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The Situation 
As a participant on the Systems Changers Programme 2016 – funded by Lankelly Chase 
and delivered by The Point People and Snook, I was encouraged to look at the system I 
work in with the goal of making sustainable change. 
 
My project began by focusing on written communication, particularly on how we use long 
paragraphs and acronyms in policies, procedures and on the signs/posters used to 
communicate information to clients and after consultation with the wider staff team and the 
clients, all of our paperwork has been rewritten, trialled and implemented. The response to 
this piece of work was positive and from the feedback, I created ‘Human Language’ which is 
a tool for everyone to use.  I was keen to share my learning with other small charities and I 
created a website and the documents are available to download, currently free of charge.  
The initiative is called Human Language; www.humanlanguage.co.uk  
 
From this, I started to think about how the ethos of Human Language could expand and how 
this could facilitate a move away from ‘top-down’ management.  Again after consultation, I 
implemented a ‘staff board’ within my workplace. Five frontline staff meet monthly to discuss 
operational and strategic issues and suggest changes if appropriate.  The emphasis is on 
them to find the solutions and these are taken to senior management for discussion.  This 
has been very successful, with staff feeling they have ownership and are empowered to 
make meaningful changes.  This initiative can easily be replicated in other organisations. 
 
The Complication 
The Foundation for Social Improvement (FSI) reported that despite small charities (under 
£1.5m income) seeing an increased demand for their services by 64%, 17% perceived that 
they were at risk of closure in 2015/16 (Small Charity Index Trends).  The FSI also suggest 
that many small charities miss the opportunity to collaborate with others because they don’t 
have the time or resources to do so. 
 
Lack of time often impacts on team and organisational development as the focus is 
understandably on those being supported and this oversight can have a detrimental effect – 
without an effective team, the organisation may fail to thrive. 
 
Organisations sometimes fall in to the trap of working in silos and this further isolates the 
small provider.  Larger charities with greater resources are able to lobby, advertise and 
attract funding but the smaller ones do not have the infrastructure in place (both delivery and 
economic) leading to an uncertain future.  We all hold onto our resources tightly, concerned 
others will steal our money, contacts, skills etc. This may be short-sighted – as we have the 
same aims – supporting those in need. 
 
Human Language has the potential to support small organisations with communication, 
operational delivery, communication and team cohesion.  Trialling Human Language in my 
workplace has been very successful. 
 
The Solution 
Human Language is a tool to aid communication within teams who support people 
experiencing severe and multiple disadvantage.  It uses simple principles to guide the 
reader, enabling them to write documents which are clear yet effective; stating the required 
message whilst being polite, respectful and kind. Much is known about the importance of 
positive verbal communication.  It has obvious benefits in creating a settled and calm staff 
team and yet this skill is often lost when communicating in writing. 
 



Whilst the initial premise is a toolkit of documents, this is purely an aid to thinking about 
effective communication in all aspects of an organisation.  By including frontline workers in 
this process, ideas for wider change are given a forum to be heard. 
 
Currently, the resources are available free of charge on the website.  However, there may be 
other ways of ensuring small charities benefit from the concept of Human Language: 

• As standalone downloadable resources, which can be easily adapted to suit. 
• A resource to be implemented alongside light consultancy 
• Within a package of longer term consultancy – with the principles of Human 

Language at the heart. 
 

Now more than ever before, small organisations need support to ensure that they are 
relevant in terms of local and national strategy, financially resilient and have the necessary 
infrastructure in place.  These organisations may have low reserves and are not able to 
purchase the services of a consultant and yet this type of organisation could reap the 
greatest reward. 
 
Human Language has Systems Change at its heart and believes that fundamental change 
can occur within an organisation when the whole staff team work together to drive the 
organisation forward.  Frontline workers are central to this approach as they can see the 
organisation from within.   
 
Positive change can be achieved using the Human Language resources alone although 
change may have greater sustainability when used in conjunction with consultancy. 
 
For this to happen, a robust package of support needs to be developed and conversations 
I’ve had with The Big Lottery, Mayday Trust and Norman Pickavance (Former Ed Miliband 
advisor) amongst others have all indicated that Human Language could be a viable product 
and that time needs to be spent researching this. 
 
The aim is for a CIC to be created and, with financial support from funders and proceeds 
from creating a ‘freemium’ model, would allow charities with an income of say less than 500k 
to apply for funding for a package of consultancy.   
 
This would include intensive work with them focusing on both operational and strategic 
delivery, using the concepts and skills I have learned on the Systems Changers programme 
and the experience I’ve had in my career.  I have a track record in building organisations 
from ones that were struggling into effective, well-respected and financially resilience ones. 
Where needed, I would invite those with specific knowledge to be involved. 
 
This application relates to both financial and non-financial support to research, pilot and 
evaluate the model.  I currently have a full time job but my trustees are willing for me to drop 
my hours to focus on this if I can secure research funding. 
 
At first glance, this initiative may not be attention grabbing and big. I thought the same when 
I first started this journey but I have been amazed by the number of people/organisations 
who see it as a valuable and essential approach and I have seen it work in my own 
organisation.   
 
Evaluation/impact is very difficult to predict as Human Language will deliver results based on 
many soft outcomes such as staff satisfaction, effective governance, improved external 
relationships and most importantly, clients who feel they are supported by an organisation 
which is resilient, fulfilled and well-respected. A tool to measure these outcomes would be 
essential. 
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About me 
 
I have worked in the homelessness sector for many years and started as a frontline outreach 
worker and I am now Chief Executive of York Road Project (YRP) in Woking. YRP is a small 
independent charity and when I started here 5 years ago, it had a poor reputation and 
idealistic governance. 
 
I have built the organisation into a well-respected, effective and trustworthy service.  The 
services delivered have increased and we are part of the wider community and not just on 
the edge.  I am passionate about the client group and have met some of the most incredibly 
resilient people on my journey next to them. 
 
Whilst I am a Chief Executive, if you ask any of my team, they will state that I will, and do 
anything they have to do.  And although I am not constantly on the front line, I do hear what 
they say and our new way of working allows for staff to be heard and listened to.  
 
I recognise the importance of working together with other agencies and although at times, 
our aims may be different, I can see the perspectives and contract requirements of other 
organisations.  Yet, we all have the same aims and I am committed to sharing our 
knowledge and resources and learning from others.  One of the strengths of YRP is our 
ability to be strategically relevant and our willingness to step in and help other organisations 
including the Local Authority or the Police. 
 
I want Human Language to be a success and although I didn’t see its potential at the 
beginning, I can now.  It is an effective approach and one that could benefit small charities 
who are doing a great job in difficult circumstances.  To achieve this I need specialist support 
with business planning, financial/legal structure, and communications/media amongst many 
other areas. 
 
Looking at the partner’s page on the Stephen Lloyd website, there is a great number of 
individuals, companies and organisations who have the skills and know how to make Human 
Language a reality. 
 
I have a 20 year old motorhome (called Lottie) and in my spare time, I will head off into the 
UK countryside to enjoy peace and quiet. 
 
If you wish to know more about Human Language or to ask any questions, please feel free 
to get in touch. 
 
Thank you. 
 
 
 


