
PERSONALISATION 
IN PROBATION 
SERVICES
EXPLOR ING THE  CONTR IBUTORS  

TO A  WORK ING CULTURE  OF  

PERSONAL ISAT ION

P R O D U C E D  B Y

Susan  Ba ines  

Mark  Ch i ld s  

Lee  Ch r i s tensen  

Ad r ian  Evans  

He len  Gunn  

Den i se  Ha r t l e y  

Caro l i ne  Mar sh  

M i ke  Mar t i n  

Jan ice  Morgan  

Tony  T revo r  

Hay ley  T rowbr idge  

Mandy  War ren  

Rob  W i l son .    

A N  I N S T I T U T E  O F  C O M M U N I T Y  

R E P O R T E R S  P U B L I C A T I O N

D E C E M B E R  

2 0 1 8



Th i s  pub l i ca t ion  has  been  made  

poss ib le  by  t he  gene ros i t y  o f  many  

peop le  who  have  g i ven  the i r  t ime ,  

ene rgy  and  s to r i e s  to  t he  CoS IE  

p ro jec t .  W i thou t  t he  con t r ibu t ions  

o f  ou r  Commun i t y  Repo r te r s  and  

s to r y te l l e r s ,  and  suppo r t  f rom 

CoS IE  pa r tne r s  and  o the r  

s takeho lde r s ,  t he  l ea rn i ng  be ing  

sha red  he re  wou ld  have  no t  been  

pos s ib le .    

A  hea r t fe l t  t hank  you  to  eve r yone  

who  has  p layed  the i r  pa r t  i n  

enab l i ng  u s  to  c rea te  th i s .    
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THE CoSIE PROJECT
The  v i s i on  t ha t  unde rp in s  t he  CoS IE  p ro jec t  i s  t ha t  pub l i c  se r v i ce  

i nnova t ions  can  be  ach ieved  by  c rea t i ng  co l l abo ra t i ve  

pa r tne r sh ip s  be tween  se r v i ce  p rov ide r s  and  se r v i ce  benef i c ia r i e s .  

As  pa r t  o f  t he  CoS IE  p ro jec t ,  pa r tne r s  f rom ac ros s  10  Eu ropean  

coun t r i e s  w i l l  t e s t  and  deve lop  d i ve r se  methods  o f  co-c rea t ion  i n  

t he  f i e ld  o f  pub l i c  se r v i ces .  W i th  i nnova t i ve  p rac t i ces ,  t he  p ro jec t  

a ims  to  imp rove  the  i nc l u s ion  o f  a l l  c i t i zens  and  to  p romote  the i r  

pos s ib i l i t i e s  to  ac t  a s  ac t i ve  member s  i n  se r v i ce  des ign  and  

soc ie t y .   F i nd  ou t  more  by  v i s i t i ng  the  C o S I E  w e b s i t e .  

   

Th i s  p ro jec t  has  rece i ved  fund ing  f rom the  Eu ropean  Un ion ’ s  

Ho r i zon  2020  re sea rch  and  i nnova t ion  p rog ramme unde r  g ran t  

ag reement  No  770492 .  The  con ten t  o f  t h i s  document  re f l ec t s  t he  

au tho r s ’  v i ews  and  the  Manag ing  Agency  canno t  be  he ld  

re spons ib le  fo r  any  u se  tha t  may  be  made  o f  t he  i n fo rmat ion  i t  

con ta in s .    

   

https://cosie.turkuamk.fi/
https://cosie.turkuamk.fi/
https://cosie.turkuamk.fi


ABOUT 
I n te r se r ve  i s  commi t ted  to  deve lop ing  and  eva lua t i ng  

more  pe r sona l i sed  ways  o f  wo r k i ng  w i th  se r v i ce  u se r s  

i n  o rde r  to :  p romote  pos i t i ve  l i f e  cho ices ;  tack le  roo t  

causes  o f  l i f e s t y l e  p rob lems ;  and  to  bu i l d  pe r sona l  

capac i t y  and  re s i l i ence .  As  pa r t  o f  t he  Cos ie  P ro jec t  –  

a  pan-Eu ropean  scheme look i ng  a t  t he  co-c rea t ion  o f  

pub l i c  se r v i ces  –  I n te r se r ve  has  p i l o ted  new ways  o f  

co-des ign ing  more  pe r sona l i sed  p robat ion  se r v i ces .  

W i th i n  t he  p i l o t  p roces s ,  one  o f  t he  co-c rea t ion  too l s  

adopted  has  been  Commun i t y  Repo r t i ng  wh ich  has  

been  u sed  to  ga the r  i n s igh t  s to r i e s  f rom s ta f f  and  

se r v i ce  u se r  on  t he i r  pe r spec t i ves  o f  p robat ion  

se r v i ces .  

 

Key  l ea rn i ng  has  emerged  f rom these  s to r i e s .  Fo r  

examp le ,  t he  e x p e r i e n c e s  o f  s e r v i c e  u s e r s  

h igh l igh ted  many  o f  t he  th i ngs  t ha t  t hey  va l ued  abou t  

t he  se r v i ce  such  as  t he  oppo r tun i t y  to  engage  i n  pee r  

men to r i ng ,  a s  we l l  a s  shedd ing  l i gh t  on to  a reas  t ha t  

cou ld  be  improved  such  as  suppo r t  p rov i s i on  fo r  l ow  

r i s k  o f fende r s .  The  s t a f f  s t o r i e s  f ocused  on  peop le ’ s  

mot i va t ions  fo r  wo r k i ng  w i th i n  t he  sec to r  w i th  many  

exp la i n i ng  how the  des i re  to  he lp  o the r s  was  a  key  

fac to r  fo r  t hem en te r i ng  th i s  ca ree r .  Howeve r ,  t he  

s to r i e s  a l so  b rough t  up  i s sues  such  as  changes  w i th i n  

t he  se r v i ce  tha t  we re  p reven t i ng  them f rom do ing  the  

j ob  to  t he  s tanda rd  they  wou ld  l i ke .  

 

Th i s  pub l i ca t ion  l ook s  a t  t hese  s to r i e s  and  the  i n s igh t s  

w i th i n  t hem th rough  the  l ens  o f  pe r sona l i sa t ion ,  

exp lo r i ng  what  can  be  dec iphe red  f rom the  s to r i e s  

abou t  how p robat ion  se r v i ces  can  be t te r  meet  t he  

needs  o f  t he  i nd i v idua l s  i n vo l ved .  The  ove ra rch ing  

message  f rom th i s  i s  t ha t  pe r sona l i sa t ion  i s  no t  

someth ing  tha t  can  be  de l i ve red  by  s ta f f  to  se r v i ce  

u se r s  i n  a  l i nea r  fa sh ion .  Ra the r  what  mus t  be  

es tab l i s hed  i s  a  wo r k i ng  cu l t u re  o f  pe r sona l i sa t ion  –  

fo r  bo th  s ta f f  and  u se r s  –  t ha t  pe rmeates  a l l  a spec t s  

o f  se r v i ce  de l i ve r y .  Th rough  examin i ng  what  t he  

con t r ibu t i ng  fac to r s  o f  t h i s  cu l t u re  cou ld  be  and  by  

as k i ng  p rob ing  ques t ions  to  i t s  r eade r ,  t h i s  

pub l i ca t ion  seeks  to  suppo r t  p ro fes s iona l s  wo r k i ng  i n  

p robat ion  to  unde r s tand  how they  can  enhance  

pe r sona l i sa t ion  t he i r  r o le s .    

" T H E  M E N T I O N  O F  

P E E R  M E N T O R I N G  

W A S  A  L I G H T  B U L B  

M O M E N T .  I T  M A D E  

M E  T H I N K  I  C A N  D O  

T H I S . . .  I  C A N  G E T  

I N T O  T H E  P R O B A T I O N  

S E R V I C E . "

https://communityreporter.net/story/working-probation-edited-extracts-probation-worker-stories
https://communityreporter.net/story/working-probation-edited-extracts-probation-worker-stories
https://communityreporter.net/story/experiences-probation-service-story-extracts


Commun i t y  Repo r t i ng  i s  a

s to r y te l l i ng  movement  t ha t  u ses

d ig i ta l  too l s  such  as  smar tphones

and  tab le t s  to  suppo r t  peop le  to

te l l  t he i r  own  s to r i e s  i n  t he i r  own

ways .  Cen t ra l  to  Commun i t y

Repo r t i ng  i s  t he  be l i e f  t ha t  peop le

te l l i ng  au then t i c  s to r i e s  abou t  t he i r

l i ved  expe r iences  o f fe r s  a  va l uab le

unde r s tand ing  o f  t he i r  l i ve s .

Th rough  co l l a t i ng  and  cu ra t i ng

s to r i e s  f rom ou r  g row ing  ne twor k  o f

Commun i t y  Repo r te r s ,  we  seek  to

i n fo rm  po l i c y ,  p roces ses  and

p rac t i ce .  I n te r se r ve  has  been

co l labo ra t i ng  w i th  Peop le ’ s  Vo ice

Med ia  to  u se  Commun i t y  Repo r t i ng

methodo log ies  to  be t te r

unde r s tand  how they  can  enhance

pe r sona l i sa t ion  w i th i n  p robat ion

se r v i ces .  Th i s  co l l abo ra t ion  has       

        

had  th ree  s tages :     

 

1 .  Gathe r i ng  S to r i e s :  We  t ra i ned  1 1

member s  o f  s ta f f  and  pee r  men to r s

as  Commun i t y  Repo r te r s  who

captu red  ove r  40  s to r i e s  f rom s ta f f

and  se r v i ces  u se r s  abou t  t he i r

expe r iences  o f  p robat ion .   

 

2 .  Cura t i ng  S to r i e s :  We  ana l y sed

the  s to r i e s  ga the red  th rough  a

se r i e s  o f  sense-mak ing  ses s ions  to

p roduce  a  se t  o f  key  f i nd ings .   

 

3 .  Mob i l i s i ng  S to r i e s :  We  de l i ve red

par t i c ipa to r y  wo r k shops  i n  wh ich

the  f i nd ings  we re  showcased  and

worked  w i th  s takeho lde r s  to

de te rm ine  how the  f i nd ings  cou ld

be  u t i l i sed  w i th i n  t he  p robat ion

sec to r  a t  i nd i v idua l ,  o rgan i sa t iona l

and  s y s tem ic  l e ve l s .    
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WHAT WE DID

M O B I L I S I N G  

S T O R I E S

G A T H E R I N G  

S T O R I E S

C U R A T I N G  

S T O R I E S

D I A G R A M  1 . 1 .  T H E  C O M M U N I T Y  R E P O R T I N G  M E T H O D O L O G Y

Th i s  s tage  i s   ' p rob ing '   -  

do ing  someth i ng  

d i f fe ren t  by  ga the r i ng  

s to r i e s

Th i s  s tage  i s  sense-  

mak ing  -  ana l y s i ng  

the  s to r i e s  ga the red

Th i s  s tage  

i s   r e spond ing   -    

ac t i ng  on  the  

l ea rn i ng  and  

mak ing  changes



1 .  KEY FINDINGS
F rom the  s to r i e s  ga the red ,  t h ree  co re  t hemes  emerged  

tha t  con t r ibu te  to  c rea t i ng  a  cu l t u re  o f  pe r sona l i sa t ion .  

 

‘Under s tand ing  Me ’  cove r s  a spec t s  such  as  t rea t i ng  

peop le  as  i nd i v idua l s  and  unde r s tand ing  the i r  needs .  

 

‘Not  Be ing  Judged ’  e xp lo res  how rece i v i ng  a  conv ic t i on  

ca r r i e s  va r ious  t ypes  o f  s t igma  and  how th i s  a f fec t s  

peop le .  

 

‘He lp ing  Othe r s ’  i den t i f i e s  how g i v i ng  i s  a  s t rong  

mot i va to r ,  and  by  engag ing  w i th  and  deve lop ing  

peop le ’ s  i nd i v idua l  sense  o f  pu rpose  peop le  can  b r i ng  

abou t  change  i n  t hemse l ves  and  o the r s .       
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The  s to r i e s  h igh l igh t  t he  impor tance  o f  

l i s ten i ng  to  peop le  as  “one  s i ze  doesn ' t  

f i t  a l l ” .  A  l i t e ra l  examp le  o f  t h i s  can  be  

found  i n  an  unpa id  wo r k  s to r y ,  i n  wh ich  a  

pe r son  was  made  to  wo r k  i n  boo t s  t ha t  

we re  too  b ig .  Add i t i ona l l y ,  t h i s  pe r son  

was  the  on l y  fema le  on  the  unpa id  wo r k  

s i t e  and  fe l t  uncomfo r tab le  w i th  t he  

“ sex i sm” .   The  lack  o f  unde r s tand ing  o f  

he r  needs  as  a  fema le  –  p rac t i ca l l y  and  

soc ia l l y  –  meant  t ha t  fo r  t h i s  i nd i v idua l ,  

t he  expe r ience  o f  unpa id  wo r k  was  no t  

a s  pos i t i ve  as  i t  cou ld  have  been .  

 

When  peop le ’ s  i nd i v idua l  needs  and  

c i r cums tances  a re  taken  i n to  accoun t ,  

t he  expe r ience  o f  rece i v i ng  a  conv ic t i on  

and  p robat ion  can  be  l e s s  t raumat ic .  A  

s to r y te l l e r  desc r ibes ,  he r  we l lbe ing  

su f fe red  du r i ng  the  cou r t  p roces s  a s  she  

d id  no t  know i f  s he  wou ld  be  sen t  to  

p r i son .  As  she  s ta tes ,  i t  was  “ha rd  say i ng  

goodbye  to  t he  k id s ”  p r i o r  to  a t tend ing  

cou r t .  Howeve r ,  du r i ng  the  hea r i ng  the  

j udge  took  on-boa rd  he r  “ fam i l y  

c i r cums tances ”  and  tha t  she  wou ld  “do  

any th i ng  to  s tay  w i th  he r  fam i l y ” ,  

u l t imate l y  dec id i ng  no t  to  pas s  a  

cus tod ia l  sen tence .  The  i nd i v idua l  came  

ou t  o f  t h i s  p roces s  fee l i ng  pos i t i ve  as  

he r  c i r cums tances  and  the  con tex t  o f  t he  

c r ime  were  taken  i n to  cons ide ra t ion .    

UNDERSTANDING ME

" I  F E L T  V E R Y  A L O N E  A N D  V E R Y  I S O L A T E D . . .  I  E X P E C T E D  

S O M E O N E  T O  B E  T H E R E  A N D  S A Y  ' Y O U  H A V E N ' T  G O T  A  

J O B ,  Y O U  H A V E  A  C R I M I N A L  R E C O R D ,  L E T  M E  S I T  D O W N  

A N D  T A L K  T O  Y O U ' ,  B U T  N O B O D Y  W A S  T H E R E . "

Under s tand ing  peop le ’ s  c i r cums tances  i s  

f undamenta l  to  p rov id i ng  the  suppo r t  

t hey  need  to  rebu i l d  t he i r  l i ve s .  Speak ing  

abou t  h i s  expe r iences  o f  p robat ion ,  a  

l ow  r i s k  o f fende r  desc r ibes  how he  l o s t  

h i s  j ob  and  l i f e s t y l e .  Wh i l s t  on  p robat ion  

he  fe l t  t ha t  he  wasn ’ t  g i ven  suppo r t  to  

ge t  back  i n to  emp loyment ,  wh ich  

re su l ted  i n  h im  fee l i ng  “ ve r y  a lone  and  

ve r y  i so la ted” .  Howeve r ,  ano the r  pe r son  

desc r ibes  h i s  expe r iences  o f  p robat ion  

as  a  “pos i t i ve  one”  as  i t  a l l owed  h im  to  

l ea rn  abou t  h imse l f  and  why  he  behaved  

i n  a  way  tha t  l ed  to  h i s  conv ic t i on .  

Oppor tun i t i e s  to  ob ta in  pe r sona l i sed  

adv ice  and  to  d i scove r  more  abou t  

you r se l f  a re  key  enab le r s  fo r  i nd i v idua l s .  

 

Get t i ng  to  know peop le  i s  e s sen t ia l  to  

p rov id i ng  the  r igh t  suppo r t .  A s  one  

wor ke r  ou t l i nes ,  “ i t ’ s  abou t  unp ick i ng  

what  has  happened  i n  t he  pas t  to  move  

fo rward” .  Fo r  t hem ,  hea r i ng  peop le ’ s  

s to r i e s  shou ld  be  seen  as  “p r i v i l ege”  as  

peop le  t r u s t  t hem w i th  de ta i l s  abou t  

t he i r  l i ve s .  I t  i s  w i t h  bo th  t h i s  t r u s t  and  

unde r s tand ing  tha t  p ro fes s iona l s  a re  i n  

pos i t i on  to  he lp  t he  peop le  i n  t he  

p robat ion  s y s tem to  make  pos i t i ve  

changes  i n  t he i r  l i ve s .     
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NOT BEING JUDGED

" T H E  F I R S T  S U P E R V I S O R  H I D  M E  A W A Y ,  T H E R E  W A S  

N O T H I N G  T O  T E S T  M E  O R  P U S H  M E .  T H E  S E C O N D  

S U P E R V I S O R  M A D E  M E  F A C E  M Y  F E A R S . . .  A N D  I  D I D . "

A key  aspec t  o f  pe r sona l i sa t ion  i n  any  

se r v i ce  i s  to  see  the  benef i c ia r y  a s  “an  

i nd i v idua l  and  a  pe r son ” .  I n  te rms  o f  

p robat ion  se r v i ces ,  see ing  the  pe r son  

you  a re  wo r k i ng  w i th  and  no t  j u s t  t he  

c r ime  can  c rea te  more  p roduc t i ve  

re la t i onsh ip s  be tween  p ro fes s iona l s  i n  

t he  sec to r  and  the  peop le  t hey  wo r k  

w i th .  Speak ing  abou t  h i s  expe r iences  o f  

p robat ion ,  one  man  h igh l igh t s  t he  

impor tance  o f  t h i s  t ype  o f  re la t i onsh ip  i n  

he lp i ng  h im  b r i ng  abou t  changes  i n  h i s  

own  l i f e .  Ta l k i ng  abou t  h i s  p robat ion  

wo r ke r ,  he  say s  she  i s  “ no t  au toc ra t i c  o r  

au tho r i t i ve ,  s he ’ s  been  ve r y  suppo r t i ve ” .  

Th i s  has  enab led  h im  to  “ge t  s t ra igh t ”  

and  ove rcome h i s  i s sues  w i th  a l coho l  –  “ I  

haven ’ t  had  one  though t  o f  re t rea t i ng  

back  to  t he  pub” .    

 

Bu i l d i ng  these  t ypes  o f  re la t i onsh ip s  

i n vo l ves  unde r s tand ing  the  s t igma  

su r round ing  hav i ng  a  conv ic t i on  and  

unde r s tand ing  peop le ’ s  sense  o f  shame 

upon  rece i v i ng  one .  As  one  man  de ta i l s ,  

he  has  ‘ p ro tec ted ’  h imse l f  f rom th i s  

soc ie ta l  s t igma  by  re s t r i c t i ng  who  knows  

abou t  h i s  conv ic t i on  to  on l y  p ro fes s iona l s  

and  h i s  w i fe  -  “peop le  haven ’ t  

j udged  because  they  don ’ t  know” .  He  

desc r ibes  how he  i s  t r y i ng  to  ge t  on  w i th  

h i s  l i f e  and  pu t  t he  conv ic t i on  beh ind     

h im ,  bu t  he  fee l s  j udged  by  h i s  p robat ion  

wo r ke r  who  keeps  b r i ng ing  up  the  c r ime  

du r i ng  the i r  se s s ions .  As  he  s ta tes ,  

“Eve r y  t ime  I  go  and  see  my  p robat ion  

o f f i ce r ,  I  come  ou t  t he re  fee l i ng  c rap .  I  

d read  go ing…  he  keeps  push ing ,  I  don ’ t  

unde r s tand  why . ”    

 

S i t ua t ions  such  as  t he  a fo rement ioned  

one  can  occu r  when  commun ica t ion  

be tween  wor ke r  and  se r v i ce  u se r  l ack s  

c la r i t y  abou t  why  ce r ta i n  wo r k  i s  be ing  

done  a round  a  conv ic t i on .  Th i s  cou ld  

i nc l ude  exp la i n  why  t h i ngs  l i ke  ‘ t r i gge r s ’  

a re  be ing  exp lo red ,  o r  t h rough  push ing  

 peop le  ou t  o f  t he i r  comfo r t  zones .  

Speak ing  abou t  he r  expe r iences  o f  

unpa id  wo r k ,  a  woman  ta l k s  abou t  how 

she  d idn ’ t  t h i n k  she  cou ld  do  i t  and  fe l t  

g rea t  “ shame” ,  pa r t i cu la r l y  a round  

wear i ng  the  “nas t y  o range  ves t ” .  A t  f i r s t  

s he  was  h id  away  do ing  wor k  o f f - the-  

s t ree t s  by  a  “ s ympathe t i c ”  supe r v i so r ,  

bu t  t hen  ano the r  supe r v i so r  took  he r  

ou t s ide  l i t t e r  p i c k i ng .  Th i s  push i ng  o f  

boundar ie s  and  te l l i ng  he r  she  “cou ld  do  

i t ”  b y  t he  second  supe r v i so r  enab led  he r  

to  “ face  [he r ]  fea r s ”  and  u l t imate l y  

ove rcome he r  sense  o f  shame .  C rea t i ng  

pos i t i ve  re la t i onsh ip s  enab les  wo r ke r s  to  

know when  push ing  can  be  pos i t i ve ,  and  

when  i t  i s  hav i ng  negat i ve  impact .  



D E C E M B E R  2 0 1 8  

A N  I N S T I T U T E  O F  C O M M U N I T Y  R E P O R T E R S  P U B L I C A T I O N  

HELPING OTHERS

" W H E N  I T  A C T U A L L Y  F I N I S H E D  I  F E L T  D E P R E S S E D ,  I  K N O W  

I T  S O U N D S  S T U P I D …  I T  G A V E  M E  S O M E T H I N G  T O  G E T  U P  

F O R  O N  A  S A T U R D A Y  M O R N I N G . "

Whi l s t  e lement s  o f  t he  s to r i e s  ga the red  

po r t ray  negat i ve  sen t imen t s  towards  

unpa id  wo r k ,  a  number  o f  t he  s to r i e s  a l so  

h igh l igh t  t he  pos i t i ve s  a spec t s  o f  i t .  One  

man  exp la i n s  t ha t  unpa id  wo r k  gave  h im  

someth ing  to  do  i n  h i s  l i f e  fo l l ow ing  h im  

and  h i s  w i fe ’ s  conv ic t i ons .  As  she  wen t  

to  p r i son ,  he  found  tha t  he  was  o f ten  

a lone  a t  home  –  “ i t  was  a  ho r r ib le  

fee l i ng  l e f t  by  you r se l f ,  do ing  no th i ng” .  

Unpa id  wo r k  o f fe red  h im  someth ing  to  

“ge t  up  fo r ”  and  f rom do ing  i t  he  fee l s  

he ’ s  pa id  back  h i s  “debt  to  soc ie t y ” .  

 

The  idea  ‘g i v i ng  back ’  v ia  unpa id  wo r k  

was  h igh l igh ted  i n  a  number  o f  s to r i e s .  

Fo r  one  pe r son ,  i t  made  them fee l  “a s  

t hough  I  was  pa r t  o f  soc ie t y ” ,  wh i l s t  

ano the r  pe r son  ta l ked  abou t  how “ i t ’ s  

n i ce  to  do  th i ngs  i n  you r  own  town ,  

e spec ia l l y  i n  a  hosp i ta l ” .  The  t ime  spen t  

g i v i ng  to  o the r s  and  soc ie t y  p rov ided  

peop le  w i th  t ime  fo r  re f l ec t ion ,  w i t h  on  

pe r son  s ta t i ng  tha t  i t  s howed  h im  “what  

can  be  ach ieved ,  ra the r  t han  go ing  to  

p r i son ” .  G i v i ng ,  o r  he lp i ng  o the r s ,  make  

u s  fee l  good  abou t  ou r se l ves .  

 

Suppo r t i ng  peop le  to  tap  i n to  such  

i n t r i n s i c  mot i va t ions  –  whethe r  t hey  a re  

s ta f f  o r  u se r s  –  i s  a  key  too l  fo r  p rov id i ng  

p robat ion  se r v i ces  t ha t  enab le  peop le  to  

iden t i f y  t he i r  sense  o f  pu rpose  and  

u l t imate l y ,  sense  o f  se l f .  Bo th  o f  wh ich  

con t r ibu te  to  peop le  l ead ing  pos i t i ve  

l i ve s .  Fo r  se r v i ce  u se r s  i n  p robat ion ,  pee r  

men to r i ng  p lay s  a  key  pa r t  i n  t h i s .  

Speak ing  abou t  h i s  expe r iences  o f  

p robat ion ,  one  man  s ta tes  how he  

“became a  pee r  men to r  to  he lp  o the r  

peop le  i n  my  s i t ua t ion ” ,  wh i l s t  ano the r  

pe r son  desc r ibes  how i t  was  a  “ l i gh t  bu lb  

moment ”  i n  rebu i l d i ng  he r  l i f e  and  ca ree r  

oppo r tun i t i e s .  One  man ,  who  i n i t i a l l y  

t u rned  down  the  oppo r tun i t y  to  

pa r t i c ipa te  i n  pee r  men to r i ng  th rough  

the  be l i e f  o f  h i s  case  manager ,  d id  

even tua l l y  ge t  i n vo l ved  and  now has  “a  

pu rpose” .  

 

I t  i s  unsu rp r i s i ng  tha t  s ta f f ’ s  mot i va t ions  

fo r  wo r k i ng  i n  t he  sec to r  have  s im i la r  

d r i ve r s  and  cha rac te r i s t i c s .  As  a  wo r ke r  

s ta tes ,  t he i r  mot i va t ion  i s  “ to  wo r k  w i th  

adu l t s  to  b r i ng  abou t  pos i t i ve  change” ,  

wh i l s t  ano the r  wo r ke r  s ta tes  how they  

wanted  a  ro le  whe re  they  “cou ld  rea l l y  

suppo r t  peop le ” .  Rem ind ing  s ta f f  o f  

t hese  mot i va t ions  can  be  u se fu l  du r i ng  

pe r iods  o f  unce r ta i n t y  o r  change  by  

focus i ng  them on  the i r  o r ig i na l  

ob jec t i ves  i n  en te r i ng  th i s  ca ree r .       



2. PUTTING IT INTO PRACTICE
Th i s  sec t ion  exp lo res  t h ree  o f  t he  s to r i e s  ga the red  and  

pu t s  fo rward  a  se r i e s  o f  ques t i ons  to  he lp  you  to  

cons ide r  what  can  be  l ea rned  f rom them abou t  

pe r sona l i sa t ion .  I t  conc ludes  w i th  some  p rac t i ca l  

sugges t ions  a s  to  how you  can  con t r ibu te  to  c rea t i ng  a  

wo r k i ng  cu l t u re  o f  pe r sona l i sa t ion  w i th i n  p robat ion  

se r v i ces .  

 

You  can  a l so  access  any  o f  t he  s to r i e s  ga the red  du r i ng  

th i s  p rocess  h e r e  and  u se  the  fo l l ow ing  key  ques t ions  

to  he lp  you  to  dec iphe r  you r  own  l ea rn i ng  f rom them:  

     

1 .  What  i s  t he  key  message  o f  t he  s to r y?  

2 .  What  i s  t he  l ea rn i ng  fo r  p robat ion  se r v i ces?  

3 .  How does  t he  s to r y  re la te  to  you r  expe r iences?    

https://communityreporter.net/search/explore?f%5B0%5D=field_icr_network%3A93032&f%5B1%5D=taxonomy_vocabulary_5%3A90458


The  i n s igh t s  i n  t he  s to r i e s  

ga the red  shou ld  be  seen  as  s t imu l i  

t o  p rovoke  fu r t he r  t h i n k i ng ,  d i s r up t  

t he  s ta tu s  quo  and  g i ve  t he  

oppo r tun i t y  fo r  new ways  o f  do ing  

th i ngs  to  emerge .  Th ree  s to r i e s  

have  been  se lec ted  tha t  h igh l igh t  

a  range  o f  top ic s ,  i s sues  and  

expe r iences  o f  access i ng  and  

wor k i ng  i n  p robat ion  se r v i ces .  The  

pe r spec t i ves  rep resen ted  i n  t hese  

s to r i e s  a re  no t  i n tended  to  be  

rep resen ta t i ve  o f  t he  w ide r  

f i nd ings  o f  t h i s  p ro jec t ,  bu t  ra the r  

a s  d i scus s ion  i n i t i a to r s .      

Take  a  l ook  a t  t he  s to r i e s  se lec ted  

and  u se  the  ques t ions  p rov ided  as  

a  bas i s  fo r  re f l ec t i ng  on  what  can  

be  l ea rned  f rom them and  how th i s  

l ea rn i ng  can  be  pu t  i n to  p rac t i ce .  

You  can  choose  to  do  th i s  on  you r  

own  o r  w i th  you r  co l l eagues .     

A N  I N S T I T U T E  O F  C O M M U N I T Y  R E P O R T E R S  P U B L I C A T I O N
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FROM INSIGHTS TO 
CHANGE

CHANGING A NEGATIVE 
INTO A POSITIVE
In this story, a woman talks about her 

experience of probation from the moment she 

received her conviction to the opportunity of 

peer mentoring that took her life in a different 

direction. You can listen to the story here.   

 

KEY DISCUSSION POINTS 

1. What elements of probation supported this 

person and why? 

2. What other elements of support could have 

been provided and how? 

3. What have we learned about creating a 

culture of personalisation from this story?    

  

" I  T H O U G H T  M Y  

L I F E  W A S  O V E R .  I  

L O S T  M Y  J O B ,  

T H E R E  W A S  N O  

D I R E C T I O N  A T  A L L  

T O  M Y  L I F E . "

https://communityreporter.net/story/changing-negative-positive
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CHANGES IN PROBATION 
SERVICES

A CHANGE IN ME
This story is from a man who had received 

various custodial sentences. In this story, he 

talks about how during his most recent prison 

sentence he felt he had lost everything. During 

this stage of his life and on probation he began 

to change. You can listen to the story here.  

 

KEY DISCUSSION POINTS 

1. What were the contributing factors to the 

changes in this person’s life? 

2. What techniques were and could be used in 

probation services to initiate or support these 

types of changes? 

3. What have we learned about creating a 

culture of personalisation from this story?    

  

" I   W A S N ' T  

I N T E R E S T E D  I N  

D R U G S ,  I  W A S N ' T  

U S I N G  D R U G S .  

T H E Y  W E R E  T H E  

P A S T  F O R  M E . "

This story is from a person working in 

probation services. They talk about their 

original and current motivations for working in 

the sector, as well as outlining some of the 

key challenges that they face in their work. 

You can listen to the story here.   

 

KEY DISCUSSION POINTS 

1. What are the challenges this person faces 

at work and how could they be overcome? 

2. What is the impact of these challenges on 

the person and the people they work with? 

3. What have we learned about creating a 

culture of personalisation from this story?   

" Y O U  D O N ' T  K N O W  

W H E T H E R  Y O U  A R E  

C O M I N G  O R  

G O I N G .  I  C A N ' T  

R E M E M B E R  T H E  

F A C E S  N O W  

S O M E T I M E S  O F  

P E O P L E . . . "

https://communityreporter.net/story/change-me
https://communityreporter.net/story/changes-probation-services


WHAT YOU CAN 
DO

Creat i ng  a  wo r k i ng  cu l t u re  o f  

pe r sona l i sa t ion  requ i re s  bo th  top-down  and  

bo t tom-up  p rocesses  to  be  mov ing  towards  

t he  same  goa l  and  i n  a  chang ing  

env i ronment  –  a s  p robat ion  cu r ren t l y  i s  –  t h i s  

i s  no t  an  easy  ta s k .  Howeve r ,  r ega rd le s s  o f  

ro le ,  pos i t i on  o r  au tho r i t y  w i th i n  t he  

p robat ion  se r v i ce ,  e ve r y  pe r son  has  some  

degree  o f  power  as  an  i nd i v idua l  make  to  

change  howeve r  sma l l  t hey  may  fee l  i t  t o  be .  

More  so ,  e ve r yone  w i th i n  t he  sec to r  has  t he  

re spons ib i l i t y  to  t r y  to  do  th i s .  

 

W i th i n  t he  CoS IE  p ro jec t ,  s ta f f  and  se r v i ce  

u se r s  w i th i n  p robat ion  se r v i ces  have  been  

wor k i ng  w i th  t he  f i nd ings  and  s to r i e s  

p resen ted  i n  t h i s  pub l i ca t ion  to  iden t i f y  how 

a  wor k i ng  cu l t u re  o f  pe r sona l i sa t ion  can  be  

ach ieved .  As  s ta ted  ea r l i e r ,  a  co re  aspec t  o f  

t h i s  i s  acknow ledg ing  tha t  pe r sona l i sa t ion  

fo r  se r v i ce  u se r s  canno t  be  ach ieved  i n  a  

vacuum tha t  does  no t  ex tend  the  same  o f fe r  

to  peop le  wo r k i ng  i n  p robat ion .  The re fo re ,  

t he  key  con t r ibu to r s  to  c rea t i ng  a  wo r k i ng  

cu l t u re  o f  pe r sona l i sa t ion  t ha t  fo l l ow  

t ranscend  the  s ta f f/use r  b i na r y  and  a re  

pos i t i oned  a t  t he  re levan t  l e ve l  o f  change  –  

i nd i v idua l ,  o rgan i sa t iona l  o r  s y s tem ic .  

 

Cont r ibu to r s  to  a  wo r k i ng  cu l t u re  o f  

pe r sona l i sa t ion  

 

  •  C rea t i ng  pe r sona l  connec t ions :  Th i s  

i n vo l ves  go ing  beyond  p rocess -based  

expec ta t ions  and  i n vo l ves  ge t t i ng  to  rea l l y  

know peop le .  Th i s  can  be  ach ieved  by  tak i ng  

the  t ime  to  l i s ten  to  peop le  and  ge t  to  know 

the i r  s to r y ,  ensu r i ng  you  answer  ca l l s  and  

ema i l s  so  t ha t  peop le ’ s  con tac t  fee l s  va l ued ,  

demons t ra t i ng  empathy  by  connec t i ng  to  

peop le ’ s  emot ions  and  check i ng  i n  w i th  

co l l eagues  and  se r v i ce  u se r s  ou t s ide  o f  se t    

https://communityreporter.net/story/young-peoples-lives


meet i ngs .  I t  can  a l so  be  as  s imp le  as  

remember  peop le ’ s  names  and  see ing  them 

as  a  who le  pe r son  and  no t  j u s t  a s  a  

co l l eague  o r  se r v i ce  u se r .     

 

•  Tapp ing  i n to  peop le ’ s  i n t r i n s i c  mot i va t ions :  

Th i s  i n vo l ves  suppo r t i ng  peop le  to  c rea te  

and  ( re )connec t  w i th  t he i r  own  pe r sona l  

sense  o f  pu rpose  and  se l f .  I deas  fo r  how th i s  

can  be  ach ieved  i nc l ude  u s i ng  pee r  

men to r i ng  to  show peop le  t ha t  pos i t i ve  

change  i s  pos s ib le ,  a s  we l l  a s  rem ind ing  

co l l eagues  o f  t he  spec ia l  wo r k  t ha t  t hey  do  

and  g i v i ng  space  to  d i scus s ions  abou t  why  

t hey  do  i t .  P rov id i ng  oppo r tun i t i e s  and  

env i ronment s  to  g i ve  and  to  he lp  o the r s  i s  

r eward ing .  

 

  •  Recogn i s i ng  peop le ’ s  ach ievement s :  Th i s  

i n vo l ves  ce leb ra t i ng  m in i - successes ,  se t t i ng  

c lea r  expec ta t ions  so  t ha t  ach ievement s  can  

be  seen  by  a l l  pa r t i e s  and  p romot i ng  

pos i t i ve  re i n fo rcement  by  encou rage  peop le  

and  rem ind ing  o f  t hem o f  t he  pos i t i ve  

impact  t hey  a re  mak ing  to  o the r s  o r  i n  t he i r  

own  l i ve s .  Acknow ledg ing  the  ‘ l i t t l e  w in s ’  

a long  the  j ou rney  he lps  to  h igh l igh t  pos i t i ve  

p rog res s  and  can  p rov ide  the  

encou ragement  needed  to  move  fo rward  i n  

d i f f i cu l t  t imes .  

 

  •  U s i ng  pee r  suppo r t  techn iques  –  Th i s  

i n vo l ves  encou rag ing  pee r - to-pee r  

i n te rac t ions  be tween  pas t  and  p resen t  

se r v i ce  u se r s ,  and  a l so  be tween  d i f fe ren t  

s ta f f  member s .  Th i s  can  be  ach ieved  th rough  

p romot i ng  pee r  men to r i ng  be tween  pas t  and  

cu r ren t  se r v i ce  u se r s  and  by  c rea t i ng  pos t -  

p robat ion  pee r  suppo r t  g roups .  These  have  

the  benef i t s  o f  bu i l d i ng  t r u s t  w i th  t he  

p robat ion  se r v i ce  and  cou ld  he lp  avo id  

peop le  fee l i ng  ‘ l o s t ’  fo l l ow ing  the i r  cou r t  

o rde r .  Mo re  so ,  u t i l i s i ng  pee r  suppo r t  

s t r uc tu res  be tween  s ta f f  w i th i n  t he  se r v i ce  

cou ld  p rov ide  spaces  i n  wh ich  s ta f f  can  

sha re  and  l ea rn  f rom each  o the r ’ s  

expe r iences .     

 

You  can  a l so  l i s ten  to  a l l  t he  s to r i e s  a s  pa r t  

o f  t h i s  p roces s  h e r e  and  see  what  t h i n k i ng  

and  ac t ions  t hey  can  i n sp i re  i n  you  and  the  

peop le  t ha t  you  wor k  a longs ide .    
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