Feedback on Pembrokeshire Engagement Day

Summary

· Effective and enjoyable day that completed much of the groundwork for improving engagement
· There is a range of potential projects and initiatives that can be explored in order to improve the effectiveness, including the cost effectiveness of engagement activity.
Background
The event was organised by the Community Planning and Leadership Partnership.  The reason why the day was arranged was to progress the first action in the Pembrokeshire Community Plan 2010 -2025 “Develop proposals to introduce collaborative community and service user engagement”.

The event was held at the E-Commerce Centre, Pembroke Dock on 7 June.  The event was facilitated by Mandy Williams, from Participation Cymru and made use of the time that PAVS can call on from Participation Cymru for such an event.

The overall aim of the day was to work with partners to map and analyse current engagement activity and to begin to explore more collaborative ways of working.  In order to do this more effectively, a wide range of organisations who have an interest in engagement were invited to come to the day.  The event was well attended and a list of those who attended, including the organisation that they represent, has been included as appendix A
Participants were put into four groups to facilitate discussion.  The actual format of the day followed six key questions.  These are listed below and a flavour of the discussions summarised under each heading.  The text of flip charts is included as appendix B.
1.
Why engage? Exploring the motivational factors of why public engagement takes place at all

A wide range of reasons why organisations engage was identified both within organisations and between organisations.  Broadly, the motivations of why organisations engage with the public (and why the public engage with organisations) can have a number of different motivations including a statutory duty to do so, a desire to improve services and because customers or citizens have a right to do so.  The limitations of organisations being forced to consult on matters where there is little or no scope to alter the decision using the information gathered from consultations was noted.
2.
What do we mean by engagement? Looking at different models

The groups looked at a model of mapping engagement developed by the Welsh Government.  This was felt to be useful as it provided a simple but effective framework for discussions on what different sorts of engagement work organisations undertake. 
3.
Where are we now? Identifying the different levels of engagement activity happening now

A summary of the sorts of engagement activity undertaken, mapped back to the model developed by Welsh Government is listed below.  In common with the exercise undertaken by WG there were fewer activities in the empower category, however there were still examples.
	Inform

Area Liaison forums 

Advertising

Confidence Equality Group 

Customer service focus group

Email & e-bulletins

Events

Exhibition stands  

Face-to-face eg front line staff

Notices (inc. press notices)

Open meetings / events through Communities First

Local Paper

Pembrokeshire Today

Public Relations 

Presentations 

Press releases

Promotional material & publications & brochures

Radio

Social networking sites such as Twitter & Facebook

Texts

Website

Word of mouth
	Listen Consult

Events
Mail-outs

Wide variety of surveys: paper; electronic; face-to-face; phone; on-line through social networking sites; qualitative methods such as focus groups

Citizen’s panel

50 + Forum  

Access Group

Delivery of front line services. …

Consultation forums 

blog

Coastal users forum etc.

Community meetings + participative events

Complaints procedure

Contact Centres

Focus groups

Mystery shoppers (some not that mysterious!)

Question time events – being available at events

Surgeries



	Involve / Partner

Partnerships such as the: LSB; CPLP; CYPP; HSCWB; CSP; Pembs Learning Network

CF partnership and action groups

Neighbourhood groups

Welsh Government

Gulley clearing 

Citizen’s panel…

Working / advisory groups…

networks …

customer groups …

Going to existing groups / meetings

School

Council’s youth forums

Fairs, Carnivals

Community projects

Tenants’ forums

Community toolkit

Representation / liaison officers e.g. looked after children, travellers 
	Empower

Third sector contacts

Community Council delegation (Tenby)

Community grants 

A.G.M. (member voting rights)

Advocacy services 

Allotments / country fairs

Board representation partnership / community assocs

Direct payments

Elections & elected membership…

Grants / youth bank

Participatory budgeting through Communities First

PLANED 

Play areas

University of the Third Age activities / courses

Young inspectors for youth service

Youth assembly


4.
Assessing impact: what difference are we making? 

The impacts that partners are making through existing collaboration on engagement work such as the citizen’s panel include financial saving through sharing expertise, saving time – for the citizen and making engagement easier for them and by helping to give a consistent message and providing mutual support.
5.
Working towards collaboration 

There was a range of things that partners agreed that they can do together to improve collaboration on engagement.  Some examples are listed below
· Things like today

· Feed off each others strengths and resources

· Groups – geographical / themes / age groups 

· Citizens panel – more involvement to build on its use. Sharing engagement too. 

· Focus groups 

· Better sharing of key issues  - press releases

· REWARDS – for being engaged? 

There were a range of things that partners considered would be much more problematic to do together.  For instance, designing a single list of holistic questions was not felt to be practicable.  It was also noted that some statutory duties to consult or engage remain and that it is not always practicable or possible to delegate these. 

6.
Action planning for a more collaborative approach – what happens next?

The table below summarises ideas of how partners can work together.  The table includes benefits and barriers.  It was noted that cost could be a significant barrier to new ways of working however, a level of resources is already being invested in engagement work, and through making this resource work more efficiently, we can create opportunities to try new things out within the same overall level of resources.
	What can we do together?
	Benefits
	Barriers

	Consultation on equalities as part of duties in new Act
	
	

	Widening PACT meetings to include other partner
	
	Branding

	Making wider use of (County Council) Area Liaison Forums 
	
	Buy-in

Getting wider audience 

	Establishing a shared calendar / database of opportunities + activities 
	Shared database
	Cost / People

Resource

	Themed engagement programme to facilitate joining up
	Shared database
	

	Develop protocols for sharing engagement mechanisms and  skills eg sharing staff + venues (timebanking?)
	Planned Gennex 50+
	People not wanting to share

	More mechanisms for signposting eg directory of groups and links  for services and councillors to follow to access information and expertise
	Comm. Councils 

One voice Wales

PALC
	Geographical barriers

	Widen use of citizen’s panel
	ASK questions

Partners ( circulate to all partners.

CLP input
	Cost implications

Clarity might be compromised

	Run a reward scheme to encourage new ideas engagement to come through
	
	

	Community action plans
	Where to access them how to use them
	

	Volunteering
	Time as facilitators
	

	Social networking mechanisms
	
	

	Establish a shared framework for measuring outcomes
	
	


Taking things forward and conclusions

There was an enthusiasm for taking project ideas forward.  From the above, a tentative shortlist was identified, however it was recognised that there would need to be further discussions on developing an action plan.  One of the criteria for developing this shortlist was the ability to develop ideas without incurring additional expenditure. 
· Shared calendar of engagement opportunities / activities made available to all 

· Sharing mechanisms / process / skills 

· Make better use of organisational. strengths across all partner orgs.  

· Sharing feedback / information across all orgs. ….

· Establish a single point of contact

· Sign posting

Appendix A
People who attended the event

	Organisation
	Rep

	Participation Cymru
	Mandy Williams (facilitator)

	Pembrokeshire County Council
	Ben Pykett

	
	Dan Shaw

	
	Philippa Dodd

	Pembrokeshire College
	Charlie Royal

	
	Alannah Simmons

	Countryside Council for Wales
	Andrea Winterton

	Milford Haven Port Authority
	Stella Hooper 

	Environment Agency
	Rod Thomas

	Mid and West Wales Fire
	Dai Swan

	Jobcentre Plus
	Chris Clark

	Pembrokeshire Coast National Park
	James Parkin

	Hywel Dda Health Board
	Emma Haycocks

	
	Delyth Evans

	PAVS
	Sue Leonard

	
	Michelle Copeman

	Dyfed Powys Police
	Lynne Davies

	PLANED
	Sarah Hughes

	
	Jessica Morgan

	Llanion Communities First
	Llanion Communities First

	Monkton Communities First
	James Roach John

	One Voice Wales
	Cllr. Alun Vaughan

	50 + forum
	Jean Goodeve

	Gennex
	Nadine Farmer

	
	Rhys Evans
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Forward planning:
	What can we do together?
	Benefits
	Barriers

	Equalities issues
	
	

	PACT meetings
	
	Branding

	County Council liaison forums (Public Roadshows) (M) ( (L)
	
	Buy-in

Getting wider audience 

	Shared calendar / database of opportunities + activities (M – L)
	
	Cost / People

Resource

	Sharing mechanisms + skills (M-L)
	Planned, Gennex, 50+ forum
	People not wanting to share

	Signposting 2.
	Comm. Councils 
One voice Wales

PALC
	Geographical barriers

	Widen use of citizen’s panel
	ASK questions
Partners ( circulate to all partners.

CLP input
	Cost implications
Clarity might be compromised

	Facilitated discussion 2.
	
	

	Reward + ideas scheme for being engaged
	
	

	Themed engagement 
Joined up
	
	

	Sharing staff + venues (timebanking) 
	
	

	Directory of groups with monitoring
	Shared database
	

	Link for specific services + councillors
	CPLP
	

	Community action plans
	Where to access them how to use them
	

	Volunteering
	Time as facilitators
	

	Social networking mechanisms
	
	

	Shared framework for measuring outcomes
	
	

	Shared calendar of engagement opportunities / activities * made available to all 
	Open to change … improve  delivery
	Reluctance to change

	Sharing mechanisms / process / skills 
	
	Cost

	Make better use of org. strengths across all partner orgs.  
	Shared…. saving
	Resources available

	Sharing feedback / information across all orgs. ….
	Less duplication which reduces consultation fatigue
	Timescales / timings

	Establish a single point of contact
	Joined up approach … transparency
	Blurring of corporate identity

	Sign posting
	Partnership working 
	Customer confusion

	
	Explore parity
	Governance arrangements / statutory requirements 


What can’t we do together?

1. design a unique holistic question set

2. some statutory deliverables 

Summary of key issues:
1. What can we do together.

· Things like today

· Feed off each others strengths and resources

· Groups – geographical / themes / age groups 

· Citizens panel – more involvement to build on its use. Sharing engagement too. 

· Focus groups 

· Better sharing of key issues  - press releases

· REWARDS – for being engaged? 

2. Benefits

· £ saving – sharing kit and expertise

· Saving time – for the citizen – a better experience

· Consistent message – mutual support

Motivational factors – Who wants engagement and why
· To ensure you are providing the right service and best service

· To encourage people to get involved and contribute

· Welsh Government and funders drive engagement – hindrance? Sometimes

· Improving services

· For young people to have a voice

· Making sure the needs of people are met

· To educate both service user and provider to be able to agree “middle line”

· Get people animated and talking

· Reward? Pay off? What’s in it for me! Develop sustainable solutions – people prepared to take things on

· Organisational “nosiness”

· To cover your back!

· Organisational engagement sharing and making most of resources

· Meet legislative requirements

· New ideas 

· Test the market

· PR + marketing

· Specific groups (older people)

· Making services user friendly

· Joint working

· Better use of resources

· Improve quality of services

· Politicians

Existing Feedback mechanisms
· Statutory plans: “you said … we will”  (IR) (appropriate formats)

· Informal (in meeting)

· Press releases

· Taking action (which community can see)

· Newsletter

· Public Resident’s Survey results
· Formal written response (NP ( LDP, must plan)

· Websites

· Notes of meetings (formal)

· Citizens panel (newsletter)

· Exhibition panels

· Customer service standards

· Reporting 

· Staff consultation (formal)
· Community meetings

· All contributors made aware of outcome / results 

· Via website, local press

· Feedback ‘booklets’. Feedback sheets taken away + fed to sub constituents

· Visually – ‘on the wall’

· Reactive feedback i.e. planning applications 

· “A decision has been made based on your input’

· Citizens Panel publications 

· Feedback for feedbacks sake? Will your input lead to change?

· The “black hole” of consultation findings

· Move to cyclical activity / rhythmic – supports feedback cycle
· Roadshows / events 
· ExT *C.C.F., Advisory Panels ( Board Committees ( INT Committees

· Presentations
· Local press releases ( articles in paper … ( e-bulletins
· Publications ( summaries ( annual reports
· Media / radio ( S.N.S.
· Individual responses ( *letter … *email … *telephone ( team briefing 

Word of mouth

Using the Model of Engagement
	Inform
	Listen / Consult

	Pembrokeshire Today
	Coastal users forum etc.

	Area Liaison forums (
	Citizen panels 

	Confidence Equality Group ( 
	Access Group

	Website (
	

	Customer service focus group
	Mystery shoppers (some not that mysterious!)

	Open meetings / events (CF)
	Contact Centres

	E-mail / Facebook / Twitter 
	

	Involve / Partner
	Empower / Delegate 

	LSB / CPLP / CYPP
	( Community Council delegation (Tenby)

	HSWB etc. CSP
	

	Welsh Assembly
	( 3rd sector contacts

	CF partnership and action groups
	( community grants 

	Gulley clearing 
	

	
	

	Inform
	Listen / Consult

	1. publications …
	1. events …

	2. website …
	2. mail-outs

	3. promotional material …
	3. surveys – paper / electronic / face-to-face / phone …

	4. events…
	4. citizens panel…

	5. front line staff ….
	5. qualitative methods – focus groups .

	6. social networking …
	6. front line sru. Delivery…

	7. e-bulletins …
	

	Involve / Partner
	Empower / Delegate 

	1. citizens panel…
	1. elected membership…

	2. working / advisory groups…
	2. grants…

	3. neighbourhood … groups …
	3. A.G.M. (member voting rights)

	4. networks …
	

	5. customer groups …
	

	Inform
	Listen / Consult

	All
	All            complaints procedure

	Website                                      ( 50+     
	Forum ( All 

	PR          Facebook                         (
	( blog

	Brochures  Twitter                           (
	( surveys

Focus groups

	Word of mouth / conversations        --
	( meetings 


	Press releases
	

	Exhib stands                                    (
	( Citizen panel

	Involve / Partner
	Empower / Delegate 

	Some 
	Some

	Pembs  Learning Network
	U3A activities / courses

	Local Service Boards ( local network
	S partnerships ( community for a

	Going to existing grps / mtgs
	PLANED 

	Inform
	Listen / Consult

	Website
	All above + consultation forums 

	Paper
	community meetings + participative events

	e-bulletins
	question time events – being available at events

	Social networking
	questionnaires – social networking

	Face-to-face
	citizen’s panel

	Email
	on-line surveys

	Notices (inc. press)
	surgeries

	Radio
	1:1 meetings 

	Advertising
	

	Word of mouth
	

	Presentations 
	

	Events
	

	Text 
	

	Involve / Partner
	Empower / Delegate 

	CPCP etc., workshops
	Board representation partnership / community assocs

	Endless partnerships (maintains relationships, but less clear whether services change) ….
	Youth assembly



	School
	Direct payments

	Councils youth forums
	Allotments / country fairs

	Fairs
	Participatory budgeting (C1st

	Carnivals
	Grants / youth bank

	Community projects
	Young inspectors

	Tenants’ forums
	Elections

	Community toolkit
	Play areas

	Representation / liaison officers e.g. looked after children, travellers 
	Advocacy services 

	(works in short term, then fades) 
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