
What Matters Hawick:
A Community Led Support 
Case Study

The What Matters Hawick hub in the Scottish 
Borders is a place where people can go to have a 
good conversation about their health and 
wellbeing and access a wide range of support to 
meet their needs. 

The hub is an example of public and third sector 
collaboration to enable early access to services 
and support for people in local communities.

This case study was developed by 
Healthcare Improvement Scotland’s 
ihub to share learning about the 
Community Led Support approach in 
Scotland. 

This case study explores the What 
Matters Hawick hub (thereafter 
referred to as ‘the hub’): the 
development and impact of the hub 
and changes in systems and processes 
that enable this way of working.

I come in because I don’t 
have to explain myself from 
scratch again. I can sit and 
have a coffee and it just looks 
like I’m speaking with 
someone I know – I go away 
with lots of little ideas and 
pointers and I know I can 
come back.”       

Unpaid carer



How people access the hubHow people find out about the hubThe venue

The Heart of Hawick is a café in the centre 
of the town run by Live Borders. It has a 
cinema, a lift, good coffee and nice cakes. 
There is disabled access and a range of 
different types of seats to suit different 
functional needs. There is also a space for 
private conversations if needed. It is well 
used by the community and is somewhere 
that people like to go to and where they feel 
welcome.

The What Matters Hawick hub runs every 
Thursday from 10am to 3pm on the 1st floor 
of the café.

The first venue chosen for the Hawick hub 
was in the Burnfoot area of the town 
however it was quickly realised that this 
didn’t meet the needs of the community as 
it was too far out of the town centre and 
had limited footfall. In January 2018 the hub 
transferred to Heart of Hawick.

A wide range of engagement activity has 
been carried out to raise awareness and 
promote the hub across the local area e.g. 
with health and social care services, primary 
care and third sector and community 
groups. Flyers are on display in many public 
buildings in the town.

Word of mouth: it is known that people 
mainly find out about the hub through word 
of mouth, therefore promotion with the 
community continues to be important. Staff 
speak regularly with a range of social groups 
and local businesses e.g. churches, bowling 
clubs and hairdressers.

Digital promotion: the hub is promoted 
regularly on the Scottish Borders Council 
Facebook page. A number of third sector 
partners send information out through their 
mailing lists about upcoming activity in the 
hub encouraging people to pop in.

Every Thursday between 15 and 20 people 
attend What Matters Hawick. The majority 
drop in although appointments can still be 
offered.

Scottish Borders contact centre staff are all 
trained in ‘good conversations’ and will 
often identify people on the phone who are 
directed to the hub. 

By raising awareness with primary care 
services there are now an increasing 
numbers of referrals from GPs. 

The older people’s mental health team refer 
regularly to the hub and will also support 
older people with dementia to attend. This 
approach has mutual benefits: the mental 
health team know the service users and can 
support the conversation with hub staff, and 
the hub provides an accessible, responsive 
service without the need for formal referral.



Meet and greet

PathwayStaffing at the hub

Every week the hub is staffed by:

• Paraprofessional (similar role to 
social work assistant)

• Occupational Therapy Assistant
• British Red Cross Coordinator

Different third sector partners 
attend regularly to offer 
specialised advice and support:

• Alzheimer’s Scotland
• Chest, Heart and Stroke 

Scotland (carry out blood 
pressure checks)

• Scottish Borders Carers Centre
• Encompass (local Self Directed 

Support direct payment agency)

An effective conversation Services and support provided

Any member of the hub team will facilitate the effective 
conversation. This conversation is key: it is not scripted, the 
team know the questions to ask and have become skilled in 
this way of working.

The effective conversation identifies an individual’s needs 
and how they will be managed in the hub. If signposting only 
is required then this can be done without completing any 
assessment forms. 

Where the British Red Cross coordinator is facilitating the 
conversation and more formal intervention is required then a 
statutory team member will be asked to join to complete the 
What Matters assessment.

• Signposting and advice (local area 
coordinators can provide support to 
attend a group)

• Equipment

• Small packages of care

• Referral to other services e.g. carers 
centre, carer and repair, telecare.

• Information e.g. how to apply for 
sheltered housing, council tax 
benefits and other services.

When a person enters the 
first floor of the café an 
available member of the hub 
team will ‘meet and greet’. A 
short introduction to the 
hub is given and the person 
is found an appropriate seat.

Normally people have 
dropped in looking for the 
service and will therefore be 
expecting this.



What Matters assessment

Accessing statutory social care support

Promoting choice and control

A short, four-page What Matters assessment has been developed for the hub and is completed if 
statutory support is required. This ties in with the effective conversation and includes: 
• what matters to you?,
• what’s working in your life right now?, what’s not working?, 
• what supports do you have in place and what are your strengths? 
The assessment also includes a question on fire safety, a question on unpaid carers and a short 
section on risk.

The What Matters assessment is input to the social care IT system. Information can then therefore 
be pulled through when a full social work assessment is required.

Collecting Data

An end of hub report is collated every 
Thursday. This includes information on

• number of people who attended, 

• whether drop-in or appointment, 

• intervention provided, and

• number of referrals made to health, 
statutory services and the third sector. 

A record of all the places that people are 
referred to in the community is also 
maintained e.g. walking football, barbers, 
rugby club. 

Service user feedback is collected at the 
end of each visit to the hub to capture 
experience on the day. The next step is to 
introduce follow up calls with people 4 or 
5 months after the initial visit to the hub. 
This will aim to identify whether people’s 
outcomes have been met and the 
difference being made.

The hub team are also developing a 
number of case studies to highlight 
individual stories of accessing the hub; the 
services and support provided and the 
impact this has had.

Small packages of social care (up to 4 hours) can be authorised through the What Matters 
assessment, in line with local eligibility criteria. Very few people accessing the hub have higher 
care needs. Where higher needs are identified the person will be allocated to a social worker for a 
full assessment to be completed. Occasionally, when an immediate response is required, a full 
assessment is completed at the hub e.g. to enable emergency respite to be accessed.

All effective conversations are about enabling choice and control for individuals. If paid support is 
required then information on all the Self Directed Support (SDS) options is provided. If people are 
interested in option one or two then a referral is made to Encompass.

For example, a woman attended the hub recently and during the effective conversation it was 
identified that an element of paid service would be required to support her at home. As the 
woman lived in a rural village there were limited homecare options but the family felt they could 
arrange appropriate care. The local ‘getting ready for SDS’ project visited the family to fully explain 
SDS and how a direct payment works prior to the social work assessment.



Occupational TherapyWorking with the communityLinks with telecare

A range of equipment is on display at the 
hub in the ‘telecare goodie bag’. This 
includes a range of specialist equipment and 
also things that are sold on the high street:

• Cups that encourage drinking fluids
• Medication dispensers
• Orientation clocks
• Big button telephones 
• Big button remote controls, and
• Night light

Staff demonstrate the appropriate 
equipment based on an individual’s need. 
Where people don’t meet the criteria for 
statutory provision they can borrow 
equipment to trial at home before they 
make a decision to buy. This ensures that 
people are confident that what they 
purchase will be of value. 

Every four months a networking meeting is 
held in the town hall with third sector 
organisations, partner agencies, and others 
interested in What Matters Hawick.

The hub team provide a short update on 
activity and capture feedback about 
referrals being made and suggestions for 
improvement. Organisations also have an 
opportunity to provide an update on any 
changes to their services.

The hub provides information on a wide 
range of services that support health and 
wellbeing. It also encourages the role of 
local businesses e.g. butchers. If an 
individual is keen to access a meal service 
then information is provided on frozen meal 
option but also on six different local 
butchers that will all deliver meals. This 
gives people more choice on the type of 
food they would like.

An Occupational Therapy assistant (OTA) is 
located at the hub every week. The OTA will 
assess how someone moves around and 
what support a carer provides. They are 
able to speak to individuals and their carers 
to determine if they would benefit from 
equipment, hand rails or even some 
rehabilitation. 

The OTA is also able to recommend pieces 
of equipment that people can purchase 
themselves or other gadgets which may 
make their day to day life easier. e.g.
• Pipe tubing to help with grip (can be 

bought in the ironmongers), and
• Jar openers (sold on the high street)

Sometimes a home visit is required from the 
OTA and this is often arranged at the hub for 
a day and time the following week. 

Image – Katie 
any ideas?



We don’t turn people 
away. If we don’t know 
something we try to find out. 
We’ve lots of connections 
with different groups and 
have people on the end of 
the phone we can ask advice. 
It’s all about building your 
network, that’s what makes 
the hub really work”

My name is Shirley Cumming, I am a paraprofessional with the Social care and Health Team in 
Hawick.  I first heard about Community Led Support around 4 years ago when we started 
conversations in the Scottish Borders about adopting this as a new way of working. It was 
recognised that something had to change in the way we delivered services as our waiting lists 
were getting longer and longer and as care managers we felt like we were fire fighting all the 
time.  I put myself forward as someone who would be interested in helping to make this new 
way of working a reality.  

I’ve been involved in the What Matters hub in Hawick since we started in May 2017. I am the 
social work side of the hub team with my colleagues Katie (OTA) and Andrea (Red Cross). We 
got started at the hub by working from our waiting list and then opened up to drop-ins which 
are now working really well. Initially we didn’t see people with complex  needs at the hub but 
we very rarely refer back onto waiting lists now, we can manage most things here. 

I had a conversation with a gentleman and his wife around palliative care recently. I contacted 
the district nurses who are now doing the care part, I assisted with organising a direct 
payment, and have provided advice around equipment and welfare benefits. The gentleman 
likes the idea of being able to pop in to the café as he’s not at the stage of his illness that he 
can’t get out. He says he enjoys coming in here because coffee and a chat feels like a normal 
thing to do however he still leaves with the thing he needs at the end.

What Matters Hawick has given me fantastic opportunities and completely reinvigorated my 
way of working. My knowledge base on what is around in my community has grown, I feel 
more connected and I get great satisfaction from working in this way. It forces me to think 
outside the box and I have permission from my managers to be more creative. I have also 
gained confidence in speaking publicly about the What Matters Hawick and how it benefit the 
people of our community. 

Success is seen in the impact it’s having; seeing the change in waiting lists, the buy-in from 
the third sector, the relationship we have with colleagues and the relationships we’re building 
with our communities and other councils who are just starting out on this journey.

The impact on the role of the paraprofessional



It’s important to be 
really flexible. People often 
have a preconceived idea 
about what they need at the 
hub… often what they 
thought they were looking 
for is not what they go out 
the door with.”

Katie Waugh, Occupational Therapy 
Assistant

Cross sector collaboration

“We’re very much a working partnership in 
the hub. Social work and others are more 

aware of what’s out there in communities. 
The more we share information, that’s 

what makes it a success”

Andrea Richardson, British Red Cross

Easier access to information

“I’ve learnt more in my half hour 
conversation with you than I have in going 

to the five other departments that I’ve been 
sent to”

Service user What Matters Hawick

Reduced waiting lists

Social care waiting lists have reduced as 
people with lower level needs are being 
directed to the hub. This also means that 
people who are on the waiting list are seen 
quicker.

Staff empowerment

Staff working in the hub highlight the 
importance of being trusted and valued by 
managers to work autonomously and to be 
able to make decisions there and then 
which meet an individual’s outcomes

Reduced bureaucracy 

Paperwork has significantly reduced from a 
22 page assessment to a four page What 
Matters assessment. Hub staff can then 
access up to four hours of care where 
required without approval by managers.

Enabling creativity

An effective conversation approach enables 
thinking outside the box to meet needs in a 
person centred way; this is increasing the 
use of social capital and building new 
relationships with community partners.

Impact of What Matters Hawick

The impact of What Matters Hawick is seen across changes in local systems, with staff and for 
people and can be demonstrated in a wide range of ways e.g. changes to paperwork, reported staff 
satisfaction, feedback from people who access the hub and the positive word of mouth that is 
continuing to increase footfall.

For more information contact: hcis.collaborative.communities@nhs.net

mailto:hcis.collaborative.communities@nhs.net

