Introduction

The purpose of this guide

This community engagement toolkit has been developed in conjunction with the Harrogate Borough Council Community Engagement/Empowerment Strategy.  This is a practical guide that identifies the considerations that should be made before a consultation exercise takes place and establishes a standard to which all council consultations should adhere.
This toolkit is designed as an evolving document that will change over time as more engagement methods emerge and as Harrogate Borough Council adopts new ways of helping their communities to have a say and get involved.  If you consider any additional material should be included, 
Who is this guide for?

· Anyone who works for the Council, including members and officers. 
· Partners to the Council and voluntary organisations may also make use of the guide; however they should be aware that some information, (particularly contacts) are specific to how the Council ‘does business’ and you may have to consider things from the point of view of your organisation.

Using this guide 

You can dip in and out of the guide, depending on what you are planning to do. You will be able to find information on: 

· different engagement methods 

· where to go for advice 

· how to plan an activity 

· what does and doesn’t work. 

It is particularly important to understand and stick to the community engagement protocols these are signposted by the To Do list detailed throughout this document and summarised in the Lifecycle of Community Engagement within the Community Engagement/Empowerment Strategy.
Key Contact
For advice on community engagement and consultation, contact:

Corporate Improvement Officer (Empowerment/Engagement)

Department of Corporate Policy & Improvement

Tel :01423 556068Fax: 01423 556180

email: fiona.friday@harrogate.gov.uk
Definitions 

Throughout this toolkit a series of common engagement terms are used.   
Community Engagement  
· “Involving people in decisions that affect them, this includes informing, consulting, involving and empowering”  
· At the heart of community engagement is the development of relationships, open and clear communication, networking, listening, having fun and understanding the diverse people and place we live in.
· Community engagement is not just about consultation. It’s about how we communicate with, involve and understand our audiences
Community engagement can be carried out in several ways from a district panel to focus groups to mystery shoppers. In accordance with the statutory ‘Duty to Involve’ (section 138 of the Local Government and Public Involvement in Health Act) all engagement activity will be within one or more of the following categories:

Informing
· Providing the community with balanced and objective information to assist them in understanding the problem, alternatives, opportunities and/or solutions.
· For example, websites, newsletters and press releases.

Consultation 
· Providing appropriate opportunities for local people to have their say about decisions and services that affect them.
· Obtaining community feedback on analysis, alternatives and/or decisions.  

· For example, surveys, door knocking, focus groups, district Panel.

Involving in another way 
·   Providing local people with opportunities to have their say and get involved in activities over and above being informed and consulted

· This can be any other type of community engagement that involves working with the community throughout the process to ensure that concerns and aspirations are understood and considered.  
· Might involve providing communities with the opportunity to communicate and influence service providers through structures such as representative forums, user groups and workshops. 
· Can also include acting together with the community to work in partnership so that the community are involved in each aspect of the decision, including the development of alternatives and identification of preferred solutions. 

Deciding together
When local people are involved in deciding which options to choose, but it is the council that will act on the decisions
Acting together
When decisions are made by partnerships between local people or agencies and the council. The people involved in making the decisions also take part in carrying them out.

Empowering

Placing decision making in the hands of the community
Quantitative research
· Quantitative techniques can produce statistical data which can be analysed and tested for their significance and presented in the form of graphs and charts.. 

· Useful for producing data which can be used to benchmark a service and measure changes over time. 

· The data produced often doesn’t take into consideration people’s views, emotions and personal involvement in an issue. 

· For example: questionnaires, ballots and voting. This can often be a useful start to exploring an issue and followed up by a qualitative method to gain a real in depth insight into the issues you need to explore. 
Qualitative research
· Qualitative research techniques provide much more in-depth information. 

· Gives detailed insights into experiences, emotions and views on an issue. 

· For example focus groups and one to one interviews. 
General Things to Consider
The right time 

· Consult well in advance of decisions being made, so that contributions can be taken into account. 
· Allow enough time for people to consider their responses, and avoid holiday periods.
Managing expectations 

· Believing services will improve is the main motivation for people who take part in consultation.

· it’s important not to raise unrealistic expectations. 
· Always tell people what you are offering when you consult them. 
· If there are limits to what they can influence, explain what they are and the reasons for them. 
· Make sure you tell people what will happen with the information you are getting from them. How will it be pulled together, when will they see the report, where and when will it be discussed, and when and how will they learn what happened as a result?

Confidentiality 

· Make sure that everyone is aware that any information gathered will be kept confidential. This is not only in order to comply with the law but to make sure participants feel at ease about providing information of a sensitive nature. 

· Make sure that information which contains names, addresses and other personal contact details are kept separate from any documents where data has been collected. If you are carrying out a questionnaire, this information must be on a separate sheet and the respondent must be made aware it will be separated when the response is received by you.

Data Protection

· The Data Protection Act (1998) allows the individual to have rights over their personal information. You must therefore make it clear, why you are gathering the information and what it will be used for. 

· For more information see Key Contact
· If you intend to publish any of the information you must contact each individual to get their consent. Do not use this information for any other purpose other than what you have stated without firstly getting permission. 


Freedom of Information (FoI)
· Be aware that any individual, group or organisation has a right of access to information held by Harrogate Borough Council. Access to some information may be refused on specific grounds, but there are rights of appeal. For further information see Key Contact
Plain English

· Plain English is writing that is clear, concise and written with the reader in mind.

· Use everyday words that your reader will understand.  

· Avoid unusual, complex terms.  

· For example do not use ‘at your earliest convenience’ use instead ‘when convenient’. Do not use ‘in accordance with’  use instead ‘because of, under’ 

· For more information see www.plainenglish.co.uk 
Write active sentences

· An active sentence makes it clear who is doing what.  

· For example: ‘Your views are being asked for by the Council’ is a passive sentence, an active sentence would be ‘The Council is asking for your views’. Likewise ‘You are requested’ is passive and ‘please tell us’ is active. 

Do not use jargon

· You can use jargon when writing to people who will understand the terms and phrases; it can be a useful form of shorthand. 

· Try to avoid using jargon on the general public.  

· Keep to everyday English wherever possible.  Imagine talking to your reader across the table.

Keep it simple

· Clear writing should have an average sentence length of 15-20 words.  This does not mean making every sentence the same length.  

· Be punchy, vary your writing by mixing short sentences with longer ones.  
The Compact

HBC has signed up to the North Yorkshire Compact.  

· This is a written agreement between the Voluntary and Community Sector (VCS) and the public sector detailing how they will work together for the benefit of communities. 

· Sets out shared values, principles and commitments made to each other to improve the way we all work together, consult and make decisions. 

· The aim of the Compact is ‘to establish effective, inclusive consultation processes that give the opportunity for voluntary and community sector views to influence the statutory sector’s policies, strategies and service plans’. 
Compact – HBC undertakings 
· Where possible to follow Government practice and allow 12 weeks for consultation
· Consult with the VCS on issues that are likely to affect it
· Build consultation with the voluntary and community sector into its plans for all policy development work 
· Appraise new policies and procedures at the developmental stage identifying implications for the voluntary and community sector; 

· Develop consultation processes that clearly explain the aims, procedures, boundaries and timescales involved, including producing clear, concise, jargon-free consultation documents which contain all the necessary information to allow necessary consideration and response by the community and voluntary sectors; 

· Analyse and choose the most appropriate consultation method with the4 sector
· Analyse carefully the results of consultation and provide timely feedback that demonstrates the sectors willingness to listen and where appropriate change their original views as a result of consultation 

· Publicise and communicate the results of consultation in a timely, accessible format, in particular to all voluntary and community organisations which have participated in the consultation and provide evidence that consideration has been made to their concerns
See http://www.nysp.org.uk/html/header-links/compact/ for more information
Equality and Diversity

· Equality and diversity are principles that should underpin any engagement activity, that means appreciating and understanding differences and enabling each individual to fully participate.  
· HBC has an Equality and Diversity Good Practice guide that includes equality and diversity guidance in consultations (available on request)   For more information see Key Contact
Stage 1 – Planning & Completing a project brief
Planning a consultation or engagement

Our consultation activities need to be part of a continuous process of involving people.  There are a number of things you should consider before starting any engagement activity..
What is your purpose? 

· Only engage the public if you are going to make a decision that can be influenced by the consultation. 
· State clearly why you are consulting and how you will use the results. 
· Show how the consultation links to the council’s corporate objectives and Service Plan.

Check what’s happened already 

· Avoid duplication, conduct a thorough search to find out whether any similar consultation has been done or is planned. Find out whether your consultation could be done in tandem with someone else’s, and whether others might find the results of your work useful. 
· The engagement register (available on request)  lists all the council consultation and engagement activities taking place across Harrogate district and is regularly updated.

· The register is shared with partners and other councils in the county through the North Yorkshire Strategic Partnership website www.nysp.org.uk/ed 
· Checking this document will help to avoid consultation fatigue within the community and help share resources better between departments and partners. 

Decide who to consult

Everyone involved in a service has ideas on how it could be improved.  Who to consult will differ according to the issue.  As a general rule the following should be considered:

· Partner organisations

· People who will be most affected by the decisions

· People whose views are often overlooked or under represented

· Direct service users

· Indirect service users – people that do not use the service, but receive an indirect benefit

· Potential service users

· Local community – The general public and local tax payers.  They may not directly use a service but may have views on how it should be delivered

· Local Business community 

· Staff 

· Hard to reach groups see the Equality and Diversity Reference Guide (available on request)  
·   for more information.  Such groups include:

· Young people - Young people aged under 18 have no vote, and are not usually consulted as part of surveys. However, they have a right to be consulted when decisions that may affect them are being made. The Actively Involving Children and Young People Partnership is a network of youth practitioners, the project also provides advice and support to those involved in youth consultation.  For more information contact see Key Contacts Appendix 1 

· People with physical or mental disabilities with special needs people who may have difficulty in reading or writing 

· People from ethnic groups or whose first language is not English; 

· For breakdowns of the population and demographics and Census and survey information (available on request)   
Decide your methodology 

Once you have decided on your consultation or engagement activity, defined your objectives and decided your target group; the next step is to decide a methodology or set of methodologies to suit your requirements.  See Stage 3

PROJECT BRIEF - CONSULTATION PROPOSALS

PROJECT DETAILS

	Project title:



	


	Project purpose:

	

	

	


	Project objectives (in line with corporate plan, strategy, business plan etc.):

	

	· 

	· 

	· 

	· 

	· 

	· 

	· 


	Project customers and end users: (may vary, please specify both)

	

	· 

	· 

	· 

	· 

	· 

	· 

	· 


	End result (outcome of project):

	

	· 

	· 

	· 

	


PROJECT MANAGEMENT ARRANGEMENTS

	Project sponsor (overall responsibility for ensuring project is completed):



	


	Project manager (day to day responsibility for delivering the project, must be a named individual):

	

	

	Project team  members and responsibilities:

	

	

	

	


	Project partners:

	

	

	

	

	


	Options available:

	

	

	

	

	

	

	

	


PLAN FOR IMPLEMENTATION

	TASK
	WHO 
	BY WHEN

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Stage 2 – Coordination with other initiatives & registration
Register your consultation
This toolkit has been designed to complement the community engagement register and the community engagement registration process.  

	
	Office use only  Ref No:
	


CORPORATE COMMUNITY ENGAGEMENT / CONSULTATION REGISTRATION FORM

	 Part 1 - To be completed before the Engagement/Consultation is planned and is carried out  



	Department 
(
	DCPI
	DR
	DCS 
	DDS 
	HIC 
	Business Transformation 

	

	Departmental Service Area or Transformation project:



	Title:



	Issue covered (:

	Advice & information
	
	Environment
	

	Arts & culture
	
	Health
	

	Budget & financial planning
	
	Housing & homelessness
	

	Community cohesion
	
	Planning (land use etc)
	

	Community safety & criminal justice
	
	Social care
	

	Drugs & alcohol
	
	Sport & physical activity
	

	Economic development, regeneration
	
	Transport & Communications
	

	Education & training
	
	Staff Consultation
	

	Service provision
	
	
	

	Other (specify)

	Start Date:


	End Date:
	Ongoing:(


	Project Manager:


	Ext:



	Contact name (if different from project manager):


	Ext:

	Have you completed a project brief form? (
If Yes, please attach it to this form (this is strongly recommended)


	Yes: (
	No: (

	Which Corporate Priority does this link to?



	What is the role of council members in the initiative? (

	Member of steering group
	
	Helping with drafting
	

	Attending meetings
	
	Members are not involved
	

	Other (specify)

	Why are you carrying out the initiative.  (.

	General service planning
	
	Service Improvement Plan
	
	Statutory requirement
	

	Customer Care
	
	Scrutiny
	
	Research
	

	Performance Indicator
	
	Best Value review
	
	Business Transformation
	

	Other (specify)

	Who is being engaged? Please (as many groups as apply

	All residents
	
	Suppliers
	
	Gypsies & travellers
	

	District Panel
	
	Businesses
	
	Learning disabilities
	

	Service users
	
	Black & Minority ethnic
	
	Mental health issues
	

	Visitors
	
	Carers
	
	Older people
	

	Staff
	
	Children & young people
	
	Parents & families
	

	Partners
	
	Ex offenders/offenders
	
	Physical &/or sensory disability
	

	Parish Councils
	
	Faith groups
	
	Unemployed
	

	Schools/Colleges
	
	Gay/lesbian/bisexual/trans gender
	
	Victims of crime
	

	Voluntary sector
	
	Rural communities
	
	

	Other (specify)



	IAW the Compact:  Allow a minimum of 12 weeks for response wherever possible

	Method/How will it be done. Please (as many methods as apply

	Questionnaire - written
	
	Citizens jury
	
	Mystery shopper
	

	Questionnaire - ‘phone
	
	Referendum
	
	Leaflet
	

	Questionnaire - face to face
	
	Interview
	
	Newspaper
	

	Focus/informed discussion group
	
	Public meeting
	
	Website
	

	User/customer group
	
	Consultation paper
	
	Happy mats (kids)
	

	Reply slip
	
	Forum/reg meeting
	
	Street focusing
	

	Opinion Poll
	
	Written consultation
	
	Presentation
	

	Media link/press release/article
	
	Road show
	
	

	Other:

	

	Will details of this consultation be placed on the ‘Have your Say’ area of the HBC Home page www.harrogate/gov.uk 
	Y
	N

	Note  Check the Community Engagement Register to avoid duplication 

(See intranet Projects & Groups/ List of Projects / Community Engagement / CE Register) 

Now email your registration form to fiona.friday@harrogate.gov.uk   


	Part 2 – MONITORING. Complete this form after the initiative has taken place

	

	Did the consultation/engagement meet its objectives as set out in the project brief or other plans written beforehand?


	Y
	N

	If No state why



	Has feedback been given to the people you consulted?


	Y
	N

	If No state why



	Can you provide evidence of the consultation results being used in the decision making process, eg changes to a service/policy, reporting satisfaction, etc please specify
	Y
	N

	The extent to which the consultation (Percentage for each):
Informed

Consulted

Involved in another way s

	Checklist  

	

	· Please use this form to register each engagement/consultation initiative planned over the next year. Return to Fiona Friday in the Department of Corporate Improvement & Policy (DCPI).

· To help you with your planned engagement initiative, you might find it useful to ask yourself the following questions.

	· Have you spoken to the DCPI about this work? We can offer advice and support. If you would like some help, please telephone Fiona Friday ext 6068 or for Business Transformation contact Dave Bellwood ext 1002.

· If this is a Business Transformation project – Have the results been fed back to the BT board?
· Have you spoken to your Community Engagement representative about this work? They will be able to help you. The representatives are:

	DR Nicky Hasson Ext 6471
	DR Paula Newson Smith Ext 6502

	DR Peter Jordan Ext 6049
	DCS Amy Brown Ext 1619

	DCS Joy Morrison Ext 6855
	DCS Julia Stack Ext 6632 

	DCPI Fiona Friday Ext 6068
	DDS Linda Marfitt Ext 6583

	DDS Genevieve Parker Ext 6079
	DDS John Hayton Ext 6668

	HIC Robert Penfold / Billie Gill Ext 7213
	BT Dave Bellwood Ext 6706


STAGE 3 - THE ENGAGEMENT
In accordance with the ‘Duty to Involve’ all engagement should fit into one or more of the following duties:

Once you have decided on your consultation or engagement activity, defined your objectives and decided your target group; the next step is to decide a methodology or set of methodologies to suit your requirements. 

The most appropriate method of consultation should be selected according to:

· the nature of the issue,

· the size of the sample 

· the time available

· budget available

When deciding your methodology you should think about whether the research is more suited to qualitative or quantitative research techniques or a combination of both.
No one technique is likely to fulfil the requirements of the consultation process, a mix of methods tailored to different audiences would be most useful
All methodologies have advantages and disadvantages and you will have to work out which is best for your particular needs and the communities that will be affected. 

The key to success is to match methods used to the purpose of the consultation and the service in question.  
Techniques and methodologies

Duty to Inform

· Providing the community with balanced and objective information to assist them in understanding the problem, alternatives, opportunities and/or solutions. 
· The provision of information should support local people to have their say and to get involved in authority functions

· We must ensure information is easily accessed and understood, tailored as appropriate to different audiences to support involvement

· For example, websites, newsletters and press releases.

K

Examples

Letters

Writing to people or groups 
	Strengths(
	Weaknesses(

	Using their names, makes it clear to them that you are really interested in their views. 
Allows the author to control the distribution of information.

Can be used to support other forms of engagement.
	It’s expensive and only appropriate if your audience is small and clearly-defined. 

If you don’t know people’s names, don’t send letters headed ‘Dear resident’ – a leaflet through the door will be cheaper and just as effective. 

Dear Resident letters are impersonal and will therefore be ignored by many people.




Adverts and Posters
	Strengths(
	Weaknesses(

	Relatively cheap way of informing a large audience of about a product or event.

Allows the author to control the distribution of information.

Can be used to support other forms of engagement.
Can capture a particular interest group
	A two way flow of information is not encouraged and therefore has the potential to be regarded as propaganda.

Impersonal and will therefore be ignored by many people.

Advertising in publications or commercial poster sites is expensive, so only use them if you need to reach a large audience.




Newsletters and leaflets 

· Newsletters and leaflets are a way of regularly updating people about particular issues and projects. 

· They can be fun, informal and can be aimed at a particular geographic location. 

· Newsletters are generally longer than leaflets and can be about multiple issues.

	Strengths(
	Weaknesses(

	Have a regular audience which can be increased over time.

Relatively cheap way of informing a large audience of about an event or work of an organisation.

Can be useful way of demonstrating the joined up approach of an organisation which has multiple departments or partners.

Allows the author to control the distribution of information.

Can be used to disseminate relatively large chunks of information from various departments. 

Can be used to support other forms of engagement.
	Not a two way flow of information and therefore has the potential to be regarded as propaganda.

Is open to misinterpretation, it is difficult to know whether people are interpreting the message as you intended.
Should not be used as a replacement for other forms of engagement.

Newsletters only work if you have an effective distribution system and can also be costly. 


Community Newsletters

· Many community newsletters exist within the Harrogate District
· Often independently ran by members of the community. 
· These reach smaller audiences and are distributed to households and are often available online.  

Voluntary Sector Newsletters & e Bulletins

Displays and stalls 
Electronic communications 

Websites
· The HBC Website www.harrogate.gov.uk is a good way of communicating a lot of information.  The website can be used to invite e-mail messages from citizens on particular local issues or service matters and provides an additional option for community feedback.  

· The website home page has a ‘Have your Say’ heading, here a link can be given to general consultations and also provide a link to consultations detailed on specific service area web pages.
· For more information see Key Contact
	Strengths(
	Weaknesses (

	Cheap and effective ways of communicating 

Can be a combination of text and images.

Easy to respond to

users can be selective about what they want to view and when they want to view it
	Lack of universal access

Information needs to be designed and presented differently online

IT not a solution to all aspects of consultation – submissions still need to be analysed offline

May lead to expectations of faster analysis of submissions, feedback and decisions arising from consultation process

Should generally be used in conjunction with other methods unless aimed solely at ICT users.

Must be kept updated.  Outdated websites give a terrible impression

Feedback can be hard to validate 

Risk of people responding more than once.


Social Networking Sites

The use of social networking sites such as Facebook for informal consultation is an area currently being developed, guidelines will be added to this guidance as soon as they are agreed.  For more information see Key Contact
Local Media and press releases 
· Coverage in local newspapers, on TV and radio will reach a large audience, and it’s free.

· The catch is that it’s not always easy to get media interest, just because something is important, it doesn’t mean it’s newsworthy.  
· The Local newspaper is distributed on a Friday. For more information see Key Contact
Duty to Consult 

· Offer local people appropriate opportunities to have their say about decisions and services that affect them through consultation. 

· For example, surveys, door knocking, focus groups, district Panel.
Written Consultations

· A good way to get the views of interested parties on detailed and possibly complex issues. Their feedback is based on accurate information that you provide.  

· There is no one best way to write such a document. 

	Strengths(
	Weaknesses (

	Good for communicating detailed or technical information
Can be targeted to a specific audience
Good way to get views on complex issues from interested parties

Views expressed in submissions more likely to be based on common understanding of the issues

Can be adapted to online media

Can be accompanied by contextual questions

Allows time for considered responses to be prepared

	Can lead to excessive formality or use of jargon 

Some groups may lack the resources for full analysis and response

Preparation of responses can be time consuming

Responses may not be entirely representative and can be difficult to analyse 

You may get a low response rate



Interviews

· Interviews allow in-depth exploration of individual views, attitudes, behaviour and motivation. 

	Strengths(
	Weaknesses (

	Can be structured or open as appropriate
Sample selection can be controlled

Provides good qualitative information in a relatively short time
allow a rapport to be built up, which allows flexibility for new and interesting issues or ideas to be probed in depth
can help you to explore particularly sensitive topics
Can provide more detailed feedback than a group discussion

Useful for obtaining the views of people who might not feel comfortable speaking in a group
For gaining views of certain sorts of individuals excluded from mainstream consultations, such as people from disadvantaged groups

	Time required to identify interviewees and arrange interviews

Qualitative data can be difficult to analyse 

Can be expensive and time-consuming to analyse the results 

Interviewee may not be as open as interviewer would wish
Risk of bias

Individual interviews may not be typical of the views of all users.

Interviewer needs to have necessary skills to properly explore issues 

Does not provide statistical information

High cost





Surveys – Self completed questionnaires
· Surveys can be an effective way to gather information.  

· Provide statistical information about how people feel about issues using a series of structured questions

· Can provide quantitative and qualitative research data.

· Can be face-to-face, postal, telephone, email or web-based.

	Strengths(
	Weaknesses (

	Good for longer and more complex questions

Can be directed towards a targeted and representative audience

Allows audience to take time to complete survey

Allows a considered response to sensitive subjects
Useful where a high level of interest is anticipated

Relatively low-cost way to contact large number of people
Flexible and adaptable to a large number of issues.
Can give you base line data on something you may wish to measure or monitor again.
You could use a professional organisation to do the work - independence.
	Questionnaires need careful design

Little control over who completes it

Response rates can be low

Not the best method to elicit qualitative information.
Not the best method to elicit qualitative information.
Possible low response rate or biased response.
Specialist assistance may be required if interviewees are sight or hearing impaired or cannot read or write
Administratively can be quite unwieldy.
Provides only a snapshot in time.
Cost: Professional may be needed to design the questionnaire.




Statutory Surveys

The Place Survey

· The Place Survey was abolished by the Coalition Government in August 2010
· The Place survey was a statutory biennial survey and last took place in Autumn 2008 and provided data for 20 of the indicators in the National Indicator Set.
· Where the previous our satisfaction surveys used to focus on service delivery and individual organisations, the Place Survey (as the name suggests) focused on ‘place’. It asked residents questions which are intended to assess what it is like to live in the District, and explored how well outcomes were delivered for local people, regardless of which organisation is responsible for delivering specific services.
· In particular the Place Survey asked for opinions about aspects of the quality of life in a local area (such as community safety, local services, etc) which we know are important to local people
· The 2008 Place Survey report is available. See Key Contact for more information
The Tenant Status Survey 

· The Tenant Status survey was abolished by the Coalition Government in August 2010.  
· This was a statutory biennial survey which allowed the Council to compare residents’ satisfaction with the services they are receiving. The 2008 Tenant Status Survey report is available. See Key Contact for more information
The District Panel
· In 1999, the Council set up a District Panel to consult residents across the District on issues affecting them. The Panel is a

opportunity for residents to communicate their views on a variety of topics to help shape how the Council develops its services.
· The District Panel is a pool of 1300 potential respondents within the District. 

· Typically the district panel is consulted up to 4 times a year via a self-completed questionnaire; this is a corporate resource and is managed, administered and results analysed within DCPI.  Any service area can request to consult the District Panel, see Key Contact for more information.
· This panel may be called upon for a range of quantitative research methods: telephone surveys, face-to-face interviews or more usually self-completion questionnaires (posted or e-mailed) on any issue on which it is important to consult. 

· They may also be called upon to participate in one or several of the qualitative consultation methods Citizens’Juries, deliberative polls or focus groups.

· A database of participants in the District Panel is maintained, and confidentiality assured. 

· The profile of participants is structured so as to provide a representative sample of the District (by age, place of residence, gender, etc) 

· It does not require participants to meet in person and participants progressively gain a greater understanding of the planning process over their period of involvement.

· Research findings are published, via newsletters to participants and also via the Harrogate Borough Council website so that the whole community has access to them.
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District Panel Consultation Programme – Register of Interest
In order to assist the Community Engagement Officer in setting a provisional programme for the District Panel.  Please use this form to register an interest in using the Panel
1. Department 
---------------------------------------------------------------------------------
2. Service

---------------------------------------------------------------------------------
3. Topic


---------------------------------------------------------------------------------
4. Although the consultation times for the Panel are not fixed, please state the season and year in which you wish to consult.

Season/year

--------------------------------------------------------------------------
In line with the North Yorkshire Compact, when consulting the Voluntary Sector a 12 week consultation period should be allowed.
5. Contact Name
---------------------------------------------------------------------------------
6. Contact number
---------------------------------------------------------------------------------
For further information on the District Panel and examples of previous Panel consultations please contact Fiona Friday Community Engagement Officer in DCPI ext 6068
	Strengths(
	Weaknesses (

	It allows for the involvement of a cross-selection of citizens in any given area, and thus provides an element of representativeness in the responses received

Can track changes in views over time.

The size of the panel allows for responses in different wards to be compared.

It is an convenient consultation method. This is particularly the case for community members who find it difficult, or do not wish, to leave their homes, such as the elderly or parents with young children. Not having to travel to a place of consultation can be strong factor in encouraging and enabling contributions from these citizens.

Panel members gain information about a wide range of issues 

Appropriate for general strategic planning issues


	Self selective

Not be used as the ‘easy option’ should be used within a programme of consultation

Socially excluded groups including residents with English as a second language tend to be excluded




Focus Groups

· These are in-depth discussion groups of between six to ten people which are focused around a specific set of issues or topics. 

· The discussion is facilitated by a researcher and, ideally, a note taker will also be present to watch the way the group interacts and to make notes.

· This method can be useful for gauging the attitudes of a specific, targeted group of people and when broader community consultation will not provide the desired information. They can be used to investigate a range of views, create new ideas and test different approaches. 

· You can find out what is important to people and what isn’t and, why. 

· A focus group can be used early in a plan making process to formulate an agenda, or to discover what is not in accord with community values in a region or area

· The main characteristics of a focus group are that Informal verbal or written feedback derived from the group is fed back to the authority.
	Strengths (
	Weaknesses (

	Members can be recruited to address a certain issue.

Allows people to draw on each others expertise, knowledge and resources. 

Useful if you want to find out the views of a particular group about a service. 

Small size of the group may produce new ideas

Useful for providing an overview on issues little known about and identifying issues to be explored in more depth

Participants can be recruited based on specific criteria such as age/sex

The facilitator can interact directly with the respondent, allowing for the clarification of responses; they can also probe for further information and interpret non-verbal responses.

Can be a learning experience, enabling participants to reach a better understanding of a topic 
	Can be difficult to get the right people to participate.

Difficult to prioritise issues.

Provides qualitative information which can not be quantified and made into statistics.

Not representative of all service users.

Some people have more confidence to participate in groups than others. This may result in an imbalance in discussion.

It is more difficult to ensure confidentiality in a group than in an individual interview

Mixed groups of lay and professional people needs special handling.

Group situation may inhibit expression of feelings unless rules of confidentiality are agreed.



Open public Meetings

· A meeting for which there has been an open invitation. There may be a set agenda or discussion may focus on issues raised at the meeting.

· Public or open meetings can be relatively informal occasions and are a useful way to gain an insight into peoples’ thoughts and feelings about a specific issue or set of related issues. 

· They also act as a way for the public to find out about issues. 
· Therefore it is often a good idea to advertise the issues up for discussion. 

	Strengths (
	Weaknesses (

	Opportunity for a wide range of people to comment/raise issues and, importantly, directly challenge.

Opportunity to present proposals in public in order to lobby for support and/or approval

Provides an opportunity for joint partnership consultation

Enhances accountability as it offers an opportunity for the public to challenge directly.

Provides an indicator of problem areas and local issues.
	Renowned for their low attendance and quite often the issues being discussed will have an impact on the volume of attendees

There may be a very low turn out or the meeting could be dominated by a single pressure group rather than the wider public.

Not possible to control a meeting if those attending wish to disrupt proceedings.

Those attending may not be representative but still claim to be the “voice of the people

Takes a great deal of organisation which costs time and money

You may only attract interested parties/lobby groups etc.

Open meetings are likely to attract an audience which isn’t representative of the local population. Most attendees are likely to be retired and middle aged rather than young. So make sure other forms of consultation are used. 


Open days, Road shows and Exhibitions
· Open days and exhibitions can be informal occasions when users and potential users find out what you do or what is proposed.  It is an opportunity to meet staff and ask questions
· Road shows are similar, except that you go to communities rather than expecting them to come to you

· Messages can be got across in different formats; information stands or displays, videos or presentations

	Strengths (
	Weaknesses (

	Gives the public flexibility of when to attend

Can help contact potential and non users

Provides ad-hoc feedback on services and ideas for change

Can be a source of suggestions and comments

In the case of open days gives users a chance to become familiar with our premises and meet staff

Promotes good public relations

Gives quick feedback

Easy way to publicise services and to provide information to users
	The feedback received will often be in the form of comments and points of view. This isn’t quantifiable and won’t provide statistical information. 

Providing feedback will be time consuming and may require individual responses to every comment.

Whole day sessions or blocks of events can be disruptive and time consuming for staff to organise.

Difficult to strike a balance between public relations, engagement and information giving.

Doesn’t provide statistical information

Those that attend may not be representative



Duty to involve - involving in another way
Involving in another way
· Providing local people with opportunities to have their say and get involved in activities over and above being informed and consulted

· This can also include acting together with the community to work in partnership so that the community are involved in each aspect of the decision, including the development of alternatives and identification of preferred solutions. 
· For example service user groups, participatory budgeting, co -design of policies, devolving services, mystery shopping and resident reviewers to name but a few.
Service user groups

· Similar to a focus group, however it will meet more frequently over a longer period of time and consist of managers and service users to discuss user concerns. 

· Good way of testing changes for improvement with service users, seeing things from their perspective and getting quick feedback. Service user groups will gain mostly qualitative data that can be used to build on other statistical data you may have gained using other methods.  Below are a few examples
	Strengths(
	Weaknesses(

	Can give early warning of problems and help you change your ideas. 

Useful sounding board on which to test plans and ideas.

Way of achieving quick feedback

Develop a rapport with users by having a continual dialogue.

Allows you to see things from the users point of view.

Groups often consist of knowledgeable and committed participants. 

Can be used to track changes/ improvements over time/ since the last meeting.
	One person can end up dominating the group and influencing what other people say.

Excludes non-users and can often be unrepresentative of marginalised groups.

Doesn’t produce statistical information 

Won’t be effective without regular input and commitment from management.

Subjectivity of personal views can prevent an objective consideration of the issues.

The group will not represent the views of all users and should not be used as the sole reason to make a decision as other users will not feel they have been consulted 



Neighbourhood Management

· Neighbourhood management involves communities and local agencies working together to improves services at neighbourhood level

· Neighbourhood management has key ingredients

· A clearly defined neighbourhood

· Support and commitment from the Harrogate District Strategic Partnership and its partners
· Quality information

· Commitment from service providers

· Harrogate Borough Council is developing a neighbourhood management project for 2010.  This project will be an evidence based delivery model for a specific needs-based neighbourhood.  A multi-agency action plan will support the project.  Depending on the success of the pilot, the project will be used as a model for further specified areas within the district.

· See Key Contact for more information
Mystery Shopping

· Can provide very specific and detailed feedback on areas of your service. 
· Someone tests the service, looking at a number of predetermined areas, and then reports to you. 
· You could recruit some of your own users to do this. 
· This should give you a picture of the type of experience a real user would have. The process is relatively simple and if it is well structured you will get much more out of it.

	Strengths(
	Weaknesses(

	Precise and detailed feedback.

Relatively simple to implement.

Equivalent to asking other users for their experiences.

Can be used to commend/motivate staff.

Flexible and immediate.

You should be able to highlight particular service areas and investigate possible problems quickly.
	Staff are often suspicious of schemes.

Only gives isolated instances and small samples.

More applicable to front-line, person-to-person services.

Regular shoppers could get too experienced/stale.





Citizen Juries

· A Citizen’s Jury is a model of public participation developed in Germany and brought to this country by the Institute for Public Policy Research (IPPR). The model is particularly appropriate for involving the wider public in decision making; particularly decisions about strategic planning or service prioritising. The jury consists of twelve members of the public who are paid to attend as a jury member for four days and then make a decision on a question.

	Strengths (
	Weaknesses (

	People reflect broadly the characteristics of the wider population

People participate as citizens not as users or carers. So, in theory, they are not direct stakeholders

Jurors are given detailed information about the issue they are asked to decide on.

You can pose difficult issues to the jury around prioritisation of services. These issues may be subjective and the decision involve value judgements

Jurors can call in other people: professionals, patients etc. to give “evidence” to them so they are able to get a rounded understanding

The process is not rushed and jurors are able to rationalise and discuss their decisions as a group

If you choose not to act on the jury’s decision, you must justify the reason why
	Very costly, budget could be up to £20,000

Jurors are twelve people drawn from the local population. Their different views and values may not necessarily reflect those within the wider population.

You may attract jurors who are introverted and unable to ensure their views are known and included.

There may be a range of issues requiring decisions and it may be difficult to decide which to open up to a Citizens’ Jury

The jury takes an enormous amount of planning in order to make it a success. This may take one person all their time for a few months.

You are not obliged to act on the jury’s decision and may choose not to.



Stage 4 – Analysis and Report

Analysis
· Analyse the data, prepare a report, feed results into the decision making process, report to the appropriate accountable body


Stage 5 – Share findings
· Do not forget to feedback to those who helped you, people have been good enough to give up their time and they will be interested to know what you have found out, what you are going to do with the results, and what decisions, if any, have been taken as a result of the consultation
Stage 6 - Evaluation

Deciding Together? Acting Together? Empowering?
Monitoring 

· What contribution has the initiative made to the following National performance Indicators
NI 1 - percentage of people who believe people from different backgrounds get on well together, 

NI 2 - the percentage of people who feel they belong to their neighbourhood, 

NI 3 - civic participation in the local area, 

NI 4 - the percentage of people who feel they can influence decisions in their locality

Evaluation

· There is a requirement to comply with the statutory duty to inform, consult and involve people, however of equal importance is the evaluation of the involvement, a balanced appraisal of how each service has applied the duty and the impact on service planning and delivery.
· It is important to recognise that engagement is a continuous process, not a one off event.  Engagement and involvement needs to be ongoing, providing participants further information on not only the results of the initiative but also what has changed as a result

	Part 2 – MONITORING. Complete this form after the initiative has taken place

	

	Did the consultation/engagement meet its objectives as set out in the project brief or other plans written beforehand?


	Y
	N

	If No state why



	Has feedback been given to the people you consulted?


	Y
	N

	If No state why



	Can you provide evidence of the consultation results being used in the decision making process, eg changes to a service/policy, reporting satisfaction, etc please specify
	Y
	N

	

	The extent to which the consultation (Percentage for each):

Informed

Consulted

Involved in another way 




Review

Partnerships
· If the engagement involved partnership engagement, the partnership project and the methodology should be reviewed see Key Contact
Self review 

· Look at each consultation exercise and measure its success in terms of the process, costs and outcomes.  This is an important learning process, ask yourself a series of questions:
· Did you get views from all the different groups you wanted? 

· Did different groups respond to different methods? 

· Did you give feedback to those you consulted? 

· Did people feel that the consultation was worthwhile? 

· Were the methods you used right for your objectives? 

· If you used more than one method – which worked better and why? 

· Did you got the require information – response rate and also the correct representative sample. 

· Was your initial timetable realistic? 

· Did you keep to it? If not – why not?

· Was it value for money? There is no point in spending thousands of pounds consulting over a change that will only costs hundreds – all consultation needs to be proportionate.

· Did the consultation make a difference? Did it add anything to the process – did anything change as a result of it?

· Have any training needs been highlighted?

Reporting
· CMT are responsible for ensuring that the Council meets the statutory duty on public consultation and engagement.  

· The e-community engagement network representatives see Key Contacts are responsible for reporting departmental progress to the Corporate Improvement Officer (Engagement/Empowerment), this includes:

· Promoting the community engagement registration process, providing advice on completion where necessary

· Providing a 6 weekly ratification of the community engagement register

· Providing information regarding future consultation plans

· Forwarding any queries or advice required

· Disseminating the community engagement newsletter and any requests for information to interested parties within their work areas

· Engagement results will be reported to CMT on an annual basis

Appendix 1
Key Contacts
	Advice On
	Contact
	Dept
	Email
	Phone



	Community Engagement 

Community Engagement Register

Actively Involving Children and Young People Project

Harrogate Library Partnership 

Harrogate Public Involvement Group

Survey Sample size

Survey Design

SNAP survey software
Statutory Surveys

District Panel

Social networking

	Corporate Improvement Officer (Empowerment/Engagement)


	HBC

DCPI
	fiona.friday@harrogate.gov.uk


	01423

556068

	Statutory Surveys
	Corporate Improvement Officer (Performance)
	HBC

DCPI


	rachel.glendinning@harrogate.gov.uk
	01423 XX

	Equality and Diversity
	Corporate Improvement Manager
	HBC

DCPI



	mike.simpson@:harrogate.gov.uk
	

	Freedom of Information and Data Protection
	Principal Conveyancer


	HBC

DR
	alison.best@harrogate.gov.uk

	01423

556031

	Harrogate & Area CVS ‘Care in Action Newsletter’
	Harrogate and area CVS
	CVS
	angela@harrogate.org
	01423 504074

	Web site


	Information and website manager


	HBC

DCPI
	alex.scottbaker@harrogate.gov.uk
	01423

556165

	Media
	Communications and Media Manager

	HBC

DCPI
	lynne.mee@harrogate.gov.uk
	01423 556022

	Governance
	Corporate Improvement Officer (Governance)
	HBC

DCPI
	andrea.hirstgee@harrogate.gov.uk
	01423 

55

	Partnerships
	Corporate Improvement Officer (Partnerships)
	HBC

DCPI
	ann.byrne@harrogate.gov.uk
	01423

55

	Neighbourhood Management
	Assistant Chief Executive
	HBC 

DCPI
	rachel.bowles@harrogate.gov.uk
	01423

55

	Community Engagement e-network
	
	HBC

DR
	Nicky.hasson@harrogate.gov.uk
	01423



	
	
	HBC

DR
	Peter.jordan@harrogate.gov.uk
	01423

	
	
	HBC

DR
	Paula.newson-smith@harrogate.gov.uk
	01423

	
	
	HBC

DCS
	Amy.brown@harrogate.gov.uk
	01423

	
	
	HBC

DCS
	Joy.morrison@harrogate.gov.uk
	01423

	
	
	HBC 

DCS
	Michelle.Ingham@harrogate.gov.uk
	01423

	
	
	HBC

DCS
	Julia.stack@harrogate.gov.uk
	01423

	
	
	HBC

DCPI
	Fiona.Friday@harrogate.gov.uk
	01423

	
	
	HBC

DDS
	Linda.marfitt@harrogate.gov.uk
	01423

	
	
	HBC

DDS
	Diane.@harrogate.gov.uk
	01423

	
	
	HBC

DDS
	Genevieve.parker@harrogate.gov.uk
	01423

	
	
	HBC

DDS
	John.hayton@harrogate.gov.uk
	01423

	
	
	HBC

HIC
	Robert.penfold@harrogate.gov.uk
	01423

	
	
	HBC

HIC
	Billie.gill@harrogate.gov.uk
	01423

	Innovate@harrogate
	
	HBC

DCPI
	Dave.bellwood@harrogate.gov.uk
	01423


Appendix 2

Departmental Key Areas of Consultation

This section details what key areas of consultation are carried out by department and service and the lead officer contact
Development Services

Department: Development Services
Service: Tourist Information Centres

Key Areas of Consultation

Information and accommodation booking services for Visitors to Harrogate and district and for local residents and their VFRs looking for local, regional and national tourist information

Key Publications:

Range of over 150 booklets covering information on local businesses, services and community groups.  On sale at the TIC for 20p each; available to download from the website in pdf format.

Accommodation List

Harrogate & Yorkshire Dales Great Days Out

Key Involvement Groups: 

Yorkshire Dales & Harrogate Tourism Partnership; Welcome to Yorkshire;Visit England official partner; promoting Harrogate; Destination Harrogate; Accommodation Harrogate

Officer Contact for further Information:

Helen Suckling, Visitor Services Manager

Department: Development Services
Service: Culture Tourism and Sport
Key Areas of Consultation

Health, physical activity and play opportunities across the district.  The consultation process is being used to ascertain what people are currently doing and what would motivate local people, of all ages, to increase their physical activity levels.  Consultation has included public meetings in a variety of locations, questionnaires in the form of paper, web and email and conversing with a range of partners/agencies.
Key Publications: 

Publications generated internally to communicate with stakeholders

Key Involvement Groups: 
Community groups, friends groups etc 

Starbeck in Bloom, Starbeck residents association, Age Concern, PCT, Play England, CVS

Officer Contact for further Information:

Joanne Armstrong, Sport & Play Development Officer 

Department: Development Services
Service: Property Management

Key Areas of Consultation

Property Management remain committed to actively seeking views of users and occupiers of the Councils facilities. Consultation on property and land issues within the Councils Strategy involves communicating with a wide range of people, directly and indirectly, including tenants and staff, both occupying buildings and also delivering services, customers who use our buildings and also specific groups such as Disabled Access Groups and Friends Groups.

Key Publications

· Corporate Asset Management Plan

· Property Management Service Level Agreement

Key Involvement Groups

Property and Land  

Corporate Asset Management Group – Senior Officers representing Council Services.  It is chaired by the Head of Property and Economic Development and Lead Member Champion is Cabinet Member for Finance and Resources Contact Nigel Thompson 
Departmental Groups – Representatives from across Business Units and Departments attended by staff delivering the property service or occupying the property.  The Head of Property and Economic Development or his representatives chair them.  Contact Nigel Thompson 
Disability Access Group - Property Management and other Council Services sit on this Group, which comprises representative from a wide range of Groups with varying disabilities. The Mayors of the District are patrons of the Group   Contact Nigel Thompson 
Contacts for further Information

Nigel Thompson 

Department: Development Services
Service: Forward Planning Unit

Key Areas of Consultation

Planning Policy Team (Forward Planning Unit)

We use Planning Policy and Guidance as a means to manage the development and conservation of Harrogate District.  The Council develop planning policies in consultation with key stakeholders and the community.  Continuous consultation is encouraged throughout the preparation of new policies and guidance and the level of consultation and methods of consultation are tailored to the subject being consulted on.  You can view up to date information on current and emerging planning policy and guidance on the following web page http://www.harrogate.gov.uk/harrogate-6418.  

Conservation and Design Team (Forward Planning Unit)

The Conservation and Design Team promote good design in new development and redevelopment across the District and are concerned with conserving and protecting Harrogate District's rich and varied heritage.  The Heritage and Design Team are currently updating the Conservation Area Appraisals for all 52 Conservation Areas across the District in consultation with the local community.  You can view progress with this work on the following web page: http://www.harrogate.gov.uk/harrogate-971
Key Publications: 

· Harrogate District LDF Statement of Community Involvement (SCI): http://www.harrogate.gov.uk/pdf/DS-P-ldf-SCI_adopted_0406.pdf
· Harrogate District LDF Local Development Scheme (LDS): http://www.harrogate.gov.uk/pdf/DS-P-LDF-LDS-3rdRev_Reg25.pdf 

· Conservation Area Appraisals: http://www.harrogate.gov.uk/harrogate-5552 

· Consultation on the Harrogate District Sites and Policies DPD: http://www.harrogate.gov.uk/harrogate-6424 

Key Involvement Groups: 
Harrogate District Local Development Framework:

The LDF Consultation Database includes a list of over 3000 statutory and non-statutory consultees.  The list includes anyone who has responded to previous LDF consultations or registered their interest to be informed of progress on the LDF.  Appendix A of the Harrogate District LDF Statement of Community Involvement (SCI) sets out examples of specific and general consultees. 

The Planning Policy Team are currently working on the Sites and Policies DPD which will set out development control policies and site allocations to guide development up to 2021 and beyond.  Much consultation has already taken place on this DPD, details of which can be viewed on the following web link: http://www.harrogate.gov.uk/harrogate-6422.  The following link provides an overview of forthcoming consultation: http://www.harrogate.gov.uk/pdf/DS-P-LDF_ConsultProgramme_2010.pdf.  

During the drafting of policies and allocation of sites officers are carrying out continuous consultation with various groups such as:

· Strategic Housing Land Availability Assessment (SHLAA) working Group

· Harrogate Housing Market Partnership

· Action for the Environment Group

· North Yorkshire Gypsy and Traveller Steering Group

· Harrogate District Sites and Policies DPD Transport Working Group

· Planning for Sport in Harrogate Knaresborough and Ripon Working Group

Officer Contact for further Information:  Linda Marfitt, Principal Planner, Planning Policy
Department: Development Services

Service: Economic Development Unit
Key Areas of Consultation

Engagement with the business sector in the Harrogate District on the development of an Economic Strategy for the district.

Key Publications:

 Economic Development Strategy, 2010 – 2015. (Draft issued December 2009. Approved Strategy due in April 2010.  Available to view on line at www.harrogate.gov.uk/economicstrategy and publicised via: article in the January edition of the On Location business news page (Business Pink, 29 January 2010), Harrogate for Business e-newsletter, January edition, 15 January 2010, Major Employers Dinners, Harrogate, Stray FM news item, January2010. 

Key Involvement Groups: 
Local businesses and partner organisations e.g. major employers located within the district, Business Link Yorkshire, Harrogate Work and Skills Partnership and Harrogate CVS.

Officer Contact for further Information: 
Emily.MacDowell Asst Economic Development Officer

Department: Development Services

Service Area: Economic Development Unit
The Economic Development Unit provides professional support to 4 market town regeneration community partnerships:

Key areas of consultation

Renaissance Knaresborough is an organisation set up to identify, develop and deliver projects to improve the town of Knaresborough. Details of past/current projects and consultation activety can be viewed by visiting www.knaresborough.gov.uk 

Yore Vision is an organisation set up to identify, develop and deliver projects to improve Boroughbridge and the Lower Ure Valley. Details of past/current projects and consultation activety can be viewed by visiting www.yorevision.org.uk 

Ripon City Partnership The Partnership works with both elected and voluntary bodies, particularly Harrogate Borough Council, NYCC, Ripon City Council and Yorkshire Forward for both financial and logistical support.  The structure of both the Board and the Development Groups are designed to ensure true Partnership of the Elected Councils, Voluntary Bodies, Businesses and other sectors that make up the life of the City.

Nidderdale Plus is a community regeneration agency working for the well being of the rural area to the west of Harrogate, covering Nidderdale, Mashamshire and the Washburn Valley

Key Publications: Publications generated internally to communicate with stakeholders

Knaresborough RMT Initial Business Plan – August 2005

Boroughbridge RMT Initial Business Plan – August 2005

Both of these partnerships have developed their 3-5 year action plans which can be found on the web pages listed above.

Ripon City Partnership Moving Forward, 2020 Vision

Nidderdale Plus Business Plan 2008

Key Involvement Groups: Community groups, friends groups etc 
Renaissance Knaresborough Executive Committee, Key partners include:
Knaresborough Town Council, Knaresborough Chamber of Trade, Knaresborough Civic Society, North Yorkshire County Council

Sub Group include:

Riverside Group,Town Centre Renaissance Group,
Arts Group, Green Group,Signage and Interpretation Group

Yore Vision (Boroughbridge) Management Committee:

Sub Groups include

Renewable Energy Group, Ure Walks Group, Mill Lane Community Gateway Project Group (led by Town Council)

Nidderdale Plus Board

Sub-groups of the Partnership include:

Sport in Nidderdale, Nidderdale Arts Partnership, Safer Nidderdale, Nidderdale Strategic partnership, these are accessible to members of the wider community, who represent the relevant groups within these areas.

Ripon City Partnership

The structure of the membership is meant to ensure RCP have the greatest possible involvement of the community as a whole whether it be Cultural, Environment, Business & Economy, Youth, Tourism & Marketing or Community.  Therefore theme groups are being set up / have been set up.

Officer Contact for further Information:
Genevieve Parker

Department: Development Services

Service: Economic Development, Regeneration / Community Partnerships

Key areas of consultation:

Renaissance Knaresborough - "Working to make a great town better"

Renaissance Knaresborough' is an organisation set up to identify, develop and deliver projects to improve the town of Knaresborough.
 

For the past three years, Renaissance Knaresborough has been able to access resources and funding from Yorkshire Forward under their Renaissance Market Towns (RMT) programme. Renaissance Knaresborough has now been selected to participate in Yorkshire Forward's successor programme, Rural Capitals. This new programme will focus even more closely on creating the conditions for enterprise and economic growth in the regions rural communities over the next 5 years.

 

Renaissance Knaresborough has a broad membership drawn from local organisations and individuals. Involvement in the work of Renaissance Knaresborough is open to anyone who is enthusiastic and supportive of the town.

Yore Vision

'Yore Vision' is an organisation set up to identify, develop and deliver projects to improve Boroughbridge and the Lower Ure Valley.
 

For the past three years Yore Vision has been able to access resources and funding from Yorkshire Forward under their Renaissance Market Towns (RMT) programme.  Yore Vision has now been identified as eligible for support from the new Yorkshire Forward Delegated Fund (part of the Rural Capitals Programme) which provides further opportunities to secure resources and funding to strengthen economic growth.

Yore Vision is made up of local residents and businesses who are committed to making the best of the area and to carrying forward a range of project ideas ideas. Involvement in the work of Yore Vision is open to anyone who is enthusiastic and supportive of the town.

Nidderdale Plus

Nidderdale Plus is a local community partnership, formed to benefit the communities of Nidderdale and Mashamshire, comprising the wards of Mashamshire, Kirby Malzeard, Pateley Bridge, Nidd Valley, Lower Nidderdale, Killinghall, Wharfedale Moor by encouraging and assisting with the development and implementation of policies and activities which promote the economic, social and cultural well-being and sustainability of the area.
Its members encourage, foster and participate in partnerships and associations of local organisations, statutory bodies, commercial organisations and associations, voluntary groups and individuals in order to stimulate involvement in local action, in order to share resources, and in order to engender a culture of co-operative working.

Nidderdale Plus works in partnership with statutory bodies, local regional, national and international agencies, commercial organisations and associations, voluntary groups and individuals in order to encourage inward investment for the area.

Ripon City Partnership

The Partnership was formed in 1997 as a central driving force to lead the regeneration of Ripon and to bring together the large number of community groups and voluntary organisations already active in the City's everyday life and development.
The Ripon City Partnership celebrates its 10th anniversary. The Partnership has worked with both elected and voluntary bodies and gives special appreciation to Harrogate Borough Council, NYCC, Ripon City Council and Yorkshire Forward for both financial and logistical support.

RCP is keen to set the course for the future with the creation of the R.C.P. Executive Board and five Development Groups.  The structure of both the Board and the Development Groups are designed to ensure we have a true Partnership of the Elected Councils, Voluntary Bodies, Businesses and other sectors that make up the life of the City.  Its main objectives are across several areas of activity within Ripon and its locality; these are: business and the economy, environmental, community, marketing & tourism, cultural & leisure and youth.
Officer Contact for further Information:
Genevieve Parker

Department of Resources

Department: Resources
Service: Benefits
Key areas of consultation

Stakeholder Groups:  
The Benefits Service hold regular meetings with a range of community, landlord, welfare and support  agencies, working in partnership with them to promote the Benefits Service locally; build effective relationships; consult to improve the services offered; and help to facilitate the process of claiming benefits for local residents.   Joint partnership agreements exist with Adult Services at NYCC; Leeds Federated Housing Association; Job Centre Plus.  Benefit training sessions are arranged for welfare and support groups.  

The Revenues Department hold regular liaison meetings with the Citizens Advice Bureau.  Through this, weekly surgeries now operate at Scottsdale House where CAB provide debt counselling and money management advice to Council Tax customers who are struggling financially.   

Key Publications: 

· Minutes of meetings

· Service Level Agreements

· Enriching Lives 

Key Involvement Groups: Community groups, friends groups etc 

· Adult Services – NYCC

· Leeds Federated Housing Association

· Supporting People - NYCC

· Pension Service 

· Job Centre Plus

· Citizens Advice Bureau

· Housing Associations

· Womens Aid

· Barnados

· Stonham Support Services

CAB Surgeries - weekly surgeries.  Representative from local CAB provides financial advice to Council Tax payers who require guidance with financial problems. 

Contact : Cathy Lamb - Tel: 01423 - 556439 - E-mail Cathy.Lamb@harrogate.gov.uk
Benefit Stakeholder Group - Open to local organisations who have tenants or clients in receipt of Housing / Council Tax Benefits.  Quarterly meetings.  Attended by Registered Social Landlords, Job Centre Plus, CAB.   

Contact: Louise Fowler - Tel: 01423 556412  - E-mail Louise.Fowler@harrogate.gov.uk
Officer Contact for further Information: Nicky Hasson Development & Customer Services Officer
Department: Resources
Service: Benefits 

Key Areas of Consultation

Customer Satisfaction: 

Regular customer satisfaction surveys are run at the Benefits reception area at Scottsdale House.  As part of the surveys, Benefit customers who visit the reception area are also invited to provide us with their suggestions and comments on how the service they receive from the Section could be improved further. This engagement is held with a wide spectrum of customers who are receiving Benefits, covering all age groups, client groups and ethnic groups.  

Key Publications: 

· Customer Poster displayed at Reception area – summary of consultation including customer suggestions and Councils response.

· HBC website – summary of satisfaction results 

Key Involvement Groups: 

· Community groups, friends groups etc 

· Benefit customers who visit Scottsdale House reception.  

Officer Contact for further Information:

Nicky Hasson

Development & Customer Services Officer
Benefit Services

Department: Resources
Service: Benefits
Key Areas of Consultation

Take up Events: 

The Benefit Service organises annual benefit take-up campaigns and attends take up events throughout the area, to encourage local residents to claim Housing / Council Tax Benefit. The take up events attended may be general in nature or may be targeted at specific community groups, such as the over 50’s ; pensioners etc.  Events are held at a range of different local venues. The Service works in partnership with the Welfare Benefits Unit in York and other Benefit managers across North. Yorkshire to actively promote take-up and to ensure campaigns are publicised within numerous community outlets – libraries; chemists; supermarkets; doctors surgeries etc .    

The Revenues Department participate annually in the Yorkshire Business Event.  Here, they engage with the local business community to encourage them to apply for Council Tax discounts and reliefs. 

Key Publications:
·  Council Tax Benefit leaflets – in partnership with Welfare Benefits Unit and N. Yorkshire Benefit Training Group 

· Housing & Council Tax Benefit Take-up – summary of campaigns & results

· Benefit Take-up Strategy

· HBC Website – publicising current campaigns

· Enriching Lives – Shared Principles for NYBTG 

Key Involvement Groups:
· Welfare Benefits Unit

· Benefit Service managers across N. Yorks & York

· Pension Service

· Local Business Community

North Yorkshire Benefits Training Group -  
Group meets every 6 weeks and consists of representatives from the Welfare Benefits Unit; Adult Services at NYCC; and Benefit managers across N. Yorks.  

Officer Contact for further Information:

Nicky Hasson

Development & Customer Services Officer
Department: Resources
Service Area: Customer Services Unit

Key Publications:
· A – Z guide to services

· Complaints Procedure

· Customer Care Policy and Procedures

· Customer Contact Form

Key Involvement Groups: 
· Volunteers to help improve access to services from District Panel 

· Residents who have attended older persons focus group

· Customers who have completed the “willing to help” section of the Customer Contact Form

· Regular feedback from individual customers – complaints, compliments and questions

· Front line staff, including partners e.g. Nidderdale Plus, Mashamshire CO and the NY Library Service

National Customer Services Week:
Staff and customers are encouraged to become involved in activities during the first week in October.

Officer Contact for further Information:

Paula Newson Smith,

Chief Customer Services Officer

Department: Resources
Service Area: Financial Management – annual consultation on budget and council tax levels

Key Publications: None

Key Involvement Groups:

· District Panel

· Local Strategic Partnership

· Parish Councillors

· Voluntary Sector

· Local Businesses

· HBC employees

Officer Contact for further Information: 

Val Hunter, Head of Financial Management
Department: Resources
Service Area: Legal and Democratic Services

Key Areas of Consultation 
 Administers and maintains the forward plan of key decision which is published on a monthly basis and made available on the Council’s website detailing any significant decisions which affect residents of the district. The Electoral registration team also update, maintain and publish the electoral register which records where district residents reside in order to maintain that residents voting rights in local national and European elections. The Member Services team publish agenda online that allow the general public to table questions to members at certain Council and Committee Meetings and table petitions to Council on matters affecting the district. The Member Services Team also administer the annual round of consultation with Parish and Town Councils (P&TC’s) which is an opportunity for P&TC’s to raise issues of concern with the Council’s Executive Members.

Key Publications: 

The Council’s Constitution

Forward Plan of Key Decisions.

Electoral Role / Register.

Council, Cabinet and Committee Agenda.

Details of Member’s Allowances

Key Involvement Groups: 

Parish and Town Councils

The Electorate / District residents
Officer Contact for further Information:

Head of Legal and democratic Services – Peter Jordan 

Electoral Registration Officer – Karen Birdsall

Member Services Manager – Andy West 

Department of Community Services

Department: Community Services

Service: Tenant Involvement
Key areas of consultation

Tenants & Leaseholders are encouraged to become involved in housing matters in a variety of ways.  This ranges from low level involvement, such as helping to put the newsletters together & attending local area panel meetings through to being on the Central Forum where tenants & leaseholders are able to have an input on housing policy and new projects.  In addition to this, consultation also occurs with specific groups of tenants to inform services.  An example of this would be consultation with 16 & 17 year olds to inform the Youth Homelessness Strategy.

Key Publications
· Tenant Participation Compact – Summary & Full Version

· Tenant Involvement Annual Action Plan

· Tenants News / News 4 You

· Annual Tenant Training Programme

Tenant Groups

· Central Forum - 15 tenants, 1 leaseholder, 6 Councillors to look at Housing policy & strategy matters.  It is chaired by a different tenant each meeting.  Contact Amy Brown Tel - 01423 551619 Email:  amy.brown@harrogate.gov.uk 

· Area Panel – Open to any tenants living within that area to discuss issues that affect your neighbourhood.  It is attended by tenants, housing staff, neighbourhood police & guest speakers as required.  They are chaired by the Neighbourhood Team Leader for that area.  Contact Amy Brown Tel – 01423 551619 Email: amy.brown@harrogate.gov.uk 

· 60+ Group - For any tenant over 60 to discuss issues that affect those over 60 - usually about 20 tenants who attend & housing staff.  It is chaired by Steve Wilson, Ripon Neighbourhood Team Leader.  Contact Amy Brown 
· Leasehold Panel - For any Harrogate Borough Council leaseholders - usually about 12 leaseholders.  It is chaired by Keith Watts usually.  Contact Amy Brown 

· Charlton Manor Residents Association - Cover Manor Road, Charlton Drive & Grove area in Knaresborough.  Secretary is Mrs Doreen Redman.  

· Spa Mews Residents Association - Cover Spa Mews in Starbeck.  Secretary is Mrs Margaret Owen.

· Eleanors Residents Association - Covers Eleanor Road & Drive & flats on Wetherby Road, Harrogate.  Chair is Mrs Christine Dobson.

Contacts for further Information

Amy Brown Tenant Involvement Officer

Department of Community Services

Department: Community Services 
Service Area: Parks and Open Spaces
Key areas of consultation

Working with all residents the consultations involve asking what people would like and not like.  Usually this will involve a survey (using SNAP), often involves tick charts for photo examples, graffiti boards and conversation.  Consultation takes place at open events (usually held in community centres, school halls etc), also school visits, community group visits (such as Scouts/Guides etc), youth clubs etc.  Often consultation will take place in two phases initially to establish preferences and secondly to finalise the design /enhancement so as many local residents as possible are aware of the changes that will be taking place and when, any closures and details of official openings etc.  


This format of consultation can take place anywhere across the District, in the past two years we have undertaken consultation relation to parks and open spaces in Bilton, Scriven, Ripon, and Harrogate (Valley Gardens).

Key Publications: 
Via the website occasionally, also produce reports internally

Key Involvement Groups: 
Schools, community groups, uniformed organisations, Friends Groups, Police 

Officer Contact for further Information:

Kate Dawson

Parks Development Officer

Department: Community Services
Service: Parks & Open Spaces, Woodlands
Key Areas of Consultation
Working with all residents the consultations involve asking what people would like and not like.  Usually this will involve a survey (using SNAP), often involves tick charts for photo examples, graffiti boards and conversation.  Consultation takes place at open events (usually held in community centres, school halls etc), also school visits, community group visits (such as Scouts/Guides etc), youth clubs etc.  Often consultation will take place in two phases initially to establish preferences and secondly to finalise the design /enhancement so as many local residents as possible are aware of the changes that will be taking place and when, any closures and details of official openings etc.  


Often will relate to strategies, planning consents etc

Key Publications: 

Via the website occasionally, also produce reports internally

Key Involvement Groups: 

Schools, community groups, uniformed organisations, Friends Groups, Police 

Officer Contact for further Information:

Kate Dawson (for consultation advice)

Parks Development Officer

Paul Casey

Parks Arboricultural Manager
Department: Community Services

Service: Parks and Open Spaces, Friends Groups
Key Areas of Consultation: Friends Groups
Set up usually specific to one park or open space, local residents supported to form their own group for the maintenance and development of a site with ongoing support from Parks.  

Often hold working parties, regular meetings, promotional events and fundraisers.

Key Publications: 

Newsletters, newspaper, reports meeting minutes

Key Involvement Groups: 

Schools, community groups, uniformed organisations, Police 

Officer Contact for further Information:

Kate Dawson

Parks Development Officer

Department: Community Services

Service: Parks and Open Spaces, In Bloom Groups
Key areas of Consultation: In Bloom Groups
Set up usually specific to one town or village, local residents supported to form their own group for the maintenance and development of a town or village with ongoing support from Parks.  

Often hold working parties, regular meetings, promotional events and fundraisers and usually enter Yorkshire in Bloom competition.

Key Publications: 

Newsletters, newspaper, reports meeting minutes

Key Involvement Groups: 
Schools, community groups, uniformed organisations, Police 

Officer Contact for further Information:

Kate Dawson

Parks Development Officer

Department: Community Services
Service Area: Parks and Open Spaces - Play Areas
Key areas of consultation: Play Areas
Working with children and young people mainly but open to all residents the consultations involve asking what people would like in their play areas and not like.  Usually this will involve a survey (using SNAP), often involves tick charts for photo examples, graffiti boards and conversation.  Consultation takes place at open events (usually held in community centres, school halls etc), also school visits, community group visits (such as Scouts/Guides etc), youth clubs etc.  Often consultation will take place in two phases initially to establish preferences and secondly to finalise the design /enhancement so as many local residents as possible are aware of the changes that will be taking place and when, any closures and details of official openings etc.  


This format of consultation can take place anywhere across the District, in the past two years we have undertaken consultation relation to play areas in Jennyfields, Ripon x5, Knaresborough, Boroughbridge, Pateley Bridge, Glasshouses, Starbeck, Valley Gardens, Spofforth, and Masham.

Key Publications:
Via the website occasionally, also produce reports internally

Key Involvement Groups: 
Schools, community groups, uniformed organisations, Police 

Officer Contact for further Information:

Kate Dawson

Parks Development Officer

Department: Community Services
Service Area: Environmental Strategy
Key areas of consultation

The Environmental Strategy team encourage residents, businesses, voluntary sector and public sector partners to assist with the development and review of the Council’s environmental strategy and action planning work  through direct consultation and also through stakeholder meetings such as the Action for the Environment Group which is the Harrogate District Strategic Partnership (HDSP) thematic group. The work ranges from giving feedback on consultation documents that relate to environmental issues to informal discussions on project planning and other activities which feed into the environmental task and finish groups of the HDSP implementation plans. 

Fuel Poverty Survey – Each year a survey is undertaken (as part of the Council’s performance monitoring on National Indicator 187 to central government) to find out the percentage of people in receipt of income related benefit who live in properties with a low energy rating ( SAP rating  below 35) and those who have a fair to good energy rating (SAP rating above 65). 

Energy Savings Trust Advice Centre, Hotspots  and Warm Front targetted mailings and other promotional activities- Each year residents receive mailings and other promotional materials to encourage the take up of grants and special offers to improve the energy efficiency and to reduce their carbon footprint.

Key Publications:
· Climate Change Strategy and Action Plan- Summary and full version

· Action for the Environment Group Annual Progress  Review

· Low Carbon Passport

Key Involvement Groups: 
Action for the Environment Group- for anyone wishing to engage in environmental projects with the Council and other business, public sector and voluntary organisations. Chaired by Nigel Heptinstall and facilitated by the Council’s Environmental Projects Officer –John Ward-Campbell 
Low Carbon Guides- Volunteers meeting for people who have received training and work with residents  to encourage them to reduce their carbon footprint.

Officer Contact for further Information:

John Ward-Campbell, Environmental Projects Officer

Department: Community Services
Service Area: Community Safety
Key areas of consultation:

Community Safety – engagement at all levels based upon problem solving approaches, type of consultation will vary from ward meetings, wit interested parties on specific topics or issues, links to Safer Neighbourhood Groups, through Citizens Panel, Place survey, CSP website, Face the people session (statutory req’ment for CSP, with partners through existing meeting structures, eg MAPS, Delivery Group, Executive, Task and Finish Groups etc.

Radiolink – with pubs, clubs and shops within the scheme (Harrogate, Ripon & K’Boro)

Key Publications: 

Public Protection Service Leaflet incorporating Community Safety & CCTV

Refer people to CSP website www. Saferharrogate.org.uk

CSP – produce variety of leaflets available on website of hard copy

Key Involvement Groups: 
Variable depending upon the issue- crime, domestic abuse, antisocial behaviour, nuisance etc

Community and partner based groups

Officer Contact for further Information:

Julia Stack

Harrogate International Centre
Department: Harrogate International Centre (HIC)
Service Area: Marketing

Key areas of consultation

Stakeholder, networking, residents via the HBC’s District Panel survey to measure district residents’ perception of HIC and their knowledge of the redevelopment scheme phase .

Key Publications: 
Venue Magazine, HIC’s Profile brochure undated and distributed to attendees on exit
Key Involvement Groups:

Local businesses and organisations who expressed an interest in finding out more about the new exhibition halls. 

Officer Contact for further Information: 
Billie Gill Harrogate International Centre
Department of Corporate Policy and Improvement

Department: Department of Corporate Policy and Improvement

Service Area: Community Resilience Scheme

Key areas of consultation

During a widespread or intense emergency the Emergency Services and Local Authorities may not be able to respond immediately or fully and may have to prioritise their response to the vulnerable members of the Community. 

Local Communities are therefore encouraged to produce a Community Emergency Plan enabling them to start responding to the emergency until other resources can be allocated to support them.  Having plans in place also enables local Communities to facilitate a more rapid restoration to normality.  The Scheme is supported by the Emergency Services the Environment Agency North Yorkshire County Council and Harrogate Borough Council.

Key Publications: 

Community Resilience Scheme Guide

Community Resilience Scheme Template

Key Involvement Groups: 
Local Communities, Parish Town and City Councils, Electoral Wards of Harrogate Town.

Officer Contact for further Information: 
Emergency Planning Unit

Department: Corporate Policy and Improvement
Service area: Emergency Planning (Business Continuity)

Key Areas of Consultation

Providing advice and assistance to the local economy regarding Business Continuity. This can take the form of one to one meetings or larger scale promotion events such as the Yorkshire Business Market & Great Yorkshire Show.

Key Publications: 
NYLRF Business Continuity

NYLRF Business Continuity for the Agricultural Sector

‘Get Ready for the Unexpected’

Key Involvement Groups: 
Local Businesses

Voluntary Groups/Organisations

Chamber of Trade 

Officer Contact for further Information:

Robin Derry

Emergency Planning Officer

Department: Corporate Policy and Improvement
Service area: Community Engagement, Corporate Improvement Officer (Empowerment/Engagement)

Key Areas of Consultation

Administers and runs the Council’s district panel of 1500 residents, the panel is consulted up to 4 times a year at the request of service managers

Role of the Corporate Improvement Officer (Empowerment/Engagement)

· Provides an effective corporate policy service to the authority on community engagement and empowerment.  Coordinates the implementation of the Councils community engagement strategy
· Takes the lead role in developing community engagement within the Council, operating as an internal consultancy for the Council on engagement and empowerment
· Project management and development work; creating new opportunities for engagement both within the Council and in conjunction with partnership organisations.

· Supports the Assistant Chief executive on developing and implementing the Council’s Improvement Agenda around community empowerment

· Develops, implements, monitors and reviews the strategy to meet the requirements of national legislation, regional and local drivers and the needs of the authority.
· Monitors the Council’s community engagement arrangements to ensure the effectiveness of the strategy and its implementation across the Council at all levels, ie: Corporate, departmental and service level and reporting the information to CMT, Cabinet and the Portfolio Holder.
· Coordinates community engagement work within the Council (via the community engagement register) and with partner organisations (via the North Yorkshire Strategic Partnership web site) across the district and county to ensure that duplication is avoided, collaboration opportunities are exploited and that outcomes are shared.
· Provides guidance and advice on community engagement best practice to officers undertaking consultation and community engagement work.  Identifies training needs.
· Manages the multi-agency district-wide Public Involvement Group, which includes commissioning joint consultations, sharing training and the outcomes of consultation and provide support to community and voluntary organisations who wish to embark on their own engagement and consultation

· Shares best practice, training and procure joint initiatives with equivalent community engagement officers from councils and other public services across the county.

· Manages and co-ordinate the Council’s district panel made up of 1500 local residents of the district, ensuring the district panel consultation programme meets the needs of the authority

· Promotes the interests of Harrogate Borough Council and create new opportunities for engagement and consultation through membership of the Actively Involving Children and Young People Partnership Project steering Group and also the Big Lottery partnership board for the future Harrogate Library.

Contact:

Corporate Improvement Officer (Empowerment/Engagement)

Department of Corporate Policy & Improvement

Tel :01423 556068Fax: 01423 556180

email: fiona.friday@harrogate.gov.uk
 e-Community Engagement Network – Roles and Responsibilities 

Community Engagement Representatives on the Network are key personnel with a community engagement responsibility. The following individuals have been identified within each department:

Lead - DCPI 
Fiona Friday Community Engagement Officer

DCS 

Michelle Ingham (DCS, Environment, Public protection, Bereavement Services)

Amy Brown (Housing)

Julia Stack (Safer Communities)

Kate Dawson (Parks & Open spaces)

DDS
John Hayton (Estates)



Peter Crossley (EDU)



Linda Marfitt (LDF, Planning)



Diane Taylor (Leisure, Museums& Arts)

DR

Peter Jordan (HR, Elections)



Paula Newson Smith (CSU)



Nicky Hasson (Revenues and Benefits)

HIC

Robert Penfold (HIC)



Billie Gill (HIC)

CMT are responsible for ensuring that the Council meets the statutory duty on public consultation and engagement and the Duty to Involve, e-community engagement network representatives are responsible for reporting to CMT departmental progress.  

In addition to formal consultation, community engagement includes all types of interaction with current, potential and future users of services.  

The HBC Community Engagement Strategy is in the process of being amended, and a new strategy will be launched in April 2010, until then the work of the network will focus on:

· Co-ordinating effective consultation and engagement with Council stakeholders

· Monitoring Community Engagement initiatives, ensuring results and feedback are given to those who contributed and reporting how the information is used to inform decision making

· Identifying training needs

· Sharing of good practice information and findings

ROLE of the Community Engagement Officer within the e-network 

· Send out Community Engagement Register to the e-network on a 6 weekly basis. Compile returns and publish the same on the intranet and internet

· Compile returns of examples of good practice in Community Engagement into the evidence file for CAA on an ongoing basis.

· Provide advice on proposed consultation

· Refer to appropriate sources of assistance and advice (internal and external) for evidential purposes for National Indicator returns (NI 1, percentage of people who believe people from different backgrounds get on well together in their local area)        CAA and input into Communities of Practice at county level, self evaluation and assessment purposes

· Send out an 8 weekly e-newsletter detailing:

· Current developments in Community Engagement both locally and nationally

· Training opportunities

· Current legislation and the implications thereof

· Information from the Harrogate Public Involvement Group and possibilities for joint consultation with partner organisations

· Information from the Actively Involving Children and Young People Partnership Project

· Information from the Harrogate Library Project

· Updates of the HBC Community Engagement Register 

· Additional Corporate ongoing work

ROLE of e-Community Engagement Network representative

The e-Community Engagement Network representative is responsible for informing the Community Engagement Officer of the following:

· Ensuring Community Engagement initiatives are registered within their departments and that the information is sent to the Community Engagement Officer

· Ratifying the Community Engagement Register

· Providing examples of good practice in Community Engagement, providing evidence where the results of consultations have resulted in a change to policy or service delivery

· Providing information regarding future consultation plans

· Identifying Departmental Community Engagement  requirements

· Forwarding any queries or advice required

· Disseminating any Community Engagement information and requests for updates to all interested parties within their work areas.

· Evidence for customer profiling

Data Protection statement to be included when you are collecting personal information.





Please help us by providing the following personal data. It will be used to help is ensure we provide a fair service to everyone, and meet requirement placed upon the Council by Government. All personal information supplied by you on this form will be processed by Harrogate Borough Council in accordance with the Data Protection Act 1998. We will not sell or disclose your information to other organisations or individuals outside the Council





To Do 


Complete a project brief – see below for project brief 





To Do 


Fill in a Community engagement registration form, (available on request) . Return this form along with a copy of the project brief to the Corporate Improvement Officer (Engagement/empowerment) before carrying out the activity, event or consultation. 



























































Duty to inform


Duty to consult


Duty to involve - Involving in another way - Deciding together, Acting Together, Empowering





Key Considerations





The method used to give people information depends on your budget, and the size and location of your audience.





Remember you are spending public money. Something that looks expensive may backfire – people will just be annoyed that you are wasting their money. 





Make sure anything you produce is accessible or available on request to people with visual impairments and people whose first language is not English





Be clear, use plain language. 





Tell participants what they can expect to see by way of results and when. Also detail where the results of the engagement can be viewed.





Provide contact names and telephone numbers, or website details, from which people can obtain more information.








Top Tips


Use plain language, and just to make sure you haven’t slipped into formal or technical wording,


Get someone not involved with the project to read it before you send it out. If they can tell you accurately what your letter means, other people will be able to understand it. 





Top Tips


Keep your message short and punchy. 


Send to public buildings and places with waiting areas, such as garages and GPs’ surgeries. Many will display things for free. 


Make it eye-catching


If pictures are contained they should be relevant and clear –


Avoid large amounts of text


Present a clear, concise and accurate message


Check the cost


Check the details are correct


Check your corporate branding guide


The human eye is drawn to the top left corner first, this is the place where the most important part of your message should be located


Consider those who are visually impaired.  Make text as accessible as possible





Top Tips


Consider the cost


Consider your time scale


Keep it short and to the point


A consistent format to your newsletter will be useful in making your newsletter recognisable to your audience





Top Tips


For Council run newsletters see Key areas of Consultation Appendix 4.  


For contacts of a wide variety of agencies and groups see the Equality & Diversity Guide Link and the Community and Voluntary Sector ‘Where to Turn’ directory �HYPERLINK "http://www.harrogate.org"�www.harrogate.org�





Top Tips





Displays in libraries, council offices and other public buildings, such as GPs’ surgeries, are cheap and effective. 


You will need to keep any displays up to date and pay to display the results in the same place. 


Staffed stalls give you the chance to talk to people informally, but this is expensive and you need to choose times and areas that are likely to be busy. 





Top Tips


Harrogate and Ripon ‘Care in Action’ newsletter is published monthly and keeps the public updated on news relating to Harrogate District Voluntary Sector.  


HBC can place items within the newsletter.  Items can also be sent to the Voluntary and Community Sector mailing list through the monthly e-bulletin


For more information on who to contact see Key Contact





Top Tips





Highlight the questions being asked throughout the consultation document and include a summary, listing key questions and details of how stakeholders can make their submissions.





Provide a brief background to the proposal under consultation; the purpose of the consultation; policy or regulatory options being considered; who is likely to be affected; and give references to further sources of information.





Use language that is simple and accessible, avoiding the use of jargon or technical language, unless intended for a specific audience. Get professional advice if necessary.





Keep the document short – people are put off by lengthy documents.





Avoid acronyms or, if necessary, list those used in a glossary. 





Make the document available in a variety of formats. Formatting and layout should also have people with visual impairments in mind – consider the size of font, arrangement of text on the page, minimal use of underlining and of colour contrast. What works in print does not always transfer well to a website. Seek the advice of representative organisations.





Do not assume that people will be familiar with the way public bodies work. Structures and processes should be explained wherever possible.





Test the draft document for clarity and the use of jargon with colleagues who are not directly familiar with the issues.








Top Tips





Consider carefully what you want the interview to cover and draw up a framework for your interviewer/s. 


Decide where you are going to carry out the interview. This could be in the interviewee’s home, in the street or at the point of service delivery. You will get different response rates depending on where you choose. If you decide to interview in the street, you will be restricted in how long the interview can take and will not be able to go into any great depth. People may not be keen to let you into their homes, but you are likely to get much better quality information through home interviews.





Top Tips





Introduce the topic – A concise and clear introduction to your questionnaire is imperative. This needs to explain the topic your questionnaire is about, what it will be used for and how they can find out the results. Give the respondent enough information to be able to answer the questions you have given – an enclosed information leaflet can be a good way of doing this.


Make sure questions are clearly worded


Questions must be as concise as possible and should not invite further questions. It is advisable to test you questionnaire on colleagues outside of your department who will have less knowledge of you service area.


Always pilot your questionnaire amongst colleagues to check for mistakes.  If possible also test the questionnaire on a small sample of the potential audience, this will ensure the questionnaire flows, the questions are phrased correctly and you haven’t left anything out. 


Try not to exceed more than 2 sides of A4 unless it is absolutely necessary. The length of the questionnaire will greatly affect the response rate.


How are you going to distribute the questionnaire? Postal, email, web, within offices


Corporate survey software is available to all staff.  SNAP enables users to design, publish and analyse surveys.  Can be used for paper, web and email surveys.  


See Key Contact for more information on SNAP and survey design





Top Tips





Question type:





Closed questions welcome a single response and can often be used to produce quantitative data that can be benchmarked over a period of time, against other authorities or nationally. Closed questions can often be presented in the format of tick box answers or scales and can be answered more quickly than an open question. 


Open questions allow the respondent to answer in their own words and the data gained is of a more qualitative nature. This is very hard to quantify and it is likely that no two answers will be the same. These types of questions are useful for gaining information issues you had not considered when drafting the questionnaire.


Deliberative questions give people information before asking their opinions. This information may be in the form of a statement, question or block of text.


Style and layout – Think carefully about the type of response you hope to gain by asking a particular question as to whether you choose to use an open or closed question. Closed questions should always be used to start a questionnaire, ideally for the first few questions. Open questions require a more considered response, these should not make up more than 10% of your overall questionnaire, if you find this is becoming the case you may want to reconsider your engagement method.





Top Tips





Sampling  





Selecting a sample – There are two different ways to selects a sample of people who will receive a copy of the survey:


A random sample which is picked at random from a list of contact details, these are usually not very accurate and should not be used to collect reliable valid data. 


A Structured samples are much more accurate, these can be gained using a variety of methods, for example picking every 10th person from the phone book, or from a database compiled to suit the questionnaire. However this largely depend on the size of the sample you need to produce a statistically significant result. 


Statistical significance is about reducing the likelihood of your questionnaire results being gained by chance. Removing this element of chance is done by reducing the margin of error (chances of the answer being correct) and thinking about the sample size to improve your levels of confidence and accuracy


Sample Size – The size of your questionnaire sample should be large enough to be statistically significant especially if the questionnaire is to be used for benchmarking. The larger your sample the more your questionnaire is going to cost and there becomes a stage where accuracy levels will not be significantly improved by increasing the sample size. If your sample is unbiased and you have fairly good idea about the population it is possible to work out the number of people needed for your sample. 


Do you need help with sample sizes/representation? For more information see Key Contact





To Do 





Complete a District Panel request form 





Top Tips





Standardised demographic information to be included in surveys





Standardising the collection/collation of demographic information is important, as it will enable a base from which to compare and contrast information about target groups across all service areas, the information can also be used to test against discrimination legislative requirements


The following key questions should be included:





This information enables us to analyse the questionnaire more effectively (although still anonymously) and ensures the responses are representative of the make-up of the District





Are you?		Male	Female





How old are you?


17-24		25-34		35-44		45-54		55-64		65-74		75+





Are you?


Employed	self employed	Unemployed		Retired	Student		Looking after family or home





Do you consider yourself to be a disabled person or to have a long-term, limiting condition?


Yes		No





Are you a full-time carer for a disabled, sick or elderly relative or partner?


Yes		No





Which Ward of the District do you live in?





What is your ethnic group? Please tick one box to best describe your ethnic group or background?


White		mixed/multiple ethnic groups		Asian		Black / African / Caribbean / Black British


Other ethnic group, please write here………………





Top Tips





Size - Ideally focus groups should include 8 – 10 people and should be carried out by an experienced facilitator.





Formality - Groups can be as formal and informal as you like, this can be tailored to the group of people you wish to speak to.





Participants – You should clearly define their role in the group and make sure practical arrangements require as little effort as possible on their part e.g. provide them with a location map, letting them know how long the discussion will take, let them know what the information they provide with will be used for, let them know the outcome. It is a good idea to provide refreshments.





Composition – Having a representative focus group is important, however it is not necessary to conduct a focus group that is representative, instead it should be representative of your service users.  This may often mean conducting more than one focus group to fit with the needs of the participants.





Preparation – It is difficult to create a formal running order for a focus group, however, it can be worth drawing up a list of questions and discussion areas you want to be covered as this will help the conversation to flow if necessary and help people to re focus on the point if they have digressed. It will also provide consistency across focus groups if you conduct more than one focus group and make sure you touch on certain key issues.





Recording – It can often be useful to record a focus group and transcribe it at the end of the session. A note taker can often disrupt the dynamic of the group because they are less involved in the conversation and participants may feel like they are being monitored and consequently not be as vocal. You must always check with all the participants that it is okay to record the session, offer them a copy of the transcription.





Data protection -  Always include a data protection statement 





Facilitating – The facilitator’s role is to make sure everyone has a say, it is quite a skill to stop people dominating the group and leading discussion.





Costs – The costs of running focus groups are quite expensive but you do get a lot of valuable information in return.





Confidentiality – Before conducting the focus group make clear that the information will be treated with confidentiality and make it known that the results will not be published in such a way that it reveals peoples identities. If you intend to use snippets of the conversation as quotes you must gain each persons consent. It is important to take some handwritten notes, just in case the recording equipment fails you. 





Top Tips





Publicise the event in advance…  Advertise the event through posters, leaflets, letters, the local press, invitations and word or mouth.  The meeting shouldn’t be advertised too far in advance as people may forget about the event. A week or two before is usually adequate time. 





Have clear objectives – Before you get started think about what you want to achieve and what the outcomes will be used to inform.





Provide feedback to all attendees – This could be simply through a letter or by using local media. 





Organise a meeting which is convenient – Think about the audience you’re trying to target and organize a meeting which is at an appropriate time and location. Make sure the meeting does not clash with other events such as parish meetings, council meetings or other local events. 





Meeting structure – Consider the running order of the meeting. Make sure speakers know when they are speaking and for how long. Make sure you have a chair who can limit the discussion to avoid the meeting running over the allotted time.





Practical arrangements – It is often difficult to predict how many people will turn up to an open meeting, the layout of the venue should be planned in advance put be prepared for people dropping out or wanting in at the last moment.





Mixed methods - In an open meeting it is imperative to allow people an anonymous way to ask questions and make their voice heard. An evaluation form or a short questionnaire it is a good way of finding out everyone’s point of view. You may also consider breaking the group into smaller discussion groups as a way of getting quieter voices heard.





Make clear to people what will be done with the views requested– Make it known that opinions heard at the meeting will be taken into in  a decision making process.
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Venue If possible use your own venue this is a good way of demonstrating how and where services can be accessed. Book any venue well advance, make sure that it is easily accessible for disabled people and meets fire regulations. Ensure there are refreshments are available and there is a place to sit down and rest.





Time Consider the audience you are trying to reach, take into account school holidays, consider what time to be most convenient for those you want to reach.





Advertising Do not advertise too early and too late.  Use a variety of methods, target audiences specifically if possible.





Material The information on display should be as interesting as possible and make people want to get involved and ask questions. It should appeal to a variety of audiences.  Try to stimulate questions and make sure there are sufficient staff to answer questions.  Documents and leaflets with key information about services, standards and contacts should be made available.





Feedback Try to get as much feedback as possible as well as specific comments from those who attend.  Comments can be collected in a variety of ways from staff with clipboards to posting cards in a box.  Consider collating a small report so that people have an overview of the event.





Costs – These can vary greatly but you should consider staff time, venue costs, materials and publicity. 
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Recruiting members Contact existing community networks, use newsletters and publications to ask people to come forward. A mail drop of a particular area is also an effective way to target a particular area.





Facilitating Decide who should facilitate the group. Do they need knowledge of the service or should they be independent? The facilitator should be experienced in leading group discussions. 





.Purpose Have clear objectives for the group





Access to Decision-Makers Make sure that the group has access to managers with the authority to make things happen. The more commitment shown by top management, the greater the chance that the panel will be effective in influencing decisions and strategy





.. Length of Appointment Appoint members for a fixed term: after a while they will get to know your business so well that there is a risk they may start to feel part of your organisation and so lose credibility with other users.





Facilities Provide support for members: give them access to information, somewhere to meet, expenses for attending meetings, photocopying and secretarial facilities. 





.Timing Allow time for representatives to refer back to user groups or to consult others. 





Structure and size Meetings will probably be held every four to six weeks and consist of between 8 and 12 people including service users, service providers, managers and facilitators. The panel should include a cross section of users. For more information on governance see Key Contact 





Skills Draw up a clear ‘job description’ so that members can see what is required of them before agreeing to be part of the service user group. This will help ensure members commitment to the group. The job description should list the main qualities, responsibilities and experience required of members.





Practicalities - Members should be provided with somewhere to meet, be reimbursed for any expenditure they may incur for attending meetings. They should also be provided with access to photocopying facilities and secretarial etc. 





Commitment Members should show commitment to all the meetings and be prepared to listed, take on board new ideas and act upon them.





Feedback Its often useful to give regular feedback and updates for the user groups. Also it can be helpful to keep the wider community informed through newsletters and publications.





The unexpected Be prepared to discuss issues that are important to the group, which may not be on your agenda.
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The Shopper Should preferably be typical of your real users. They should not be given too much background knowledge as this may restrict their ability to see the service as real users do. They should be given guidance on how to assess the service and how to feed back the information.





Running the Scheme If you decide to run the scheme in-house, you will need to consider how to ensure enough turnover of your shoppers so that they don’t become too knowledgeable. You also need information from your mystery shoppers in a consistent format, so you will need to think about questionnaire design, briefing for your shoppers,and the practicalities of how they will feedback their information to you.





Systems-As well as quality of service issues and the responses of staff, this approach can also identify problems with systems such as when signs and directions are unclear or where correct information is not on display in offices or relevant leaflets not available





Individual Incidents-What are you going to do with the information? You will get snapshot details of individual incidents and will need to make sure that ‘one offs’are not given too much weight. If it looks like there might be a problem in a particular area, send another mystery shopper in to test the same service





Presentation-You need to think carefully about how you present the idea to staff. It can be seen as an underhand way of checking up on them and a distraction from serving ‘real’ customers.





Incentives-Think about incentives, both for mystery shoppers and for staff. Encourage shoppers to highlight good, as well as bad, service and then reward the staff who have performed particularly well.
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Seek expert knowledge for advice:


Improvement & Development Agency, Layden House, 76-86 Turnmill Street, London EC1M 5LG Tel: +44 (0)207 296 6600 





Top Tips





preparing a summary report of your findings is good practice and should form the basis of what you share with partners and participants 








To Do 


Inform Corporate Improvement Officer (Partnerships) of the contribution made, see Key Contact





To Do 


Complete part 2 of the Community Engagement Register 


Send results to Corporate Improvement Officer (Engagement/Empowerment)











