work.

		Recognition culture; staff morale; empowering leadership; emotional labour



		“The transactional bit… came as a bit of a shock.”
“I do recognise that I do like to get the job done.”
“There are certain expectations on people… for that to happen.”

		The participant distinguishes between personal leadership identity and the task requirements of the role. Transactional elements are acknowledged as sometimes necessary within statutory and organisational responsibilities.

		Task-focused leadership; role demands; accountability; balancing relational and transactional leadership



		“Imposter syndrome for me was a massive one.”
“I thought I’d made a terrible mistake… it was so different.”
“I still get that… definitely less so.”

		The participant reflects on vulnerability during role transition and acknowledges ongoing but reduced imposter feelings. Confidence appears to have developed through experience, familiarity and competence.

		Imposter syndrome; role transition; leadership confidence; professional identity



		“I’ve been very keen to be quite close with them… saying it’s all right not to know.”
“Don’t be afraid to ask.”

		The participant’s own experience of uncertainty informs how they support newer leaders. Learning is translated into mentoring, normalising uncertainty and encouraging help-seeking.

		Peer support; mentoring; compassionate leadership; learning from experience







Qualitative Analysis: Participant H 

This analysis groups key extracts from Participant H’s interview into participant voice, researcher meaning interpretations, and the concepts or themes identified. The analysis focuses on transformational leadership, organisational culture, inclusion, collaboration, and opportunities for service improvement.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		“I would describe the culture… as a positive culture now.”
“The wellbeing of individuals… is far better looked at than it was 10, 15, 20, 30 years ago.”
“Now… if there is an individual who's struggling outside of work… we look upon it by supporting them.”

		The participant describes a clear cultural shift from a task-focused and compliance-led environment towards one that recognises employee wellbeing, personal pressures and the human context of work. The organisation is perceived as more supportive and responsive than in previous decades.

		Positive organisational culture; employee wellbeing; compassionate management; cultural change over time; supportive workplace practice



		“Years ago… if you got a job, you got to do it.”
“You choose where you live, get into work.”
“Command and control… that was the case many years ago.”

		The participant contrasts previous leadership styles with current practice, describing earlier management as authoritarian, rigid and fear-based. This suggests a historical experience of transactional or directive leadership, where personal circumstances were not meaningfully considered.

		Command-and-control leadership; fear-based management; historical organisational culture; rigid managerial expectations; lack of flexibility



		“Now… a manager… allows you to be yourself whilst ensuring that your work is done.”
“Huge shift… more recently.”
“Younger managers… appreciate the fact that we've all got roles… [and] outside pressures.”

		The participant identifies a movement towards more relational, empathetic and flexible leadership. Managers are seen as increasingly aware of staff autonomy, wellbeing and the impact of pressures outside work. This is interpreted as a more person-centred leadership approach.

		Transformational leadership; relational leadership; empathy; autonomy; modern management; psychologically safer workplace



		“I think that's come from senior levels.”
“It's senior level and it's filtered down.”
“Since T has been in her role, she's very focused and very positive on health and safety matters.”

		The participant attributes cultural improvement to visible senior leadership and leadership modelling. Strategic priorities around wellbeing and health and safety appear to be communicated downward through organisational structures, influencing practice at service level.

		Senior leadership influence; leadership visibility; top-down cultural change; strategic priority-setting; modelling organisational values



		“Health and safety is foreseen risks and staff are informed of those foreseen risks.”
“We now have a violence at work procedure…”
“Staff are aware that violence at work is important to be reported for us to support them.”

		The participant positions health and safety as central to organisational improvement. Policy development is framed not only as procedural compliance, but as a mechanism for staff protection, awareness, reporting and organisational learning.

		Risk awareness; violence at work; safeguarding staff; procedural improvement; reporting culture; prevention and mitigation



		“It took around 2 years… to go from the point where I did it to… accepted and put into practice.”
“So many rungs of the ladder… scrutinised by so many departments.”

		The participant recognises the need for governance and scrutiny but experiences organisational processes as slow and bureaucratic. This creates tension between the desire for timely improvement and the requirements of corporate approval.

		Bureaucracy; governance; implementation delay; organisational complexity; policy approval processes; change management barriers



		“The numbers of attendees was very, very low.”
“Whether that is because we didn't publicise it enough…”
“I plan to… ensure that we publicise the violence of work procedure and then provide further training days.”

		The participant reflects critically on implementation challenges and demonstrates adaptive learning. Low training attendance is interpreted as a communication, engagement and awareness issue, leading to plans for renewed promotion and follow-up training.

		Implementation challenge; staff engagement; communication strategy; training uptake; reflective practice; continuous improvement



		“Social workers have a very high tolerance level to what they are subjected to…”
“They may feel that violence at work doesn't apply to them…”
“Staff need to be aware of what to report and when to report it.”

		The participant identifies professional norms that may normalise risk or reduce reporting. This suggests that some staff groups may under-report incidents because exposure to challenging behaviour is perceived as part of the role.

		Normalisation of risk; under-reporting; professional tolerance; occupational culture; violence at work awareness; staff safety



		“I've had… situations where I really was fearful for my own life.”
“This is why I'm conscious of your health and safety.”
“Those experiences… I make sure I report that into practice.”

		The participant’s personal experiences strongly shape their professional commitment to staff safety. Lived experience becomes a source of credibility and motivation, informing their approach to risk assessment, personal safety systems and manager engagement.

		Lived experience; experiential knowledge; practice-informed leadership; personal safety; credibility; risk assessment



		“Communication is key and I think we don't communicate enough through the organisation.”
“Social Services… Education is education.”
“There could be more work done where staff are more aware of what everybody else does.”

		The participant identifies siloed working and limited cross-directorate understanding as barriers to organisational improvement. Improved communication is seen as necessary for shared understanding, joined-up practice and better support for children, young people and staff.

		Communication; silo working; cross-directorate collaboration; organisational visibility; partnership working; integrated practice



		“Leaders are much more visible than they were ever.”
“It’s more proactive than reactive.”
“What potentially can happen and what can we mitigate?”

		The participant views current leadership as more visible, proactive and preventative. This contrasts with past reactive approaches and suggests a shift towards anticipatory leadership, risk mitigation and structured senior engagement.

		Visible leadership; proactive leadership; preventative culture; risk mitigation; senior engagement; organisational learning



		“The improvement is tenfold from what it was many years ago.”
“There will be negativity… because not everybody will be happy with what's being requested of them.”
“It is so far enhanced to what it was…”

		The participant concludes with an overall positive assessment of organisational development, while acknowledging that change may generate resistance. Their long service provides a longitudinal perspective on improvement and organisational evolution.

		Longitudinal perspective; organisational improvement; resistance to change; cultural maturity; change journey; positive transformation







Qualitative Analysis: Participant I 

This analysis groups participant I’s contributions into key areas of meaning, drawing out interpretive insights and recurring concepts relevant to organisational culture, leadership practice, transformational change, and public sector delivery.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		The participant describes the council as a supportive organisation where senior leaders are visible, approachable, and where people are generally willing to help across service boundaries. They emphasise that colleagues usually “lean into” problems and that staff do not feel left to struggle alone.

		The participant constructs organisational culture as relational and collaborative. Support is understood not only as formal management support, but as an everyday willingness across departments to respond to shared challenges. This suggests that trust, accessibility, and cross-service cooperation are experienced as important cultural strengths.

		Supportive organisational culture; collaboration across service areas; relational trust; visibility and approachability of senior leaders; shared public service ethos.



		The participant reflects that their career has been supported over many years and links their continued commitment to Newport Council with being trusted, known, and treated as a “safe pair of hands”.

		Long service appears to create both organisational confidence and personal loyalty. The participant values autonomy and trust, suggesting that leadership legitimacy is partly built through reputation, reliability, and accumulated organisational knowledge.

		Career development; organisational loyalty; autonomy; professional credibility; trust-based leadership; long-service identity.



		The participant contrasts earlier regulatory leadership, described as more black-and-white and statutory, with more recent leadership that is dynamic, ambitious, and change-focused.

		The participant identifies a shift from compliance-oriented leadership toward transformational and change-oriented leadership. However, this shift is experienced as both positive and demanding, especially where ambition exceeds organisational capacity.

		Leadership evolution; regulatory versus transformational leadership; modernisation; change orientation; statutory constraint and flexibility.



		The participant repeatedly highlights the tension between strong leadership drive and the practical realities of delivering change in a local authority context, including required procedures, governance steps, timescales, and resource limitations.

		Transformational ambition is interpreted as necessary but potentially problematic when insufficiently grounded in organisational process and capacity. The participant sees effective leadership as needing to balance pace, aspiration, realism, and staff wellbeing.

		Pace of change; implementation realism; organisational bureaucracy; governance constraints; change fatigue; sustainable transformation.



		The participant describes feeling able to challenge expectations at times, but also notes that challenge can be overt or managed through what is realistically achievable in practice.

		Challenge is framed as a nuanced leadership behaviour rather than simple resistance. The participant navigates upward leadership by balancing honesty, pragmatism, and relationship management.

		Constructive challenge; upward management; pragmatic leadership; psychological safety; negotiated accountability.



		The participant describes leading staff through pressure by reassuring them, seeking resources, creating posts, using agency staff, and finding practical solutions to protect delivery and staff capacity.

		The participant’s leadership identity is strongly associated with responsibility for enabling others. They position themselves as someone who should only make demands where they are also actively working to secure resources and remove barriers.

		Enabling leadership; resource advocacy; staff support; protective leadership; trust-building; operational resilience.



		The participant gives examples where temporary accommodation work required new contracts, stronger procurement, better financial controls, renegotiated rates, and improved accommodation quality.

		Leadership impact is evidenced through practical service improvement rather than abstract change language. The participant frames success as reducing the scale of financial growth, increasing control, and improving quality despite rising demand.

		Service improvement; financial control; procurement reform; cost avoidance; quality improvement; demand management.



		The participant describes identifying supplier overcharging and taking action to recover money while working pragmatically with finance colleagues and suppliers to avoid destabilising provision.

		The participant connects leadership with ethical stewardship of public money. The response demonstrates accountability, assertiveness, and pragmatic problem-solving within a public sector values framework.

		Public value; financial stewardship; accountability; ethical leadership; responsible use of public money; pragmatic problem-solving.



		The participant emphasises the importance of relationships with finance, litigation, HR, and other internal departments when resolving complex organisational issues.

		Effective leadership is presented as networked and relational. The ability to draw on internal expertise is seen as a key organisational strength, particularly within a relatively small unitary authority.

		Networked leadership; interdepartmental working; organisational problem-solving; professional relationships; collaborative infrastructure.



		The participant notes that when things go wrong, the organisation’s response matters: whether it supports, listens, and recognises genuine error rather than blaming individuals.

		The participant interprets organisational culture most meaningfully through moments of difficulty. Support during error or crisis is seen as a test of whether the organisation is genuinely values-led.

		Supportive accountability; learning culture; organisational trust; response to error; psychological safety; compassionate leadership.



		The participant suggests that the organisation needs greater acknowledgement that change takes time and sometimes requires investment, including technology, staffing, and project support.

		The participant advocates for a more mature change culture that recognises implementation costs. They identify a gap between transformational expectations and the resources required to deliver transformation effectively.

		Investment in change; change infrastructure; capacity building; realistic implementation; technology-enabled improvement; resource alignment.



		The participant recognises that strong top-down leadership is needed to drive change, but argues that “something in the middle” is required to balance ambition with deliverability.

		The participant does not reject transformational leadership; rather, they call for a moderated model that combines strategic drive with operational realism, adequate resourcing, and attention to staff impact.

		Balanced transformational leadership; strategic ambition; operational realism; middle leadership; sustainable pace; leadership calibration.







Qualitative Analysis: Participant J

This analysis groups participant J’s voice into interpretive categories linked to organisational culture, leadership, transformation, employee engagement and improvement. The researcher interpretations identify the implied meaning behind the participant’s responses, while the final column summarises the concepts and themes emerging from the interview.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		The participant describes the local authority’s culture as having changed significantly, particularly since the current Chief Executive took up post. They refer to intentional culture change, greater visibility from senior leaders, an “open door” approach, and their own decision to remain in the organisation because they value the environment and people.

		The participant associates organisational culture with visible, accessible and relational leadership. Their continued commitment to the organisation is presented as evidence that culture is experienced positively and has improved over time. The shift is interpreted as moving from a more distant or top-down leadership culture toward one that feels more inclusive and connected.

		Culture change; visible leadership; accessibility; relational leadership; organisational belonging; staff retention.



		The participant explains that the review of values and behaviours was deliberately employee-led, involving focus groups across directorates, schools, trade unions and staff networks. They contrast this with previous values that were perceived as determined by senior leaders.

		The participant places strong value on co-production and employee voice. Meaning is attached not only to the final values, but to the legitimacy of the process used to develop them. Employee-led design is interpreted as more authentic and more likely to embed cultural change than values imposed from the top.

		Employee voice; co-production; values-led culture; bottom-up engagement; legitimacy; organisational identity.



		1.7 Limitations



		The participant sees culture as something that needs to be operationalised through everyday behaviours, local relevance and recognition. Values are not viewed as abstract statements but as standards that need to be translated into practice across diverse service contexts.

		Behavioural standards; recognition; local adaptation; embedding values; culture in practice; staff motivation.



		The participant describes senior leadership communication through videos, blogs, newsletters, staff conferences and visible engagement activity. They also note that apparently small initiatives, such as Christmas communications, can have a meaningful effect on morale.

		The participant interprets communication and visibility as mechanisms for engagement, motivation and shared organisational identity. They suggest that symbolic and relational acts by senior leaders can carry cultural significance, even when they appear minor or informal.

		Engagement; symbolic leadership; communication; morale; visibility with purpose; emotional connection to organisation.



		The participant describes their own leadership experience as being trusted, not micromanaged, and given direction with autonomy to deliver. They explain that this has accelerated their development and shaped the way they lead their own team.

		The participant links effective leadership with trust, autonomy and developmental space. Leadership is interpreted as enabling rather than controlling. However, the phrase “sink or swim” suggests that autonomy can be empowering but may also feel demanding without sufficient support.

		Trust-based leadership; autonomy; empowerment; professional development; distributed leadership; support versus independence.



		The participant explains that they do not need to be the subject expert in every area of their team; instead, they see their role as “driving the bus”, setting direction and enabling others to contribute their expertise.

		The participant constructs leadership as facilitative and strategic rather than purely technical. Their view suggests that leadership capability is transferable across functions when it is grounded in direction-setting, confidence in others and coordination of expertise.

		Strategic leadership; facilitative leadership; expertise sharing; team empowerment; leadership identity; direction-setting.



		The participant gives the example of work linked to setting up a trading company and developing SLAs, describing how exposure to a more commercial approach influenced their own team’s thinking about income generation, efficiency and doing things differently.

		The participant understands transformational leadership as creating permission to innovate within public sector constraints. The experience appears to have expanded their mindset from traditional public sector practice toward more adaptive, commercial and improvement-focused approaches.

		Innovation; commercial awareness; transformation; service redesign; financial sustainability; adaptive thinking.



		The participant discusses the Civic Centre operating arrangements, including the move from a proposed two-day closure to a one-day closure following staff, councillor and service feedback. They describe the trial as successful but acknowledge barriers such as frontline service needs, room availability, building constraints and political or community sentiment.

		The participant interprets effective organisational change as requiring responsiveness to feedback, practical realism and sensitivity to public service context. The reduction from two days to one day is not framed as failure, but as evidence of listening and adjusting when the proposed change had wider implications.

		Change management; listening culture; stakeholder influence; political context; public service accountability; adaptive implementation.



		The participant repeatedly refers to the organisation as multifaceted, with different directorates and service areas having distinct subcultures. They argue that leadership and engagement need to be tailored to context, giving examples of different delivery styles for engagement roadshows across locations.

		The participant recognises that a single corporate message may need different forms of delivery to be meaningful across diverse operational environments. This suggests a nuanced understanding of organisational culture as plural rather than uniform.

		Subcultures; contextual leadership; tailored communication; diversity of workforce; organisational complexity; authenticity.



		The participant describes staff conferences and engagement sessions as ways to help employees understand different services and connect their own roles to the wider organisation, including corporate strategies such as the People Plan, Welsh language, climate change, digital strategy and social care priorities.

		The participant sees engagement activity as a way to build shared purpose across organisational silos. They interpret visibility as meaningful when it connects people’s daily work to wider plans, communities and outcomes.

		Shared purpose; cross-service understanding; strategic alignment; organisational learning; breaking down silos; public value.



		The participant states that leadership often involves placing capable managers in areas where they may not be technical experts because their leadership qualities can stabilise and transform services.

		The participant suggests that leadership capability is valued as a transferable organisational resource. This indicates a belief that transformation depends not only on professional expertise but on leadership behaviours such as vision, coordination, confidence and the ability to bring people with you.

		Transformational capability; leadership as transferable skill; stabilisation; organisational agility; change leadership.



		The participant identifies underuse of the coaching and mentoring network as an area for improvement. They suggest coaching is sometimes perceived negatively, rather than as a developmental opportunity, and argue that stronger messaging and visibility could increase uptake.

		The participant identifies a gap between available developmental infrastructure and staff engagement with it. The interpretation is that culture may need to further normalise coaching and mentoring as positive, aspirational and growth-focused rather than remedial.

		Coaching culture; leadership development; talent development; stigma; visibility of support; continuous professional growth.



		The participant discusses systems and bureaucracy, particularly around check-ins, supervision expectations and HR systems. They acknowledge that systems can be rigid, but also refer to future improvement through iTrent, business analysts and digital transformation.

		The participant recognises a tension between organisational aspiration and practical system limitations. They do not frame bureaucracy as a lack of will, but as an implementation barrier that requires innovation, investment and process redesign.

		Bureaucracy; digital transformation; systems change; operational barriers; process improvement; innovation readiness.



		The participant cites examples of improvement activity such as business analyst roles, transformation of Welsh translation services, digital checks, and technology to support social care meetings and transcription.

		The participant views the organisation as increasingly proactive and improvement-focused. These examples suggest an emerging culture of continuous improvement, resource optimisation and using technology to strengthen service delivery.

		Continuous improvement; digital innovation; efficiency; proactive transformation; service modernisation; organisational momentum.



		The participant repeatedly links organisational work back to public service and communities, noting that corporate functions can sometimes lose sight of the fact that the organisation exists to support the people of Newport.

		The participant grounds organisational culture and leadership in public value. Their reflection suggests that transformational leadership should not only improve internal culture but also maintain a clear connection to citizens, communities and service outcomes.

		Public service ethos; community focus; purpose; civic responsibility; values in action; outcome-focused leadership.









Qualitative Analysis: Participant K

This analysis groups participant K’s voice into interpretive categories linked to organisational culture, leadership, transformation, employee engagement and improvement. The researcher interpretations identify the implied meaning behind the participant’s responses, while the final column summarises the concepts and themes emerging from the interview.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		Participant K describes the local authority as “values driven,” with a clear focus on supporting children and young people, equitable access to education, inclusion, respect, collaboration, high expectations and being “person centred.” They also describe the culture as fast-paced, challenging and under increasing demand, but strongly solution focused.

		The participant experiences the organisation as guided by shared public-service values rather than solely by policy compliance. The emphasis on person-centred practice suggests that organisational culture is understood through its impact on children, young people and families. The fast-paced context indicates pressure, but this is balanced by a perceived commitment to practical problem-solving.

		Values-led culture; person-centred practice; inclusion and equity; solution-focused working; organisational pressure and demand.



		Participant K links practice to corporate principles: “fairness for all,” “being responsible,” “working together” and “making a difference.” They state that these values are visible, familiar and embedded in everyday work, particularly within education and in collaboration with Children’s Services.

		The participant interprets corporate values as meaningful when they translate into daily professional behaviours. Values are not described as abstract statements but as principles that guide decisions, accountability, joint working and impact. The comments also suggest that cross-service collaboration between Education and Children’s Services is perceived as stronger than before.

		Corporate values in practice; accountability; inter-service collaboration; shared outcomes; alignment between organisational principles and frontline delivery.



		Participant K identifies leadership in two main areas: line management of an Assistant ALN Officer and chairing statutory ALN panels. They describe leadership as supportive, reflective, non-judgemental and focused on asking what has gone well, what has not gone well and what could be done differently.

		The participant associates effective leadership with relational support, reflective practice and learning rather than hierarchy alone. Leadership is understood as something exercised through influence, professional judgement and creating psychological safety for colleagues. This reflects a developmental and coaching-oriented leadership style.

		Supportive leadership; reflective practice; coaching and encouragement; psychological safety; distributed leadership.



		When discussing statutory panels, Participant K explains the need to balance the views of schools, educational psychologists and other professionals, while making fair, evidence-based and person-centred decisions for children and young people.

		Leadership is interpreted as a balancing act between legal/statutory responsibility, professional evidence, resource allocation and individual need. The participant recognises the ethical and organisational weight of decision-making on behalf of senior leaders and the wider council.

		Evidence-based decision-making; fairness; statutory accountability; ethical leadership; balancing competing perspectives.



		Participant K repeatedly describes being “upskilled” by managers through observation, opportunities, tribunal experience, peer learning and professional development. They describe previous and current leadership as both professional and personal development driven.

		The participant’s experience of being led has shaped a positive view of leadership as enabling growth. Effective managers are seen as those who create learning opportunities, build confidence and invest in staff capability. This suggests leadership is experienced as developmental capital within the organisation.

		Professional development; upskilling; mentoring; learning culture; confidence and capability building.



		Participant K describes the implementation of ALN reform as a major project, involving the transition from statements to IDPs, affecting approximately 1,300 pupils. They highlight the need to inform families, support schools, manage concerns and maintain communication during a three-year implementation period.

		The reform is interpreted as organisational change requiring sustained communication, reassurance and collaboration. The participant frames successful implementation not only as technical compliance with legislation, but as managing the human impact of change for families, schools and professionals.

		Change management; legislative reform; communication; transition; reassurance; stakeholder engagement.



		The participant identifies key challenges in the ALN implementation: time constraints, high volume of pupils compared with other local authorities, a blanket national approach, workload pressures, consistency of practice and capacity limits across provision.

		The participant highlights a tension between national policy expectations and local implementation realities. The account suggests that transformational change is constrained by resource, capacity and time pressures, requiring staff to adapt collectively and creatively while maintaining consistent statutory practice.

		Implementation pressure; resource constraints; workload demand; local variation; consistency; adaptive practice.



		Participant K describes staff “pulling together,” helping across caseloads and aiming to complete work “as effectively as possible.” They emphasise that the team learnt and improved as the process progressed.

		The participant presents teamwork as a coping and improvement mechanism during organisational pressure. The phrase “as effectively as possible” indicates an emphasis on quality and outcomes rather than speed alone. Learning through implementation is seen as part of the change process.

		Team resilience; collective responsibility; continuous learning; shared workload; quality-focused delivery.



		Participant K identifies success in the new ALN system as being more person-centred, capturing pupil and learner voice, recognising children’s interests, identifying what works and what does not, and matching provision more effectively to need.

		The participant interprets success through improved participation, better understanding of individual needs and more targeted use of resources. The inclusion of learner voice is seen as strengthening outcomes and making plans more meaningful.

		Learner voice; participation; personalised planning; better outcomes; targeted provision; child-centred reform.



		Participant K describes leadership within education as solution focused: when something is not available, leaders ask “what is?”, “what can we do?” and “how can we help?”

		The participant sees effective leadership as pragmatic, enabling and problem-solving. This suggests a culture where constraints are acknowledged but do not stop attempts to find alternatives. Leadership is therefore associated with possibility, creativity and support.

		Solution-focused leadership; creativity; problem-solving; enabling leadership; strengths-based practice.



		Participant K says supportive leadership motivates them to do their best, makes day-to-day work better and inspires them to improve their own professional development and knowledge.

		The participant links leadership quality directly to motivation, morale and professional growth. Positive leadership is interpreted as shaping not only organisational outcomes but also individual commitment, confidence and identity as a practitioner.

		Motivation; morale; professional identity; growth mindset; leadership impact on staff engagement.



		When asked about improvements, Participant K suggests more opportunities for collaboration across services, noting that different services can have different values and priorities. They propose more focused whole-council opportunities to come together to strengthen consistency in practice and delivery.

		The participant recognises collaboration as both an existing strength and an area for further development. The suggested improvement points to the importance of whole-organisation alignment, shared learning and consistent practice across service boundaries.

		Cross-service collaboration; organisational alignment; consistency of practice; shared learning; whole-council culture.







Qualitative Analysis: Participant L

This analysis groups Participant L’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		“Within my team, we’re very much a team. We work together.” The participant describes daily communication, getting on well with colleagues, and working collaboratively to manage conference changes.

		The participant experiences the immediate team as cohesive, supportive and practically collaborative. Teamwork is not described abstractly, but as something enacted through shared workload management, communication and joint problem-solving.

		Team cohesion; everyday collaboration; peer support; relational working; shared responsibility.



		“It’s a happy place to work,” alongside recognition of “budgeting struggles” and restrictions. The participant notes that despite pressures, people want the same thing: to ensure children and families are supported.

		The organisational culture is interpreted as broadly positive and values-led, but operating within financial constraint. The participant holds both realities together: morale and purpose are strong, while external and resource pressures create worry.

		Positive workplace culture; financial pressure; public service constraint; shared purpose; child and family focus.



		“Everyone’s focus is not about the business, but about the families we help.”

		The participant identifies a strong moral purpose within Children’s Services. The work is understood as centred on children and families rather than organisational process alone.

		Child-centred practice; family-focused values; public service ethos; purpose-driven culture.



		Team managers are described as “very supportive,” understanding family dynamics, home life and the challenges of working from home. The participant says, “It’s not just being a number.”

		Leadership is experienced as compassionate and person-centred. The participant feels seen as a whole person, with needs beyond work recognised and accommodated.

		Compassionate leadership; wellbeing; work-life balance; psychological safety; feeling valued.



		The participant describes being encouraged to apply for a higher-grade role and to undertake courses, despite self-doubt: “No, you are capable of that. You can do that.”

		Leadership is interpreted as developmental and confidence-building. Managers actively identify strengths and encourage progression, helping the participant overcome self-limiting beliefs.

		Strengths-based leadership; professional development; confidence building; career progression; empowerment.



		“You can approach them and you can talk to them,” including team managers, service managers and “higher ups.” The participant contrasts this with previous workplaces where senior leaders felt too important or too busy.

		The organisation is perceived as relatively open and non-hierarchical. Accessibility of senior staff contributes to a sense of inclusion and reduces perceived distance between levels of authority.

		Approachable leadership; reduced hierarchy; openness; inclusion; accessible management.



		In relation to workload, the participant explains that managers ask whether additional tasks are manageable and accept when staff say no. They also prevent staff from overloading themselves.

		Leadership is experienced as protective and realistic about capacity. Managers appear attentive to stress, workload and the risk of overcommitment.

		Workload management; supportive supervision; boundary setting; stress prevention; sustainable working.



		The participant describes a project involving major changes to conference scheduling, including moving six months of conferences, notifying professionals, and responding to difficulties caused by times clashing with school commitments.

		The organisation is seen as capable of adapting operational processes, although initial decisions did not fully anticipate practical impacts for families and professionals. Frontline feedback was important in identifying what was not working.

		Change management; operational adaptation; frontline insight; family accessibility; implementation learning.



		The participant raised concerns about the 2.30pm slot affecting families and school times. After social workers and families reported difficulties, feedback was taken back and the arrangements were changed.

		This suggests that while communication and consultation could be stronger before implementation, there is some responsiveness once evidence of impact is presented.

		Feedback loops; responsiveness; consultation; learning from implementation; service accessibility.



		“A colleague and I worked together”: one person updated calendar entries while the other emailed social workers, coordinating over Teams for several hours.



		The participant gives a practical example of local innovation and cooperative problem-solving. Staff developed an efficient workaround to manage a complex administrative task.

		Practical innovation; problem-solving; digital collaboration; efficiency; shared task management.



		The participant explains that working in social services challenged previous misconceptions: people may think social services means children will be removed, but the participant now sees families being helped.

		The participant’s personal experience has reframed their understanding of Children’s Services from a punitive public stereotype to a supportive and helping service.

		Changing perceptions; social services stigma; helping role; professional learning; values in practice.



		“Communication can sometimes be a bit difficult,” including openness about changes, information about pressures affecting chairs, and occasional miscommunication where messages are not clearly understood.

		The main improvement area is communication clarity and timeliness. The participant suggests that staff may not always receive enough information about organisational change, and that messages can lose clarity as they move through the system.

		Communication; transparency; organisational clarity; change communication; information flow; miscommunication.







Qualitative Analysis: Participant M

This analysis groups Participant M’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		Participant M describes the local authority as a “unique council” because it is both a city and relatively small, with rural areas and a diverse city centre. They suggest this diversity is reflected in the council’s culture, where “everything is really different.”

		The participant links organisational culture to the distinctive local context of the local authority. The council is understood as adaptive because it serves varied communities and geographies, requiring flexibility rather than a single uniform approach.

		Place-based identity; organisational uniqueness; diversity of communities; adaptive culture



		The participant repeatedly describes the culture as open, innovative and encouraging of contribution: “try different things, find what works,” “encouraged to improve things and make suggestions,” and “I’ve been able to say things.”

		There is a strong perception of psychological safety and permission to contribute. Innovation is not presented as a formal programme but as an everyday working culture where staff feel able to test ideas, learn from what does not work, and influence practice.

		Innovation; openness; staff voice; psychological safety; continuous improvement



		Participant M says they feel listened to and that suggestions have been “taken on board,” even when ideas have not always worked or been the right course of action.

		The participant values being heard even where implementation is imperfect. This suggests that voice is experienced as meaningful when leaders engage with ideas seriously, rather than only when suggestions are accepted unchanged.

		Meaningful participation; learning culture; responsive leadership; constructive feedback



		The participant identifies the council as “very innovative,” “very open,” and says it does not feel “odd talking to directors.” They also describe colleagues as “caring” and “willing to help out where they can.”

		The participant experiences hierarchy as accessible and relationships as supportive. Leadership visibility and approachability appear to contribute to a culture where staff feel comfortable engaging across levels of the organisation.

		Accessible leadership; relational culture; care and support; low hierarchy; collaboration



		When discussing organisational values, the participant refers to fairness, responsibility, working together/collaboration, and making a difference, stating that these values are “really accurate” and visible in practice.

		Formal organisational values are perceived as credible because they align with lived experience. The participant does not treat the values as abstract statements; they are interpreted as visible within everyday work and decision-making.

		Values in practice; fairness; responsibility; collaboration; purpose-driven work



		Participant M describes leadership from managers as based on trust: “She trusts me to just get on with it,” and notes that suggestions are accepted because leaders trust their professional judgement.

		Trust is experienced as empowering. Rather than being tightly managed, the participant feels enabled to act with autonomy, which supports confidence, ownership and initiative.

		Trust-based leadership; empowerment; autonomy; professional confidence



		The participant describes managers as personally and professionally supportive, noting good rapport and support during significant life events, including moving house, marriage and remote working during COVID.

		Leadership is interpreted as relational and person-centred. Support extends beyond task delivery and contributes to a sense of belonging, loyalty and emotional safety within the organisation.

		Person-centred leadership; wellbeing; belonging; work-life integration; supportive management



		Participant M links trusted leadership to improved outcomes in Scrutiny, stating that positive audit outcomes would not have been achieved without the trust placed in the team by leaders.

		The participant connects leadership style directly to organisational performance. Trust and autonomy are seen as enabling service improvement, audit readiness and the capacity to adapt practice.

		Leadership impact; service improvement; audit readiness; trust and outcomes; organisational learning



		The participant describes the self-assessment and audit preparation process as an example of collaboration, transparency and accountability: “not just say… we’re going to be transparent… we can actually do it.”

		The participant values processes that move organisational values from rhetoric into practice. Self-assessment is understood as a mechanism for honest reflection, change and accountability.

		Accountability; transparency; reflective practice; collaborative improvement; evidence-informed change



		Participant M identifies challenges in accepting that “you can’t fix everything” and that some issues are outside the team’s control, especially where time, resources or wider systems limit change.

		The participant recognises the tension between ambition and organisational constraints. Improvement culture is present, but it must be balanced with realism about capacity, resource and influence.

		Realistic improvement; constraints; resource limitations; prioritisation; systems awareness



		The participant describes success as hearing members’ views, listening to people who do the work, and making changes based on feedback.

		Feedback is experienced as useful when it leads to tangible changes. The participant values insight from both elected members and operational staff, suggesting that improvement is strengthened through multiple perspectives.

		Feedback loops; member engagement; practitioner insight; responsiveness; co-production



		Participant M describes working with politicians as “really interesting” and values procedures and rules because they make relationships and boundaries clear.

		Governance structures are experienced positively because they provide clarity, reduce ambiguity and support professional confidence when navigating politically restricted roles.

		Governance clarity; role boundaries; political awareness; procedural confidence; professional integrity



		The participant highlights the importance of elected members’ local knowledge, describing their “feet on the ground” perspective and how this can make strategic documents more about people.

		Local democratic insight is interpreted as a valuable form of evidence. The participant sees community knowledge as helping strategic work remain grounded in lived realities rather than becoming overly abstract or technical.

		Local knowledge; democratic insight; people-centred strategy; community perspective; place-based decision-making



		The participant describes the organisation as flexible and supportive, saying work-life balance is their “favourite part of the job” and that the team can “make anything work for each other.”

		Flexibility is central to the participant’s positive experience of employment. Work-life balance is enabled by team culture, mutual support and practical flexibility, not only formal policy.

		Flexibility; work-life balance; mutual support; team resilience; positive employment experience



		When asked about improvements, Participant M suggests greater awareness of how the council works, including what a local authority is, the role of the chief executive, leader, cabinet, heads of service and directors.

		The participant identifies organisational literacy as an improvement opportunity. Better understanding of council structures and decision-making could help staff navigate the organisation more confidently and interact more effectively across departments.

		Organisational literacy; induction and learning; civic understanding; cross-council awareness; systems navigation



		The participant concludes that the local authority is “a great employer” and that leadership in this local authority is unlike anything they have known in previous employment.

		The overall account is strongly positive and shaped by comparison with previous work experiences. The participant’s commitment appears linked to trust, support, flexibility, accessible leadership and the credibility of organisational values.

		Positive organisational identity; employee loyalty; comparative experience; leadership culture; employer reputation







Qualitative Analysis: Participant N

This analysis groups Participant N’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.



		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/Themes identified



		
The participant describes a wide-ranging role across Additional Learning Needs, early years, statutory processes, teacher advisory teams, special schools, medical needs, SENCOM procurement, learning resource spaces, and links with Social Services. They describe managing around 60 staff directly or indirectly, while also operating as a deputy/counterpart when senior colleagues are not available.

		The participant positions their role as broad, complex and strategically significant. Their account suggests that leadership in the local authority is not confined to formal hierarchy but is enacted through influence, coordination and problem-solving across multiple operational systems. The pace of progression also appears to have shaped their confidence and leadership identity.

		Role breadth; distributed leadership; rapid leadership progression; boundary-spanning role; operational complexity; strategic oversight.



		
The participant describes the organisation as “quite corporate”, with decision-making sometimes requiring papers, finance approval, cabinet member sign-off and multiple procedural stages. They recognise the purpose of governance but also experience it as slowing progress.

		The participant gives a balanced account of local authority culture. Bureaucratic processes are seen as necessary for accountability, but they can also create friction when leaders are trying to respond quickly to children’s needs or service pressures. This reflects the tension between governance, compliance and agility.

		Corporate bureaucracy; governance; accountability; procedural barriers; organisational agility; tension between control and innovation.



		
The participant repeatedly describes being given opportunities outside their formal remit, including recruitment, council-facing work, meetings with senior leaders and involvement in crisis response. They emphasise that these opportunities are framed as development rather than task dumping.

		The participant experiences leadership development as experiential, relational and opportunity-based. Senior leaders are interpreted as enabling growth by creating exposure to higher-level work. The distinction between being “asked” rather than “told” appears important, suggesting that autonomy and trust are central to their motivation.

		Coaching culture; empowerment; experiential learning; trust; leadership pipeline; autonomy; stretch opportunities.



		Values: making a difference and working together
The participant identifies “making a difference” and “working together” as the clearest organisational values in practice. They link these to improving the offer for children, strengthening cross-sector collaboration, working with Social Services, safeguarding, planning and education teams.

		The participant recognises organisational values most strongly where they are observable in practice. Values are not described as abstract statements but as enacted through joint work, shared problem-solving and efforts to improve outcomes for children. “Being responsible” is harder for the participant to evidence, except through statutory compliance and meeting deadlines.

		Values-in-practice; collaboration; shared purpose; child-centred improvement; statutory responsibility; partnership working.



		
The participant describes using “data” broadly as evidence, information, facts and observed patterns. They emphasise giving positive feedback, using evidence when challenging performance, avoiding hearsay, and adapting communication style to different colleagues.

		The participant presents a leadership style grounded in fairness, evidence and relational awareness. They seek to balance support and challenge, using factual information to depersonalise difficult conversations. Their adaptive communication style suggests high emotional intelligence and situational leadership.

		Evidence-informed leadership; supportive challenge; adaptive leadership; emotional intelligence; coaching; feedback culture; fairness.



		
The participant acknowledges having authority but states they try not to “abuse it”. They prefer to coach others to solve problems rather than become the person who simply overturns decisions. They also replicate opportunities they have received by inviting team members into procurement, meetings and wider learning experiences.

		The participant views leadership power as something to be used carefully and developmentally. Their emphasis is on building capability in others rather than creating dependency. This reflects a transformational orientation in which leadership is used to grow confidence, skill and shared ownership.

		Responsible use of authority; capacity building; transformational leadership; delegation; developing others; shared ownership.



		
The participant discusses leadership training, colour profiling and the “10 golden rules of leadership”. They describe this as helping senior leaders understand different working styles and communicate more effectively across teams.

		The participant sees structured leadership development as useful when it moves beyond self-awareness into practical changes in working relationships. The training appears to have helped legitimise difference, reduce assumptions and support more flexible communication across the leadership system.

		Leadership development; self-awareness; communication preferences; team dynamics; mutual understanding; culture change.



		
The participant describes creating an LRB forum in response to frustration and friction between schools and the local authority. The forum introduced structure, rolling minutes, regular meetings, pupil discussions, challenge exploration and shared problem-solving across placement, provision, transition, partial timetables, transport and thresholds.

		The LRB forum is presented as a practical example of values being operationalised. It created a safe and structured space for collaboration, reduced barriers, improved relationships with head teachers and aligned different schools and services around a shared purpose. The participant frames this as making a tangible difference for children.

		Collaborative forum; relational repair; structured partnership; shared journey; service improvement; collective problem-solving; alignment around children’s needs.



		
The participant identifies differences in personalities, opinions and departmental priorities as key challenges. They describe tensions between education aspirations, resources and planning constraints, building requirements, finance and health and safety. They use negotiation by setting out vision, negotiables and non-negotiables.

		The participant understands interdepartmental conflict as a natural consequence of different roles and professional responsibilities. Their leadership response is to make the vision explicit, invite challenge, negotiate realistically and maintain focus on the child. This suggests a pragmatic approach to systems leadership.

		Systems leadership; negotiation; competing priorities; professional boundaries; conflict management; vision-setting; non-negotiables.



		
The participant repeatedly returns to the idea that “the child comes first” and that “all roads lead to a child”. They describe challenging colleagues to consider whether decisions, environments and resources are genuinely in the child’s best interests.

		The participant’s leadership identity is strongly anchored in child-centred values. This purpose appears to shape their influence across departments, including helping colleagues outside education understand provision through the lens of children’s lived experience and need.

		Child-centred leadership; moral purpose; advocacy; children’s voice; best interests; outcome-focused practice.



		
The participant does not frame improvement as “change” but as increasing opportunities. They suggest a “passport to leadership” model where staff gain exposure across departments, understand different roles and collect experiences that support progression and interdepartmental insight.

		The participant identifies inconsistency in access to development opportunities as a cultural issue. Their proposed “passport” model reflects a desire for more systematic, equitable and cross-organisational leadership development. It also responds to the need for stronger mutual understanding between services such as Education and Social Services.

		Leadership pathway; equitable development; cross-departmental learning; organisational insight; succession planning; interdepartmental collaboration.







Qualitative Analysis: Participant O

This analysis groups Participant O’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.



		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/ Themes identified



		“We’re very people focused… public service driven… senior management are very child centred.”
“A clear value is being child centred.”

		The participant positions the local authority’s organisational culture as strongly rooted in public service, safeguarding, and a commitment to children and families. The emphasis on being child centred appears to operate as both a stated value and a practical reference point for decision-making.

		Child-centred culture; Public service ethos; Safeguarding orientation; Values-led practice



		“There’s quite a heavy emphasis placed on partnership relationships.”
“We need to consult, seek views… from those people that are experiencing the services.”
“Not work in isolation… get the voice of the service user, partner agencies… other areas of the council.”

		The participant describes partnership as an embedded organisational expectation rather than an optional activity. Meaningful transformation is framed as dependent on collaboration, consultation, and inclusion of multiple perspectives.

		Partnership working; Co-production; Stakeholder engagement; Relational practice



		“We are very transformational… innovative… progressive.”
“An open door culture… wanting to strive to do things differently.”
“There are ways and means in which we can deliver transformation… as long as we evidence what we’re doing is in the public interest.”

		The participant interprets Newport as having a distinctive culture that enables innovation while maintaining accountability for public funds. Transformation is presented as purposeful change, not change for its own sake.

		Transformational leadership; Innovation; Progressive culture; Public accountability



		“I am very much a transformational leader.”
“Having a clear vision, being values led, being relational.”
“Relationships are at the centre of everything.”

		The participant’s self-understanding of leadership aligns closely with transformational leadership theory. Leadership is understood as visible, relational, values-based, and connected to modelling desired behaviours for staff.

		Transformational leadership identity; Relational leadership; Role modelling; Vision and values



		“There is that balance between transformation and innovation, but also… clear processes, procedures… clear direction.”
“Leadership is grounded in clarity… being honest… willing to collaborate… listening, providing challenge.”

		The participant does not present transformational leadership as purely inspirational; it is balanced with structure, clarity, and operational discipline. Effective leadership is interpreted as combining encouragement with accountability and direction.

		Clarity and structure; Adaptive leadership; Accountability; Constructive challenge



		“Creating a culture where managers feel empowered to act.”
“I was given a lot more autonomy… freedom to think wider than just my area of service.”

		Autonomy is viewed as a key condition for innovation and professional confidence. The participant contrasts the local authority positively with previous experience where ambition and innovation felt constrained.

Autonomy is viewed as a key condition for innovation and professional confidence. The participant contrasts the local authority positively with previous experience where ambition and innovation felt constrained.

		Empowerment; Professional autonomy; Psychological safety; Enabling leadership



		“We’re embracing artificial intelligence. We’re very much evidence based… data informed.”
“Investing in your staff… review the systems that they know.”

		The participant links modernisation with evidence, data, staff development, and system review. Organisational progress is understood as requiring both technological openness and investment in internal capability.

		Evidence-informed practice; Data-led decision-making; Modernisation; Workforce development



		“Limited resource… high demand and complex situations… workforce pressures.”
“Balance statutory duties, financial pressures and the need to improve outcomes for complex children.”

		The participant recognises significant constraints on transformation. Innovation occurs within a context of financial pressure, complexity, statutory responsibility, and workforce capacity challenges.

		Resource constraints; Complexity; Financial pressure; Statutory responsibility; Workforce capacity



		“Committed staff and managers… prepared to be open and honest… despite day-to-day pressures.”
“The process is enabling us to understand and improve collaboration across the whole service.”

		Success is attributed to staff commitment, openness, and willingness to engage in improvement activity. The participant sees the improvement process as strengthening shared ownership and broadening operational perspectives.

		Staff engagement; Organisational learning; Service improvement; Shared ownership



		“Leaders are visible… that’s important.”
“Removing those myths that people have about senior managers.”
“Leading from the top… people underneath me can strive and mirror and model that.”

		Visibility is interpreted as a leadership behaviour that reduces distance between senior leaders and the workforce. The participant sees visible leadership as important for trust, communication, challenge, and cultural modelling.

		Visible leadership; Trust; Cultural modelling; Leadership accessibility



		“We’re always on a journey… improving organisational culture and leadership.”
“Continue the Continuous Improvement model… staff put forward ideas, innovations, questions.”
“A culture of openness and reflection, learning… raise issues, challenge practice.”

		Culture is understood as dynamic and requiring active maintenance. Continuous improvement is framed as a mechanism for sustaining openness, reflection, learning, and workforce voice.

		Continuous improvement; Reflective culture; Learning organisation; Workforce voice



		“I don’t think you can have enough communication and consistency.”
“Ensuring that staff really understand the strategic priorities.”

		The participant identifies communication as central to alignment between strategic leadership and frontline practice. Understanding wider pressures is seen as necessary for staff to make sense of leadership decisions.

		Strategic communication; Organisational alignment; Transparency; Sense-making



		“Prioritising staff wellbeing… without our staff, we haven’t got anything.”
“Continue to recognise the great work that staff do… celebrate that at every opportunity.”
“Retention is really important.”

		The participant connects staff wellbeing and recognition directly to service quality and retention. Workforce resilience is interpreted as essential to achieving positive outcomes for children and families.

		Staff wellbeing; Recognition; Retention; Workforce resilience; Positive outcomes



		“Networks… are very much based on relationships and who you know.”
“There should be various networks developed for operational managers and senior managers.”
“The agenda is very corporate heavy rather than operational heavy.”

		The participant identifies a need for more systematic cross-council networks that move beyond informal relationships. There is a perceived gap between corporate-level communication and operationally useful collaboration.

		Cross-directorate collaboration; Organisational networks; Operational voice; System connectivity



		“Be more transparent about where the money comes from.”
“That would enable staff to feel that they need to be more accountable for their spend.”
“Ultimately it is the public purse.”

		The participant links financial transparency to accountability and responsible decision-making. Understanding financial context is seen as important for enabling staff to connect day-to-day decisions with wider public responsibility.

		Financial transparency; Public purse accountability; Responsible resource use; Budget awareness







Qualitative Analysis: Participant P

This analysis groups Participant P’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.



		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/Themes identified



		“There’s a lot of partnership working that goes on.”
“Everyone tries to chat to each other, friendly and approachable.”
“Partnership working is at the forefront.”

		The participant experiences the organisation as relational and collaborative, particularly within their own area of work. Partnership is presented not only as a process but as a defining cultural feature of the council and community safety work.

		Partnership working; collaborative culture; relational practice; cross-agency working



		“There’s a lot of focus on inclusion, diversity, Welsh language.”
“Equality, diversity, inclusivity, all of that.”
“Welsh culture and language is quite emphasised.”

		The participant identifies inclusion and Welsh language as visible organisational values. These are experienced through awareness days, accessibility considerations, Welsh subtitles, community languages, and opportunities for people to enter at different levels.

		Equality, diversity and inclusion; Welsh language and culture; accessibility; representation



		“It feels quite fast.”
“Sometimes it’s hard to know everything that goes on.”
“It is big… it just takes a while to understand.”

		The size and pace of the council create complexity for staff, particularly those newer to the organisation. The participant suggests that organisational scale can make navigation, awareness of teams, and understanding leadership structures difficult.

		Organisational complexity; scale; navigation; induction and orientation



		“Sometimes there’s like a hierarchical way that you have to talk to people.”
“The structure of the council kind of works like that.”
“It can feel quite formal… as you get higher up.”

		The participant recognises hierarchy as an embedded feature of local authority working. However, hierarchy is not framed as wholly negative; rather, it is seen as a structural reality that can slow communication or make pathways less clear.

		Hierarchy; formal structures; governance; communication pathways



		“Because we’re partnership led, I speak to people at all different levels.”
“I’ll just go straight to them, which I quite like.”
“I don’t feel it’s unreachable to speak to people at the higher level.”

		Despite formal hierarchy, the participant experiences a degree of accessibility, particularly because their role cuts across teams and levels. Partnership work appears to soften hierarchy by enabling direct relationships across organisational boundaries.

		Accessible leadership; boundary spanning; informal networks; relational leadership



		“She’s very hands on.”
“Friendly, you can talk about anything.”
“Leads by example.”
“Always trying to get the best out of us.”

		The participant values leadership that is approachable, supportive, visible and developmental. Effective leadership is associated with modelling behaviour, maintaining frequent communication, and creating a positive working environment.

		Supportive leadership; leading by example; psychological safety; developmental leadership



		“We would take it higher within the governance structure.”
“The chairs… would be like the leaders of the community safety partnership.”
“That group would then decide on changes.”

		Leadership is understood through governance as well as individual managers. Decision-making structures shape project direction, funding opportunities and operational outcomes, particularly in partnership-led work.

		Governance leadership; distributed leadership; decision-making; accountability



		“The knife crime video that we created for schools.”
“We wanted it to reflect the culture of Newport.”
“We put it out to all the partners to approve.”

		The knife crime video is used as a concrete example of organisational values in practice. The project reflects local identity, partnership input, and inclusive communication, showing how values can be operationalised through service delivery.

		Values in practice; community identity; co-production; inclusive project delivery



		“Challenges were funding probably.”
“Identifying community languages appropriate.”
“Trying to make it accessible for everyone… took a bit of time.”

		The participant identifies practical barriers to delivering inclusive and partnership-based work. Funding, translation, accessibility, and ensuring coverage of equality considerations are seen as resource-intensive but necessary.

		Resource constraints; accessibility challenges; inclusive implementation; practical barriers



		“We’ve had feedback from the schools.”
“Some of the pupils wrote some really lovely poems off the back of it.”
“It was nice to see the work… produced within the community.”

		Success is interpreted through community impact and feedback from schools and pupils. The participant places value on seeing tangible outcomes from project work, especially when the subject matter is sensitive.

		Community impact; feedback loops; outcomes; meaningful engagement



		“Going from the private sector to local government… it just is quite big.”
“Working from home probably hasn’t helped that.”
“You would probably walk around the office before and get to know people.”

		The participant’s previous employment shapes their understanding of accessibility and organisational culture. Remote working and organisational size are seen as factors that reduce informal learning, visibility and relationship-building.

		Transition into local government; remote working; informal learning; organisational visibility



		“If you’re in a team that is quite specific… you can stay within your team and not branch out.”
“That is like an accidental culture.”
“Maybe just more integration.”

		The participant suggests that siloed working may arise unintentionally because of organisational size, remote working and role specificity. They recommend more opportunities for integration across teams and exposure to different leadership styles.

		Silo working; integration; cross-team learning; organisational cohesion



		“Going around and going to meet different teams.”
“Understanding leadership in that way.”
“Nice to see other examples of managers and leadership.”

		The participant frames improvement through early-career development and organisational orientation. Exposure to different teams and leadership styles could support staff confidence, career progression and understanding of the wider council.

		Leadership development; induction; mentoring; career progression; exposure to leadership styles







Qualitative Analysis: Participant Q

This analysis groups Participant Q’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.



		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/ Themes identified



		“I actually think we’ve got a pretty good and open culture in [Local Authority].” Participant describes an accessible organisational culture where people are “available and accessible” and where staff do not need to “go through a chain” to contact senior leaders.

		The participant interprets the local authority’s culture as relatively open, relational and less hierarchical than other local authorities. Accessibility is understood as a visible leadership behaviour that reduces distance between senior leaders and staff.

		Open culture; accessibility; reduced hierarchy; relational leadership; organisational trust.



		“Working together across the council is one that is quite resounding for me.” Participant links organisational values to practical collaboration, while also noting a strong emphasis on “watching the pennies”.

		The participant sees collaboration as an embedded value, but also recognises tension between financial stewardship and doing what is right for children, families and staff.

		Collaboration; public value; financial accountability; values in practice; ethical balance.



		Leadership is described through “open door”, “accessibility” and “compassion”, with examples of senior leaders being physically present with staff and modelling family-friendly values.

		The participant associates effective leadership with warmth, approachability and humanity. Leadership is not only strategic but embodied through everyday interactions and visible care for staff wellbeing.

		Compassionate leadership; visible leadership; supportive management; psychological safety; work-life balance.



		“If we can’t allow our staff to be good parents themselves, why are we here?” Participant recalls this statement as influential and says career development should not be “to the detriment of being a good mum”.

		This suggests that leadership values are internalised through memorable moments and moral positioning. The participant frames flexibility as both a workforce issue and a reflection of children’s services’ core purpose.

		Values-led leadership; workforce wellbeing; gendered career experience; family-friendly culture; moral purpose.



		Participant contrasts Newport with other authorities described as more hierarchical, where staff had to follow strict chains of command and senior leaders were perceived as distant.

		Comparison with other authorities strengthens the participant’s positive interpretation of Newport. The participant values a balanced model: accessible and relational, but still able to address performance or conduct when needed.

		Anti-hierarchical practice; comparative organisational culture; balanced authority; accountability with support.



		Leadership is linked to outcomes such as staff retention, low vacancies and a positive reputation: “We retain our staff.”

		The participant understands leadership culture as having tangible organisational effects. Retention is interpreted as a consequence of supportive, accessible and protective leadership practices.

		Staff retention; organisational reputation; leadership impact; workforce stability.



		The “[Transformation Project]” and opening further homes are described as examples of cross-council practice involving executive board, housing, legal, HR, unions and children’s services.

		The project is interpreted as a practical example of joined-up organisational behaviour. It demonstrates how financial pressures, governance, innovation and child-centred decision-making interact in real organisational change.

		Cross-sector collaboration; transformation project; governance; innovation; child-centred practice; system working.



		Participant describes governance as both a challenge and a later success, noting frustration with bureaucracy but also improvement when colleagues took ownership of papers and processes.

		The participant sees governance as necessary but sometimes slow. The shift from frustration to shared ownership indicates organisational learning and adaptive collaboration.

		Bureaucracy; governance maturity; organisational learning; process improvement; adaptive leadership.



		“You’re not shut down for speaking your mind.” Participant describes being able to challenge, speak openly and contribute to change without being belittled.

		This indicates psychological safety and a culture where challenge is tolerated and sometimes acted upon. The participant views honest dialogue as essential for change and improvement.

		Psychological safety; voice and challenge; openness; improvement culture; constructive dissent.



		The participant identifies role models, particularly former and current senior leaders, as shaping their own leadership style: “I think she’s probably shaped a lot of my leadership style and just looking after people.”

		Leadership development is interpreted as experiential and relational. The participant models their own approach on leaders who combined care, clarity and firmness.

		Leadership modelling; mentoring; identity formation; compassionate accountability; experiential learning.



		Suggested changes focus on finance pressures, limited resources and the need to “streamline processes”.

		Although the participant is broadly positive, they identifies structural constraints. The main improvement area is reducing bureaucracy while retaining appropriate governance and accountability.

		Resource pressure; financial constraint; streamlining; proportional governance; system efficiency.







Qualitative Analysis: Participant R

This analysis groups Participant R’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/Themes identified



		“I work in the Partnership and Policy team… lead role for community safety… also work across other areas of policy.”

“My time is mostly consumed by community safety.”

		The participant locates their role within partnership, policy and community safety, but also highlights the breadth of responsibility and the practical limits on capacity. Their account suggests a role that is outward-facing, cross-cutting and dependent on collaboration, while also constrained by workload.

		Role breadth; community safety leadership; policy coordination; capacity pressures; partnership working



		“I would describe the culture as ambitious.”

“The four pillars… fairness for all, making a difference, responsible and working together.”

“Setting out an organisation-wide culture for like 5000 people is an ambitious goal.”

		The participant recognises the organisation’s stated values and sees them as positive, but also questions how consistently they can be applied across a large and diverse council. There is a distinction between aspirational corporate culture and the lived experience within departments and teams.

		Ambitious organisational culture; stated values versus lived reality; organisational scale; cultural consistency



		“Fairness for all… we’re quite passionate about.”

“I think we’re still working on the making a difference, working together.”

“Departments can be very siloed… it’s challenging because of resource.”

		The participant perceives some values as more embedded than others. Fairness and accountability appear stronger, while collaboration and impact are experienced as more vulnerable to structural pressures, silos and resource limitations.

		Fairness; accountability; silo working; collaboration barriers; resource constraints



		“I’ve had different experiences… with the council for 11 [years] in different areas.”

“They were an excellent example of leadership… always super approachable.”

“Leadership has such an impact on even just the day-to-day work.”

		The participant links leadership quality directly to daily working culture. Positive leadership is associated with expertise, approachability and accessibility across hierarchical levels. Changes in personnel are experienced as changes in culture and focus.

		Person-centred leadership; approachable leadership; leadership continuity; influence of managers on culture



		“There’s a nice level of autonomy that I get given.”

“I get trusted with understanding my job.”

“I really can’t stand being micromanaged.”

		The participant values trust and autonomy as conditions that enable effective work and personal leadership. Autonomy appears to support confidence, ownership and the ability to lead partnership activity.

		Autonomy; trust; anti-micromanagement; empowerment; professional confidence



		“Relationship building is really key to the Partnership Board.”

“We have to… lead that work… make sure actions are completed and maintain those relationships.”

		Leadership is understood not only as formal authority but as relational influence, coordination and follow-through. The participant highlights the importance of sustaining partnership relationships to deliver shared objectives.

		Relational leadership; partnership governance; action accountability; collaboration management



		“Leadership has mattered quite a lot… in that partnership board role.”

“He knows it so well… useful sounding board.”

“When he says no, that’s for a really good reason.”

		The participant identifies subject knowledge and contextual understanding as central to effective strategic leadership. Trust is strengthened when senior leaders understand the operational detail and can make timely, informed decisions.

		Informed strategic leadership; credibility; trust; operational understanding; decision-making confidence



		“When leadership is so broad that they don’t understand what you’re actually doing… you’ve got to explain it from the beginning and that takes so much time.”

“He can be either on board with it or steer it quicker.”

		The participant contrasts informed leadership with distant or overly broad leadership. Lack of understanding creates inefficiency, repeated explanation and slower progress, while knowledgeable leadership enables quicker steering and broader impact.

		Strategic distance; inefficiency; leadership knowledge; pace of decision-making; organisational effectiveness



		“There are things that we’ve done, especially around White Ribbon… that fall into a lot of that culture.”

“We haven’t just left it as… the title… there’s actually quite a lot of activity.”

		The White Ribbon example is presented as a tangible enactment of organisational values. The participant sees value when accreditation is translated into practical action rather than symbolic status.

		Values in practice; White Ribbon; symbolic versus active commitment; organisational accountability



		“Bystander training… cross-departmental.”

“Fairness for all… making a difference… expectation of us to behave in a certain way.”

“The strength… has really been it being looked at as a whole organisational responsibility.”

		The participant interprets the initiative as successful because it has moved beyond one team and become a corporate responsibility. Training, policy review and cross-departmental involvement are seen as mechanisms for embedding values into practice.

		Whole-organisation responsibility; cross-departmental action; training; policy review; behavioural expectations



		“Having more men involved has been a massive success.”

“Rallying men around the cause… cross departmentally.”

“It serves itself so much better coming from a male perspective, which is the point of White Ribbon.”

		The participant identifies male involvement and leadership as key to the credibility and reach of the White Ribbon work. The account suggests that who leads an initiative can shape how it is received and how far it travels organisationally.

		Male allyship; legitimacy; gendered leadership in anti-violence work; organisational engagement



		“People are what makes the difference more so than the structures that they operate within.”

“Different departments have different cultures because they’re managed by different people.”

		The participant’s overarching interpretation is that organisational culture is strongly mediated by individuals, especially leaders and managers. Structures matter, but people’s expectations, behaviours and styles shape lived culture.

		People shape culture; departmental subcultures; leadership style; management expectations



		“I would work better under a more personable structure.”

“Some people prefer really solid, defined lines.”

“By nature of the job, you require something different from people.”

		The participant acknowledges that effective leadership is contextual and relational. Different teams and roles may require different management styles, and personal preference affects how leadership is experienced.

		Contextual leadership; management fit; personable leadership; differentiated leadership approaches



		“More staff would improve the culture.”

“If everyone’s really burnt out and tired, that doesn’t nurture a good environment.”

“We’re trying to do so much with less than others.”

		The participant sees resourcing and workload as fundamental to culture. Burnout, limited resilience and staffing pressures are viewed as barriers to a healthy organisational environment and effective collaboration.

		Resource pressure; burnout; workforce resilience; capacity; culture and wellbeing



		“Encouraging cross-departmental working more.”

“Some departments… are nigh on impossible to work with.”

“We just need to break down some of those barriers.”

		The participant identifies cross-departmental working as a key improvement area. Barriers are seen as partly cultural and partly leadership-driven, with some teams becoming closed or defensive due to resource pressures or past experiences.

		Cross-departmental working; barriers; siloed culture; leadership perspective; collaboration improvement







Qualitative Analysis: Participant S

This analysis groups Participant S’s contributions into key areas of meaning, drawing out the participant’s own voice, the researcher’s interpretation, and the concepts or themes emerging from the interview. Identifying names and locations have been anonymised.



		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/ Themes identified



		“The culture can vary in different departments, but in general… the culture within the local authority is really positive.”

“There’s been lots of opportunities for CPD… opportunities for innovation… support over the years.”

“Everything we do comes back to those core values.”

		The participant presents organisational culture as broadly positive, while recognising variation across departments. Culture is interpreted through practical experiences of support, development, innovation, and values being embedded in corporate and service planning. The participant’s account suggests that organisational culture is not abstract but experienced through everyday leadership behaviours, opportunities for learning, and alignment with stated values.

		Positive organisational culture
Values-led practice
CPD and professional development
Innovation and support
Departmental variation







		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/ Themes identified



		“I’ve worked for… innovative, supportive, nurturing individuals.”

“Trusting line managers… strong ethics and professional.”

“They’ve fostered that creativity amongst managers.”

		The participant links effective leadership with trust, professional ethics, innovation, and emotional support. Leadership is experienced as enabling rather than directive, creating the conditions for creativity and confidence. This reflects a transformational understanding of leadership, where leaders influence culture by modelling behaviours that others then reproduce.

		Transformational leadership
Trust and ethics
Nurturing leadership
Creativity and confidence
Role-modelling



		“I like to collectively discuss ideas with the teams… ask for input, feedback on ideas.”

“Empathy… displaying empathy… I’ve replicated those styles as well.”

“Working with individuals to encourage collaboration and support.”

		The participant describes their own leadership style as collaborative, empathetic, and participative. Their approach appears shaped by previous positive leadership experiences, suggesting leadership learning is relational and cumulative. The participant positions leadership as adaptive, context-sensitive, and rooted in collective problem-solving.

		Collaborative leadership
Empathy
Participative decision-making
Adaptive leadership
Collective ownership



		“We have always been the first to put our hands up for a pilot.”

“Interested in transforming services, responding to new policy initiatives.”

“Looked at change in a different way and collectively with the team.”

		The participant identifies early years and related service developments as examples of leadership influencing organisational outcomes. Innovation is framed as a willingness to test new approaches, respond to policy, and engage teams collectively in change. This indicates that transformational leadership is understood as both cultural and operational: it encourages experimentation while remaining connected to service delivery.

		Innovation in practice
Policy responsiveness
Pilot activity
Service transformation
Team-based change







		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/ Themes identified



		“Working together and making a difference has included working together collectively… Prevention and Inclusion, youth justice, communications… information governance.”

“Developing a system that’s going to work for young people, but also consulting with young people.”

“Co-producing that initiative with young people’s involvement.”

		The Children and Young People’s app is presented as a practical example of organisational values in action. The participant emphasises cross-service collaboration, governance, communication, and the involvement of young people. This suggests that meaningful transformation depends not only on internal partnership but also on co-production with those who will use or be affected by the service.

		Co-production
Children and young people’s voice
Cross-service collaboration
Digital transformation
Working together
Making a difference



		“Challenging static practice… with a system that doesn’t like to be challenged.”

“There is a governance process which works in a certain way.”

“Processes and systems… don’t allow that work to progress as quickly as we would like.”

		The participant identifies bureaucracy, governance structures, and system rigidity as barriers to transformation. The issue is not framed as individual resistance but as organisational processes that slow change. This points to a tension between innovative leadership aspirations and the procedural realities of a large public sector organisation.

		Bureaucratic constraint
System rigidity
Governance barriers
Pace of change
Risk aversion



		“You’re not alone.”

“There are key partners who equally feel as frustrated and are willing to work with you.”

“There are really strong partnerships in the local authority.”

		Despite system constraints, the participant identifies partnership working as a major strength. Shared frustration becomes a basis for collective action, rather than disengagement. This suggests that relationships and networks are key enablers of transformational practice within the organisation.

		Partnership working
Shared ownership
Collective resilience
Relational leadership
Enablers of change







		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts/ Themes identified



		“I’d come from the private sector… quite dynamic… you realise that sometimes that approach doesn’t work within such a large public sector organisation.”

“You adjust your style… become more risk adverse in many ways.”

		The participant’s personal experience highlights adaptation from private sector pace and dynamism to public sector governance and risk management. This reflects how organisational context shapes leadership behaviour. The participant appears to have learned to balance ambition for change with the realities of public accountability, process, and risk.

		Public sector adaptation
Risk awareness
Leadership maturity
Context-sensitive practice
Governance and accountability



		“Being supported with CPD from the start… allowed me to have the confidence, the skills to grow.”

“Coaching and mentoring qualification… PGCE… MMDP.”

“Displaying those skills and providing an opportunity for the teams… to feel that they can be creative and innovative.”

		CPD is interpreted as both an individual and organisational investment. The participant links their own development to benefits for teams, suggesting that leadership development has a multiplier effect. Training and support build confidence, which is then transferred into leadership behaviours that enable others.

		Leadership development
CPD investment
Confidence building
Developing others
Organisational learning



		“Funding is an issue in investing in CPD.”

“Individuals are becoming far busier… increasing initiatives or demands.”

“Continuing to focus on wellbeing and allowing time for individuals to continue with CPD.”

		The participant identifies capacity, workload, funding, and time as key risks to sustaining positive culture and leadership development. Wellbeing is linked to the ability to learn, innovate, and work differently. This suggests that organisational improvement requires protected time and resources, not just positive values or intent.

		Workload pressure
Funding constraints
Wellbeing
Protected time for learning
Sustainable leadership



		“Embracing technology… continuing to develop technology.”

“AI, we need to continue to work with new systems and processes linked to future generations.”

“Continuing to build a culture of openness.”

		The participant sees future improvement as dependent on openness, digital innovation, and readiness to engage with emerging technologies. Technology is framed not only as a tool but as part of cultural change, particularly in relation to future generations and service accessibility.

		Digital innovation
AI and future readiness
Culture of openness
Modernisation
Service accessibility
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Qualitative analysis: Synthesis of all participants A-S

This synthesis draws together the qualitative data from Participants A to S. Responses have been grouped thematically while retaining the correct participant identifiers within each grouping. The analysis focuses on how transformational leadership is understood and enacted across the local authority, including culture, values, collaboration, governance, innovation, workforce wellbeing, communication, and public service purpose.

		Voice of the Participants (grouped)

		Meaning Interpretations (Researcher)

		Concepts / Themes identified



		Participants A, B, D, F, G, H, I, J, K, M, O, Q, R and S describe transformational leadership as relational, visible, values-led and enabling. Participants repeatedly refer to open-door cultures, accessible senior leaders, trust, autonomy, supportive managers, role modelling, empowerment, coaching and leadership that helps others develop. Several participants contrast this with more hierarchical, command-and-control or distant leadership experienced historically or in other organisations.

		Across the data, transformational leadership is not understood as a single senior role or abstract leadership model. It is interpreted as a lived organisational behaviour expressed through accessibility, trust, visibility, compassion, autonomy and the ability to create conditions in which others can contribute. Participants associate effective leadership with enabling others rather than controlling them, while still recognising the need for clarity, accountability and direction. Leadership is therefore experienced as relational and distributed, but strongest when it is also purposeful and confident.

		Transformational leadership; relational leadership; visible leadership; trust-based leadership; empowerment; autonomy; role modelling; distributed leadership; compassionate accountability.



		Participants A, B, C, D, F, G, H, I, J, K, M, O, P, Q and R identify collaboration, partnership and cross-service working as central to organisational culture. Participants describe cross-council working with education, housing, regeneration, finance, legal, HR, community safety, schools, safeguarding, planning, elected members and partner agencies. Several participants also note that silo working remains a barrier and that more structured opportunities for cross-departmental learning are needed.

		The data shows that collaboration is both a major organisational strength and an ongoing development need. Participants see complex social problems as requiring whole-council and multi-agency responses, particularly where children, families, poverty, education, housing, community safety and social care intersect. However, the persistence of silos suggests that collaboration depends on intentional structures, relationships and leadership behaviours rather than corporate values alone. Transformational leadership is therefore interpreted as boundary-spanning, connecting services around shared outcomes.

		Cross-council collaboration; partnership working; boundary-spanning leadership; whole-system working; silo reduction; shared learning; integrated practice; systems leadership.



		Participants A, G, K, L, N, O, Q and S strongly connect leadership and culture to children, young people, families and public service purpose. Participant A links social need to wider determinants such as employment, housing and regeneration. Participants G, K, L, N and O repeatedly describe child-centred or person-centred practice, while Participants Q and S connect leadership to outcomes, staff retention and meaningful service improvement.

		A consistent moral purpose runs through the dataset. Participants interpret organisational culture positively when it remains anchored in improving outcomes for children, families and communities. Transformational leadership is therefore not seen as change for its own sake, but as purposeful improvement that protects public value, reduces harm, supports prevention and keeps service users central. Where participants discuss finance, governance or transformation, they frequently return to the question of whether decisions improve lives and support those most affected by services.

		Child-centred leadership; public service ethos; moral purpose; prevention; social value; family-focused practice; person-centred culture; outcome-focused leadership.



		Participants C, D, F, G, H, I, J, M, N, O, Q and S describe governance, bureaucracy, scrutiny, approval routes, funding restrictions, papers, cabinet processes and procedural requirements as both necessary and challenging. Participants recognise public accountability and the need to protect public money, but many also describe delays, system friction, duplication and disproportionate process as barriers to transformation.

		The data reveals a recurring tension between innovation and accountability. Participants do not reject governance; rather, they call for processes that are proportionate, navigable and enabling. Local authority governance is interpreted as ethically necessary because decisions involve public money, statutory duties and democratic accountability. However, when governance becomes overly slow or complex, it risks reducing pace, creativity and staff confidence. Transformational leadership therefore requires leaders to balance ambition with assurance and to make routes to change clearer and more agile.

		Governance; bureaucracy; public accountability; system friction; proportionate assurance; agile governance; implementation delay; public purse responsibility; transformation barriers.



		Participants B, C, D, F, G, J, O, P, R and S identify innovation, digital transformation, AI, Copilot, process review, apps, digital tools, business analysis, technology-enabled practice and new service models as signs of organisational modernisation. Some participants describe enthusiasm for technology, while others warn that uneven adoption, fear of automation and unclear messaging may create resistance or disparity.

		Innovation is widely valued, but participants frame it as dependent on leadership, communication, support and readiness. Technology is not viewed as a replacement for people-led services; rather, it is understood as an enabler when it improves access, efficiency, evidence, participation and service quality. The data suggests that digital transformation must be accompanied by clear expectations, staff development and reassurance. Transformational leadership therefore involves creating confidence to adopt new ways of working while maintaining human-centred practice.

		Digital transformation; AI adoption; innovation; future readiness; evidence-informed practice; technology-enabled improvement; implementation leadership; human-centred modernisation.



		Participants B, C, G, J, K, L, M, N, O, P and S discuss staff development, CPD, coaching, mentoring, leadership pathways, apprenticeships, career progression, confidence building and opportunities to learn from other services. Participants value managers who identify strengths, create stretch opportunities and encourage professional growth, but also identify inconsistency in access to development opportunities.

		Leadership development emerges as both a personal and organisational resource. Participants experience positive leadership when managers invest in staff, build confidence and create opportunities to participate beyond narrow role boundaries. Development is often relational, experiential and based on trust. However, the data also shows a need for more systematic and equitable pathways, including cross-departmental exposure and leadership development that is not dependent solely on informal networks or individual managers.

		Professional development; coaching culture; mentoring; leadership pipeline; talent development; career progression; confidence building; equitable opportunity; succession planning.



		Participants B, C, D, F, G, H, I, J, L, M, O, Q and S emphasise communication, transparency, sense-making and visibility. Participants value staff briefings, newsletters, blogs, videos, staff conferences, informal access and manager communication. At the same time, several participants describe gaps in how corporate decisions, pressures or change messages are explained and translated to frontline staff.

		Communication is a central mechanism through which culture is experienced. Participants see transparent and accessible communication as building trust, reducing uncertainty and helping staff understand strategic priorities. However, when communication is inconsistent, delayed or overly corporate, staff may feel disconnected from decision-making. The synthesis suggests that transformational leadership requires not simply more communication, but clearer sense-making that connects corporate priorities, operational realities and staff roles.

		Communication; transparency; sense-making; strategic alignment; leadership visibility; information flow; staff engagement; organisational understanding.



		Participants B, C, D, F, G, I, M, Q and R highlight the importance of challenge, psychological safety, constructive dissent and diversity of thought. Participants describe being able to speak openly, challenge upwards, act as a critical friend, avoid groupthink, and contribute ideas without being shut down. Some participants also warn that teams can become too comfortable, defensive or closed to external influence.

		The data suggests that improvement depends on cultures where challenge is safe and valued. Psychological safety enables staff to speak honestly about risk, barriers, ineffective processes and alternative ideas. Constructive challenge is interpreted as a leadership behaviour rather than resistance. Transformational leadership therefore includes creating spaces where disagreement, learning and critical friendship can strengthen decisions and prevent compliance-based or comfort-based cultures.

		Psychological safety; constructive challenge; critical friendship; diversity of thought; anti-groupthink; upward leadership; learning culture; voice and influence.



		Participants E, F, G, H, I, K, L, O, Q, R and S identify workload, capacity, demand, funding, staffing, burnout, complexity and financial pressure as key constraints on culture and transformation. Participants recognise that staff are committed and values-led, but describe rising demand, static resources, competing priorities and the need for protected time, support and realistic pacing of change.

		Workforce pressure is one of the clearest constraints across the dataset. Participants generally do not describe resistance to change as simple unwillingness; rather, resistance is often linked to capacity, fatigue, competing demands or anxiety about implementation. Transformation is therefore interpreted as requiring investment, resource alignment and attention to wellbeing. Leadership that ignores capacity risks generating change fatigue, while leadership that protects staff, recognises pressure and creates practical support is experienced as more credible and sustainable.

		Workload pressure; resource constraints; burnout risk; change fatigue; workforce wellbeing; sustainable transformation; capacity building; financial pressure; implementation realism.



		Participants B, C, E, F, J, K, M, P and R describe organisational culture as plural, with different departments, teams and professional groups having distinct subcultures, expectations and leadership styles. Participants refer to Children’s Services, Finance, Education, Community Safety, corporate services and individual teams as having different tempos, levels of formality, risk tolerance and working practices.

		The organisation is experienced as one council made up of multiple cultures. Participants do not necessarily see this variation as negative; some recognise that different services require different approaches. However, variation becomes problematic when it creates inconsistency, misalignment, silo working or unequal access to opportunity. Transformational leadership therefore requires both respect for local context and stronger whole-council alignment around values, communication and shared purpose.

		Departmental subcultures; organisational complexity; contextual leadership; cultural alignment; professional difference; localised practice; whole-council identity.



		Participants B, C, G, H, J, L, M, O, P and Q describe inclusion, equality, diversity, Welsh language, neurodiversity, reasonable adjustments, family-friendly practice, wellbeing and feeling valued as important aspects of organisational culture. Some participants distinguish between passive acceptance and active integration, while others identify inclusive practice through flexibility, accessibility and staff support.

		Inclusion is understood as both a cultural value and a practical leadership responsibility. Participants interpret inclusive leadership as recognising individuals as whole people, adapting support, enabling access and creating environments where people can belong and contribute. The data suggests that inclusion is strongest when it moves beyond policy into everyday behaviours, adjustments, flexibility and relational care. Inclusive practice is also seen as beneficial for the wider organisation, not only for individuals with specific needs.

		Inclusive leadership; equality and diversity; Welsh language and culture; neurodiversity; reasonable adjustments; belonging; wellbeing; family-friendly culture; accessibility.



		Participants A, D, G, H, I, J, M, O, Q and R discuss accountability, financial stewardship, public money, budget pressures, responsible decision-making and the need to evidence public interest. Participants connect values with financial awareness, procurement, cost avoidance, governance, and responsible use of resources.

		The synthesis shows that public accountability is a core part of how participants understand leadership in local government. Participants do not separate values from resources; they see ethical leadership as requiring responsible stewardship of public money while still focusing on outcomes for children, families and communities. Transformational leadership therefore involves navigating tensions between ambition, affordability, fairness and statutory responsibility.

		Public value; financial stewardship; ethical leadership; budget awareness; responsible resource use; accountability; affordability; public interest.



		Participants C, D, G, I, J, K, L, M, P, Q, R and S provide examples of change projects including ALN reform, systems review, adolescent service redesign, conference scheduling changes, self-assessment and audit preparation, White Ribbon, knife crime video, children and young people’s app, LRB forum, temporary accommodation improvement and health and safety procedures.

		Concrete project examples show that transformation is experienced through implementation, not just strategy. Participants value change when it is co-produced, evidence-informed, responsive to feedback and connected to outcomes. Across examples, success depends on collaboration, governance navigation, communication, staff engagement and practical problem-solving. Barriers emerge when consultation is late, systems are slow, resources are limited or operational impact is not fully understood before implementation.

		Change implementation; co-production; project delivery; service redesign; feedback loops; implementation learning; operational insight; evidence-informed improvement.



		Participants A to S overall collectively present a nuanced picture of a local authority with strong relational values, commitment to children and communities, visible examples of innovation and collaboration, and a workforce motivated by public service. At the same time, participants consistently identify barriers linked to governance, silos, communication gaps, workload, resource pressure and inconsistent development opportunities.

		The whole dataset suggests that transformational leadership within the local authority is best understood as a balance of relational culture, moral purpose, systems leadership and implementation realism. Participants value ambition, innovation and empowerment, but they also stress that transformation must be resourced, communicated, governed proportionately and grounded in operational realities. The strongest leadership practice appears where values are translated into everyday behaviours, where staff are trusted and supported, and where cross-council collaboration is used to address complex social need.

		Overall synthesis; transformational potential; values into practice; systems leadership; implementation realism; relational culture; sustainable change; organisational learning.
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The University follows the OECD Frascati manual definition of research activity: “creative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. As such this covers activities undertaken by members of staff, postgraduate research students, and both taught postgraduate and undergraduate students working on dissertations/projects.



The individual undertaking the research activity is known as the “principal researcher”.



This form must be completed and approved prior to undertaking any research activity. 



SECTION A: About You (Principal Researcher)

		1

		Full Name:

		Jay McCabe 



		2

		Student Number:

		

2317251



		3

		Email address:

		2317251@student.uwtsd.ac.uk



		4

		Programme of Study:

		Masters of Business Administration 



		5

		Supervisor:

		Anthony Burns 







SECTION B:  Internal and External Ethical Guidance Materials

		

		Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, location-specific dodes of research ethics, and also any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines. You may add rows to this table if needed.



		1

		UWTSD Research Ethics & Integrity Code of Practice

		☒

		2

		UWTSD Research Data Management Policy

		☒







SECTION C: Details of Research Activity

		1

		Indicative title:

		Transformational Leadership and Organisational within Newport City Council 



		2

		Proposed start date:

		November 2025

		Proposed end date:

		September 2026



		

		Introduction to the Research (maximum 300 words in each section)

Ensure that you write for a Non-Specialist Audience when outlining your response to the three points below:

· Purpose of Research Activity

· Proposed Research Question

· Aims of Research Activity

· Objectives of Research Activity

Demonstrate, briefly, how Existing Research has informed the proposed activity and explain

· What the research activity will add to the body of knowledge 
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		3

		Purpose of Research Activity



To investigate how transformational leadership practices impact the performance of a local authority within Wales. The study is designed to increase understanding of leadership approaches and their effects on organisational outcomes in the public sector, specifically within Newport City Council.





(this box should expand as you type)



		4

		Research Question



An investigation into how transformational Leadership practices impact the performance of a Local Authority within Wales.





(this box should expand as you type)



		5

		Aims of Research Activity



To determine how ‘Transformational Leadership’ impacts the operation and performance of a specific Local authority within Wales. 





(this box should expand as you type)



		6

		Objectives of Research Activity



To critically review the relevant literature surrounding how transformational leadership impacts public sector practice and performance.



To conduct semi-structured interviews with a selection of senior managers, middle managers, team managers and staff to determine what experiences they have of implementing, delivering or experiencing transformational leadership within the Local Authority context.



To make recommendations around what transformational leadership practices could be introduced into the Local Authority context and how they might improve the performance of the organisation.





(this box should expand as you type)



		

		Proposed data collection methods (maximum 600 words)

Provide a brief summary of all the methods that may be used in the research activity to collect data, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. You do not need to justify the methods here, but should instead describe how you intend to collect the data necessary for you to complete your project.



		7

		A qualitative research design will be employed to gather rich, contextual data. The method of research method will be semi-structured interviews with key stakeholders (e.g., senior leaders, middle managers, team managers, and employees within the local authority). This approach will facilitate an in-depth exploration of participants' experiences, perceptions, and attitudes regarding transformational leadership and organisational change (Kvale & Brinkmann, 2015; Bryman, 2016).



(this box should expand as you type)







SECTION D: Scope of Research Activity

		

		Will the research activity include:

		YES

		NO



		1

		Use of a questionnaire or similar research instrument?

		☐

		☒



		2

		Use of interviews?

		☒

		☐



		3

		Use of focus groups?

		☐

		☒



		4

		Use of participant diaries? 

		☐

		☒



		5

		Use of video or audio recording?

		☒

		☐



		6

		Use of computer-generated log files?

		☒

		☐



		7

		Participant observation with their knowledge?

		☒

		☐



		8

		Participant observation without their knowledge?

		☐

		☒



		9

		Access to personal or confidential information without the participants’ specific consent?

		☐

		☒



		10

		Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?

		☐

		☒



		11

		Performance of any acts which may cause embarrassment or affect self-esteem?

		☐

		☒



		12

		Investigation of participants involved in illegal activities?

		☐

		☒



		13

		Use of procedures that involve deception?

		☐

		☒



		14

		Administration of any substance, agent or placebo?

		☐

		☒



		15

		Working with live vertebrate animals?

		☐

		☒



		16

		Procedures that may have a negative impact on the environment?

		☐

		☒



		17

		Other primary data collection methods. Please indicate the type of data collection method(s) below.

		☐

		☒



		

		Details of any other primary data collection method:







(this box should expand as you type)

		

		







If you have ticked NO to every question then the research activity is (ethically) low risk and you may skip section E and continue to section F.



If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 



SECTION E: Intended Participants

		

		Who are the intended participants:

		

YES

		

NO



		1

		Students or staff at the University?

		☐

		☒



		2

		Adults (over the age of 18 and competent to give consent)?

		☒

		☐



		3

		Vulnerable adults?

		☐

		☒



		4

		Children and Young People under the age of 18? (Consent from Parent, Carer or Guardian will be required)

		☐

		☒



		5

		Prisoners?

		☐

		☒



		6

		Young offenders?

		☐

		☒



		7

		Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?

		☐

		☒



		8

		People engaged in illegal activities?

		☐

		☒



		9

		Others. Please indicate the participants below, and specifically any group who may be unable to give consent.



		☐

		☐



		

		Details of any other participant groups:

Complete this only if your participants cannot give consent. This includes animals. If students choose individuals under the age of 18 and or vulnerable individuals, a DBS (Disclosure and Barring Service) check is essential.



(this box should expand as you type)

		

		







		

		Participant numbers and source

Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 



		10

		How many participants are expected?



		The selection will include a mix of senior managers, middle managers, team managers, and staff within the local authority.



The expected number is 12–15 participants, but more may be considered if required. 







(this box should expand as you type)



		11

		Who will the participants be?



		Newport City Council Employees 





(this box should expand as you type)



		12

		How will you identify the participants?

		

Recruitment and identification process

Participants will be chosen based on their roles and experiences relevant to transformational leadership within Newport City Council.



The process may involve direct invitations, recommendations from supervisors, or voluntary responses to a call for participation within the organisation.





(this box should expand as you type)









		

		Information for participants:

		

YES

		NO

		

N/A



		13

		Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?

		☒

		☐

		☐



		14

		Will you tell participants that their participation is voluntary?

		☒

		☐

		☐



		15

		Will you obtain written consent for participation?

		☒

		☐

		☐



		16

		Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?

		☒

		☐

		☐



		17

		If the research is observational, will you ask participants for their consent to being observed?

		☐

		☐

		☒



		18

		Will you tell participants that they may withdraw from the research at any time and for any reason?

		☒

		☐

		☐



		19

		With questionnaires, will you give participants the option of omitting questions they do not want to answer?

		☐

		☐

		☒



		20

		Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?

		☒

		☐

		☐



		21

		Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?

		☒

		☐

		☐



		22

		If NO to any of above questions, please give an explanation 



		

		You should be able to tick YES for all of these questions. If not, then explain why not in this box.



(this box should expand as you type)







		

		Information for participants:

		

YES

		NO

		

N/A



		24

		Will participants be paid?

		☐

		☒

		☐



		25

		Is specialist electrical or other equipment to be used with participants?

		☐

		☒

		☐



		26

		Are there any financial or other interests to the investigator or University arising from this study?

		☐

		☒

		☐



		27

		Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?

		☐

		☒

		☐



		28

		If YES to any question, please provide full details 



		

		You should be able to tick NO for most of these questions. For any cases that you have ticked YES then provide details in this box. If you are using cameras/voice recorders to record interviews then please state that in this box.



(this box should expand as you type)







SECTION F: Anticipated Risks



		

		
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them.  



		1

		Risks to participants

For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information. If you have identified in section D that there are no participants then enter N/A and go skip to question 3.



		

		Risk to participants:



Participants may experience discomfort when discussing sensitive topics related to organisational change, leadership practices, or workplace experiences.



There is a risk that participants might inadvertently share confidential or sensitive information about the council or its operations.



Audio or video recordings of interviews are classified as personal data under GDPR/DPA2018, which requires careful handling to protect privacy.

not explicitly detailed in my form, interviews in a workplace setting may carry minor risks related to health and safety, depending on the location and format.



(this box should expand as you type)

		How you will mitigate the risk to participants:



Ensure participants are fully informed about the nature of the research and their rights, including the right to withdraw at any time.



Obtain written consent and guarantee confidentiality and anonymity in all outputs.



Avoid collecting names unless necessary, and do not name participants or organisations in publications without explicit permission.



Store all data securely, using password protection and encryption, and anonymise interview transcripts.

Debrief participants at the end of their participation and provide contact details for further information or support if needed.





(this box should expand as you type)



		2

		If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities



		

		

If interviews or discussions touch on sensitive, embarrassing, or upsetting topics, participants will be informed in advance about the nature of the research and their right to withdraw at any time.



Written consent will be obtained, clearly stating that participation is voluntary and that participants may skip any questions they do not wish to answer.



Participants will be provided with information about support resources, such as helpline numbers or contact details for further advice, should they experience distress during or after participation.



The consent process will explicitly state that if any information is disclosed during the research that suggests actual or potential illegal activity, this may need to be reported to the appropriate authorities, in line with legal and ethical obligations. 



At the end of participation, a debrief will be provided, including contact details for support services or helplines relevant to the topics discussed.



The researcher will ensure confidentiality and anonymity in all outputs, except where disclosure is required by law.





All personal data, including audio or video recordings, will be handled in accordance with GDPR/DPA2018, stored securely, and anonymised wherever possible.



Participants will be informed that their data will be kept confidential and not identifiable in any publications, unless explicit permission is given.



Consent forms and participant information sheets will make it clear that, while confidentiality is maintained, there are limits if illegal activity is disclosed.



Participants will be told that the researcher may have a duty to report such disclosures to the appropriate line manager.





(this box should expand as you type)



		3

		Risks to the investigator

For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest



		

		Risk to the investigator:



Risks may arise depending on the location and format of interviews (e.g., visiting unfamiliar sites, lone working).



Although unlikely, there is a minor risk if interviews are conducted in person, especially outside secure or familiar environments.

Investigators may encounter distressing stories or sensitive topics during interviews.



There is a risk of misunderstanding or miscommunication with participants, which could lead to accusations.



If the investigator has a dual role (e.g., employee and researcher), this could create ethical dilemmas.



(this box should expand as you type)

		How you will mitigate the risk to the investigator:



Conduct interviews in safe, public, or familiar locations, and follow lone working policies if applicable.



Maintain professional boundaries and clear communication with participants.



Seek support or supervision if exposed to distressing material.

Ensure transparency about the researcher's role and avoid conflicts of interest.



Keep records of all interactions and obtain written consent to protect against accusations.





(this box should expand as you type)



		4

		University/institutional risks

For example: adverse publicity, financial loss, data protection



		

		Risk to the University:

The possibility that findings or disclosures could negatively impact the reputation of the University or Newport City Council.



Any potential for the research to result in financial liabilities or costs to the institution.



Risks related to the handling, storage, and protection of sensitive or personal data, including compliance with GDPR and the Data Protection Act 2018.



(this box should expand as you type)

		How you will mitigate the risk to the University:

Ensure all data is stored securely, encrypted, and password protected, following University and legal guidelines.



Anonymise all research outputs so that neither the University nor participants are identifiable without explicit permission.



Obtain ethical approval before commencing any research activity and adhere to the University’s Research Ethics & Integrity Code of Practice.



Communicate transparently with all stakeholders and ensure that any sensitive findings are managed appropriately.



Follow all data protection policies and procedures to avoid breaches or misuse of information.







(this box should expand as you type)



		5

		Environmental risks

For example: accidental spillage of pollutants, damage to local ecosystems



		

		Risk to the environment:



No specific environmental risks have been identified or detailed. 





(this box should expand as you type)

		How you will mitigate the risk to environment:



If any aspect of your research could impact the environment, you should outline steps to prevent or minimise harm, such as following relevant environmental protection guidelines, ensuring safe disposal of materials, and conducting risk assessments for fieldwork.





(this box should expand as you type)







SECTION G: Feedback, Consent and Confidentiality



If you have identified in section D that there are no participants then enter skip this section and continue to section H.



		1

		Feedback

What de-briefing and feedback will be provided to participants, how will this be done and when? 



		

		At the end of their participation, each participant will be provided with a debrief. This will include information about the research findings, clarification of the study’s purpose, and contact details for further information or support if needed. 



Feedback and debriefing will be provided after the participant’s involvement in the research is complete, ensuring they have access to results and support resources as appropriate.

(this box should expand as you type)



		2

		Informed consent

Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.



		

		Potential participants will be fully informed about the nature and purpose of the research, what participation involves, and their rights (including the right to withdraw at any time) before any data collection begins.



Information will be provided in clear, accessible language suitable for a non-specialist audience.



Details about confidentiality, data protection, and the use of their data will be explained.



Obtaining Consent:

Interviews: Written consent will be obtained prior to participation, with participants given the opportunity to ask questions and receive clarification.



Consent will be obtained and recorded in accordance with prevailing data protection legislation (GDPR/DPA2018), ensuring that all personal data is handled securely and confidentially.



(this box should expand as you type)



		3

		Confidentiality / Anonymity

Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 



		

		Names will not be collected unless needed (not needed). 

All data will be anonymised in outputs, ensuring that individual participants cannot be identified. 



Confidentiality will be maintained throughout the research process, with personal data stored securely and only accessible to authorised personnel. 



Any identifying information will be removed from transcripts and reports. 



If anonymity cannot be offered (for example, if participants explicitly consent to being named), this must be clearly explained to participants and documented in the consent process

(this box should expand as you type)







SECTION H: Data Protection and Storage



		

		Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?

		YES

		NO



		1

		“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.

		X

		☐



		

		If YES, provide a description of the data and explain why this data needs to be collected:



		2

		Types of data to be collected:



Audio/video data of participants: Recordings made during interviews.



IP addresses and usernames: May be collected if interviews or surveys are conducted online.



Names, addresses, and emails: Only collected if necessary for contacting participants or managing consent.



Consent forms: Signed or electronically agreed forms confirming participants’ informed consent.

Why this data needs to be collected:



Audio/video recordings are essential for accurately capturing participants’ responses during qualitative interviews, enabling thorough analysis and ensuring the integrity of the research findings.



IP addresses and usernames may be collected automatically by online platforms and are used for technical administration and, if needed, to ensure data security.



Names, addresses, and emails are required for communication, scheduling interviews, and managing consent, but will not be included in research outputs unless explicit permission is given.



Consent forms are necessary to document that participants have been fully informed and have agreed to take part in the research, in compliance with ethical and legal standards. 



All personal data will be handled securely and in accordance with GDPR/DPA2018.



(this box should expand as you type)



		

		Does it involve special category data (as defined by the GDPR)?

		YES

		NO



		3

		“Special category data” means sensitive personal data consisting of information as to the data subjects’ –

(a) racial or ethnic origin,

(b) political opinions,

(c ) religious beliefs or other beliefs of a similar nature,

(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),

(e) physical or mental health or condition,

(f) sexual life,

(g) genetics,

(h) biometric data (as used for ID purposes),

		

☐

		

x



		

		If YES, provide a description of the special category data and explain why this data needs to be collected:



		4

		N/A





(this box should expand as you type)







		

		
Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?

		YES

		NO



		5

		Manual files (i.e. in paper form)?

		☐

		☒



		6

		University computers?

		☐

		☒



		7

		Private company computers?

		☒

		☐



		8

		Home or other personal computers?

		☐

		☒



		9

		Laptop computers/ CDs/ Portable disk-drives/ memory sticks?

		☒

		☐



		10

		“Cloud” storage or websites?

		☐

		☒



		11

		Other – specify:



		☐

		☒



		12

		For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:



		

		All data will be stored on Newport City Council’s secure, password protected network, which is regularly backed up and GDPR-compliant.



Audio/visual data will be transcribed and would be shown to participants to

check accuracy of reporting. Any USB sticks used to store or transfer data will be password protected. All participants will be given a unique identifier to ensure confidentiality and this list will be kept securely in the password protected folder. 





(this box should expand as you type)







		

		Data Protection



		

		Will the research activity involve any of the following activities:

		YES

		NO



		13

		Electronic transfer of data in any form?

		☐

		☒



		14

		Sharing of data with others at the University outside of the immediate research team?

		☐

		☒



		15

		Sharing of data with other organisations?

		☐

		☒



		16

		Export of data outside the UK or importing of data from outside the UK?

		☐

		☒



		17

		Use of personal addresses, postcodes, faxes, emails or telephone numbers?

		☐

		☒



		18

		Publication of data that might allow identification of individuals?

		☐

		☒



		19

		If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and/or any international equivalent):



		

		Personal emails will only be used for communication about the research and will not be shared outside the project. Data will be retained until the project is complete and then securely deleted. In line with the Data Protection Act 2018, participants can request access to their data at any time, and it will be deleted immediately if requested.



(this box should expand as you type)



		20

		List all who will have access to the data generated by the research activity:



		

		Principal researcher

Supervisor and a representative of that partner.

External examiner or second marker



(this box should expand as you type)



		21

		List who will have control of, and act as custodian(s) for, data generated by the research activity:



		

		Principal researcher will have full control and act as the custodian of all data.

(this box should expand as you type)



		22

		Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. 



		

		All data will be stored on Newport City Council’s secure, password-protected network, which is GDPR-compliant and regularly backed up. Data will be anonymised before analysis and kept in digital form only (survey responses and interview transcripts). It will be retained until the project is complete and then securely deleted.



(this box should expand as you type)



		22

		Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)

		☒



		23

		Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding

		☒









SECTION I: Declaration

		

		The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.



In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 



		1

		Signature of applicant:

		[image: Jay's signature.jpg]

		Date:

28.11.2025





		2

		Director of Studies/Supervisor:

		Anthony Burns

		Date:28/11/2025



		3

		Signature:

		



		











FOR INTERNAL USE ONLY:

		

		Ethical approval given 



		1

		Signature of assessor:

		

		Date:





		2

		Name:

		



		3

		Role:
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