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                1. Introduction
   Your knowledge and understanding of your local community is critical
   and will enable you to acknowledge the challenges individuals face.
   In the following video Louise McVey from Inverclyde Council notes some
   of the things you should consider in service delivery.
   2. What is poverty sensitive practice?
   Poverty sensitive practice
     * 
       refers to ways of working with individuals affected by poverty and
       poverty stigma
   2. What is poverty sensitive practice?
   Poverty sensitive practice creates an environment that enables
   feelings of safety for individuals (service users and staff) who have
   been affected by poverty and poverty stigma.
   Ultimately, it builds their trust and engagement with services and in
   the case of staff, their organisations.
   3. What does poverty sensitive practice look like?
   Click on each section of the wheel to find out more.
   Takes a person-centred approach.
   Understands the impact of experiences of poverty or poverty stigma on
   a service user’s/colleague’s life and health.
   Creates a conducive environment that enables people to participate in
   decisions that affect them.
   Listens without judgement and supports the individual to tell their
   story. Demonstrates empathy through the language used.
   Challenges low expectations and raises the service user’s aspirations
   in a sensitive way, providing alternative options and acting as an
   advocate when required to do so.
   Is pro-active in ensuring their practice consistently promotes human
   rights and is non-discriminatory.
   3. What does poverty sensitive practice look like?
   Reflective activity
   People experiencing poverty and inequalities have said that the way
   they are treated affects their personal wellbeing and experience of
   using services.
   What actions would you now take to improve your practice and (where
   applicable) that of your staff to enable a culture where
     * 
       poverty sensitively practice is sustained
   3. What does poverty sensitive practice look like?
   You may have considered staff training and development as an action
   which you might take to improve poverty sensitive practice within your
   role/team.
   The following case study looks at actions taken by NHS Tayside to
   train their health and social care staff on poverty sensitive practice
   to deliver a positive experience for service users.
   Poverty sensitive practice
   We have included many of the activities used by NHS Tayside in the
   iKit. If you’d like to use them with your staff, you can access them
   here.
   4. Talking about poverty
   Talking about poverty is central to poverty sensitive practice. When
   you talk about poverty stigma and its impact, you can help create a
   new story and clarity by making reference to these points
     * 
       the moral case for tackling poverty
   Definition: relating to or characteristic of the belief that all
   events are predetermined and therefore inevitable.
   e.g. ‘The System Is Rigged’
   This fatalistic way of thinking prompts people to disengage altogether
   because they believe nothing can or will ever change.
   4. Talking about poverty
   Watch the following video for an insight into what the public think
   about poverty in the UK.
   Poverty in the UK: The public’s view
   4. Talking about poverty
   People who describe poverty in terms of values, rather than problems,
   are more convincing in their approach.
   Suggestion is made that we can talk about poverty under three key
   themes
   Moral obligation
   Compassion and justice
   Importance of poverty
   Source: Adapted from How to talk about poverty in the United Kingdom
   (2018)
   By highlighting what services are available, recognising how poverty
   limits choice and control, and presenting clear solutions, we
   acknowledge poverty as being ‘current’ in the here and now.
   By positioning poverty as a central issue to be addressed, we help to
   present it as a social matter for which we have a collective
   responsibility.
   Public services are vital to those who are struggling. There is an
   obligation to help ensure that individuals have a decent standard of
   living.
   4. Talking about poverty
   Reflective activity
   In your role as a manager, reflect on what you have just learned and
   identify one conversation that you will have in the coming few weeks,
   where you have the opportunity to introduce the subject of poverty and
   stigma.
   Decide which theme you will use to raise the matter.
   Consider
     * 
       what reaction you might get from those you aim to speak with
     * 
       how you would respond.
   Ewan is a housing service manager in a local authority that outsourced
   its service users’ enquiries to a call centre. The call centre employs
   24 staff to deliver this contract.
   A recent survey identified that some service users were dissatisfied
   with the way in which their requests for help were being dealt with.
   In some cases, comments were made about use of inappropriate language
   and derogatory labels, for example
     * 
       ‘if you got a job, you wouldn’t be in this position’
   Below are some actions that Ewan might take:
   Performance manage the delivery of the contract and put milestones in
   place for the contractor to meet otherwise contract will be withdrawn.
   Recommend training for all staff and a review of the call centre
   policy towards reducing poverty stigma and discrimination.
   Raise the concern with Strategic Leaders and the Procurement Manager
   highlighting the risk, inform them what actions you have taken and
   make recommendations for alternative ways of delivering the enquiries
   may need to be sought.
   Cameron Reid
   Falkirk Community Trust
   Cameron highlights the importance of having checks and not making
   assumptions when challenging poverty stigma.
   His conversations with staff have made it real, and empowered them to
   be flexible when making decisions that impact on people experiencing
   poverty.
   5. Key messages
     * 
       Poverty sensitive practice is essential in achieving safety (a
       basic human need) that fosters trust and engagement of service
       users and staff.
     * 
       Poverty sensitive practice promotes an understanding of the impact
       of poverty or poverty stigma and applies person centred values
       when interacting with individuals.
     * 
       We can influence and change the story people hear about poverty.
     * 
       How we talk about poverty will provide a pathway to changing how
       people think about poverty.
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