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CANNOCK CHASE COUNCIL 

CABINET 

19TH JULY 2012 

REPORT OF THE HEAD OF POLICY 

RESPONSIBLE PORTFOLIO LEADER: CORPORATE IMPROVEMENT 

CONSULTATION AND ENGAGEMENT STRATEGY 2012-15 

KEY DECISION – NO 

 

1. Purpose of Report 

 To obtain Members approval of the Consultation and Engagement Strategy 2012-15. 

2. Recommendation(s) 

 

 

 

 

3. Summary (inc. brief overview of relevant background history) 

3.1 Consultation and engagement are fundamental aspects of local democracy, and provide 
mutual benefits for residents, communities and the Council.  In recognition of the importance of 
this subject and the changing technological, demographic and legislative landscape the 
Consultation and Engagement Strategy and supporting Toolkit are intended to establish the 
framework for the Council’s Corporate approach for the next three years.   

4. Key issues and Implications 

4.1 The Council’s Priority Delivery Plans (PDPs) for 2012/13 were approved by Council on 29th 
February 2012.  To reflect the Priority Outcomes set out in the Council’s Corporate Plan 2011-
14, individual PDPs have been developed for each of the four priorities, namely: 

 

• People – Active and Healthy Lifestyles 

• Place – Improved Living Environment 

• Prosperity – Economic Resilience 

• Transformation – Changing the way services are delivered to ensure value for money 
 
4.2 The Transformation PDP included the Service Aim of “Involve residents in shaping and 

improving our services”, and the publication of the Consultation and Engagement Strategy is a 
key action to achieve this aim. 

 

2.1 That Cabinet note the Consultation and Engagement Strategy 2012-15. 

2.2 That Cabinet recommend to Council that the Consultation and Engagement 
Strategy 2012-15 be approved. 
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4.3 The Consultation and Engagement Strategy sets out the values and principles for consultation 
and engagement; the direction for the future; and the methods and opportunities the Council 
will use to ensure that our consultation and engagement activity meets the needs of the 
community.  For this reason, the aim of the Strategy is “to improve the effectiveness of 
consultation and engagement with our residents, communities and interested groups through 
meaningful, inclusive and innovative methods to shape and improve our services.” 

 
4.4 The strategy also recognises the changing legislative environment following publication of Best 

Value Statutory Guidance and supporting documents in 2011, in which HM Government stated 
that “Local authorities should consider, as a matter of course, the possibilities for provision of 
information to, consultation with and involvement of representatives of local persons across all 
council functions.”  

 
4.5  The Consultation and Engagement Toolkit underpins the Strategy and is intended to provide a 

guidance framework for Services and Officers involved in consultation and engagement with 
the public.  This includes sections on the various methods and channels available, the 
importance of a consistent approach, and supporting information on community organisations 
and local links. 

 
5. Conclusions and Reason(s) for the Recommendation(s) 

5.1 The Consultation and Engagement Strategy is a key action in achieving the Service Aim to 
“Involve residents in shaping and improving our services” included in the Transformation PDP 
2012/13.  The Consultation and Engagement Strategy and supporting Toolkit are intended to 
establish the framework for the Council’s Corporate approach for the next three years.   

6. Other Options Considered 

6.1 There are no other options in relation to this report.  

7. Report Author Details 

Natasha Swan 

Head of Policy, extension 4412 
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SCHEDULE OF ADDITIONAL INFORMATION 

INDEX 

Contribution to Council Priorities  Section 1 

Contribution to Promoting Community Engagement Section 2 

Financial Implications  Section 3 

Legal Implications  Section 4 

Human Resource Implications Section 5 

Section 17 (Crime Prevention)  Section 6 

Human Rights Act Implications  Section 7 

Data Protection Act Implications Section 8 

Risk Management Implications Section 9 

Equality and Diversity Implications Section 10 

List of Background Papers Section 11 

Report History Section 12 

Annexes to the Report i.e. copies of correspondence, plans etc. Annex 1, 2, 3 etc 
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Section 1 

Contribution to Council Priorities  

The Consultation and Engagement Strategy is a key action in achieving the Service Aim to “Involve 
residents in shaping and improving our services” included in the Transformation PDP 2012/13.  The 
Consultation and Engagement Strategy and supporting Toolkit are intended to establish the framework 
for the Council’s Corporate approach for the next three years.   

 

Section 2 

Contribution to Promoting Community Engagement 

The Consultation and Engagement Strategy and supporting Toolkit are intended to establish the 
framework for the Council’s Corporate approach to Community Engagement for the next three years.   

 

Section 3 

Financial Implications 

This report sets out the proposals for the Consultation and Engagement strategy and supporting 
Toolkit.  As detailed within the strategy itself, much of this work is already being undertaken and 
developed within existing resources.  It is also assumed that further resource requirements within this 
area can therefore also be met from existing resources. 

Should additional resources be required in the future a further report will be necessary to Cabinet and / 
or Council detailing the proposals for approval or the proposals will need to be considered as part of the 
Delivering Change budget process. 

Section 4 

Legal Implications 

There are no identified Legal implications in this report. 

Section 5 

Human Resource Implications 

There are no identified Human Resource implications in this report. 

Section 6 

Section 17 (Crime Prevention) 

There are no identified Section 17 implications in this report. 
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Section 7 

Human Rights Act Implications 

There are no identified Human Rights Act implications in this report. 

Section 8 

Data Protection Act Implications 

As noted in the Strategy, all data and information supplied during the Council’s Consultation & 
Engagement programme will be handled in accordance with the Data Protection Act. 

Section 9 

Risk Management Implications 

The publication of the Consultation and Engagement Strategy is an identified Control against the Risk 
of “Insufficient or inappropriate engagement with the Community (Big Society)” as identified in the 
Strategic Risk Register. 

Section 10 

Equality and Diversity Implications 

Consultation & engagement is a fundamental part of the evidence base used to inform Equality Impact 
Assessments, and individual consultation and engagement projects will require Impact Assessments to 
be completed in order to ensure compliance with the Equality Act. 

Section 11 

List of Background Papers 

 

           Section 12 

Report History 

Council Meeting Date 

  

  

 

Annexes to Report 

Annex 1 – Consultation and Engagement Strategy 

Annex 2 – Consultation and Engagement Toolkit 
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Consultation & Engagement Strategy 

 

 

 

Introduction 

 

The people, groups, stakeholders and communities of Cannock Chase 

are what make the District unique, and as a Council we are committed 

to not only listening to and responding to what our residents say; but 

also involving residents in shaping and improving our services.  How we 

consult and engage with our communities is a fundamental element in 

achieving our vision for the District that  

 

 

 

 

 

 

 

 

This document sets out our values and principles for consultation and 

engagement; our direction for the future; and the methods and 

opportunities we will use to ensure that our consultation and 

engagement activity meets the needs of the community. 

 

What do we mean by Consultation and Engagement? 

  

 

 

 

 

 

 

 

 

 

Consultation and Engagement can mean different things to different 

people, communities and services.  Our definitions in the boxes above 

are central elements of the wider process known as community 

empowerment. This process is often illustrated by the triangle diagram 

below, identifying the key stages and elements of community and 

Council dialogue leading to the ultimate goal, in certain 

circumstances, of community empowerment whereby decision 

making, influence and responsibility are devolved to communities and 

individuals. 

Consultation: a process of dialogue between individuals or groups, with 

a clear objective of influencing decisions. 
 

Engagement: building on-going mutual relationships with individuals 

and groups for the collective benefit of the community.  
 

“By 2021 Cannock Chase will be a place where people have 

the opportunity to enhance their quality of life and economic 

prosperity.” 
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Level of 

Engagement 
Description 

Communication 
Providing information to let people know 

about what’s going on 

Consultation 
Asking people what they think and using 

those views to inform decisions 

Engagement 

Building on-going relationships with local 

communities to reach mutual decisions or 

implement policies 

Empowerment 

Supporting a local community or 

stakeholders to take action and responsibility 

for services themselves 

 

 

 

The first element in this process – how we communicate – is set out in 

the Council’s Communication Strategy 2011-14 which establishes the 

Council’s approach to ensuring “our customers, staff, Members and 

communities are informed about the services, facilities and projects we 

deliver through clear, concise and innovative methods of targeted 

communication.”   

 

This Consultation and Engagement Strategy should be read in 

conjunction with the Communications Strategy in order to understand 

our strategic approach to the first three stages of the empowerment 

triangle.  The final stage of empowerment is not covered by this 

Strategy, however it is important to recognise that the developing 

Central Government emphasis on Localism and Open Public Services 

has the potential to widen the scope of empowerment in the future. 

 

  

Empowerment 
 

Consultation 
 

Communication 
 

Engagement 
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Why we consult and engage 

 

The Council provides a range of core services to its residents through 

both in-house services and those commissioned through other 

providers, including refuse collection, planning, environmental health, 

street cleansing, building control, housing and benefit services, as well 

as a range of leisure facilities, cemeteries, parks and open spaces.   

 

This range of services means that our consultation and engagement 

programme needs to connect with many different audiences, 

providing bespoke approaches dependent the circumstances to a 

range of interested parties including: 

 

 

• Residents – individuals, associations, culture 

and community groups  

• People working in the District 

• Business community 

• 3rd Sector – charities, voluntary and not for 

profit organisations 

• Public sector partners – including the Police, 

Fire and Rescue Service, Parish Councils, 

and education providers  

• National government and opinion formers 

• Potential inward investors 

 

 

Consultation and engagement are a 

fundamental aspect of local democracy, and 

provides mutual benefits for residents, 

communities and the Council.   

 

 

 

What are the benefits for our residents and communities? 

 

• Opportunities to influence decisions and actions of the services that 

the Council provides 

• The ability to express concerns, views and suggestions for 

improvements 

• Increased involvement and understanding of local decisions and 

Council services 

• Potential to develop routes for empowerment and devolution of 

decision making to the local level 

• Community sustainability and strong local networks 

 

In turn, this can help the Council by providing: 

As a Council we 

recognise that local 

residents, stakeholders 

and businesses need us 

to consult and engage 

with them in different 

ways.  Our approaches 

will be tailored to suit the 

relevant audiences. 
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• Greater understanding of local needs and issues 

• A stronger insight into public opinion and community views that 

together with statistical research inform decision making 

• Opportunities to strengthen partnerships with local groups and 

organisations for the benefit of the local community 

 

It is important to emphasise that the Council recognises that 

consultation and engagement should not be seen as requirement but 

as the right thing to do.  However, alongside the reasons for 

consultation and engagement noted above, Local Authorities are also 

subject to statutory duties with regard to consultation and 

engagement.  The Best Value Guidance published by Department for 

Communities and Local Government in 2011 set out the Government’s 

intention to repeal the Duty to Involve previously established in the 

Local Government and Public Involvement in Health Act 2007, 

requiring Councils to “embed a culture of engagement and 

empowerment” in their organisations.  However, the Guidance and 

supporting documents published in 2011 emphasise that “Local 

authorities should consider, as a matter of course, the possibilities for 

provision of information to, consultation with and involvement of 

representatives of local persons across all council functions.”  

With regard to funding decisions, Best Value consultation should 

include Council Tax payers, users of the service under consideration, 

local businesses and organisations, and those who appear to the 

authority to have an interest.   

In addition to these factors, some Council functions such as Planning 

Services and Housing will be required to undertake consultation in 

specific circumstances regarding their service delivery. This is a further 

influence in the requirement for a wide range of approaches and 

channels required to consult and engage effectively. 

  



ANNEX  1 

Background & where we are now: 

 

We use a wide range of consultation and engagement methods, 

including: 

 

• Residents panels and focus groups within specific service areas 

• Public forums and meetings  

• Local press and media 

• Paper questionnaires and reply slips in Council publications 

• Online surveys and website feedback forms 

• Engagement opportunities such as the estate walks for Council 

housing residents and “own your streets” events 

• Social media 

 

 

In recognition of changes in demographics, public opinion and 

communications technology, it is important that we review and refresh 

the means and methods for our consultation and engagement.  This 

on-going  review takes into account how local residents have 

experienced consultation; how they have said they want to be 

engaged and communicated with in the future; emerging 

technologies and channels of communication; and how the Council 

have developed and improved their methods of consultation and 

engagement.   

       

 

 

Aim of Strategy 

 

The aim of this strategy is: 

 

 

 

 

 

 

 

 

 

“To improve the effectiveness of consultation and 

engagement with our residents, communities and interested 

groups through meaningful, inclusive and innovative methods 

to shape and improve our services.” 
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In order to achieve the aim of the strategy, we are guided by and 

committed to the following principles:  

 

Planning  

• The potential results, outcomes and evaluation of consultation 

and engagement need to be taken into account at the 

planning stage, including the potential to work in tandem with 

partners to reduce duplication and increase our effectiveness in 

reaching our residents and communities. 

 

Transparency 

• Informing residents about the purpose, expectations and 

limitations of consultation and engagement, and being open 

about restrictions on what can and cannot be achieved. 

 

Creativity 

• A range of engagement methods will be used to reach as many 

people as possible, with creative approaches making 

engagement more interesting and involving. 

 

Informing 

• Results of consultation and engagement activities will be used to 

inform decisions; will be evaluated in order to learn from 

experience and improve future consultation and engagement; 

and will provide clear feedback to demonstrate how views have 

been used. 

 

Inclusivity  

• Involving people in consultation and engagement that are 

representative of our diverse communities; encouraging 

openness and honesty; and respecting the needs and wishes of 

respondents by ensuring that all information is held in 

accordance with data protection legislation. 

 

Timeliness 

• Enough time and information will be provided to participants to 

enable them to know what is being asked of them and how to 

respond.  
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Moving forward 

 

Our Strategy 

 

• We will consult and engage about the things that matter 

 

In line with the principles outlined above, we will consult and engage 

our communities with open, inclusive dialogue about Council services 

and, where appropriate, the things we do in partnership with other 

agencies.  Where possible, we aim to involve residents and 

stakeholders in designing and improving our services. 

 

Corporate consultation will include our annual budget and priority 

setting processes, and our annual Communications survey. 

 

Service users and relevant stakeholders will also be consulted with 

regarding developments and improvements to service delivery.  Non 

service users will also be encouraged to express their views to help us 

understand what changes (if any) to the proposals are required; for 

example, what people may not be accessing services and why.  All 

opinions will be valid and encouraged. 

 

 

• We will engage with the right audiences, recognising diversity 

 

Recognising diversity when engaging with our communities is vital, and 

we take these diverse needs into account when planning 

engagement to ensure our work is as inclusive as possible.  The Equality 

Act 2010 protects people from discrimination on the basis of protected 

characteristics: age, disability, gender reassignment, race, religion or 

belief, sex, sexual orientation, marriage and civil partnership and 

pregnancy and maternity.  The Council’s Equality Objectives identify 

the need to “further develop our knowledge and understanding of our 

residents and the services which they receive” in order for our Equality 

Impact Assessments to be as well informed as possible, and 

consultation and engagement will form a central part of this process. 

 

It is important to recognise that engagement is a personal choice, and 

not all projects will be relevant or applicable to some people.  

Customer Insight (socially modelled) information tells us that, based on 

the analysis of a wide range of market research, demographics and 

socio-economic data, over 8,000 households in the District are likely to 

have or would like high levels of engagement in their local area.  This 

accounts for nearly a fifth of all households in the District.     

 

However, it is important to add that the four fifths of our households 

who are not currently in this group are of equal importance and 
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relevance, and it is vital that we reach out to these people and 

communities to understand their views and address their concerns.  

Our approach will be as inclusive as possible, so that all points of view 

and suggestions are considered.   

 

We do recognise that some people will not want to be involved in any 

way or would only like to be engaged on certain subjects.    Our 

approach will be to ensure we respect the views of those who do not 

want to be involved in dialogue. 

 

In recognition of this range of preferences, we have begun to develop 

our own Inclusion Panel of consultees.  Respondents who opt to 

become Panel members are asked to specify what areas of service 

delivery or public affairs they are interested in, and how they would like 

to be consulted.  This tailored approach allows respondents to be 

involved in as many or as few areas as they wish, and therefore 

encourages participation without consultation fatigue.   

 

 

• We will engage through the appropriate channel and tools 

 

In order to reach as wide an audience as possible, we will continue to 

develop the range of media and methods we use for engagement.  As 

outlined in our Communications Strategy, Customer Insight data also 

tells us which communications channels households in the District are 

most receptive to.  We can use this information to target the ways we 

consult and engage to reach various audiences.   

 

Therefore, alongside existing methods such as community meetings 

and questionnaires on specific issues, we will continue to develop the 

use of new communication tools.  For example, the Council has 

developed a strong presence on popular social networking sites such 

as Facebook and Twitter and will continue to use these methods to 

communicate with the public.  In recognition of these developments, 

recent innovations in Council communications have included using 

Twitter to provide live updates from Community Forums, broadening 

the reach of the items, discussions and views heard at the Forum to a 

much greater audience. 

 

Similarly, the ability to consult and engage the Council through online 

methods continues to develop, including our “Community InSite” page 

www.cannockchasedc.gov.uk/community and our Facebook page, 

which includes dedicated pages for consultation and engagement at 

http://www.facebook.com/cannockchasedc.  The development of 

these formats and channels take into account the widespread growth 

of mobile technology and its impact on communications methods. 
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• We will work closely with our partners and community organisations 

 

Through the use of established and developing methods and means of 

consultation and engagement, we will work alongside relevant 

partners to maximise relevant opportunities and events.  This will include 

working alongside colleagues in other bodies to develop a joined up 

approach to links and contacts across the District, ensuring that we do 

not duplicate existing approaches. 

 

Our approach will be based on the COUNT principle (Count Once, Use 

Numerous Times) of seeking public opinion.  This means sharing relevant 

information between agencies to maximise the use and impact of 

responses to consultation and engagement throughout local services. 

All information will be held and shared in accordance with 

respondents’ wishes and Data Protection legislation.  
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Performance Management 

 

The Council’s corporate vision is shared with the Local Strategic 

Partnership and states that:  

 

 

 

 

 

 

 

This vision and the Council’s Priority Outcomes for 2011-14 are set out in 

our Corporate Plan and the supporting annual Priority Delivery Plans 

(PDPs).  The PDPs detail the actions, targets and indicators which will 

inform us as to whether we are delivering on and achieving our Priority 

Outcomes.   

 

This Consultation and Engagement Strategy is a vital means of ensuring 

that we achieve our service aims of “involving residents in shaping and 

improving our services” and “providing services that meet the needs of 

the community” included in the Transformation Priority Delivery Plan.  

 

The actions and measures to achieve these aims form the basis of the 

Transformation Priority Delivery Plan with regard to consultation and 

engagement activity, and will be reported quarterly alongside case 

studies to highlight the progress made throughout the year. 

 

The Priority Delivery Plans are reported on a quarterly basis to Cabinet 

and Scrutiny Committees, with the Annual Performance Report also 

being received by Council. 

 

 

 

“By 2021 Cannock Chase will be a place where people 

have the opportunity to enhance their quality of life and 

economic prosperity.” 
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Cannock Chase District Council 

Consultation and Engagement Toolkit 

 

 
 

 

This toolkit has been produced to provide guidelines on best practice 

and to embed a consistent approach to consultation and engagement 

throughout Cannock Chase District Council. 

 

Expanding on the aim, principles and future direction outlined in our 

Consultation and Engagement Strategy 2012-15, this toolkit is intended to 

provide guidance on how Cannock Chase Council can consult and 

engage more effectively with the public. 

 

The toolkit is not intended to be a prescriptive model but rather to reflect 

and collate the methods successfully used by Council departments and 

other organisations to ensure that consultation and engagement 

activities reflect and include shared values and principles. 

 

Cannock Chase District Council is committed to ensuring that the highest 

service possible is provided to local residents and stakeholders. 

Consequently, this toolkit will be reviewed once a year in order that 

changes to legislation can be updated and new experiences from 

professional practice within consultation and engagement can be 

included. 

 

However, as a live document this toolkit will also be amended during the 

year to include amended or developing information.  This will include 

further development of links to useful information and partner agencies.  

Additional information relating to specific techniques such as focus group 

planning and facilitation will be added to the intranet in due course.  

Fundamental to this on-going review will be feedback and input from 

colleagues, and we are happy to receive all suggestions and input from 

colleagues to inform future versions of this toolkit. 

 

Policy and Performance Team 

June 2012 
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Why do we need a Consultation and Engagement Toolkit? 

 
 

This toolkit is an annex to Cannock Chase District Council’s Consultation 

and Engagement Strategy 2012-15, which establishes the Council’s 

strategic approach to the aim, principles and areas of focus for 

consultation and engagement for the next three years. 

 

We have this commitment because consultation and engagement with 

members of the public, stakeholders and businesses will ensure that the 

Council are able to make better informed decisions. We recognise that in 

conducting consultation and engagement exercises, there will be 

limitations. Indeed, we will be unable to receive everybody’s view on 

everything we ask about. However, in promoting a consistent approach 

to consultation and engagement, our aim is that a climate is generated 

where people feel able to openly express their views, with an 

understanding that their views will be taken into account and feedback 

will be received.  Having a consultation and engagement toolkit will 

ensure that methods of engagement, data analysis and feedback to the 

wider community meet best practice standards. 

 

It is vital that information gathered as a result of consultation and 

engagement is fed back to stakeholders and local residents. Effective 

consultation and engagement relies on continuous communication and 

that evidence is provided as to how local views have been put into 

practice. 

 
Aims of the consultation and engagement toolkit: 

 
• To demonstrate the Council’s commitment to inclusive and 

meaningful consultation and engagement 

• To outline why the Council consults and engages with members of 

the public and stakeholders 

• Encourage a consistent approach to consultation and engagement 

projects, with shared values and principles 

• To provide guidance on making consultation and engagement work, 

from the initial set up of a project to feeding back the results and 

making these effective 

  

“To improve the effectiveness of consultation and 

engagement with our residents, communities and interested 

groups through meaningful, inclusive and innovative methods 

to shape and improve our services.” 
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What do we mean by consultation and engagement? 

                    
Our definitions 

                      

                                              

 

 

 

 

 

 

 
Consultation and Engagement can mean different things to different 

people, communities and services.  Our definitions in the boxes above 

are central elements of the wider process known as community 

empowerment. This process is often illustrated by the triangle diagram 

below, identifying the key stages and elements of community and 

Council dialogue leading to the ultimate goal, in certain circumstances, 

of community empowerment whereby decision making, influence and 

responsibility are devolved to communities and individuals. 

  

Empowerment 
 

Engagement 
 

Consultation 
 

Communication 
 

Consultation: a process of dialogue between individuals or groups, with 

a clear objective of influencing decisions. 
 

Engagement: building on-going mutual relationships with individuals 

and groups for the collective benefit of the community.  
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Why we consult and engage 

 

The Council provides a range of core services to 

its residents through both in-house services and 

those commissioned through other providers, 

including refuse collection, planning, 

environmental health, street cleansing, building 

control, housing and benefit services, as well as 

a range of leisure facilities, cemeteries, parks 

and open spaces.   

 

This range of services means that our 

consultation and engagement programme 

needs to connect with many different 

audiences, providing bespoke approaches 

dependent the circumstances to a range of 

interested parties including: 

 

• Residents – individuals, associations, culture 

and community groups  

• People working in the District 

• Business community 

• 3rd Sector – charities, voluntary and not for profit organisations 

• Public sector partners – including the Police, Fire and Rescue Service, 

Parish Councils, and education providers  

• National government and opinion formers 

• Potential inward investors 

 

 

Consultation and engagement are a fundamental aspect of local 

democracy, and provides mutual benefits for residents, communities and 

the Council.   

Level of 

Engagement 
Description 

Communication 
Providing information to let people know 

about what’s going on 

Consultation 
Asking people what they think and using 

those views to inform decisions 

Engagement 

Building on-going relationships with local 

communities to reach mutual decisions or 

implement policies 

Empowerment 

Supporting a local community or 

stakeholders to take action and responsibility 

for services themselves 

As a Council we 

recognise that local 

residents, stakeholders 

and businesses need us 

to consult and engage 

with them in different 

ways.  Our approaches 

will be tailored to suit the 

relevant audiences. 
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What are the benefits for our residents and communities? 

 

• Opportunities to influence decisions and actions of the services that 

the Council provides 

• The ability to express concerns, views and suggestions for 

improvements 

• Increased involvement and understanding of local decisions and 

Council services 

• Potential to develop routes for empowerment and devolution of 

decision making to the local level 

• Community sustainability and strong local networks 

 

In turn, this can help the Council by providing: 

 

• Greater understanding of local needs and issues 

• A stronger insight into public opinion and community views that 

together with statistical research inform decision making 

• Opportunities to strengthen partnerships with local groups and 

organisations for the benefit of the local community 

 

It is important to emphasise that the Council recognises that consultation 

and engagement should not be seen as requirement but as the right 

thing to do.  However, alongside the reasons for consultation and 

engagement noted above, Local Authorities are also subject to statutory 

duties with regard to consultation and engagement.  The Best Value 

Guidance published by Department for Communities and Local 

Government in 2011 set out the Government’s intention to repeal the 

Duty to Involve previously established in the Local Government and 

Public Involvement in Health Act 2007, requiring Councils to “embed a 

culture of engagement and empowerment” in their organisations.  

However, the Guidance and supporting documents published in 2011 

emphasise that “Local authorities should consider, as a matter of course, 

the possibilities for provision of information to, consultation with and 

involvement of representatives of local persons across all council 

functions.”1  

With regard to funding decisions, Best Value consultation should include 

Council Tax payers, users of the service under consideration, local 

businesses and organisations, and those who appear to the authority to 

have an interest.   

In addition to these factors, some Council functions such as Planning 

Services and Housing will be required to undertake consultation in 

specific circumstances regarding their service delivery. This is a further 

influence in the requirement for a wide range of approaches and 

channels required to consult and engage effectively. 

                                                
1 http://www.communities.gov.uk/publications/localgovernment/bestvaluestatguidance  
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Principles for effective Consultation and Engagement    

          

In order to achieve the aim of the strategy, we are guided by and 

committed to the following principles:  

 

Planning  

• The potential results, outcomes and evaluation of consultation and 

engagement need to be taken into account at the planning 

stage, including the potential to work in tandem with partners to 

reduce duplication and increase our effectiveness in reaching our 

residents and communities. 

 

Transparency 

• Informing residents about the purpose, expectations and limitations 

of consultation and engagement, and being open about 

restrictions on what can and cannot be achieved. 

 

Creativity 

• A range of engagement methods will be used to reach as many 

people as possible, with creative approaches making 

engagement more interesting and involving. 

 

Informing 

• Results of consultation and engagement activities will be used to 

inform decisions; will be evaluated in order to learn from 

experience and improve future consultation and engagement; 

and will provide clear feedback to demonstrate how views have 

been used. 

 

Inclusivity  

• Involving people in consultation and engagement that are 

representative of our diverse communities; encouraging openness 

and honesty; and respecting the needs and wishes of respondents 

by ensuring that all information is held in accordance with data 

protection legislation. 

 

Timeliness 

• Enough time and information will be provided to participants to 

enable them to know what is being asked of them and how to 

respond.  

 

These principles set are also in alignment with the shared values and principles 

of the Staffordshire Engagement Network.   This Network, of which Cannock 

Chase Council is a member, is made up a group of professionals across 

Staffordshire who work within the area of consultation and community 

engagement.  The group meet regularly to share examples of best practice and 

discuss methods that can improve the delivery of projects and promote 

effective consultation and engagement with the community. 
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The shared values and principles across Staffordshire also reflect the Staffordshire 

Compact Consultation and Policy Code of Practice, and the ”Consultation 

Charter”  published by The Consultation Institute. 

 

www.staffordshirepartnership.org.uk/thirdsector/ 
 

 

Please see these links for further information on data protection and 

transparency: 

 
www.cannockchasedc.gov.uk/info/826/data_protection_act/320/the_data_protection

_act_1998 

www.cannockchasedc.gov.uk/info/826/data_protection_act/544/fair_processing_notic

e 

www.cannockchasedc.gov.uk/info/722/freedom_of_information-

advice/304/freedom_of_information_guidance 
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Making Consultation & Engagement Work 

 

 

Any meaningful consultation and engagement activity needs to have 

three stages: 

 

                                                             

           

           

           

           

            
Each of these areas have specific questions that need to be considered 

before consultation or engagement take place: 
 

•                                                               

          

          

          

        

• What is the subject and how has this been identified? 

• What has already been done to address the subject? 

• In this situation is consultation and engagement appropriate? 

• What do you want to achieve? 

• How long will it take? 

• How much will it cost? 

• Who will you be consulting/ engaging with? 

• What method/s of consultation/ engagement will you use? 

• How will you overcome potential barriers? 

        

Things to consider 

                         

• Through dialogue with other partner services or organisations, 

voluntary and community groups, it may become clear that the issue 

identified is already being addressed and does not require further 

consultation or engagement to provide resolution.   If this is the case, 

it is essential that this information is communicated to the relevant 

parties with suggestions of how they can take part. 

 

• Consultation or engagement will not always be the most effective 

form of communication.   For example: 

 

- If a decision has already been made meaning that participants 

have no chance of influencing the results, or 

- If consultation or engagement has already been completed 

recently. It is important to avoid over consulting as this can result 

Planning 

Planning Influencing 
 

Dialogue 
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in dis-engagement and generate a lack of trust from 

participants 

 

• If consultation or engagement is the most relevant form of 

participation, it is best practice to record what the project aims to 

achieve using SMART objectives (Specific, measurable, achievable, 

realistic, and timely). 

 

• Consider the types of questions to use.   

 

- An open question is likely to receive a long answer; they 

deliberately seek more detailed information.   

- A closed question can be answered with either a single word 

such as ‘yes’ or ‘no’ or a short phrase. 

- Multiple choice questions offer a range of responses. 

 

• Where appropriate, the time given for replies should be in line with the 

national 12 weeks recommended consultation period. This will provide 

enough time for information to be distributed to participants, enabling 

them to both understand what is being asked of them and to 

effectively participate in the consultation/ engagement. 

 

• When considering who you want to consult or engage with it is best 

practice to carry out meaningful targeting of stakeholders. Where 

more targeted communication is required, MOSAIC customer insight 

data can be used to match the means to the specific audience, 

informed by audiences’ likelihood to be receptive to a particular 

channel or mode of communication. 

 

• Equality 

Consultation and engagement needs to be inclusive, and should allow 

for different groups of people to participate.  All projects should ensure 

that individuals are not discriminated against on the basis of the 

protected characteristics established in the Equality Act 2010: Age, 

Disability, Gender reassignment, Marriage and civil partnerships, 

Pregnancy and maternity, Race, Religion and belief, Sex, and Sexual 

Orientation.  An Equality Impact Assessment should be carried out in 

order to identify any specific issues or requirements for the project.  Using 

methods that do not suit the groups being consulted or engaged may 

result in surveys not being completed, workshops not being attended or 

opinions not being provided.  

 

• Communication 

Failure to provide consistent feedback to those involved in consultation 

and engagement will cause frustration, a lack of engagement and 

interest; possibly resulting in few responses and increased mistrust in the 

organisation heading the project. 
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• Access 

The suitability of the venue is a significant consideration: access to and 

within the location is an important factor in the success of an event.   

Other considerations should include transport links and parking, facilities 

for children, and the timing of the event in relation to the target 

audience – for example outside of regular working hours or school 

calendar considerations. 

 

• Overcoming resistance 

If a project is attempting to engage people who have not wanted to be 

involved in something similar in the past, consider why this was. Could it 

be one of the barriers highlighted here, what needs to change? Previous 

problems with consultation and engagement can impact on the level of 

trust placed in a service provider. 1:1 meetings with stakeholders and 

increased consistent communication may be necessary before carrying 

out the activity. 

 

• Publicity and promotion 

People will not know that consultation and engagement is being carried 

out and how they can take part, unless it is advertised and the aims of 

the activity explained. If the project requires door to door interviewing or 

a community event, local residents will want to know to expect a knock 

on the door and the opportunity to be prepared. Lack of advertisement 

can lead to a low number of respondents attending or being involved.  

Incentives to take part, such as prizes or other rewards, can also boost 

involvement. 

 

• Targeting 

Planning who you wish to have dialogue with is very important in 

successful consultation and engagement. If the wrong stakeholders are 

targeted, you are unlikely to gain the information required and those 

who needed to be involved will become disengaged.   This also means 

that you could miss the groups who needed extra support to take part. 

 

• Avoiding duplication 

If you are carrying out an engagement activity that another internal or 

external service has recently completed, those asked to take part will 

feel that their views were not really taken seriously and become unsure 

about the integrity of the engagement. This may result in a lack of trust, 

desire to be involved and negative feedback. Check out what other 

consultation is taking place, are there any results that could be useful, 

can you link into this consultation to avoid duplication. Only consult and 

engage when there is a genuine reason for doing so. 
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• Who/ what resource is required for this stage? 

• How will the information (i.e. documents) be distributed and 

publicised? 

• Are there relevant events that can be used? 

• How will the responses be acknowledged/ receive feedback? 
           
           

Things to consider 
            

• The number of people involved in carrying out the consultation will 

depend on the methods of engagement chosen.  It is important 

that any facilitators of public events/focus group/panels are 

experienced and fully aware of the subjects being considered. You 

may have volunteers or colleagues to assist in delivering paper 

questionnaires or completing face to face surveys. Remember to 

consider data protection and have this printed on any 

documentation. 

 

• It is important that time is spent considering the types of questions 

you will use to gather responses. The Policy and Performance team 

and others in the Council use the Snap Survey Software that supports 

survey design.  Guidance can be provided, either in relation to SNAP 

for other members of staff, or through advice and support for other 

stakeholders. 

 

• The Policy and Performance team would like to be kept informed of 

consultation and engagement projects. This will ensure that the 

consultation and engagement database can be updated, and that 

further information can be requested from the Service responsible if 

needed.  

 

• Communication is crucial; when initial input has been received it is 

best practice to thank participants for their involvement and provide 

some indication of what you intend to do next. This maintains a 

transparent approach and keeps people engaged. 

Communications channels for feedback to local residents and 

colleagues include press releases, newsletters, website, Facebook 

and Twitter 

 
                                                             
           
           

Dialogue 
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• Analyse responses- how are you going to analyse your data?  

• What patterns, themes or trends are being identified? 

• Have any issues been identified that need following up with 

individual stakeholders? 

• The feedback/report from the consultation/engagement needs to 

be sent to decision makers 

• Complete final feedback about the decision outcome  
           

Things to consider 
 

• The type of data collected will determine the method you can use 

to analyse and summarise them. 

• Before analysis can take place the data needs to be prepared; 

through coding, editing and data entry 

• It is the responsibility of the researcher to ensure that any coding, 

editing and data entry is carried out to achieve high standards of 

consistency and accuracy, this means that each case is treated in 

the same way and that no errors are introduced.       

• Responses  can be analysed differently depending on whether 

they are numerical or literal 

• Numerical data will be useful in producing tables and charts in 

order to visualise the data. These can also highlight any 

comparisons of specific areas within the research. 

• Literal responses are  language based rather than number based, 

and often provide a more personal opinion or response 

• Other types of analysis can include video or audio recordings 

(subject to Data Protection compliance). 

• Once the results have been analysed, the findings should be 

documented in the relevant report, to evidence the outcomes and 

how this will be used to influence any decision. This is an essential 

element to meaningful consultation and engagement, ensuring 

that local views are reflected. 

• When a final decision is made, it is imperative that this is 

communicated to local residents and stakeholders. Honesty and 

transparency builds trust; if the local community can see that a 

project has been carried out successfully and they understand that 

their views were considered, future consultation and engagement 

will be received in more positive light.  This feedback should explain 

how the consultation results will be used to make improvements 

and how policy or service delivery will be affected. 

 

  

Influencing 
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Consultation and Engagement Methods 

 

When deciding upon the methods to be used for consultation and 

engagement, it is important to consider the questions under the Planning, 

Dialogue and Influencing stages above.  This will help to establish the 

best means of undertaking the project. 

 

A number of methods for consulting and engaging are outlined below.  

This is not an exhaustive list and other means of consultation and 

engagement can be used.  All methods have positives and negatives 

dependent on the desired audience, cost limitations, resources required 

and other factors. 

 

Method Benefits Constraints 

Telephone 

survey 

• Quick and controlled 

access to audience 

• Removes geographical/ 

access barriers 

• Large sample sizes 

 

• Cannot use visual aids 

• Public concerns regarding 

cold calling 

• Cost and time implications 

Postal survey • Large potential audience, 
and large potential dataset 

• Respondents have time to 

consider responses 

• Can be more cost effective 

than telephone or face to 

face interviewing 

• Requires a longer 

timescale than other 

methods 

• Response rates can be low 

• Can require incentives/ 

reminders to prompt 

replies 

Face to face 

interviewing 

• Data can be more 

accurate due to 

clarifications etc 

• Volume of response can be 

targeted 

• Random sample means a 

range of views can be 

accessed 

• Presence of interviewer 

can affect responses 

• Cost and resource intensive 
• Random sample means it 

may be unrepresentative  

Internet/ 

online survey 

• Relatively inexpensive 
• High data quality 

(dependent on survey 

design) 

• Automated data collection 

• Can have a limited 

audience 

• Technical problems can 

cause issues 

• Potential for multiple 

responses from pressure 

groups or individuals 

Local 

resident 

groups 

• Maximises local knowledge 

and commitment 

• Useful for specific issue 
consultation 

• Loud voices can dominate 

opinions 

• Care needs to be taken to 
ensure group(s) feel fully 

engaged 
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Focus groups • Useful for understanding  
personal views 

• In depth question and 
answers can be facilitated 

• Useful for further 
investigation into 

established themes or 

opinions 

• Requires skilled guidance 

and facilitation 

• Mainly useful for small 

groups not large samples 

Community 

meetings/ 

events 

• Visual aids and 
explanations can be used 

• Good method for 

signposting and awareness 

raising  

 

• Not suitable for 

quantitative data 

collection 

• Can be a limited 

audience  

 

Social Media 

 

Recent developments in communications and technology have seen a 

wide range of new tools available that can be utilised for engagement 

and consultation projects: these include Facebook, Twitter, FlickR, 

YouTube, Audioboo, and LinkedIn. 

 

It is important to remember that any social media technique should 

support or be used alongside other methods of consultation and 

engagement already explained. There are a significant proportion of 

people who will not have access to the internet or particular phone 

applications. 

 

The table below highlights some of the key considerations for using social 

media. 

 

Benefits Things to consider 

Efficient and cost 

effective 

How informed or considered are responses such as 

‘tweets’ (It is useful to consider that other methods 

such as telephone surveys can provide 

unconsidered responses) 

Easy way for people to 

get involved (those 

who have access) 

It is important to ensure that you are not seen to 

condone any improper language or ideas. These 

can be removed although at times there will be a 

time delay such as weekends/evenings. Continued 

inappropriate behaviour can be reported. 

Effective way to build 

a community 

This is ‘opt in’ - people have to make an effort to 

join in the conversation or look for a specific page: 

advertising is crucial. 

Transparent and open Respondents will need to be re-directed to an 

official website if surveys are required or comments 

are to be made formal and analysed. 
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Two way dialogue Security and damage control (who is responsible 

for updating and checking the content on a 

page?) 

Communities can 

exchange and 

challenge ideas 

Remember legality and questions of 

inappropriateness (as above): social media is 

public media 

Easy form of 

advertisement 

Many aspects are free although some forms of 

advertisement and some larger programmes used 

to collect analysis can have a cost attached. 
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Useful Contacts 

 

In order to ensure partnership working across the District and a joined up 

approach to consultation and engagement, the Policy and Performance 

Team are collating a contact list of relevant organisations and agencies.  

The table below is a snapshot of this database and is included here for 

indicative purposes only; if Officers require further information please 

contact the Consultation and Engagement Officer using the methods 

listed on the back page of this document. 

 

Agency 
Contact 

Number 
Notes 

Cannock 

Community Fire 

Service 

01785 898512 Access to all age groups & sectors of 

community. Engagement events, schools, 

forums. Rooms to use for 

consultation/meetings-free to local 

community.  

Cannock Youth 

and Community 

Centre 

01889 256081 Links with YAK/Youth Forum.  Focus and 

action groups possible. Community 

events/volunteers/awards 

Community 

Mental Health 

services-Park 

House 

01543 431580 Regular meetings with links to dual 

diagnosis Addaction, CCDC housing, 

Learning Disability Board. Can be 

contacted regarding referrals from the 

community. Link to JOG. 

Age UK 01785 788483 Events involving partners is of interest. 

Able to generate forum of older age 

residents. Age UK may want to add a 

question in this instance. Walking and 

exercise groups and ward care. 

Cannock Library 01543 510365 Meeting room available, used for drop in 

and 1:1 sessions. Advertising opportunity, 

access to diverse groups, paper 

questionnaires left.  

Family Focus 

(Rugeley) 

01889 579836 Support for families in need with at least 

one child under age 5. Information for 

consultation sent to Family Information 

Service.  

MIND 01543 462907 Room available with baby changing and 

disabled access. Attend Community 

Brunch, open referral. Wish Project new to 

offer support. 
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Consultation and Engagement at Cannock Chase Council 

 

In addition to the guidance and contacts above, the Policy and 

Performance Team are currently developing a number of further 

consultation and engagement tools. 

 

These include an “Inclusion Panel” of local residents, businesses and 

stakeholders who have agreed to be contacted for future consultation 

and engagement projects in the District.  A central element in this 

process is that the members of the panel are encouraged to select the 

themes and issues that interest them, in order to target our work more 

effectively and reduce over consultation and disengagement.  This will 

be a valuable resource in our on-going and innovative approach. 

 

Additionally, we are developing an interactive calendar of local events 

and meetings in order to help co-ordinate and maximise the usefulness of 

the many public events held in the District.  Further information and links 

to these tools will be added to this toolkit in the future. 

 

Further advice and guidance regarding consultation and engagement is 

available from the Policy and Performance Team in the Chief Executive’s 

department.   

 

Key Contact: 

 

Victoria Henderson 

Consultation and Engagement Officer 

Telephone: 01543 464548 

 

Email victoriahenderson@cannockchasedc.gov.uk 

 

www.cannockchasedc.gov.uk/community 

  

www.cannockchasedc.gov.uk/consultation 
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