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IAP2 Spectrum of Public Participation

Example techniques

Promise to the Public

Public Participation Goal

Increasing Level of Public Impact
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INFORM

CONSULT

INVOLVE

COLLABORATE

EMPOWER

To provide the public
with balanced and
objective information
to assist them in
understanding the
problem, alternatives,
opportunities and
active solutions.

To obtain public
feedback on
analysis, alternatives
and/or decisions.

To work directly with
the public throughout
the process to ensure
that public concerns
and aspirations
are consistently
understood
and considered.

To partner with
the public in each
aspect of the
decision including
the development
of alternatives and
identification of the
preferred solution.

To place final decision
making in the hands
of the public.

We will keep
you informed.

We will keep you
informed, listen to
and acknowledge
concerns, aspirations
and provide feedback
on how public input
influenced
the decision.

We will work with
you to ensure that
your concerns and
aspirations are directly
reflected in the
alternatives developed
and provide feedback
on how public
input influenced
the decision.

We will look to
you for advice
and innovation in
formulating solutions
and incorporate
your advice and
recommendations
into the decisions
to the maximum
extent possible.

We will implement
what you decide.

• Fact sheets

• Public comment

• Workshops

•C
 itizen advisory
committees

• Citizen juries

• Website

• Focus groups

• Deliberative Polling

• Ballots
• Consensus building

• Open Hours

• Surveys
• Public meetings

• Delegated decision
• Participatory
decision making
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Our 10 Principles of Good Engagement
The following principles will help shape the way Council
engages with its community. These principles have been
formulated in consultation with community members,
Councillors and Council staff. When applied, the
principles should help to ensure that the views of the
community are acknowledged, respected, and actioned.

The Principles of Good Engagement contribute to
achieving tangible outcomes. They have been designed
to apply to all levels of community engagement from
daily interactions to undertaking broad community
consultation projects.

Transparency & Openness

Council will communicate in an open manner and will endeavour
to always provide accurate, fact-based information and be honest
in our dealings.

Inclusive Communication

Council’s engagement process aims to provide the community with
opportunities to contribute their views and seeks to gain perspectives that
are representative of the community as a whole.

Active Listening

Council will proactively listen to groups and individuals in order to
understand their position and concerns.

Access

When engagement opportunities such as public meetings occur, Council
will endeavour to provide venues that are accessible, comfortable and in
a convenient location where possible.

Interaction

Councillors and Council officers will be approachable, supportive and
respond in a timely and efficient manner.

Genuine

Council will engage with the community in a genuine and sincere manner.
The views of the community will be valued, respected and acknowledged.

Outcomes

Community engagement will achieve visible and tangible outcomes that
will be clear, informed and reported.

Process

Council will provide the relevant resources to enable good engagement.
The process of community engagement will be relevant and should be
tailored to best suit the needs of participants.

Connectivity

Council will connect community groups and individuals with the
relevant service providers, agencies and interest groups so that they
might work collaboratively.

Response

Council will acknowledge feedback from the community in a timely and
efficient manner. Council will always aim to provide information which is
factual and accurate.
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Evaluating the
Community Engagement Strategy
Council will use a variety of methods to evaluate our
engagement activities. These include, but are not limited
to, measuring and monitoring the:
• Participation levels in engagement activities
• Relevancy of engagement methods used
(i.e. in attracting specific stakeholders)
• Community cross representation
in engagement activities
• Numbers of “new” engagement participants
(i.e. not previously known to us through formal
community groups etc.)
• Feedback from community and other external
stakeholders on the effectiveness of community
engagement activities
• Feedback from Councillors and Council officers
on the effectiveness of community engagement
activities and co-ordination
• Effectiveness of processes that help inform
the development of plans, policies and other
decision making
• Effectiveness of programs in achieving
specific engagement objectives
Outcomes of community engagement will be reported
back to Council as part of our six monthly Delivery
Program reporting and will also be summarised in the
Annual Report. Individual community engagement
exercises should be reported back to Council as part
of specific planning and policy development reporting.
Reporting should include a summary of all feedback
received during consultations as well as an analysis of
any quantitative and qualitative data received.
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Methods of Engagement
Methods of engagement are typically broken down into
two categories; Quantitative or Qualitative data capture.
Quantitative data methods (for example a survey) provide
statistical information and if the surveying is reliable
and robust can be extrapolated out to the broader
community. This type of research usually relies on asking
questions around “how much” and “when”. Qualitative
data methods (for example public forums, interviews) are

more interactive and are used to gain a more detailed
understanding of an issue because here we deal with
feelings, attitudes and personal opinions as opposed
to statistics.
These are the methods Council uses regularly to engage
with the community. This list will grow and develop as we
innovate with new methods of engagement in the future.

Informing through Advertising and Publications

Direct and Face-to-Face Engagement

• Media Release

• Face-to-Face Interview

• Willoughby City News

• Telephone Call

• Willoughby City Guide

• Consultations

• Advertisement in Metropolitan Paper

• Letter

• Advertisement in Local Paper

• Informal daily interactions

• Promotional Material

• Direct Email

• Email Marketing
• Council Rates Notice Insert

Displays

• Flyers and Letterbox Drop

• Stalls at Council and Community Events

• Online Advertising

• Outdoor Banners & Posters

• Fact Sheet

• Display on Digital Advertising Screens

• Advertisement in Progress Association Newsletter
• Posts and Advertisements on Social Media

• Public Exhibition Community Signs and
Noticeboards

• Urban Screen

• Display in Council Foyer & other venues

Talks, Meetings and Forums

Internal Communication

• Community Conference

• General Manager’s Update

• Meet with Community Committees

• Council Intranet

• Steering Committees

• Personal Briefing

• Talks at Progress Association Meetings,
Schools and Events

• Interdepartmental working groups

• Public Meeting, Forum, Focus Group or Workshop

• Email

• Staff Meetings including Branch Manager Meetings

• Council Meetings
Online Tools

Other

• Council Website

• Recorded Phone Message

• Email

• Suggestion Boxes on Site

• e.Newsletter

• Community Profiling

• Have Your Say Willoughby Online Survey
• Have Your Say Willoughby Online Forum
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How to Guides
Plan a community engagement project
Below is a guide to planning a successful community engagement project.
1. Read the Community Engagement Policy

4. Complete a Community Engagement Checklist

	The first place to go before starting a community
engagement project. This is a overarching document
about how Willoughby Council engages with its
community and stakeholders.

	The Checklist provides 12 quick questions to help
you cover all aspects of planning your project. The
checklist is a useful tool in planning community
engagement as it will let you know if you have
completed all of the necessary steps.

2. Read the Principles of Good Engagement
5. Explore which methods are available to you
	The Principles of Good Engagement can be found
within the Community Engagement Resource. These
10 Principles have been formulated by the community,
stakeholders, Council staff and Councillors.
The Principles should be followed at all levels of
engagement conducted by Council and Council staff.
3. Complete a Community Engagement Plan
	The Community Engagement Plan included in this
strategy document will assist this process. The Plan
will help you to identify some key elements in your
project such as your audience, issues, information
you hope to convey, information you hope to receive,
methods of engagement, access issues and a timeline.
It is essential at this planning stage that all the relevant
internal parties are notified e.g. Webmaster, Media &
Marketing, and Corporate Planning team. The form
can be completed online and can be found under the
Knowledge Base tab and by following the link ‘How
to plan a community engagement project’ the form is
called ‘Community Engagement Plan.’
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	The Community Engagement Strategy provides a list
of methods Council currently uses to engage, as well
as a list of possible future methods for trial. Spend
some time thinking about these methods and how
you can use them to best reach your target audience.
6.	Complete a Community Engagement
Evaluation Form
	An Evaluation Form can also be found within this
strategy. It is important to fill out an evaluation form
at the completion of your community engagement
project. This will help you identify which methods
worked well for future use, and also if there were any
gaps in your engagement process that may need to be
filled. Your evaluation will also help the organisation
as a whole, as it will give Council an idea on which
methods of engagement are most successful in the
Willoughby City area.
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How to Guides
Organise a public meeting or workshop
There are several elements to organising a successful public meeting or workshop.
1. Set the Date

3. Advertising and Invitations

	Please take a look at Council’s website ‘Diary Dates’
and see what other Council events and other public
events are taking place to avoid any potential clashes.
Please check the Community Engagement Calendar
under Projects on our Council Intranet.

•	To Begin with, approach Council’s Media and
Marketing team as they will be able to assist you
to produce a communication campaign for
your workshop.

2. Organise a Venue
	Providing a comfortable and accessible venue is
an important element of any public or community
meeting. Fortunately Willoughby Council has many
suitable venues which are available to staff to use for
public and community meetings.
	The Council Intranet has a detailed list of Council
meeting rooms available for use. Click on ‘Booking
Meeting Rooms’ under ‘Quicklinks’ in the centre of
the page. You can view the availability of each room
and there are links and phone numbers which will
assist you in contacting the correct person to book
the room.

•	There are a variety of ways to invite people to your
meeting. Possibly the most successful of these
methods will be by direct invitation. If you have
a contact list of people who have shown interest
in your subject it’s a good idea to send them either
a letter or an email letting them know the details of
the meeting.
•	Make sure you give plenty of notice; a month’s notice
is a good amount of time as people are often very
busy with work, family and other commitments.
•	Ensure the invitations you send out look professional
and are produced by Council’s Graphic Designer
to meet Council’s corporate standards. If you need
assistance with this please contact a member of the
Media and Marketing team for further advice.
•	The Community Engagement Strategy outlines all of
the methods Council currently uses to advertise and
engage with community members. It is worthwhile
looking at these methods to see which you can use
to draw the most attention to your meeting from the
relevant people.
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How to Guides
Organise a public meeting or workshop (continued)
4. Organising Catering
•	It is often a good idea to provide either some food or
drinks at public meetings. This will of course depend
on your budget and the type of meeting.
•	Tea, Coffee and Hot Water facilities are available from
the kitchen on Level 6, near the Banksia room. There
are also cups and saucers. If you use these please
make sure you wash up all cups and saucers, there
is a dishwasher in the Level 6 kitchen.
•	Ensure you allow enough time to set up your
catering prior to your meeting. It is a good idea to
have this done half an hour before the meeting, as it
can get very busy greeting guests, especially if they
arrive early.
•	For food orders there is a good variety at a reasonable
price available from the Dougherty Centre Caterers.
To make an order and view the menus visit the
Dougherty Community Centre web page on Council’s
website, or call 9777 7980. The Dougherty Centre
Caterers are often able to deliver the food to the
meeting room for your convenience
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5.	Booking Laptops, Data Projectors
and other IT equipment
	Information on how to book IT equipment can
be found on the Council Intranet or by calling the
IT Helpdesk on 9777 7550.
6. Signage
	Make sure there is adequate signage on the day
directing visitors exactly to the location of the
meeting room.
7. Attendance Sheet and Contact Details
	It’s a good idea to provide an attendance sheet where
participants can leave their contact details. This is very
useful for organising future meetings and providing
follow up information.
	You should also provide business cards so that
participants can contact you if need be.

WILLOUGHBY CITY COUNCIL COMMUNITY ENGAGEMENT RESOURCES

How to Guides
Organise a mail out by letter or email
One popular method of contacting people is via direct mail or email. Here are a few tips that can save you valuable time
and ensure a good response.
1. Designing your letter or email

3.	Ensure you have permission to perform
a mail out

• Keep your message simple, clear and to the point.
•	Make sure you provide a Council contact
including a name, phone number and email address.
Direct people to where they may be able to find
further information.
•	If you are asking people to take some sort of
action make sure you include clear instructions
and a cut-off date.
2. Graphic Standards
•	When drafting your letter please use the word
templates located in ECM. These can be found when
ECM open. Open a new word document and go to
the ‘Add-Ins’ tab and click on the ‘new document’
icon in the top left. contact a member of the Media,
Marketing and Events team if you need assistance.
This helps to ensure all outgoing communications
look uniform and professional. Ideally, major mail
outs and communication activities should be discussed
with the Media, Marketing and Events team prior
to undertaking.
•	If you are writing your letter or email on behalf of
someone else, for example a senior member of staff,
please check you have all the relevant approvals or
delegations to do so.
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•	Before performing a mail out or email out seek
permission from your Manager but also talk with
Information Services about email spam risks, the
Governance Unit around legislative requirements
and privacy laws, and the Community Engagement
Specialist about other communication activities
around over consultation.
•	If you do not have permission to conduct a mail out
please note there could be legal implications for both
Council and yourself.
4. A mail merge can save you time
•	A mail merge is a quick way of printing or sending the
same letter or email to a large number of contacts.
•	A mail merge can be performed through Microsoft
Word using data from Microsoft Excel. To perform
a mail merge you will require a Microsoft Excel
spreadsheet with accurate details of the people you
are wishing to contact. This should be organised into
columns entitled ‘First Name’, ‘Last Name’, ‘Street
Address Line 1’, ‘Street Address Line 2’, ‘Street
Address Line 3’ and ‘Email Address’.
•	Once you have this contact list, contact a member of
the Media, Marketing and Events Team and they will
assist you to complete your mail merge.
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How to Guides
Organise a mail out by letter or email (continued)
5. Printing and Mailing

6. ECM and Pathway

•	If you are planning on printing a large number of
letters using Council’s printing facilities you will need
to give the Print Room Operator sufficient notice.

•	As you are opening a communication channel
between Council and the recipient of your letter/
email you will be required to record this in ECM,
This process can be done quite easily, and if
help is required you can contact the Information
Management Officer on extension 1051.

•	Letters can be printed on Council letterhead and in
either black and white or colour.
•	There are fees and charges associated with printing
which can be obtained from the Print Room Operator.
•	For very large mail outs there is an option of having
the printing and envelope sealing done off site by
charity and community groups, at a small cost. For
further information on this contact a member of the
Corporate Planning Team and they will assist you

12

•	In some instances you may be required to run your
mail merge through Pathway. If you are advised by the
Information Resources team that you are required to
do this, contact the Administration Team Leader.
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How to Guides
Look up previous engagement projects
Staff can access and study previous community engagement projects on the Council intranet. Current community
engagement projects can be found in the Community Engagement Calendar on the intranet.
Past online consultations are also available for viewing at http://www.haveyoursaywilloughby.com.au
There are many benefits of staff having access to current and previous engagement projects.
These benefits include:
•	Staff can base their strategy on a previous successful
engagement campaign

•	Another avenue to publish engagement that
is required by legislation

•	Staff can gain ideas by studying other
engagement campaigns

•	Opportunity to save resources and costs if staff can
see engagement has already been performed in a
particular area

•	Possibility to use existing data to save consulting
on the same subject
•	Existing data can complement new
engagement projects
•	Opportunity to showcase the good work
Council is doing on community engagement
•	Opportunity to perform gap analysis on
Council’s community engagement process
•	Educates staff as to what other departments
are consulting on

WILLOUGHBY CITY COUNCIL COMMUNITY ENGAGEMENT RESOURCES

•	Opportunity to make Council’s reports on
engagement uniform and professional
•	Opportunity to combine two or more engagement
activities across departments if appropriate
•	Chance to create further synergy across Council
departments by working together
To achieve the outcome of having a database of current
and previous community engagement projects, the
Community Engagement team will continue to work
with departments across Council to compile this data
on a regular basis.
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How to Guides
Run an online engagement project
Council is currently using a variety of methods to engage with the community online. This may be something you wish
to consider when you are planning your next engagement strategy.
Online engagement methods currently available:
1. Online Forum

2. Online Survey

•	An online forum is a tool where people can post
comments or responses to a designated topic. An
example of this is the Loop Bus forum, where people
can visit the online forum and comment or make
suggestions about the Loop Bus service. Others,
including Council staff, can then reply to these
comments or suggestions. When setting up your
online forum you can decide whether you would like
it to be seen by anyone who visits the site, or it can
be closed so only people you nominate can view or
see comments. Generally, for people to be able to
make a comment they must register and provide a
valid email address.

•	An online survey can be an effective way of gathering
quantitative data on a particular topic. Some thought
must go into the way you ask your survey questions
to ensure the data you receive provides you with the
information you require.

•	An online forum is a good way of prompting a
discussion between community members on a
particular topic and also for gathering qualitative data.
If you plan to run an online forum you must be able
to monitor the feedback, address any issues that are
raised and plan how you are going to use the data
you receive. An online forum can be a good way of
capturing a database for future consultations (should
the participants agree to working with Council on
future consultations).
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•	Online surveys are fairly simple to set up and when
completed can be exported into either Excel or PDF
format. You can set up your online survey so that
people can either register before they fill out the
survey or you can set them up so that no registration
is required.
3. eNewsletter
	Council currently has several successful eNewsletters
which provide community members with information
about specific services Council offers. These include the
Willoughby Leisure Centre, Bushcare and What’s On
eNewsletters. It may be appropriate to promote your
engagement project through these eNewsletters. The
Media and Marketing team will be able to advise you.
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How to Guides
Run an online engagement project (continued)
4. Social Media

5. Targeted Online Campaigns

	At this stage Council is primarily using Social Media as
a tool for informing the community (i.e. information
out) around events, policy decisions and service
provision. This includes providing information on
Facebook through status updates, tweets on Twitter
and posting videos on Youtube. As we have a good
following on Council’s Social Media sites this is a good
method for advertising your community engagement
project. We have a Social Media Policy to help us
expand our use of social media tools while also
minimising any associated and perceived risks. You
can also refer to the Social Media Strategy to see how
Council uses social media.

	We have found that to get a good response to your
online engagement methods you will have to target
your audience using other means. These other means
may include a publicity campaign, attending a meeting
or emailing existing contacts to let people know that
you are running an online engagement process. If
you simply launch your engagement campaign online
without letting anyone know it is unlikely that you will
have much of a response. A bad result is not necessarily
an indication of the effectiveness of the tool but of the
promotional efforts undertaken in supporting
its implementation.

If you would like any further advice or resources
on Online Community Engagement please don’t
hesitate to get in touch with a member of the
Community Engagement Team.

	An example of a successful targeted online campaign
was a recent online Youth Forum. For this project
participants were asked to commit to making a certain
amount of comments and completing two surveys in
order to take part. By gaining this commitment from
your participants your online campaign is more likely
to be successful.

Identifying Stakeholders
Willoughby City Council comprises of individuals,
groups, communities and businesses. Anyone who
is expected to be affected by the result should be
encouraged to contribute.
There are unavoidably going to be individuals who
are less likely to partake in conventional methods of
consultation or are hard to reach. The individual needs
of these people may have to be specifically addressed.
Examples are: people with language and cultural
differences, older people, youth and children and people
with disability.

WILLOUGHBY CITY COUNCIL COMMUNITY ENGAGEMENT RESOURCES
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Community Engagement Checklist
Whether you are informing, consulting or collaborating
with the community this checklist should give you a
guide on what you need to consider when conducting
a Community Engagement project. This checklist should

be completed in conjunction with the Community
Engagement Plan and the Community Engagement
Evaluation Form.

1. H
 ave you read the 10 Good Principles of Engagement?
(These can be found in the Community Engagement Resource)

2. Have you completed a Community Engagement Plan?

3. Have you read the Community Engagement How To Guides?

4. H
 ave you notified the relevant people at Council that you are undertaking
a Community Engagement Activity?

5. Have you checked to see if any similar types of engagement have been carried out by the organisation?

6. Do you know who to talk to about implementing your chosen engagement methods?

7. Have you organised a venue/s and catering for any meetings or workshops you have planned?

8. Have you organised the relevant equipment for any meetings or workshops you have planned?

9. D
 o you understand any risk management issues associated with your chosen method of engagement?
(For example – any activity which may impact Council or Council’s reputation in an adverse way).
10. H
 ave you considered how you are going to record and collate any feedback or issues raised during the
engagement process?
11. H
 ave you considered how you are going to address any feedback or issues raised during the
engagement process?
12. Have you completed a Community Engagement Evaluation Form on completion of your project?

If you are unsure of how to complete any of these
steps, feel free to get in touch with Council’s
Community Engagement Team.
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Community Engagement
Evaluation Form
PROJECT TITLE
Name
Position
Department
Date
What were the objectives
of this project?

•
•
•
•
•

Were the objectives met?
Please give a brief explanation
as to what extent objectives
were or were not met.

Were the key issues of
this project addressed?

Were the engagement
methods used suitable
for this project?
Were all relevant
stakeholders represented
through the community
engagement process?
What level of engagement
took place?

Inform
Consult
Involve
Collaborate
Empower

WILLOUGHBY CITY COUNCIL COMMUNITY ENGAGEMENT RESOURCES
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Community Engagement
Evaluation Form (continued)
How could you improve
the engagement process
if you were to do it again?

Please give an approximate
indication of the scale of
the engagement process.

Number of People contacted (by any means)
 umber of People contacted in person
N
(include meetings, workshops, interviews, events)
Number of hits on website/online forum/other online tools
Any other relevant statistics that indicate the scale of the engagement process:

How did we ensure that
all stakeholders had
access to engagement
opportunities?

Consider time, venue, parking, public transport, childcare,
language barriers and any other relevant access issues.
Were there enough
resources provided
to allow for effective
community engagement
on this project?
Overall, how successful do
you feel this engagement
process was?

Are there any other
departments in Council
who may benefit from
information you have
received during the
engagement process?
Does this evaluation need
to be reported to Council

18

Yes

No
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Appendix 1
Best Practice Community Engagement
Below is a list of best practice techniques we are aiming to undertake to support the principles.

Actions

Description

1

Apply the Principles
of Good Engagement

The principles found in the strategy are broad enough to apply to all
that we do. The Principles need to be applied in good faith.

2

Co-ordinate community
consultation across Council

Use the intranet to post consultation outcomes and upcoming
programs. Register any consultation activities online under knowledge
base. Allow for improved communication between the Council
officers. Improve information collaboration, use of resources and
avoid over-consultation or repetitive consultation.

3

Utilise our Online
Community Panel

Actively recruit for and promote the existence of the panel. The panel
should be actively engaged throughout the year as new topics arise.
Council officers will continue to recruit and advertise for participants.

4

Use targeted online forums

Create “Invite only” forums whereby people are specifically recruited
to discuss certain issues. In the past Council has engaged young
people in a “safe”, non-threatening on-line discussion forum. This
exercise resulted in some quality feedback.

5

Provide incentives
where appropriate

Incentives should not be of a direct monetary value and should follow
our Code of Conduct. Incentives might include VIP invitations to
Council events for example.

6

Take the issues
to the community

Take messages to events, networks, places where your target market
is most likely to be. Utilise existing community events and networks.
Use social media where appropriate.

7

Use simple, straight
forward language

Avoid jargon. Know your audience. Communicate with them in mind.

8

Adhere to
graphic standards

The Corporate Graphics Standards provide Council with consistent,
professional standards across the organisation. Refer to the Media
and Marketing team for assistance on graphic design and ensure
compliance with Council standards.

9

Involve consultants to
help complete complex
consultation activities

While the preference is to firstly work with our staff expertise there
will be engagement exercises that require the assistance of an
experienced, external facilitator if resources allow.

WILLOUGHBY CITY COUNCIL COMMUNITY ENGAGEMENT RESOURCES
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Appendix 1
Best Practice Community Engagement
(continued)
Actions

Description

10

Invest time in properly
scoping and planning
larger scale or priority
engagement activities

Initial planning will ultimately save time and resources and enhance
chances of success. Refer to the planning attachments included in the
Strategy to assist with this exercise.

11

Talk to your colleagues

Council staff have a combined pool of knowledge that is highly
valuable. Consult across divisions where relevant.

12

Spend time undertaking
recruitment activities

Establish working parties and panels with relevant, experienced
professionals, residents and other stakeholders to provide input into
complex decision making. Where the budget allows you may engage
a market research company to recruit for you. Recruiting also enables
you to better achieve the cross-section of community members you
might require.

13

Emphasise
community education

Access to relevant, accurate information allows people to make
informed choices and builds their capacity and confidence in dealing
with Council and speaking on local issues.

14

Ensure good community
cross section epresentation
(unless the engagement is
specifically targeted)

Different forum types will appeal to our different age groups while
others will be preferred by young people or busy families. While
developing this strategy several different methods of engagement
were trialled to test their usefulness and popularity. Online forums are
popular across our main target groups while the public workshops
(both evening and day sessions) are more popular with older people.
Where a good cross section is required a combination of methods
should be used.

15

Establish clear protocols
for stakeholders dealing
with Council

Continue to implement our Code of Conduct. Promote and implement
the “Information for People Doing Business with Council” booklet
which outlines clear principles to support ethical behaviour by Council
officers and Councillors and promotes similar ethical standards be
adopted by private business and industry and their representatives
when dealing with Council.

20
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Appendix 1
Best Practice Community Engagement
(continued)
Actions

Description

16

Know your audience

Consider not only the age profiles of your market, but where and how
they live and what their interests and behaviours are. Council’s online
id profile, atlas and forecast information can assist with this process.

17

Be a culturally
aware organisation

Council staff will undertake cultural awareness training to support our
communications with people from different cultures. This is to help
ensure we show respect, are sensitive to their needs and minimise
misunderstandings.

18

Utilise Social Media

Council is progressing its use of social media. As technology continues
to make considerable advances so too does our capacity to engage.
Council’s Social Media Policy guides appropriate use of these
technologies while also minimising any potential risks.

19

Provide information
in appropriate
community languages

Willoughby’s diverse ethnic profile requires that we consider the
use of translation services. This is not always achievable due to
budget restrictions and time constraints however it should always
be considered and factored into consultation programs as required.

20

Evaluate the engagement
and give feedback
to participants

Evaluate the activity. Did you meet your objectives? What was the
feedback from participants? How would you do it differently?

WILLOUGHBY CITY COUNCIL COMMUNITY ENGAGEMENT RESOURCES
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Appendix 2
Risks and Challenges
Achieving good community engagement is the
responsibility of all participants. Community engagement
is open to risk particularly when discussing highly
contentious projects or political issues or where by
decisions are being made that will have significant impact
on the community. Some issues attract controversy and

conflicting opinions. Managing a conversation around
complex community issues is not an easy task.
This strategy is aimed to assist in this process.
The following list is a summary of the most frequently
identified risks and challenges.

Challenge

Issue

Possible Solutions

1

Over consultation of
some interest groups
and individuals.
(Consulting with the
same people time
and again)

Council is not
provided with a good
representation of the
broader community.
Exhausts certain
consultation channels.

• Undertake targeted recruitment
activities to attract new participants.
E.g. Telephone surveying. Engage
market research companies to recruit
where resources allow

2

Under representation
of certain target
groups including young
families, working
families, youth.

Certain demographics/
target groups not having
their voice heard.

• Develop targeted consultation relevant
to the needs of that target group (e.g.
Closed online “safe” forums for young
people to express their views)
• Liaise with Council officers who regularly
engage with these target groups to
discuss the most appropriate methods
• Work with organisations and
groups who have regular access
with these groups

3

Limited resources

Limits the nature and
range of engagement that
can be undertaken

• Look at best practice examples easily
found online and talk to a member of
the Community Engagement team for
guidance on what works well when
limited resources are available.

4

Information sharing
across Council

Information can be
lost if not shared. Risk
of consulting on the
same issues with the
same people. Waste
of resources.

• Intranet access point for community
engagement. Summary posted for use
of staff detailing recent engagement
programs and results.
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• Large scale community consultation
programs being co-ordinated with the
Community Engagement team.

WILLOUGHBY CITY COUNCIL COMMUNITY ENGAGEMENT RESOURCES

Appendix 2
Risks and Challenges (continued)
5

Challenge

Issue

Possible Solutions

Specific interest
groups dominating
engagement processes

Specific agendas
over-represented and not
necessarily reflective of
the broader community.

• Encouraging a mix of views and opinions
in open forums. Good facilitation should
promote equal opportunities for people
to voice their opinions.
• Undertake broader recruitment activities
as identified above.
• Seek feedback on recommendations
that have been made following
seemingly limited or restricted
consultation to ensure they are
supported by the wider community

6

Opposing ideas

Not everyone will be
happy with the outcomes.
Managing controversy.

• A s stated in the principles, ensure
that feedback is always provided
to participants and that reasons for
decisions are articulated clearly.

7

Lack of feedback
from Council once the
consultation is over

People don’t know
the outcomes.

• The formal consultation “loop” needs to
be fully completed with all outstanding
issues resolved or communicated.
Feedback should occur at the
appropriate time with minimal delay.

8

Lack of education or
knowledge on the issue
at hand

Lack of information can
lead to poor decision
making or fear of the
proposals put forward.

• Council should provide adequate
information to participants so they
understand what is expected of them;
the issue being discussed; what the
options are and what these options
might result in.

9

Building a “safe”
and welcoming
engagement
environment

Not everyone feels
comfortable expressing
an opinion in a public
forum. Some people
prefer one on one
conversation; others
on-line contributions
or letters.

Provide where possible opportunities for;

People are left dissatisfied
with Council.

• closed online forums (invites only)
• one on one discussions
• small group exercises
• talking with people in their preferred
environment (e.g. at their regular
group meeting)
• engage an experienced facilitator who
can achieve equal opportunity for
participants in public forums
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Appendix 2
Risks and Challenges (continued)
10

Challenge

Issue

Possible Solutions

Lack of interest in
civic issues by the
broader community

People care about issues
that directly impact upon
them and their quality of
life. It is important they
have the opportunity to
play an active role in the
shaping of the future of
the City.

• Continue to promote the work of
Council and the role we serve
• Take civic issues to the community
to raise awareness
• Continue to focus on
Community Education

11

Limiting consultation
to achieve a
preconceived outcome

People may be lead to
believe they have a say
in the matter though the
decision appears to have
already been made.

• Be honest with stakeholders about
the level of engagement that will be
sought – where stakeholders input may
not affect the outcome they need to
be made aware of this e.g. legislation
determines the outcome.

12

Consistency
in engagement
across Council

Varying levels of in house
expertise and quality of
activities undertaken.

• Offer training for staff who regularly run
engagement activities

Varying degrees
of success.

• Promote and adhere to the existing
Communications Policy and Graphic
Standards requirements
• Use as a first preference our in-house
skills in engagement to help build
experience and confidence of the staff

13

24

Multiple campaigns
running simultaneously

Over consultation.
Limited Council resources.

• Scheduled consultations
• Maximum number of consultations at
any one time utilising the Community
Engagement Calendar to make
an appointment.
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Twitter: @willoughbycity
facebook.com/WilloughbyCityCouncil

www.willoughby.nsw.gov.au

