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FOREWORD FROM THE CHAIRMAN
Councillor
Trevor Foster
Chairman of the
Places Scrutiny
Panel

------------------------------------------------------This review was undertaken to evaluate the
effectiveness of community engagement
processes in North Lincolnshire as a result of
the desire for public bodies to formulate
policy and key decisions based on the public's
requirements.
The core element of the review was a
questionnaire designed to provide feedback
from the community to enable the panel to
evaluate their perception of the
methodologies utilised by North Lincolnshire
Council.
Unfortunately, we experienced serious delays
in the circulation of the questionnaire and
also lost 4 days web site availability as
detailed in the review. The panel felt that the
web site needs work to make accessibility to
surveys easier. These problems were a result
of the culture that exists within the council
and not individual failings
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However, once the questionnaire was
available, council’s Stronger Community Field
Workers were deployed in Scunthorpe High
Street. This ‘personal touch’ was very well
received and resulted in the survey reaching
an audience that ordinarily would be missed.
Electronic media also proved very successful
in securing the views of North Lincolnshire
residents.
Despite the hiccups we have produced a
credible, meaningful review with 14
recommendations which will enhance future
community engagement projects.
Community engagement will continue to be
fine tuned and this review is part of that
ongoing process.
I would like to thank the panel members for
their efforts in creating the report and
everybody who took part in this review,
especially the people who took the time to
respond to the questionnaire, for their
cooperation and valued contribution.

Community Engagement

BACKGROUND TO THE REVIEW
Community engagement has always been
difficult to define – what is it, how do our
residents want us to communicate with them,
and what is the ‘right’ way to do it?
Therefore, the panel agreed to review how
the council engages with and involves local
people in the process of decision making.
This review was selected as members had
been informed of examples where
consultation had been undertaken on an

‘ad-hoc’ basis, or whereby particular groups
and/or organisations had felt excluded from
consultations. There was no suggestion that
this had been done on purpose, more often
than not it was because directorates did not
know who or who not to engage with or what
was the preferred method of consulting with
residents.
Therefore, the panel agreed to explore this
issue further.

SCOPE OF THE REVIEW
The scrutiny panel agreed to focus on a number of key issues. These were (i) To review the existing practices and mechanisms used by the council to engage the
community.
(ii) To consider best practice and innovation in community engagement.
(iii) To consider North Lincolnshire’s performance against best practice.
(iv) To obtain community input into this review.
(v) To formulate good practice recommendations for submission to the Executive.
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RECOMMENDATIONS
The final recommendations of the scrutiny
panel are summarised below: Recommendation
Community Engagement must be made
an integral part of the council’s activities
and not viewed as an add on to councillors’
and officers’ roles. Therefore, the panel
recommends that the council review the
organisational arrangements and
responsibilities for community engagement
activity, with a view to establishing a more
coordinated uniform approach.
Recommendation
In the short term, members should be
supported in their role as Community
Champions through the inclusion of
community engagement training as part of
the member development programme.
Recommendation
That the council develops a comprehensive
community engagement strategy.
Recommendation
That the council explore the possibility
of a Neighbourhood Action Team being
selected to pilot a broader approach to its
terms of reference to incorporate activity
across the Police, North Lincolnshire Council
and its partners for consultation and
engagement activities which affect that
particular ward.
Recommendation
That consultation and engagement activities
receive a more prominent profile on the
council’s website
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Recommendation
That priority be given to ensure that only ‘live’
activities are listed on the council’s web site
and that consultation and engagement
activities are checked daily.
Recommendation
That sound and robust procedures are put in
place on the council’s web site to ensure that
broken links are detected and rectified at the
earliest possible opportunity. In addition,
members would also like the council service
which commissioned the consultation or
engagement activity to have ownership of the
activity, ensuring it is presented ‘corporately’,
is accessible and promoted accordingly.
Recommendation
That for ALL online consultations, council
officers be instructed to use the uEngage
consultation software to ensure an efficient
and uniform approach is delivered for all
activities.
Recommendation
That a unified approach across ALL
department should be adopted and a single
point of contact for all consultation and
engagement activities be identified to ensure
a consistent approach across the council for
all activities. A consultation and engagement
database should also be created to ensure
that the council can target the appropriate
audience for its activities.
Recommendation
That a training package be developed to
provide officers with good practice advice and
guidance on effective community
engagement.

Community Engagement

Recommendation
That the Consultation Plan, ‘Quick Guide to
Consultation and Engagement’ and
Corporate Consultation Questionnaire
guidelines be formally approved by the
Cabinet as a matter of urgency, with the Chief
Executive and Council Management Team
ensuring that the principles and ethos of the
documents are engrained within the culture
of the council.
Recommendation
That the council reforms and proactively
supports the Community Engagement
Steering Group, consisting of both elected
members and council officers.
Recommendation
That for all consultation and engagement
activities, the council’s website be used.
However, members acknowledge that there
will be instances when other forms of
information mediums should be used to
complement the website. Members would
like to see the website have a greater
emphasis on current consultation and
engagement activities and once these
changes have been made, scrutiny panel
members to be kept informed of the new
developments.
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FINDINGS
What is Community Engagement?
Before members could undertake any
meaningful analysis in to how successful or
not the council is at engaging with its
residents, it was important that the panel had
a clear understanding as to what the council
believed community engagement was. The
council’s Community Engagement
Framework stated that community
engagement is a term that is often used with
little or no meaning. Therefore, it was
important to have a shared understanding of
what community engagement is.
Community – The term community is broadly
accepted as having different meanings. There
can be:
• Communities of place where the
community is defined by its geographical
area with physical boundaries such as a
housing estate, neighbourhood, parish or
village.
• Communities of interest where there is an
identification of common interest to the
people within the community, other than
where they live although it may refer to
their background. Examples of this include
groups such as single parents, young
people, people with disabilities, business
leaders, people who identify as
gay/lesbian/bisexual, people from black
and ethnic minority (BME) communities,
older people and people from particular
faith groups.
People often belong to more than one
community. Even within the definition of
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communities of place people may live in one
geographic area and work/study in another.
Similarly, people may belong to more than
one community of interest.
It was also necessary to recognise that there
are some communities who, in the past, have
experienced social exclusion. These are often
referred to as ‘hard to reach’ groups, and may
require more specific or alternative methods
of engagement. The council believes that
everyone in North Lincolnshire has a right to
be involved and engaged in the way that the
council operates and it was keen to make sure
that all necessary steps are taken to remove
barriers and widen involvement of all hard to
reach groups.
Engagement – There are many different
terms that are used to describe engagement
activities such as consultation, involvement,
participation, development, research and so
on. It is important that the correct
terminology is used when undertaking any
form of engagement activity in order to avoid
confusion and clarify purpose.
The duty of best value, prescribed by the
government, sets out a ladder of participation
to illustrate the different levels of
engagement – inform, consult, involve,
devolve. It is necessary to understand that
there is no perfect level of engagement, but
that different levels or combinations of levels
are best suited to different services and
activities. Having said that, the government
strongly encouraged councils to engage at
the highest level possible on the ladder of
participation.
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• Inform – This is simply a one-way
communication that provides solid,
accessible information on how to access
services and on how local services are
performing. It allows people to make an
informed decision on
how/when/where/whether to access a
service. It also includes telling people about
what the council has done and how well it
did it and as such is an important part of
the performance management process.
• Consult – This is a two-way
communication and includes researching
needs, attitudes and priorities to help
inform the decision making process. It also
involves listening and offering choices to
those who are being consulted. There also
needs to be an awareness of the need to
take these views into account, and the need
to feedback to those consulted on what
decisions have been taken and why.

• Devolve – This involves passing
responsibility for a service to a community
group. They are then able to plan and
deliver that service in the way that best
suits local people. The government sees
this as the ideal form of engagement.
Bringing these two definitions together, the
council therefore defined community
engagement as “an active, two way communication
process”. The development of a variety of
ways and opportunities for North
Lincolnshire Council, partners and the
public, either as individuals or as a
community, to raise awareness and, where
appropriate, consult on issues that affect
the people who live, work or visit North
Lincolnshire.

• Involve – This means working together to
design, deliver or assess a service. This
allows people to be fully involved in the
agenda-setting and decision-making
process, and includes agreeing together on
future developments. Often this sort of
engagement takes place through
partnership activity or shared services,
generally with voluntary and community
groups. However it may also include the
private sector, where there is a need to
involve the business sector, or other public
sector bodies where there is a benefit in
terms of value for money and customer
access.
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Government Vision
Central government has rightly placed
community engagement and neighbourhood
arrangements at the heart of its vision for the
future of local government. Effective
community engagement is essential to the
provision of services which meet the needs of
local communities, as well as to addressing
issues of social cohesion and revitalising local
democratic processes.
However, this is easier said than done. Whilst
members believe that the council has a long
history of engaging with its communities,
with some good examples of good practice,
this review ultimately demonstrated that the
council has a checkered track record of
engaging effectively with the community.
Members also received evidence from their
questionnaire that despite collaborative
working, often with individuals or groups that
have long-standing contacts with the council,
examples of involvement or empowerment
are rare. The community as a whole seem
little inclined to involve itself in council affairs,
generally leaving the usual suspects or
representatives from special interest groups
to provide the public input.
This situation is not, of course, unique to
North Lincolnshire. Many authorities
nationwide find themselves faced with similar
challenges.
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National Context
The Department for Communities and Local
Government has supported a wide range of
initiatives, White Papers and legislation that
aim to promote strong communities that are
empowered to have real influence and power
to make decisions about their local area. This
is fundamentally part of the government’s
strategic intention to centre services around
the needs of the citizen and to rebalance the
relationship between the state and the
individual.
Clearly, the government approach must be
considered within the broader context of
increasing levels of public apathy with
governance at all levels, as demonstrated by
consistently low turn outs at elections. The
increased emphasis on community
engagement is partly driven by the need to
reverse this apathy by restoring faith in public
institutions.
Local Context - Providing Clarity of
Purpose
The Director of Policy and Resources
informed the members that the council was
reviewing how it undertakes community
engagement and was in the process of
refreshing the documentation it circulates to
officers and members on this issue.
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The first document to be refreshed was the
‘quick guide to consultation and
engagement’. This was a four-sided A4
document which briefly advised the reader of
the following –
• How do I know I need to engage or consult?
• How do I plan my consultation or
engagement activity?
• What are the benefits of engaging or
consulting? and
• What methods are there that I can use to
consult or engage?
To complement the quick guide to
consultation and engagement, the council
was also refreshing its Corporate
Consultation – Questionnaire Guidelines
document. This was a three-page document
which advised the reader how to design a
questionnaire. This was a more in-depth
document which provided advice and
guidance on how to construct a questionnaire
appropriate for its use.
Members were also provided with a draft
copy of the council’s new ‘consultation plan’.
This document set out how the council should
improve consultation activity across the
council by introducing a single, coordinated
approach. It included a consultation calendar
which aimed to reduce duplication across the
council and identified the level of one off
support which the councils Communications
Team and Stronger Communities Team would
provide to each directorate. However, the
document was still in draft form and the
scrutiny panel urges the council to formally
adopt the plan as soon as possible.

Whilst these documents are to be applauded,
members believe that there is also a need to
look at the development support which can
be made available to provide officers and
councillors with the knowledge and skills to
engage with the community. An on-line elearning package which provides clear
guidance on good engagement practices for
offices and councillors should be developed as
a matter of urgency.
In the short term, members should be
supported in their role as Community
Champions through the inclusion of
community engagement training as part of
member development programmes.
Knowing the community
North Lincolnshire is a diverse area. It
contains many different communities, which
are not necessarily geographically bound.
Knowing the community is central to effective
engagement.
Not only do different communities have
different needs and cultures, they also may
need different approaches to getting them
involved. It is, therefore, essential for target
groups to be identified at the start of any
engagement activity and appropriate means
of making contact identified and planned
from the outset. This may well mean that any
engagement exercise involved a range of
different activities, targeted at different
communities.
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This was evidenced from the panel’s
questionnaire. Almost 59% of respondents
wished to be involved about decisions where
they live. This was the highest response to a
question about whether respondents wished
to be involved, informed or not contacted
about a number of decisions which may
affect them.
The panel believes that whilst the council may
well know where each community is located
within North Lincolnshire, engaging and
communicating with that community is of
course completely different. Members wish
to see a definitive, generic council wide
system introduced for communicating and
engaging with all its residents as the current
system is clearly disjointed. This is a key area
that needs to be addressed.
Communicating Effectively
The public often feels there is little point in
responding to the council’s consultative
documents because decisions have already
been taken and the exercise is simply
designed to ‘tick the box’ to meet government
set targets. There were many written
comments made in response to the panels
questionnaire which supported this
perception. However, the panel does
acknowledge that at the time the members
questionnaire was out for consultation, the
council was being criticised over its lack of
consultation on the Youth Service which, to
some extent, may have influenced this view
point.
The council must make the purpose of any
engagement exercise clear from the start and
state honestly and clearly what is/is not
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possible and where the boundaries of
influence lie. It also needs to make clear the
decision making processes at each stage of an
activity and give a realistic timescale for
completion of the exercise, decision making,
feedback of results, implementation of any
agreed changes and the monitoring of
outcomes. A lead officer/contact person
should also be identified.
The council must ensure that all its
communications are conveyed in an
appropriate, accessible and acceptable
manner. The written word is not the only
means of communicating and, in some cases,
creative and innovative methods are far more
effective.
Although information giving is clearly a one
way process, this is an important part of the
community engagement process.
Information about services and opportunities
to get involved in decision making is not only
good practice in its own right, but also sets
the foundation for engagement.
As in other local authorities, North
Lincolnshire Council produces a vast range of
information in a variety of formats that are
supplied in locations across the area; via
council building, local links and online. This
information is branded consistently and there
are examples of information being tailored to
the needs of different groups.
The panel acknowledges the wide range of
methods for individuals and communities to
communicate with council service
departments, with the Contact Centre and
internet as focal points of engagement.
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Members acknowledge that the council has
well established policies and procedures for
receiving and responding to petitions and
inviting public oral questions in a range of
public meetings, including committees,
council and scrutiny panels.
However, these mediums tend only to be used
when there is a particularly high profile
decision about to be taken by the council or
communities are concerned over the impact a
decision may have on its locality.

lifecycle process, enables the council to
consult with all relevant stakeholders,
citizens, employees and partners, through the
widest variety of response mechanisms.
These include polls, surveys, questionnaires,
forums, discussion boards, interactive
documents and video. All results are stored in
a single database enabling a fully
coordinated, controlled and strategic
approach to engagement across the
organisation. For this, the council pays an
annual subscription which allows the council
to utilise the software and access the support
package.

Online consultation
A consistent theme identified in the evidence
gathering process for the review is that good
practice authorities utilise as many different
avenues of consultation as possible. These
authorities recognise that the onus must be
on local authorities to find ways of engaging
with communities that match their needs.

Members explored the ‘current consultations’
web page on the councils web site. Access to
this site was via a link on the council’s home
page. It was noted that unless you knew how
to access the current consultations page, you
would not easily find the link.

The council has implemented this approach
by ensuring that consultations and petitions
can be conducted online. These are now
established processes, with service
departments across the council conducting
consultations in this fashion. This model is
inexpensive, accessible to most sections of
the community and most importantly, the
views from the consultation could help drive
service improvement.

When the current consultations site was
accessed, fourteen consultations were listed.
However, two things were immediately
apparent. Firstly, of the fourteen
consultations, only four were ‘live’. Therefore,
it was left to the viewer to read, analyse and
understand that some consultations had
closed. There was one consultation listed on
the page that had closed thirteen months
previously.

The council subscribes to the uEngage
consultation software. uEngage is a multichannel, web-based engagement platform for
consultation management, stakeholder
submission and analysis across an entire
organisation. It provides centralised
management of the entire engagement

The second striking feature on the page was
that there was no uniform approach to
consultation responses. The council was
asking respondents to either complete online
surveys, send an e mail, download documents
and return or simply ask the respondent to
read the information on the page to name but
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a few. Whilst there is no one size fits all
approach to consultation or engagement
asking a resident to download four
documents, print them off and then return
them is not a customer friendly way of
engaging with the public.
Indeed, there were two software packages
being utilised for online responses (uEngage
and SNAP) which looked completely
different. This led members to question the
necessity and cost of two software packages
providing the same outcome.
The members online consultation
The scrutiny panel wished to canvass the
views of North Lincolnshire residents on a
range of issues relating to community
engagement and consultation. A
questionnaire was devised and published on
the council’s web site.
Members’ first observation was the lack of
promotion of the survey. However, the
Director of Policy and Resources informed
members that all news stories are placed on
the council’s web site on a rolling
programme. As a new story was added to
the web site, then the oldest story ‘dropped
off’. Therefore, it was not unusual for the
news story promoting the survey
disappearing off the web site within a few
days. However, the survey was only
publicised following frequent requests from
the scrutiny panel to the Communications
Team. This lead members’ to question
whether the council had a policy for the
publication and promotion of council surveys
and consultations. This therefore left
members questioning just how local residents

13

would be made aware of a survey if it was
not promoted.
The survey was hosted by the uEngage online
consultation tool. The survey looked
professional and was easy to use, with
respondents asked to read a question and
simply click on their preferred response.
However, members discovered that at
some point during the consultation period,
a technical problem meant that
respondents could not access the survey.
This technical issue was not identified for at
least four days. However, once council
officers were made aware of the issue, it was
resolved efficiently and expediently. This
issue did identify an area of concern in that
the council did not routinely sweep the web
site checking for ‘broken links’. Had this
facility been in place, then the issue would
have been identified and resolved
immediately.
Upon the close of the consultation period, a
total number of 244 responses had been
received.
Face to Face Consultation
As was mentioned previously, the council’s
draft ‘Consultation Plan’ states that council
officers from the Stronger Communities
Team are able to provide ‘one off’ support for
a large scale cross cutting exercise each year.
Field workers were deployed along
Scunthorpe High Street on a number of
occasions. This resulted in 54 questionnaires
being completed by residents.
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Whilst this was an excellent outcome, and
allowed individuals to complete the survey
who may not have otherwise done so, it did
highlight the fact that for this type of activity
to be successful, the questionnaire had to be
short, sharp and focused. On average it was
taking field workers seven minutes to
complete the questionnaire with members of
the public. However, whilst this is not a long
time, with the fast paced lives that many
individuals lead, seven minutes was too long.
A number of surveys were started but not
completed by field workers as it was taking
too long to answer all the questions. Clearly
this is something that needs to be taken into
account for future consultations.
Neighbourhood Action Teams
One option that the panel explored was
Neighbourhood Action Teams (NATs) being
utilised as a consultation and/or engagement
medium. NATs are police and council
managed meetings which meet in each ward
on either a monthly, bi monthly or quarterly
basis. Their primary focus is on the ‘crime and
grime’ agenda, with attendees representing a
plethora of local community organisations.
Whilst members are not advocating a
significant change to the operation and
management of NATs, it could be possible to
allow the council and partners to include on
the meeting agendas particular items that
they wished to consult or engage on,
pertinent to that ward. Strict criteria would
need to be applied as to what was or wasn’t
to be included on the agenda but as NATs
evolve, this is one area of work that they
could be involved with.

The scrutiny panel therefore suggests that a
pilot NAT be identified to test out this
proposal.
Consultation Options
As part of the members’ questionnaire, the
respondents were asked to identify how they
would like to be involved in council decision
making. The results are summarised below.
• 73% of respondents wished to receive
issues for consultation via e mail.
• 69% of respondents would be interested in
receiving a newsletter.
• There was an equal split of respondents
who either did or did not wish to be invited
to council workshops and forums.
• There was 60 / 40 split over those who
would or would not be interested in sitting
on a committee.
• Respondents were not interested in being
contacted via telephone.
• Only 35 % of respondents would like to be
invited to a council information day.
• Surprisingly social media was not a popular
medium for the council to communicate
via. Nor was online forums.
• Online consultations was a popular
communication medium, with 54% of
respondents interested to very interested in
the tool.
The one stand out statistic was that
individuals did not wish to be consulted by
social media. Rightly or wrongly the panel
perceived social media to be a positive
consultation and engagement medium.
However, as no age profile was attached to
the questionnaire, it is impossible to
determine the age profile of the respondents.
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The only conclusion members can draw is
that further, more in-depth analysis on the
preferred consultation method should be
undertaken by the council.
Questionnaire Response
In addition to national changes in society as a
whole and general disillusionment with
democratic processes, as demonstrated by
the low turnouts both at general and local
elections, there are a number of specific
reasons for the inconsistencies in
engagement in North Lincolnshire.
Previous experiences have made some
members of the public cynical of the council’s
intentions to really listen to people and to act
upon their views. There is a perceived
cyncism in the way that engagement
activities are carried out. Furthermore, there
is often a failure to feedback results of
engagement.
This view is supported by the many written
comments that were made as part of the
scrutiny panels online consultation.
To improve, the panel believes that the
council must address two fundamental issues.
Firstly, it must ensure that community
engagement becomes integral to the
operation of the organisation and is no longer
seen as an ‘add on’ to councillors’ and
officers’ roles. Secondly, the council needs to
put in place proper and appropriate structures
to support this new approach to working with
the community. This will involve cultural,
tactical and operational change, with
dedicated resources and at least pump
priming funding until changes have become
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embedded within the mainstream culture of
the organisation.
It was found that the authorities which are
most successful in engaging with their
communities are those which have a clear
strategic and corporate commitment to
effective engagement.
Prioritising ongoing community
engagement will require, among other
things, a commitment at senior management
level, and the establishment of appropriate
support structures to encourage
improvement. A clear message is needed
that effective community engagement is
an integral part of the day job and not an
‘add on’. It must be incorporated fully
within the council’s service planning
processes, at corporate, directorate and
service levels.
Members believe that there is an urgent need
for far better co-ordination of the council’s
engagement activities, both at individual,
project and strategic level. It is our opinion
that this is an example of the previously
mentioned need for corporate leadership and
direction in the field of community
engagement.
The Challenge of Proving it Works
A consistent criticism from respondents
who participate in community engagement
activities is that feedback is not
received.
As has been mentioned previously, the
comments made on the panel’s questionnaire
would support this viewpoint.
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Members of the panel acknowledge that the
council should try to ‘close the loop’ on
consultations by signposting those
respondents who took part in a consultation
or engagement activity to the relevant
council or cabinet member report that
describes the decision taken and the
mandate for it. This would allow the
respondent to know that their point of view
was considered and provide an audit trail as
to how the decision was arrived at.
Those individuals who choose to participate
in a council consultation or engagement
activity should be informed at the earliest
possible opportunity of the reason for the
consultation, time line for the activity, when
the information will be considered and when
the outcome will be published. Regardless of
the outcome, this would allow the
respondent to know that their voice has been
heard.
Respecting and Valuing the Community
The prevailing public view is that
engagement is often undertaken to validate
proposed actions or existing approaches,
rather than offering real influence on the way
the council is run. The council should
critically consider the purpose, intended
outputs and desired outcomes of
engagement exercises before taking a final
decision on their value. There will also be
times when engagement is inappropriate
because there is no scope to exert any real
influence.
Providing and communicating the right
information in appropriate ways enables the
community to be fully involved. Opening up

information channels and establishing
transparent processes to support the
democratic process is, therefore, critical.
Respect for community input must also be
demonstrated by providing all those involved
(and interested) in issues with feedback on
how their input has influenced decisions
made. Providing feedback is essential if the
community is to feel that its input has been
taken into account and valued. It is also an
area that needs significant improvement
across the council.
Prioritising Ongoing Community
Engagement
Many local authorities now have a strong and
clear commitment to community
engagement. As was explained previously
this council is currently developing its
consultation plan. Through the panel’s
meeting with officers, we found a tremendous
level of commitment at an individual level to
engaging with the community in meaningful
and effective ways. It was also acknowledged
that there was no overview in providing a
consistent approach to good practice or
targets against which performance could be
measured. So, whilst there was the will to
engage with local people in meaningful terms,
there is minimal guidance for individuals on
the best way forward.
One area of concern was that the council
does not have a dedicated single point of
contact for matters relating to community
consultation and engagement. As was
explained previously, the council’s
Consultation Plan identifies the
Communications Team and Stronger
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Communities Team as conduits for providing
one off support and guidance to council
officers. However, they wish to see a
dedicated single point of contact identified by
the council so that consistent and universal
advice and support can be administered to all
officers and members. This would be helpful
to both external partners and elected
members.
In addition, members also believe it would be
helpful to establish a consultation database
within the council to allow officers and
members to share information about their
respective consultations. Such a resource is
likely to include –
• A schedule of planned consultation and
other forthcoming opportunities to engage
with specific communities
• A library of existing research and
consultation material
• A contacts directory of individuals,
organisations and groups representing
either geographical or subject specific
communities.
Elected Members
Members believe that, in order to effectively
engage with the public, the council needs to
evolve, to be creative and to find new ways to
take things forward collectively. Councillors
can be key to this process of community
engagement. Research from the Local
Government Association suggests that once
people know what councils do, they will get
involved. Satisfaction levels are also higher
when people understand council’s work
better.
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Given the challenging nature of the
community engagement agenda, and the
new demands on Members and Officers in
this respect, the scrutiny panel believes that
community engagement training should be
incorporated into the Member and Officer
development programmes.
The ability of Members to act effectively as
representatives for their ward is largely
dependent on the information they have
about the local situation. This means that
Elected Members must be kept informed of
any engagement or consultation activities
due to commence in their ward.
Indeed, the reason this review subject was
added to the panel’s work programme was as
a result of a consultation being undertaken by
the council in Scunthorpe with regard to
gypsy and traveller accommodation that
ward members were unaware of.
This clearly presents community engagement
issues when local residents approach their
councillor to answer queries.
This is supported by the findings from the
scrutiny panel’s questionnaire, which stated
that 27% of respondents wished for their
ward councillor to represent them.
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CONCLUSION
It is clear from the work undertaken by
members that there is no definitive way of
undertaking effective community
engagement. Needs will vary, depending
upon the service provided, the customer base
and what the objectives are for the
engagement process. The panel
acknowledges that there are many possible
ways of consulting and engaging with
customers. Particular regard should be given
to the fact that community engagement
(involving customers in the development and
delivery of services) rather than consultation
(simply seeking comments on a proposal that
has already been developed) is the better way
forward in most cases.
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APPENDIX 1
Membership of the Places Scrutiny Panel
Councillor -

T Foster (chairman)
A Davison (vice-chair)
P Clark
D Oldfield
P Vickers

The panel conducted a number of evidence
gathering sessions, speaking to a range of key
officers from the council and its partners.
The panel would like to thank them for their
valued input and attendance. They also
received and considered a range of written
evidence, including local and national
research, guidance and legislation.
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APPENDIX 2
Stakeholders interviewed as part of the
review • Will Bell – Assistant Director – Legal and
Democratic Services, North Lincolnshire
Council
• Chris Skinner – Head of Communications,
North Lincolnshire Council
• Dave Hey – Head of Stronger
Communities, North Lincolnshire Council
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