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1. Introduction
There are many reasons why taking a structured and pro-active approach to the planning, delivery and co-ordination of consultation, engagement and customer service management activity is important for Tamworth Borough Council.
· We want to continue our work with the local community to learn more about their needs and aspirations and use this information to guide the development and delivery of our goals and services and those of our local partners.
· Our strategy and performance are also influenced by external and regulatory factors such as the duty to involve contained in the Local Government & Public Involvement in Health Act 2007 
and the focus on citizen engagement from central government. 
· Our maturing performance framework places a greater importance on gathering information on the perceptions of local stakeholders about their local area and the effectiveness of local public services. 
· In the planning and delivery of effective services, gaining an insight into the views and needs of service users at different points during the lifecycle of these services is both best practice and common sense.
· Developing a coherent consultation strategy will provide the council with the platform on which to build a clearer picture of the needs and hopes of stakeholders locally, regionally and nationally. The information we collect can then be made an integral part of both strategic and operational planning and the setting and measurement of the Council’s priorities for action.
2. Our Current Position

Tamworth Borough Council, either corporately or through its Directorates and Services, currently conducts a broad range of consultation, customer service and engagement activity. Given the context of government’s increasing focus on citizen engagement this is a positive platform from which to develop this new strategy. Tamworth Borough Council must improve the way that consultation is co-ordinated. This will lead directly to benefits such as more effect use of resources and development of the mechanisms employed to ensure that the information gathered through consultation and engagement is fed into the strategic and operational planning processes that inform our future operations.
3. Our aims for this strategy

The aim of this strategy is to;
· Ensure that Tamworth Borough Council has a framework for consultation that enables the authority both to follow best practice as well as establishing best practice of its own and meeting relevant statutory requirements.
· Ensure that all strategic and operational plans are based on a framework of accurate stakeholder input and information.
· Provide guidance for members and officers that informs and supports their approach to consultation.

· Make a public statement of intent to our stakeholders about our commitment and approach to consultation.
4. Our Objectives

1. To ensure that members and officers are aware of their responsibilities towards consultation and of the authority’s approach to conducting consultations.

2. To establish a framework for ensuring that consultation activity is integral to service and strategic planning

3. For all consultation, activity carried out by Tamworth Borough Council to be centrally mapped and this information made publicly available.
4. To establish a central store of consultation and research information available to the whole organisation.
5. Establish a programme of corporate consultation to inform and support key decision making and planning processes.
5. Our strategy

In order to achieve our aims and objectives our strategy will be;
1. To use a framework and toolkit approach that provides Directorates and Services with the skills, support and opportunities to plan and manage consultation and engagement activity.

2. To continually expand the corporate consultation programme to support strategic planning e.g. for budget setting and development of corporate objectives, and fill information gaps not covered by directorate activity.
3. To co-ordinate activity through a central point (using appropriate technology as a facilitator) to ensure best use of resources, results and clarity of purpose for stakeholders.

4. To establish an effective consultation mapping system combined with a central library for consultation and research information

5. To ensure that consultation, engagement and customer satisfaction measurement are a core element of service and strategic planning.

6. To establish and develop a strong corporate consultation function that supports activity across the authority

7. To establish and develop effective communication channels with internal and external stakeholders to ensure that make all consultation and engagement activity a process of two-way communication.

8. To identify annual information needs and develop a consultation programme that meets these needs.

6. Key components of our strategy 
6.1 Scope

One of the aims of this strategy is the development of corporate standards for consultation and engagement activity. It is therefore intended that this strategy will cover all consultation, customer satisfaction measurement and engagement activity carried out by or on behalf of Tamworth Borough Council. 

This scope will therefore include the consultations carried out by and with our Stakeholders and a reflection of working in Tamworth’s localities.

6.2 Our Stakeholders

Our stakeholders are any individual, group or community interested in, or affected by what we do. Who we consult with on a particular issue will be determined by the purpose and scope of that consultation and the subject matter being consulted on.

What we need to ensure is that the stakeholders made aware of, or invited to take part in consultations are representative and inclusive. As far as possible, they should reflect the make-up of the community or section of the community concerned. Examples of our stakeholders include;
· Local residents
· Council tax payers 

· Service users 

· Businesses 

· Voluntary organisations and services 

· Our partners
· Community/neighbourhood groups 

· Regional forums 

· Tenants groups 

· ‘Interest’ related forums e.g., Arts, Environmental and Youth forums 

· Elected Members 

· Council staff 

· Contractors
This is in no way an exhaustive list. One of the key elements of any consultation or engagement that we conduct in the future will be to accurately identify the relevant stakeholder audiences and plan consultation and communication to meet the needs and expectations of these groups.
6.3 Equality and Diversity

We must ensure that the stakeholders made aware of, or invited to take part in consultations are representative and inclusive and, as far as possible, reflect the make-up of the community or section of the community concerned. 

This strategy and the conduct of all consultation undertaken by the Council must therefore link to the considerations set out and developed by our equality and diversity strategy.
6.4 Roles and Responsibilities
Performance and Corporate Relations (P&CR)
The Role of the Performance and Corporate Relations Team, primarily through the Corporate Consultation Officer (CCO), is to provide expert advice and support to Directorates and Services looking to undertake consultation. This will include ongoing support, the development of toolkits and training opportunities. The P&CR Team will provide the central focus for co-ordinating information about consultation activity being planned or undertaken by the authority and as such will develop a database of activity and library of consultation and research information. The Team will also be responsible for delivering a programme of corporate consultation including the bi-ennial Place Survey and annual budget/council tax consultation.
P&CR will support the annual Member Engagement activity (Tamworth Listens), led by the Democratic Services function.
Directorates and Teams

Directorates and Teams will be responsible for planning and conducting their own consultation activity. A key part of this planning process will be adhering to corporate standards and best practice and wherever possible, co-ordinating  activity with other areas of the authority and partners (through the Corporate Communications Team and with reference to the LSP Community Engagement Framework and other identified partnership links). Advice and guidance can be provided by the P&CR Team.
Members

Members play a crucial role in consultation as they have regular direct contact and dialogue with members of the local community through a number of routes such as surgeries, personal correspondence, and committee membership. An element of this strategy will be developing the ways in which the authority harnesses the information gathered through these consultation routes and also draws elected members into the planning and delivery of formal consultation activity.
6.5 The importance of communication 
A key component of all consultation activity must be making sure that the aims and objectives of all planned consultation are clearly communicated internally (to members, officers and partners as appropriate) and externally to stakeholders. Also key is ensuring that the results of consultations are clearly communicated both to participants and to wider stakeholder groups. Communications of results should always form part of the planning stage for any consultation. This communication should also extend to informing stakeholders about changes to policies, plans or service delivery as a result of the consultation.

The Annual Review will include an accessible digest, stating what people asked for (you said), what the council and partners did subsequently (we did) and an explanation of what the council did not do as a response.
6.6 Evaluation of Objectives

	Objective
	Evaluation Mechanism
	Frequency

	1 To ensure that members and officers are aware of their responsibilities towards consultation and of the authority’s approach to conducting consultations.


	Netconsent survey of Officers – CCO

Email briefing of Members – CCO

DMT discussions - CCO
	Annual
Annual

Monthly



	2 To establish a framework for ensuring that consultation activity is integral to service and strategic planning


	DMT discussions – CCO
Business Plan development - CCO
	Monthly
Annual (ongoing)

	3 For all consultation, activity carried out by Tamworth Borough Council to be centrally mapped and this information made publicly available.


	TBC-wide consultation programme (inc. Corporate Consultation)
Programme Analysis - CCO

Publication – CCO

Report of Evaluation of Corporate Consultation Strategy (in Annual Review)

	Annual (ongoing)
Quarterly

Annual plus ongoing updates

Annual



	4 To establish a central store of consultation and research information available to the whole organisation.


	Corporate database (activity, outputs and outcomes)
Analysis - CCO
Reports - CCO
	Ongoing
As required

As required

	5 Establish a programme of corporate consultation to inform and support key decision making and planning processes.


	Corporate Consultation Plan
Consultation Analysis - CCO
Reports - CCO
	Annual (ongoing)
As required

As required
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