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1. Introduction

The Participation Cymru team first brought the issue of the setting of national principles / standards to its Advisory Panel in December 2009. This was precipitated by a number of organisations and individuals expressing their disappointment and frustration at the lack of national guidance for public engagement from the Welsh Assembly Government (WAG) under the Making the Connections and One Wales agenda.
It was decided by the Advisory Panel, with the agreement of the representative of the WAG, that Participation Cymru would host an open meeting to gauge opinion on the setting of such principles / standards.

This report is a record of the meeting and offers some recommendations from the Advisory Panel to the Welsh Assembly Government.
Summary of recommendations:

There was a consensus on the fact that WAG should set some form of guiding document at national level that would aim to set a standard for public engagement across Wales and recommended:

1. That the Welsh Assembly Government show increased leadership regarding citizen and community engagement by the setting of national principles / standards for public engagement.
2. That the principles / standards need to be set from a citizen’s / service user’s point of view. They need to grow out of experience on the ground to ensure that the process of engagement results in improved public services that better fit citizens’ and communities’ needs.
3. That due consideration is taken of the plethora of existing material in this area and that the wheel should not be re-invented but that existing material be adapted for this purpose e.g. National Standards for Community Engagement in Scotland and the National Standards for Children and Young People’s participation in Wales.
4. That any national principles / standards set should not be tokenistic but a tool by which the quality of engagement be measured as a way of ensuring that the citizen receives a consistently good quality of engagement across public services in Wales and that they are set within a clear strategic vision from Welsh Assembly Government with evaluation and auditing processes in place. 
5. That there will be a coordinated approach within WAG to implement these principles / standards with resources and training to demonstrate real commitment.

Mandy Williams

Participation Cymru Manager

2. Methodology
The invitation to the meeting was sent out generally to all contacts on the Participation Cymru database with encouragement for those who received it to pass it on to other interested parties. Our contacts lists focussing primarily on public sector organisations and third sector organisations from a variety of disciplines.
The meeting was held at WCVA, Baltic House in Cardiff Bay and at WCVA, Morfa Hall, Rhyl via video conferencing. All places in Cardiff were taken up and a smaller group met in Rhyl. A full list of participants and the agenda for the day can be found at the end of this report.

The meeting was conducted in a participatory way using focus groups and a questionnaire. This was to ensure a collective and individual response from those who attended. 
The focus group participants were asked to discuss and answer the following questions:

1. What criteria are you monitoring/evaluating your engagement/consultation work against at present?

2. What are your views about setting principles/standards for engagement/consultation?

A copy of the questionnaire and the results can be found in section 6 of this report.

It was also felt important to share with the meeting the experience of those who were responsible for setting the National Standards for Children and Young Peoples’ Participation. This was led by Anna Skeels from the Participation Unit in Save the Children in Wales with a short presentation and a question and answer session.
3. Focus groups & questionnaire responses
3.1 Current practice: 

What criteria are you monitoring/evaluating your engagement/consultation work against?
3.1.1 Evaluation

A number of people working within the third sector reported that whilst they were “doing lots of engagement with their members” they did not formally monitor/evaluate. There is a tendency to look at how others have done things and learn from them. It is also true that many of their members struggle to engage.
It was agreed that there was need for a change of culture so that measuring engagement is integral to the process. To have a set of criteria by which to do this is crucial.
Some participants with direct experience of working with Local Service Boards talked about how some LSBs have developed a framework for engagement. This enabled there to be ownership and coordination from a central point.

However, one difficulty is to agree a common definition of what engagement is. There needs to be recognition that there are different stages and that the methodology needs to be fit for purpose. It was generally agreed that the process of public engagement does not go far enough. We need to be working towards involving citizens and communities in planning & design of services at all stages.

One participant shared the process their organisation used. They emphasised that an important strand in developing principles and guidelines for an organisation is that you learn from experience and are constantly updating them as a consequence. There is need for more qualitative data to find out the impact of their standards on service users.

Conclusion 
It was agreed that there is a need to concentrate more on promoting progress in evaluation and monitoring. The promotion of progress needs to be embraced in the culture of an organisation and its standards. This needs strong leadership to direct the way forward, with a strong emphasis on “this is why we do it”.

3.1.2. Existing Tools
Participants offered information on a variety of different tools that were already being used. Either those that organisations had produced themselves or ones that were used and adapted from elsewhere. The following were raised during the focus groups and a list of resources submitted prior to the meeting can be found at the end of the report.
i. Countryside Council for Wales Toolkit for Decision Making (2005) – this is used for consultation and included considerations for the Disability Discrimination Act. Service users were not involved in its creation, an outside consultant was hired. However, this has not just become another document but its implementation has changed the culture of the organisation so that service users are and must be involved in decision making processes.
ii. National Assembly for Wales’ guidance on the use of technology to reach isolated areas; the use of video to capture people’s views. The use of an outreach bus to engage with people in their communities. 
iii. Children and Young People’s Participation Standards

· 7 different standards which should outline quality of participation process and
          
make sure that everybody has the opportunity to participate

· 18 performance indicators against 7 standards

· Launch of the Kitemark for the standards May 2010
· Small pilots were run with other age groups 
iv. Scottish Standards for Community Engagement: Some organisations have drawn up their own principles based on the Scottish approach and ideas of best practice from other similar organisations to themselves.
v. Satisfaction surveys used by public service organisations to gauge public satisfaction with services received.
vi. Patient & public consultation – the means by which many local health boards engage.
vii. WAG guidelines and outcomes on consultation 

viii. NHS Ambulance toolkit
3.1.3. Experiences of Local authorities
Generally it was agreed that there was lots of monitoring but not so much evaluation. Some local authorities have begun to do this in a more formal way, particularly in areas where there has been some joint working e.g. with the Police, within Local Service Boards or collaboratively with other local authorities.
It was also agreed that there was a lack of commitment for training in engagement for staff and that in order for local authorities to be more effective in this area that structural changes were needed with local authorities. Two things were meant by this: more joined up thinking within County councils so that consultation and engagement work is better coordinated and also a structural change across Wales so that local authorities better fit with other public service organisations like Local Health Boards.

3.1.4. A Third sector perspective 
The point was raised that face to face engagement is resource intensive. One way of monitoring is to dip test what is working well. What is needed is for continual engagement / on – going participation that builds up trust and relationships.
3.1.5. Police perspective: More customer service focus
Police Forces are working together on the engagement agenda in Wales, doing lots internally and externally e.g. customer service training, promoting the policing pledge, addressing the public confidence agenda in Wales. The Police have a policy to “get it right first time”. This is measured by performance indicators and is fed back to the performance team. PACT (Police and Community Teams) is another way the Police engage, statistics are kept about recurring issues and numbers attending. 

3.1.6. Areas of specific engagement activity
-  tea parties with groups of homeless people, MPs, Councillors, people in support services etc. 

- e-participation can be useful to enable people to engage

- using people who work with individuals and getting them to collect and centralise the data 
- helped at a successful ‘healthy eating’ event, used that to gather people’s views on new health and social care strategy

- Cardiff Women’s Aid attends events where women will be (e.g. salsa classes) to engage with them on issues such as domestic violence etc.
-  important that people have lots of avenues with which to engage/get involved so people can do what is right for them.

3.2. The way forward: 
What are your views about setting principles / standards for engagement?
3.2.1. Existing standards
Some felt that the Scottish Standards were a good starting point but that they contained some duplication and so they would need revision work.
Children and Young People’s Standards for Participation in Wales – they are a core set of principles but are they too generic? Can they be tiered / layered? Could there be a link to a separate text for detail on engagement in a specific field? Is WAG only supporting children and not interested in supporting those over 25? Standards should be applied to all. In the current economic climate we should be building on the existing standards to avoid wasting additional resources that would result in duplication of resources. 
3.2.2. Not tokenistic
Whilst there was a consensus of opinion that any national guidance should not be tokenistic there was mix of opinion between principles and standards. On the one hand some felt that high level principles are good, with flexibility for each organisation to set their own standards as appropriate. Others felt that standards needed to be adopted and that they needed to be linked to measurable outcomes, built into contracts and funding criteria and made part of a performance framework. They felt that principles could be interpreted differently by different people. All agreed that engagement needs to be about people and not process.
3.2.3 Strong leadership from WAG
There was a unanimous call for stronger leadership from WAG than at present. It is not a good situation that people are treated differently depending on who they approach. If there were a set of national principles / standards everyone would be treated to the same standard. Any nationalisation of standards should be applicable to any situation or organisation across sectors.
3.2.4 Main strands for principles / standards
The participants felt that the following were some of the main strands needed for effective principles / standards:

i. It was felt that principles / standards need to be set from a citizen / service users’ point of view. Need to learn from experiences on the ground. This will ensure that public services better fit citizens’ needs. There needs to be involvement at all stages: citizens need to feel they have genuine control over the services they use and that their involvement results in policy change where appropriate. Some felt that Web 2 technology needs to be embraced to facilitate a more interactive / 2 way conversation. It was thought by some to be a good way of establishing what service users want and a good way of informing guidelines / principles / standards from the bottom up as opposed to the top down. Others raised concerns raised here about accessibility to technology for some.

ii. Standardisation of terms used: Defining the indefinable. We need to agree on common terminology and definitions of that terminology. There needs to be a distinction between consultation and citizen and community engagement to avoid disillusionment.

iii. The need for equality of access for all.
iv. Clarity of purpose – it is important to know why you are engaging, for what purpose. To ask the basic question: Is engagement necessary? Managing of expectation is key to effective engagement.
v. The citizen and community engagement process should run parallel with the ability to enact decisions, with feedback provided at all points.
vi. Must be an open process where voices can be heard, with proper opportunity to feed in. 
vii. Honesty – people need to understand that there are limitations. Transparency and clear parameters are vital. If people are misled they fight the process and are not facilitated.
viii. When standards are put into practice and measured, the specific data needed should be clear so there is no misleading evidence presented. 
ix. Ownership is needed at all levels of an organisation. Firm commitment and promotion from an executive level with participation champions needed throughout organisations. 
x. It would be good to have a set of guidelines to improve the relationship between partners, where we can say to our partners “here are our standards”. They would serve as a platform to help improve communications. They would help in the effort of trying to bring all partners to a common understanding and standard e.g. LSBs.

3.2.5 Process & Implementation
In order for effective and consistent engagement to take place across Wales to a common standard it was felt that the following issues needed to be addressed:
i. A culture change of powerbrokers is needed to go alongside potential principles / standards, though it was recognised there were some committed individuals and good practice at present.
ii. National principles / standards should be filtered down to regional / local level. 

iii. Principles / Standards need to be in all strategies e.g. Local Delivery Plan, Community Strategy, Local Government measure, Local Service Boards, Health.

iv. Many felt that the use of principles / standards should be a statutory obligation. One participant felt that from a carer’s perspective standards should be linked to law, as they are often left with no voice to challenge, especially young carers

v. Needs to be leadership and responsibility for this within the Welsh Assembly Government.

vi. Accessibility / Access to networks: Networks should be accessed for collective voices and opinions of service users on principles / standards. A code of practice with specific examples to identify all issues of inclusiveness / access is needed. All documents should be understandable by all.
vii. There was concern that the current financial climate means focus could shift away from engagement, but that in fact more effective citizen engagement is needed to ensure service better fit the needs of citizens and communities, thus ensuring best value for money.
viii. It was agreed by all that a new set of principles / standards need to be well promoted, resourced and have accompanying training.

Executive Summary & recommendations

Recommendations:

There was a consensus on the fact that WAG should set some form of guiding document at national level that would aim to set a standard for public engagement across Wales and recommended:

1. That the Welsh Assembly Government show increased leadership regarding citizen and community engagement by the setting of national principles / standards for public engagement.
2. That the principles / standards need to be set from a citizen’s / service user’s point of view. They need to grow out of experience on the ground to ensure that the process of engagement results in improved public services that better fit citizens’ and communities’ needs.
3. That due consideration is taken of the plethora of existing material in this area and that the wheel not be re-invented but that existing material be adapted for this purpose e.g. National Standards for Community Engagement in Scotland and the National Standards for Children and Young People’s participation in Wales.
4. That any national principles / standards set should not be tokenistic but a tool by which the quality of engagement be measured as a way of ensuring that the citizen receives a consistently good quality of engagement across public services in Wales and that they are set within a clear strategic vision from Welsh Assembly Government with evaluation and auditing processes in place. 
5. That there will be a coordinated approach within WAG to implement these principles / standards with resources and training to demonstrate real commitment.

The purpose of the meeting was to gauge opinion on the setting of national principles / standards for engagement. The opportunity was taken at the meeting to scope how organisations were currently monitoring and evaluating public engagement activity at present. The exercise gave some interesting responses with 58% of those who attended stating that their organisation had an existing public engagement strategy and 50% having a set of guiding principles for this strategy. It seems that many organisations have taken existing principles and strategies and adapted them for their own purpose. However all those who attended indicated that they would, as individuals and organisations, benefit from clearer guidance from the Welsh Assembly Government on public engagement and the setting of national principles / standards.

Whilst there was a consensus of opinion that national guidance is needed there was mix of opinion between principles and standards. On the one hand some felt that high level principles are good, with flexibility for each organisation to set their own standards as appropriate. Others felt that standards needed to be adopted and that they needed to be linked to measurable outcomes, built into contracts and funding criteria and made part of a performance framework. 

Another important point made was that there is already a lot of material out there and that if some national principles / standards were set then it would seem foolish to reinvent the wheel. A list of current resources that were submitted to Participation Cymru can be found in the appendices. This is by no means an exhaustive list of current practice.

5. Conclusion

Participation Cymru would like to thank those who attended the opening meeting and to those who have subsequently offered their views.

We would also like to thank members of the Participation Cymru staff and other WCVA staff who facilitated the event.

This report will be sent, via the Advisory Panel, to the Improving Public Services division in the Welsh Assembly Government. 

Participants and interested parties will be kept updated as to the progress of this report as and when we receive a reply.

6. Appendices
i. List of participants
	Name
	Organisation

	Alison Clements
	Gwalia Care & Support

	Alison Harris
	VAMT

	Anna Skeels
	Save the Children

	Ann Philpott
	Interlink

	Claire Griffiths
	Cardiff County Council

	David Smith
	Welsh Food Alliance

	Elaine Cabuts
	National Museum Wales

	Gill Clark
	WLGA

	Graham Brand
	Big Lottery Fund

	Jan Burton
	Torfaen CBC

	John Drysdale
	TPAS Cymru

	John R. Jones
	Medrwn Môn

	Julia Rooney
	Torfaen CBC

	Juliet Barnes
	ABHB

	Leanda Wynn
	CCHC

	Liz Bickerton
	

	Liz Sharma
	Caerphilly CBC

	Lowri Williams
	WAG

	Lynne Morris
	Cartrefi Bridgend

	Margaret Peters
	CCW

	Mair Jones
	

	Mari Schufflebotham
	Communities First

	Martina Svobodova
	Beacon for Wales

	Neil Surman
	WAG

	Rachel Stinchcombe
	Opportunity Housing Fund

	Rhian Foote
	Swansea City & County Council

	Rhian Lewis
	Aneurin Bevan Health Board

	Ron Walton
	Welsh Food Alliance

	Sarah Mayne
	Gwent Police

	Simon James
	Interlink

	Simon White
	One Voice Wales

	Vin West
	Arfon Access Group

	Wayne Jepson
	NLIAH


ii. Agenda for the meeting
Participation Principles sub-group meeting

Monday 22 February 2010, 14.00-16.30
WCVA Cardiff and WCVA Rhyl

1. Welcome
2. Introductions

3. Setting the scene

4. Participative exercise
5. Plenary
6. Anna Skeels Children and Young People Standards, Q&A

7. Questionnaire
8. Next steps
9. Depart

iii. Questionnaire

Principles for Public Engagement

Note: it is recognised that organisations and sectors differ in the language they use within this area of work. For the purposes of this questionnaire the term ‘Public engagment’ has been used to encompass all work within the field of individual and community consultation and engagement.

	1. Name

	2. Organisation

	3. Job title

	4. Do you have a responsiblity for public engagement within your job role?  

Yes / No

	5. Does your organisation have an public engagement strategy?

                                                       Yes / No

	6. Does your organisation have a set of guiding principles for public engagement? 

Yes / No

	For the following questions please use the scores below to indicate your responses. 

1 – very well / most and 5 – not at all 

	7. How effective do you think your organisation monitors and evaluates the work of public engagment at present?

1

2

3

4

5

	8. How much would your individual work benefit from the setting of national principles for public engagment?
1

2

3

4

5

	9. How much would your organisation benefit from the setting of national  principles  for public engagement? 
1

2

3

4

5

	10. In your public engagement work how supportive do you find your organisation?

1

2

3

4

5



	11. In your public engagement work how supportive do you find the Welsh Assembly Government?

1

2

3

4

5

	12. How much would you value clearer national guidance from the Welsh Assembly Government on public engagement.
1

2

3

4

5

	13. In order to improve the quality and effectiveness of public engagement within your organisation what would you identify as the key issues to be addressed? Please note them below:

Thank you very much!


iv. List of Resources Submitted 

Existing participation standards & supporting documents

All the resources below can be accessed via www.participationcymru.org.uk
Children, young people and families participation strategy

Fframwaith, Rhondda Cynon Taff Children and Young People’s Partnership
This strategy is about recognising how the involvement of children, young people and their families can enhance their experience of the services they receive.  It also identifies the benefits for services from involving children and young people and their families.  It is important to acknowledge that children and young people require support in order to become involved in consultation, decision-making or participatory activities.

Citizen and community engagement in Powys – a resource pack

Powys Carnegie Action Research project

This guide is aimed at organisations that are pursuing best practice in citizen and community engagement, but it is also a tool for communities and citizens when pursuing their own engagement projects. It is divided into three parts - the meaning and the process of engagement, good practice from Powys and a directory of Powys channels that can assist with engagement.
Citizen-centred governance principles for Wales
Welsh Assembly government

The One Wales agreement made a commitment to review the governance arrangements of public service organisations in Wales to assess their alignment with the public services improvement agenda. The Governance in Wales programme was then commissioned to apply these principles in undertaking a programme of work with organisations to strengthen the fit. These principles are the results, which focus on putting the citizen first; knowing who does what and why; engaging with others; living public service values; fostering innovative delivery; being a learning organization; and achieving value for money.
Customer service and public engagement - the citizens’ voice

Welsh Assembly Government

The key messages are presented in two sections, one of which related to public engagement. It was drawn from a comprehensive literature review and primary research. This research, which investigated the customer service and public engagement that people living in Wales want from their public services, included public engagement messages around three themes of areas of interest; depth of involvement; and methods and techniques.

Draft consultation policy (January 2010)

Amgueddfa Cymru - National Museum of Wales

The draft consultation policy is designed to set out the parameters for all aspects of public engagement and consultation undertaken by Amgueddfa Cymru. It reflects the essential non-hierarchical nature of the process of engagement, and expresses its proactive determination to engage the public in an equitable, participative and mutually beneficial dialogue. 
Guidelines for the Effective Consultation and Participation of young people

Torfaen County Borough Council

This document is produced in an accessible format to publicise some principles to consider when engaging with young people. Written for professionals whose role involves the engagement of young people these principles could be developed for different ages and in varying contexts.  
National standards for community engagement

Communities Scotland and the Scottish Executive

Commissioned by the Minister for Communities through Communities Scotland, developed by the Scottish Community Development Centre and published with endorsement by a range of bodies including the Scottish Executive, these standards have a series of indicators that can be used to assess performance. The standards support materials recommend that they are adapted to local circumstances as not all the indicators will be relevant in all circumstances, however the Standards can be adapted to evaluate different forms of community engagement in a range of different contexts. 

Participation standards for children and young people

Participation Unit

These standards were developed in partnership with the Participation Consortium, the Welsh Assembly Government, practitioners and children and young people across Wales. The standards were developed from commonly agreed ‘core principles’ of participation and are accompanied by the ‘Do we meet your standards?’ self-assessment pack, which enables organisations to use them to asses their current practice.
Participation – the next generation

Tenant Participation Advisory Service (TPAS) Cymru

This policy and practice report analyses the factors that are important for good participation, and also includes sections on good practice principles for participation; barriers to participation; conditions to enable participation; mainstreaming of participation principles; engaging ‘hard to reach groups; and the basis of effective methods for participation.

Principles for engaged public services

Welsh Assembly Government

This is one of a series of working papers which sets out the Welsh Assembly Government’s current thinking on public engagement. It represents work in progress, not statements of Assembly Governance policy. The five core principles for better engagement are everyone is equal and has a right for their voice to be heard; engagement processes must be open, ongoing and consistent over time; sharing information actively results in a better process and better outcomes; how we engage should be creative, but also appropriate and proportionate; and that public services need to build a culture of engagement.
Service user and carer participation strategy

Care Council for Wales

This participation strategy shows the vision and broad priorities for service user and carer participation within the Care Council for Wales over the next five years. The strategy is based around a set of participation principles and standards and participation circle. This Strategy was developed and shaped by a large consultation process involving 144 service users and carers across Wales. The process was steered by a Reference Group of service users and carers who are also publicly appointed Care Council for Wales Members.

Standards for citizen engagement

Wrexham Local Service Board (LSB)

A working group of LSB Officers led by Janet Williams of AVOW and Diane Henderson from Betsi Cadwaladr University Health Board developed these standards in order to develop and sustain a working relationship between LSB partner organisations and one or more community groups (geographical or interest). These standards help them both to understand and act on the needs or issues experienced by the community. There are ten standards, including involvement; support; planning; methods; working together; sharing information; improvement; feedback; monitoring and evaluation; and accessibility.

Tenant participation quality assessment review framework
Tenant Participation Advisory Service (TPAS) Cymru
The assessment framework is divided into the themes of commitment to tenant involvement; communication; consultation and feedback mechanisms; and a robust complaints service. These themes are then broken down to principles, which can be used to measure engagement.
PAGE  
13

