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Follow the
Consultation
process ...

Before starting a
consultation exercise,
ensure that you have

completed a
Consultation Request
Form and had your
proposal approved by
your Head of Service
and the Head of
Communications










The 5 Stages of Consultation ...

Stage 1 : Stage 3 :
Decide WHO Decide HOW
to consult with to ask them

Stage 5.
EVALUATE &
use the results
Stage 2 : Stage 4 .
Decide WHAT to START the

consult on consultation




Stage 1 : Deciding WHO to consult







Stage 1 : Mapping Stakeholders & consulting the
‘hard to reach’

Tool 1 : Use this checklist to draw a simple
map of your stakeholders

Others

® People we enforce against or who are
regulated (eg. landlords)

® Residents/local people

® Businesses

® Interested agencies — voluntary, private,
public sector

® People affected by policies or development
(eg. planning)

® Local Councillors, Neighbourhood/Ward
Partnerships, MP’s, carers advocates,
community boards etc




Tool 2 :

Consulting with ‘Hard to Reach’ groups

For lots of reasons, you will need to make particular
find out some people’s views ...

Firstly, be clear who you want
to reach — ‘hard to reach’
groups may vary depending
on the nature of your
consultation and what you are
trying to find out.... whose
views do you want?

When you know which groups
you wish to talk to, remember
that groups are not
homogenous

arrangements to

Ask Others

Is anyone else in the Council or other organisations
(eg. the PCT, Police) already consulting with the
group you wish to reach? You may be able to use
their consultees. Otherwise, does anyone else want
to reach the same group as you — you may be able
to do joint consultation and save resources

Think which organisations may already be in touch
with the group that you wish to reach, eg. the Youth
Offending Team of the Council, voluntary
organisations such as Age Concern etc. They may
be able to put you in touch with the group you want
to talk to, or give you advice on how to reach them







Stage 2 : Deciding WHAT to consult on










Stage 3 : HOW to Consult







Public Information  ‘Here’s
what we are going to do’
Public information is about
the Council informing people
of its intentions, procedures
and practices. This level of
consultation will underpin
more active participation and
will often act as a precursor
to other levels. However, in
isolation it is only appropriate
where a range of options
regarding the items under
discussion is not available

Public Consultation  ‘Here
are our options, what do

you think?’

Public consultation is where
people are invited to express
their views, usually on a
range of options and on
which the Council is willing to
use public opinion as an
important criterion for
deciding upon a particular
course of action

Public Participation ‘We want
you to help us develop our
options and decide our

actions’

Public participation is where
people have a significant voice
in the planning and decision-
making process. Public
participation, as a consultative
measure is only appropriate
either where no pre-determined
decisions have been made or
where the Council is willing to
be led or influenced by public
feedback




Stage 3 : What methods to use and when

Tool 5 : Research has shown that
different people prefer different
consultation methods

Here are a few clues :

e The most popular methods generally are ‘having the information sent to
them’ and ‘surveys’ ie. home based consultation

e There is much less support for public meetings or anything that involves
leaving the home

e People on higher incomes are more likely to favour being on panels/
groups etc.

e People on lower incomes are generally less keen on getting involved and
feel ‘information poor’
Young people like focus groups and street interviews

e Older people often like Neighbourhood Forums









Method

Description Pros Cons Costs
Users on Stakeholder involvement in decision- Has real power. Shows users Users may get too close Low
committees/panels making bodies

perspective of service provider.

representativeness

Neighbourhood
appraisal/audit

Local people conduct own study and
prepare analysis and plan

Involves residents in whole
process. Builds skills and local
pride.

Needs big input in training
and support

Low

Large-scale community
events

Various. Bring together locals to give
views/produce plan.

Can take very full view. Can build
consensus and pride in result.

Also needs much pre
work and balancing ideas.

Medium
/High

Policy conferences

Extended large meeting, including key
stakeholders, breaking into smaller
workshops

Gets key people focused clearly
on issue. Improves partnership
and joined-up working

May be too big to achieve
consensus or decision.
Raises expectations

Medium
/High

Community Associations

Management committee for community
centre.

Builds local partnership, skills and
involvement.

Asks a lot from people.
May miss majority view.

Low

Round tables/user forums

Groups of stakeholders meeting
regularly to discuss issues.

Bring in important variety of views,
knowledge, etc. Can build
consensus

Need to be well prepared
and supported

Low

Citizens’ Juries

Extended group discussing issue and
hearing/seeking advice

In-depth look at complex issues.
Shows how evidence affects
views.

Small selected group may
lack credibility. Much
work.

High

Deliberative groups

Participants gather and have
information and chance to discuss
before giving opinion.

Gets various points of view.
Allows in-depth consideration.
Shows how views change

Requires quite skilled
preparation and
facilitation.

Medium

Tenants Associations

Body of tenants (or other
stakeholders?) meeting formally.

Very self-led, strong local
involvement.

May be a minority. May
get adversarial.

Low

Focus Groups

Group of people talk about issues and
share views

Good in-depth look, includes

feelings, responses and results of

discussion. Can look at certain
types of people.

Views of just a few may
be misleading. People
can change when in
groups

Medium

Referendums

An open vote on a particular issue for
all the public

Easy to understand. Gives a clear
message. Open to all in theory

Big effort to set up. Usual
turn-out worries.

High




Method

Description

Pros

Cons

Costs

Simulations

representatives

Proposed arrangements or ideas are
tried out in role-play with stakeholder

points of view

May get good idea of complex and
unpredictable possibilities. Shares

Needs good facilitation
and running. Can only

Medium

Residents’ Panel

List of people who will respond to
periodic surveys

Can be quicker and cheaper than
one-off surveys. Gets into how
views change, who thinks what

and why.

involve a few people.

Will pick out more
interested types not the
average person

Medium
/High

Neighbourhood Forums

Locally-run bodies which hold public
meetings on local issues

Address local issues.
Independent image. Can respond
to approaches

Risk hearing only an
active minority.

Low

Public Meetings

Open meeting called on specific issue

Allow expression of view on
important current topic

Can be adversarial and
dominated by minority.

Not liked by most people.

Low

Specific surveys

Various research into customer needs
views, experience, etc

Done well can be clear, fair and
very informative. Can give good
figures

Bad surveys can give poo
information. May miss

r
Varies

Ongoing surveys

Monitoring of satisfaction with eg. high
volume service

Brings standards into service
evaluation. Shows trends over
time. Can contact less vocal
users.

certain groups.

Time-consuming

Medium

Residents’ surveys

W ide-ranging survey, hundreds of
interviews every 2 years.

High accuracy, credible. Trends
over time. Representative sample.

Relatively expensive. Not
quick.

High

Video Box

Booth with camera open to public
record views.

Allows very expensive feedback.
Needs no literacy or third party.

Can be tricky to organise.
Scares some people off.

Medium

Electronic Polling

Use internet, etc, to get views, perhaps
set up debates

Good potential for debate and live
interaction or access at any time
from home or public terminal.

IT puts off many people,
others have little or no
access to the kit.

Low after
set-up

Quality Check phonecalls

Quick follow-up to service delivery to
check quality/satisfaction

Quick and customer-responsive.
Easy to administer

May be too much for
customers

Low

Complaints and
suggestions

System to make it easy for customers
to give feedback

Fairly easy to do. Customer views
are key. Promotes satisfaction

Only gets views of local
minority — often negative

Medium

Mystery Shoppers

Researchers go into service delivery
process as users

Combines user perspective with

consulter’s questioning.

Does not involve real

Low

users (normally)




Advice Leaflets Advice on - service & process - Reaches users - content is Relies on customer effort for
how to get involved, who to relevant feedback
contact etc

Newspapers Promotion of consultation Easy to arrange. Reaches lots Relies on customer effort for Low
activities and results of people feedback

Reports Detailed information on subject Easy to arrange — relies on good | Time consuming — does not
and changes - able to comment | literacy skills and high interest in | always involve users
on content before subject
implementation







Stage 4 : Start the Consultation




Stage 4 : Standards for Consulting

Tool 7 .
Before you
start

Ensure that consultees know :

Who is being consulted and why
What decisions will be influenced
Who will take these decisions

When the decisions will be taken
When and how the results will be fed
back to them

That anonymity will be respected if
requested

Who they can contact if they are
unhappy about the consultation

Ensure that you have :

Used plain English and no jargon

Avoided any leading or ambiguous questions
Offered a choice of consultation methods
Thought about involving “hard to reach” people
Made any special arrangements eg.
interpreters, hearing loops etc.

Thought about different people’s preferences
in terms of methods

Planned for how the views of different
stakeholders groups will be ‘weighed up’
against each other

Given people plenty of time to respond
Decided who will lead on the consultation
Successfully built consultation into your service
review and planning process




Stage 4 : Start the Consultation







Stage 5 : Evaluate and use the Results

Tool 9.
What happens after the consultation?

® Don't underestimate the amount of effort required to analyse the data collected
or write reports

® Look at the broad picture painted by the range of consultation you have done.
Where is there consensus or conflict?

® You will need to adopt some process for making quality improvements (big and
small) based on what you have found out, and for taking any big decisions on
budgets etc. Make sure you have thought this through, and keep evidence of
why you carried out consultation in a particular way (for monitoring purposes)

® Do further consultation to test out your ideas on how to respond to the
consultation (eg. ideas for changes to the service)

® Don't be too concerned if the method failed — seek advice and try again!









REMEMBER to fill in the Consultation Feedback Form at the end of
your Consultation project ...







