PRINCIPLES FOR IMPLEMENTING PUBLIC ENGAGEMENT

The following principles build on important work done in Wales, our UK partners and beyond, to identify what makes engagement work. In Wales, sources include Having a Voice, Having a Choice produced by the Children and Young People’s Participation Consortium for Wales, and the National Strategic Framework for Community Development in Wales, developed by Community Development Cymru. We welcome all these contributions.

These principles are intended to inform public service bodies as they improve their public engagement activities. They aim to set a positive tone for public engagement and should inform all engagement activity in Wales.

1. Everyone is equal and has a right for their voice to be heard
· People who engage with public services should be treated as equal partners.

· All engagement should respect existing legislation and overarching principles of human rights and equalities and a commitment to a bi-lingual Wales.
· This means taking on board these agendas and commitments at all levels - international, national, regional, local, and neighbourhood -  and seeking, in commitments, methods and techniques, to ensure equality in its widest sense. 

· Engagement should deliberately seek to include the most excluded and disadvantaged groups and communities, and to allow for specific methodologies and techniques to incorporate the views and knowledge of the most diverse and the most hard to reach. 

· As far as possible, engagement should be designed from the perspective of the people participating – focused on the issues that matter to them, using methods that work for them, with the time, location, language and facilities to suit them. 
· Taking the citizen perspective will sometimes require complex approaches, and won’t always work perfectly. This can be seen as a learning process to help refine and amend approaches.

· Include ways of engaging the users of all services, as well as the wider community. 
· Young people have particular needs for deliberative engagement. The participation standards designed to ensure good engagement of young people should be understood and applied wherever possible.
2. Engagement processes must be open, ongoing and consistent over time
· Engagement should be regarded as a perpetual process rather than a one-off exercise. 

· There is a place for the unique and special engagement exercise, but overall engagement processes and structures should become embedded and familiar, and should continuously improve their reach and the range of individuals and citizen organisations that are involved in mature dialogue.

· Sharing and mutual learning about the engagement process, as well as the results of that process in service-applicable information also requires to become embedded into local partnership and service structures.

· Engagement should become as integrated and ‘joined’ up as possible, within services and across the local partnership landscape.

· There are already many different services with varying levels of experience and commitment to public engagement: where there are well-established engagement processes, we should build on that existing good practice, and the skills and experience of those involved.

3. Sharing information actively results in a better process and better outcomes
· Engagement processes should build on past knowledge: services should maximise their shared knowledge about their communities (of place or interest). People will become sceptical if asked repeatedly to state their concerns and issues

· Inform the community about your service, the policy context in which it operates and how it is accessed 

· Services should ensure at the outset that the purpose of the engagement exercise is clear, and how it will inform service change or improvement, and by when
· The parameters of influence need to be honestly stated – there is no purpose to asking for opinion when it cannot impact on the service or the issue being examined

· Timescales need to be acceptable and appropriate to the constituency being engaged – and the timescale should be clear and understood

· When discussing their needs, people often highlight the need for links between services; a major part of the value of engagement comes from sharing these insights within and between services, so that services can be adapted in response
· Make sure feedback happens. The importance of feedback is easily overlooked, but research has demonstrated that this process is as important as the original engagement exercise to participants, and is fundamental to creating a ‘virtuous circle’ of change.

4. How we engage should be creative, but also appropriate and proportionate 

· Engagement techniques and methods are hugely varied. Some will have been used before; others may be new and innovative. There is no specific or correct methodology for every circumstance.

· Appropriateness in engagement will depend on the subject, the community, and the context, and should be designed accordingly.

· Whether an engagement process is concerned with a specific service issue or is seeking a wider, less focussed ‘conversation’  needs to be made clear at the outset

· Often it will be the target group or community who will be best placed to assist in the choice of technique, having specific knowledge of special local circumstance or their needs and culture; what may work for a user group in one service area may not be useful for a group never before engaged in consideration of that service
· Special considerations and skills are often critical in order to engage effectively with the marginalised or disadvantaged parts of the community, in order to capture as much opinion, knowledge and experience as possible

· Engagement processes can not, and should not, assume an even field of capacity, literacy, numeracy or language. It may be that the best response will be delivered by use of unusual techniques, the use of pictures, film, video, etc rather than any reliance on the written word. 

· For many people the biggest hurdle to engagement in general is lack of self-confidence. Engagement facilitators need to take this into consideration in terms of design, setting, accessibility and expectations.

·  Often people may prefer anonymity; others may prefer to be able to speak in confidence; others may find that a group approach works best in encouraging their involvement, attendance and participation.

· Sometimes it will be useful to employ a facilitator from outside the service area so that citizens trust that their opinions and experiences are truly heard by an unbiased listener

· Engagement may require incentives to encourage maximum involvement, for example refreshments, transport costs, childcare, or attendance rewards.
5. Public services need to build a culture of engagement 

· Embedding a culture of engagement and involvement inside a service will take commitment, time and resources, and is part of the wider change towards citizen focused service delivery
· These changes need top level commitment, and understanding
· Front-line staff who engage with service users and the wider public often hold huge amounts of untapped insight; they also benefit from support, training and resources

· Systems need to be designed to ensure that feedback from the engagement process can be disseminated across service structures; good experiences, as well as bad ones, need to be captured and built upon
· Effective engagement requires services to listen and then to respond to issues raised. Services need clear processes for welcoming engagement and then driving change as a result. 

· Services that are used to public engagement  have often designed good employee engagement and feedback systems too

· It is essential that lessons learned are taken on board and disseminated inside the service itself, as well as across partner services. 
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