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ARE YOU LOOKING TO MAKE A DIFFERENCE?

DO YOU WANT OTHERS TO GET INVOLVED?

ARE YOU LOOKING FOR ASSISTANCE?

DO YOU NEED ADVICE, SUPPORT OR INFORMATION?

THEN READ ON…
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It’s all about engaging people
This may be to consult the community or make them aware and involved in a particular
event, activity or project and will often include residents of all ages playing an active role
in the development and delivery of services in their community.
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Community Engagement within this Framework
refers to the process by which organisations and
residents build ongoing, positive and sometimes
permanent relationships for the purpose of
achieving a shared vision for the benefit of
Tamworth’s communities.

The Framework has been published to raise
awareness and share information about the

process of more empowering engagement. The
information within this document is also available
on the Tamworth Borough Council and Tamworth
Together web sites at Tamworth.gov.uk and
As further information and examples of
methodologies or best practice become
available, they will be added to this more flexible
and updateable source.
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Introduction
There is increasing encouragement for Councils
and other statutory organisations to engage and
involve local people. Documents including,
Strong and Prosperous Communities 2006 and
more recently the Empowerment White Paper
(EWP), the Duty to involve and the NICE
Guidance on Community Engagement to Improve
Health, all contain reference to an increase in the
level of engagement, empowerment and
participation of local people in civic and social
society.

The Empowerment White Paper states: -

‘Communities in control: Real People, Real
Power aims to pass power into the hands of local
communities. We want to generate vibrant local
democracy in every part of the country, and to
give real control over local decisions and services
to a wider pool of active citizens.’
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Foreword
Over recent years Tamworth has put much effort into developing a new approach to
partnership work. Through The Local Strategic Partnership (LSP), utilising community
development experience and working with partners from the community and statutory
sectors a number of exciting and interesting initiatives are in place and are delivering
activities with the support of people from the local communities in which they are based.

Democracy works best when it is a
conversation; and one of the core
elements of that conversation is
building the community’s input into
the often controversial balancing act
between competing community
voices that is often the elected
members’ job to make.

Sir Simon Milton,
Chair of the Local Government
Association

“

”

The (LSP) is the key partnership within the Town
and this Community Engagement Framework is
the key part of an ongoing commitment to
provide high quality services that are relevant to
the changing needs of Tamworth’s existing and
emerging communities.

The LSP and its individual component agencies
recognise the need to maintain an ongoing
improvement in the quality of service that is
provided to residents from all sectors of society.
Services will need to be more locally responsive
and delivered in joined up ways by partnerships
and multi-agency groups in order to maximise
the benefits of diminishing resources. There will
be a commitment to ensuring local people’s
entitlement to information on what is happening
that may affect them, what is available for them
and how they can be involved and have influence
on future activities.

Tamworth LSP understands that more effective
collaboration with local people and their
communities is the best way to bring about the
developments that people are looking for.

This Framework has been produced to provide
practical advice and support to assist in
achieving the Tamworth Sustainable Community
Strategy (SCS) vision of a “Provision of
responsive services, which meet local need,
supporting both individuals and families” but also
in response to outside influences on the Authority
to engage and involve local people at an
appropriate level alongside the individual efforts
of various individual and partner groups, to
develop more participation and increase levels of
influence for residents.

This Framework aims to help improve the way
that stakeholders in communities are engaged in
determining their needs and/or ways of
addressing these needs. It is for use particularly
by those in a position to facilitate this by way of
listening, resourcing, funding and/or providing
other measures of assistance (such as LSP
members).

This Framework is intended to inform partnership
and individual organisations activities that are
aimed at improving effective community
engagement. It therefore is limited in scope to
those activities which occur in Tamworth under
the auspices of the Tamworth Local Strategic
Partnership. Content in this document may of
course be applied more widely, but it should be
clear that The Framework does not seek to
replace the community engagement or other
strategies of partner agencies, which may have a
different, but complimentary, focus.

Peter Smith
Community Development Manager
Tamworth Borough Council



Community Engagement Framework 7

is delivered through the Local Strategic
Partnership, supported by TBC through its
Community Development Team.

Community Development can contribute to the
effective empowerment and sustainability of
communities through placing the support of
professional workers within these communities.
Through establishing trusting relationships with
local people, confidence is increased, skills are
gained and the capacity that is contained within
people is released and nurtured to best effect.
For joint working between a small community
and a large organisation to have a lasting impact,
the community must feel that they are valued and
are having an influence on decisions. Community
Development also helps people to understand
how organisations work, who does what and how
decisions are made. It assists communities to
prioritise and focus their attention on what they
really need and supports local people to
contribute to actions to make positive change.

Further information about Community
Development can be found at www.CDX.org.uk

Who is the Framework for?

The Engagement Framework is intended as a
guide and support to encourage better
community engagement, empowerment and
increased community cohesion. It has been
produced to help LSP partners and local
communities in Tamworth work together as
effectively as possible and is intended to be
referred to on an ongoing basis. The
Engagement Framework will also be useful to
community members and others who are
interested in this area of activity.

This Framework has been written to inform a
strategic approach to engagement for Tamworth
Local Strategic Partnership. It therefore is limited
in scope to those activities which occur in
Tamworth under the auspices of the Tamworth
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Community engagement therefore forms a key
part of the Government’s empowerment and
participation agenda toward civil renewal. Civil
renewal is the development of strong, active, and
empowered communities, in which people are
able to do things for themselves, define the
problems they face, and tackle them in
partnership with public bodies. As with effective
engagement, civil renewal requires mutual
respect, trust and responsibility.

What are we trying to engage citizens in? Are
communities to be empowered to influence
addressing issues they have identified or
participate in actions that others have decided
are beneficial; or both?

Conversely, how do communities feel when they
are approached to engage? Do they feel
manoeuvred and ‘done to’ or do they feel a new
sense of direction and impetus?

This is articulated in the Home Office ‘Together
We Can’ Action Plan (2005) where there is a
commitment to the ethos that:

‘Local communities are just better at dealing with
their own problems. They have the networks, the
knowledge, the sense of what is actually
possible, and the ability to make solutions stick’.

The Government and others often use a variety of
terms:

• Community consultation
• Community engagement
• Community involvement
• Community Empowerment

These can be used interchangeably by different
people to cover a whole host of civil renewal
activities. Unfortunately they aren’t always used
consistently!

Terms like Engagement, Consultation and also
Cohesion are terms usually used in a variety of
contexts with various connotations. This is
because the whole area of community
engagement work tends to involve a range of

organisations that approach the subject from a
number of perspectives and the terms are often
used rather loosely. Unfortunately this can result
in misunderstanding and frustration. The
terminology and definitions agreed for use within
this Framework are on page 10.

The focal point of these processes is the nature
of the relationships created and the results they
can produce. For lasting improvements to be
made, lasting relationships are required. This is
the essence of Community Engagement.

What kind of relationship is developed?

The relationship should develop in the same way
as others that last; thoughtfully with honesty and
openness.

This is because when a community engagement
relationship is established problems as well as
benefits are created, such as:

• Discovering hard to reconcile views from
groups within a community

• Participants who are not representative
• Unrealistic expectations on all sides
• A possible slow down in decision making

(although the quality of decisions will be
better)

• ‘Professionals’ feeling threatened
• Complaint generation (but complaints can be

an economical means of gaining local
knowledge)

• Public criticism - Community relationships
must therefore be nurtured if they are to be
effective, so that difficulties can be addressed
and benefits realised. This is usually to do with
confidence building, which, once established,
can make all the difference between success
and failure.

How can this relationship be
nurtured?

Community engagement can only work if equal
attention is given to the needs of respective
partners. This is usually described as community
or neighbourhood development and in Tamworth



Our Vision and Values
Our Vision

That everyone in Tamworth can play a role in increasing the quality and level of
engagement outlined in this Framework. That partners and staff who are working across
communities will work together to engage residents and others effectively.

Our Values

• To actively engage and empower communities
to contribute to decisions that affect their lives
so that people want to be involved, can be
involved, perceive that they are involved and
see positive results from being involved.

• That community views and involvement, which
inform service delivery, reflect the diversity of
people’s backgrounds and experiences.

• We will be realistic, honest and open
throughout our partnership working and will be
committed to deliver what we agree.

• We will learn from our experience and build
this learning into the way we move forward.

• We will make the decision-making process as
accessible as possible and people’s
involvement will be respected.

• Engagement has to be relevant and we are
committed to ensure residents receive
feedback on the difference their involvement
has made.

This Vision and these Values are for the people
who support community involvement across the
borough and it is for local residents.
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Local Strategic Partnership. Content in this
document may of course be applied more widely,
but this proposal does not seek to replace the
community engagement or other strategies of
partner agencies, which may have a different, but
complimentary, focus.

High quality community engagement will
encourage local people and empower them to
gain control over the conditions in which they
live. Effective engagement assists partner
organisations to continuously improve by
creating strong relationships with local people.
Alongside focussed community development in
areas of disadvantage, better engagement by all
partners supports joined up working and
supports the sustainability of initiatives, building
local energy and participation into services that
are relevant to changing local needs.

Applying the principles of ‘The Engagement
Framework’ offers many benefits:

• Improved decision making – helping decisions
to be firmly based on evidence of local need

• Improved savings – providing services that
people actually want, removing what is not
needed and varying provision according to local
requirements

• Improved quality – through ongoing and
effective feedback that 'reality checks' the
quality of service delivery where it is received

• Improved use of resources – working effectively
as a partnership to build a picture of community
and to respond to experiences and support
fairness in resource distribution

What we want to achieve through

this Framework

All partners in Tamworth are committed to working
with residents to ensure community views and
experiences are sought when services are planned,
delivered and evaluated. We want residents to be
able to contribute to partnership decisions, feel
that their views are valued and receive feedback on
actions.

There are a number of mechanisms which already
exist for residents to be involved in the decision-
making processes and these opportunities will
contribute to the success of the Framework. We
want to make sure that we have a strong and
representative community engagement process,
which can take community views to the different
levels of the partnership and feedback on progress.

We want vibrant and dynamic dialogue with
communities, where residents contribute to the
decisions that are made about their
neighbourhoods and are involved in evaluating the
success of local initiatives. We need to let residents
know how to become involved and what initiatives
are being delivered to address local issues.

The purpose of this Framework is therefore to
help shape services that are:

• Led by locally identified issues
Shaped by local people’s objectives rather
than as an isolated response to LAA
requirements or the organisations that deliver
disconnected activities

• Responsive to local need
Developed at a local level to be delivered in
partnership with local people and able to
adapt to changing need

• Where, when and how people want them
Accessible, flexible and relevant to the ways in
which people live their lives

The Engagement Framework supports the
LSP’s overall communication and customer
focused programmes to ‘put people first’.



Terminology
To provide support and consistency, the following have been developed as definitions to
be used by partners alongside this Engagement Framework as a background with more
detailed descriptions of some key terms in other parts the document.

Community is the web of personal relationships,
groups, networks, traditions and patterns of
behaviour that exist amongst those who share
physical neighbourhoods, socio-economic
conditions or common understandings and
interests. Community is a group of people who
consider that they have something in common.

Information involves the sharing of data,
processed into a format that is understandable by
its intended audience. Information is about
communicating or receiving knowledge concerning
a particular fact or circumstance, news etc.

Communication is about the effective
dissemination of information in a manner that is
clearly shared and understood through dialogue
and involves listening on the part of all parties.
Communication is about exchanging information
between people or groups; the exchange of
ideas, opinions and information through written
or spoken words, symbols or actions.

Consultation, if effective researches local views
and enables people to influence local actions. It
ensures questions are asked, giving those being
asked clarity about why they are being
questioned and clarity to respondents about the
level of influence on an issue they will have.

Engagement is about developing and sustaining
relationships between public agencies and
individuals, communities and organisations with
the aim of providing an opportunity for
participation, incorporating their views and needs
into the decision-making process, based on
mutual benefit and understanding.
An effective working relationship with local people
to achieve mutually valued, worthwhile aims

Community Participation is a process where
local people take an active part in joint actions

and decision-making, contributing to long-term
aims. It requires resources and commitment to
support people to develop skills to adequately
identify and respond to their own needs. It is
about enabling people to become active partners
in the revitalization of communities by
contributing and sharing in the decisions that
affect these communities.

Community Development is about building
active and sustainable communities through
engagement and empowerment based on
equality and mutual respect in order that people
can gain control over the conditions of the place
they. It is about changing structures of power and
influence to remove barriers that prevent people
from participating in issues that affect their lives.

Community Empowerment is an ongoing
process helping citizens and communities to
acquire the confidence, skills and power to
enable them to shape and influence their local
place and services with a stronger local voice. In
addition to taking responsibility and contributing
themselves, to meet local need. Community
empowerment is the result of putting community
development values and principles into practice

Community Cohesion refers to the aspect of
togetherness and bonding exhibited by members
of a community, the "glue" that holds a
community together. This might include features
such as a sense of common belonging or cultural
similarity. Cohesion is about strong social
relationships, patterns, and interaction among
persons and groups within a community that
allows for the recognition of diversity and
bringing together of common values and goals
for the community.

Diversity builds upon equal opportunities. It is
about respecting and valuing our differences.

Community Engagement Framework10 Community Engagement Framework 11
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Community & Voluntary Groups
(The Third Sector)

Community and Voluntary sector groups vary
widely in both structure and activity. Many
organisations usually aim to mobilise individual
residents around local issues, such as young
people, community safety or the environment,
over small geographical areas. Some groups
have no formal constitution or management
arrangements and rely solely on volunteers to
provide locally-based community activities;
others may operate on a more formal footing and
be registered charities or Companies Limited by
Guarantee.

Similarly organisations may be small and informal
but others are formally constituted and have paid
staff and/or volunteers. Some provide services to
local people, such as advice agencies; others
may offer support for community activity such as
family support.

Voluntary organisations usually operate to
address a specific issue but may also work in a
specific geographical area, while others operate
across a town or county and may be part of a
wider national body.

Faith groups represent another dimension to the
voluntary and community sector with their own
varied structures and processes. These are just
some of the different elements in the community
and voluntary sector that need to be recognised if
effective community engagement is to take place.

What is Community
Engagement?
Community Engagement is often loosely used to
describe a number of activities such as:

• Sharing information
• Asking for views
• Informing communities of decisions
• Working locally to solve social problems
• Seeking local approval
• Asking communities to provide services

However, rather than starting with a list of
activities it may be more helpful to describe the
process that is taking place.

Community Engagement is an effective working
relationship with local people to achieve mutually
valued, worthwhile aims.

Community engagement is an umbrella term. It
refers to an opportunity for local people to
participate in influencing the decisions that affect
them. This can include planning, participating in
or taking direct or partial responsibility for
delivering and monitoring specific services. The
most effective Community Engagement should
involve an ongoing relationship that involves
direct interaction with local people. It is far more
than simply passing and receiving information.
Tamworth Borough Council’s Community
Development Officers, among others, are
working to provide the kind of relationship that is
described here.

Community Engagement can involve a variety of
aspects including, providing information,
consultation, community involvement, capacity
building and collaboration. How these aspects
are put into place and delivered, however can be
more or less empowering dependent on the
nature of delivery of the engagement action.
Engagement can be initiated by an agency or by
a community and therefore a partnership
approach together with an understood and
shared framework is beneficial.
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Definitions
What is Community?
Varied use of the term ‘community’ is understandable as communities are quite complex.

For example, a person living in a community is a
member of the geographic population but may
also see themselves as part of many other
groups, both at work and also through recreation,
health or education. For every one of us this will
also vary over time and personal circumstances.

We should always remember that people’s lives
and everyday experiences of society shape their
perception of the communities that they belong
to. For each of us these experiences will be quite
different, even amongst close neighbours and
family groups.

Effective community engagement must
understand these subtleties if it is to relate to the
real lives that people actually lead.

Local People

Another commonly used term connected with
community engagement is ‘local people’. As with
‘community’ it is important to understand the
variety of ways in which it is used.

Local people may mean individuals acting with
democratic rights, but it may also be describing
customers, consumers, service users, residents,
dependents or patients. Furthermore a
community is not usually a standardized group
and local people may not see themselves in the
same way that others see them.

Consequently, it is important to allow local
people to define for themselves the communities
with which they wish to be identified.
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Community engagement provides information,
understanding and new opportunities

Sharing information helps local people to gain an
understanding of regional policies, priorities and
possibilities. It also helps to manage
expectations, as authorities are able to explain
what can and cannot be achieved; why
something is or is not being done and what
constraints or opportunities exist.

Agencies that are more effective at engaging and
communicating with the public will score higher
levels of service satisfaction and could identify
more positive opportunities. For local
communities this means improved relationships
with more confident and innovative service
providers, which in turn leads to better services.

Community engagement can provide new
performance measures that count

In an ever-increasing culture of performance
management, community engagement is an

effective way of establishing outcomes that make
sense to local people and can genuinely improve
local well-being. Effective local monitoring can
also increase efficiency and reduce waste. Some
of the methods provided through this Framework
can assist organisations to identify their present
position and measure change.

Community engagement enables local people
to get the best out of democratic processes

Community engagement can create a more open
and accessible relationship between authorities
and the public. Confidence in elected
representatives will grow provided that real
improvements in public services are achieved.
This strengthens credibility in the democratic
process and puts local people in the driving seat.
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In essence, community engagement is about
developing and maintaining relationships
between public agencies and the local
communities they serve. It is about developing a
dialogue - listening, talking, working together,
learning and being seen to respond - so that the
people of Tamworth are involved in addressing
the issues that impact on their lives and feel that
they are able to influence service providers and
vice versa.

What are the Benefits of Community
Engagement to Communities and
Individuals?

Over many years there has been a great
expansion in initiatives, projects and public
services. As a consequence, when there is a
difficulty in a community the most commonly
asked question is

'What are the Government / Council going to
do about it?'

However, it has become quite clear, as
successive government led initiatives have
struggled to solve community problems that a
much better question is
'What can we all do together?'

Furthermore, the requirement to provide a diverse
range of services at a local level and the demand
for personal choice and personalised service
provision continues to rise. The challenge for
local partnerships is therefore to encourage
'shared influence and responsibility' to deliver a
locally valued choice of services.

The process of Community Engagement can help
this challenge to be met. The potential shared
benefits to communities and organisations are
summarised here.

Community engagement makes it possible for
local services to be
• Tailored to the needs of a particular

community
• Targeted more accurately to maximise

resources or reduce costs

This is because local needs can be prioritised by
communities and service providers working
together. This helps the process of targeting
resources more effectively and changing poorly
used services into more popular ones.

Community engagement encourages local
pride, respect and active citizenship

Where communities are supported and able to
have an influential role in improving their
neighbourhood, or in planning and developing a
project or initiative; they are more likely to
develop a greater sense of ownership and
protection towards it.

This makes communities stronger and therefore
safer.



Below are a range of engagement activities,
which already exist in Tamworth:

Community Development Officers

CDOs work with residents and partners to
provide a contribution to community engagement
and empowerment and effective service delivery.
CDOs work with specified communities to
encourage and enable local people to identify
issues of common concern and to contribute to
finding sustainable solutions.

PACT Meetings

These are held around the borough for local

residents to raise issues of community safety,
policing and anti-social behaviour with the Police
and for the Police to feed back policy and
strategy information to residents.

Tamworth Housing Trust Area Boards

Tamworth Tenant Participation Team has five area
boards with the majority of seats on each held by
tenants. The boards provide a forum for the
community to consider and advise the main
board, one-third of which is tenants, on
strategies and projects that affect their particular
area.

There are many examples of good practice in Tamworth and many organisations and
individuals committed to community engagement. This Framework aims to build upon
these strengths, provide advice on practice and methodology and will support Tamworth
LSP in leading the way in effective community engagement.
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Primary Care Trust Health Forums

These are public open forums held for local
residents to raise health concerns particular to
their area. Health Officers attend the meetings to
discuss issues and identify solutions to the
problems. The forums also offer an opportunity to
consult residents on local health services and
facilities.

Children and Young People’s Forums

Different groups of children and young people will
need different engagement approaches. In
Tamworth, the views of young people can be
developed and fed through the Schools’ Council,
Youth Council, Children’s Parliament and Youth
Forums. Organisations such as Sure Start, the
Youth Service and Connexions already consult
with young people through a range of events and
activities.

Patient and Public Involvement in Health
Forums

These are forums covering the Borough of
Tamworth, each being independent but working
with one of the local NHS Trusts, Primary Care
and Hospital Trusts. Supported locally through
Tamworth Council for Voluntary Services, forums
are made up of volunteers from the local
community who are enthusiastic about helping
patients and the public influence the way local
healthcare is organised and delivered. The
forums have the power to make a difference
because they have been officially set up by the
government and are supported by a national
public body.
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Building on Tamworth’s
Good Practice
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Community Cohesion
Baseline Summary
Tamworth Borough Council (TBC) has commissioned the development of a Cohesion
Baseline complimentary to this Engagement Framework as part of their ongoing
commitment to provide high quality services that are relevant to the changing needs of
Tamworth’s existing and emerging communities.
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Councillor Surgeries

Elected members at TBC hold regular surgeries
at community locations across the Borough,
where residents can meet with their Cllrs and
discuss issues of relevance to them. This
structure can provide a starting point for
developing the positive relationships mentioned
earlier.

Community & Learning Partnerships

The recent Community and Learning
Partnerships have encouraged wider
participation and ongoing involvement in
community engagement activities by identifying
and acting on local priorities. The wide
representation on the C & LP Management
Action Group ensures the community has a
growing influence on decision-making. A newly
appointed Parent Support Workers will support
links with residents, community representatives
and groups.

Sure Start

Sure Start makes sure people are listened to from
the start, leading to greater respect for the
services they provide. They also provide training
and support for individuals, enabling them to feel
more able to participate. Sure Start place great
value in engaging with children and young people
the community of the future.

Tamworth Compact

This is an agreement between statutory agencies
and the voluntary and community sector. It
provides a clear framework for good practice in
partnership working and guides what can be
expected from all signatories to the Compact.
There are strong partnerships being developed to
inform and improve policy and shape the
development and delivery of services.

Effective Community Engagement and
Community Cohesion are linked and the
development of activity utilising the emerging
Community Engagement Framework will certainly
contribute to addressing issues within this
Baseline.

Cohesion is about relationships between different
groups. They might be defined by race or faith,
but that will depend on the area. Differences such
as age, income, place of residence or even
lifestyle, may be the cause of divides in some
areas. Community cohesion is about the whole
diversity of people living in the Borough having a
sense of belonging, such as people from different
generations or neighbourhoods having a positive
view of each other.

In agreement with partners, the Council has taken
the lead in helping to manage and improve
community cohesion in Tamworth. This is not
something that the Council can do on its own,
and even with institutional partners this is not
something that can be “done to” the residents of
Tamworth; the most important role falls to the
people of Tamworth themselves. However, the
Borough and its people have a long and proud
tradition of tolerance and will rise to the challenge
given the right environment.

It is clear from the Baseline that the “governance”
of community cohesion is not a simple matter.
Much of what the Council and its Partners do as
their day to day activities has a direct bearing on
the consolidation of community cohesion across
the Borough.

Further work should be undertaken with
communities in order to better understand and
build cohesion, as opposed to simply seeing the
issue along race or ethnicity lines, and
encouraging greater tolerance. Where
communities can be engaged in a direct and
practical way the wider appreciation of cohesion
is better understood by those communities.

The baseline sets out a start point for community
cohesion in Tamworth, to be delivered by the
Borough Council and its partners. It is created to
act as a catalyst: to ensure priority actions are
identified and progressed while a more in-depth
debate takes place; to contribute to discussion
about Tamworth’s vision and values; and to help
energise the Tamworth Together partnership. In
addition to progressing the actions identified, the
next steps in taking this baseline forward should
therefore be:

• Vision building, partnership and institutional
development;

• Prioritisation and resource allocation;

• Community Cohesion progress measurement
and management;

• Mapping existing community cohesion work;

• An in-depth survey of attitudes and issues
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Making Community
Engagement Easier

CCoommmmiittmmeenntt

• Agree to work in a genuine and locally
appropriate way - and mean it!

• Remember that Community engagement
is not about parachuting in! It is about
working together; releasing the capacity
of a local community to develop itself and
the capacity of organisations to relate to
communities. It is not about dropping in
and dropping out!

• Take time to build relationships that lead
to lasting solutions

FFooccuuss

• Use locally agreed aims to create focus
that can produce agreed results. Don’t try
and do everything at once!

• Create agreed outcomes, milestones and
targets

• Consider what success means. Does
success for an Authority mean the same
thing in a community?

FFlleexxiibbiilliittyy

• Good relationships rely on emotions,
thoughts and feelings being expressed
and listened to in a variety of ways.
Community Engagement relationships
requires those involved to be flexible in
their approach if they are going to work

• Create a selection of communication
channels for partners to express
themselves, such as:

• Face to face
• Meetings, Forums, Seminars or
Conferences

• Virtual Meetings – web discussion /
interaction

• E-mail, Letters, Fax
• Phones including conference calls
• SMS (Short Message Service) or text
messaging

• Celebrations, Events
• Campaigns

AAcccceessssiibbiilliittyy

• Find safe, accessible venues in which
people feel comfortable

• Be sensitive to individual needs
• Consider transport, childcare, work
patterns, the weather!

• Remember places may not be neutral.  A
venue may create unhelpful power shifts
or difficult memories

• Use ‘friendly’ options for communication,
be flexible about times, keep things
simple and effective

RReeccooggnniittiioonn

• Recognise the range of local interests,
experience, groups and concerns that
may be present

• Recognise that relationships require
patience, understanding and trust to
develop

• Be aware of personal, political, cultural
and professional anxieties

TTrruusstt

• Make representation and leadership
meaningful

• Don’t promise more than can be delivered
• Don’t say ‘maybe’ when you should say
‘no’

• Don’t waffle
• Handle Politics and politics sensitively

GGeennuuiinneenneessss

• Create meaningful relationships; ensure
that appropriate funding, help and advice
are available in proportion to overall
resources 

• Remember that not everyone will like
everyone else! People don’t have to get
on personally to get things done
professionally

• Remember that some will be trying to
sabotage the process. The media is often
used as a potent weapon 

• Recognise ‘differences’

IInncclluussiivveenneessss

• Invite potentially-excluded groups
• Use personal invitations, provide
transport, protect the vulnerable

• Ensure that meetings are well facilitated
encouraging the quiet voices to be heard

• Create opportunities to build confidence
• Encourage all round involvement and
mutual support

• Don’t assume that certain people want or
don’t want to be involved

HHoonneessttyy

• Be open about what can and cannot be
changed

• Provide information about what is going
on, including timetables and plans

OOppeennnneessss

• Listen, experience, understand, sense
• Avoid patronising language – show
courtesy and warmth

• Simplify messages for non-specialist
audiences. Technical Officers are
sometimes good at using
incomprehensible terms and poor at
‘reading’ community feelings

• Produce jargon free documents
• Simplify procedures, put people at ease
• Use language that unites rather than
divides. Think of ‘everyone working
together’ rather than ‘you and your
problem’

• Work together to handle the media

BBee  PPrraaccttiiccaall

• Effective community engagement
considers a myriad of small but
significant practical needs from providing
the right food to thinking about seating
arrangements; from remembering the
kettle to cleaning up for the next group.
Oh, and don’t forget to turn off your
mobile phone! 

• Be alert, don’t do everything yourself, get
everyone involved in looking after each
other

• Remember Health and Safety issues – not
forgetting your own



How will we know that this
Framework is working?

We will know the Framework is working by:

• increased and sustained attendances by
residents at community activities 

• increased membership of the various
Community and LSP structures in Tamworth

• a Framework reflecting the diverse experience
and needs of Tamworth residents

• resident involvement at a neighbourhood level
to prioritise, plan and evaluate the delivery of
community and local action plans 

• making a difference to the quality and
effectiveness of services which address
Tamworth’s key Priorities

The views, skills and experiences of local
residents are really important for us to ensure
that services are appropriate, whether this is the
range of services offered through locality hubs for
example, or the priorities of the regeneration or
other initiatives in Tamworth. We will continue to
investigate and develop methods that provide an
opportunity for residents to feed views to and
feedback from partners delivering services in
their neighbourhoods.

In order not only to address perceptions of local
people around engagement and cohesion but
also to affect genuine change in the level of
engagement, empowerment and participation
among local residents of Tamworth, both
disadvantaged and otherwise, it will be
necessary for all partners, statutory and voluntary
to improve their knowledge and skills around
meaningful engagement. This will lead not only to
an improvement against LAA targets but also in
the level of activity which includes contribution
from residents and all of the associated benefits
this will bring. 

And finally, a question that is asked often and by
both those tasked with ‘Community Engagement’
and those who are being engaged – “Is it worth it?”

Research shows that three factors appear to be
most likely to motivate people into active
engagement:
• The issue is significant and relevant to local

people’s lives
• Local interests are threatened
• There is a real belief that worthwhile benefits

may be created by the process

Therefore, if you are working for an organisation
that wishes to carry out Community Engagement,
remember:
• Build strong and genuine relationships to try

and ensure that it’s relevant!
• If it isn’t relevant, don’t bother!
• If it is relevant, make it worthwhile! 

The capacity for engagement is clear, the results
of better engagement will assist those working in,
living in and visiting Tamworth and the
Engagement Framework provides a model to be
shared and utilised to achieve a more
empowered and engaged community.

Community Engagement Framework 23Community Engagement Framework22



Community Engagement Framework 25

A Pathway to Empowerment
The following table shows the range of empowerment that is possible through
community engagement activity.

Community Engagement Framework24

LOW  > > > > > > > > > > > > > > > > Empowerment > > > > > > >  > > > > > > > > > HIGH

Information
Giving

Central to all
levels of
Engagement.

Underpins all other
aspects of
engaging, and
may be
appropriate on its
own in many
circumstances.
However, you are
likely to hit
problems if all you
offer is information
and people are
expecting more
involvement.

E.G. Newsletter,
leaflet, website

Consultation

Asking for views
and opinions to
identify key local
issues or decide
on a course of
action

Is appropriate
when you can
offer people some
choices on what
you are going to
do - but not the
opportunity to
develop their own
ideas or
participate in
putting plans into
action.

E.G.
questionnaire,
survey

Community
Involvement

Involving people
in the decision-
making process

A difficult aspect
of empowerment,
because it can
mean giving
people the power
to choose without
fully sharing the
responsibility for
carrying decisions
through. It may be
appropriate when
it is important that
other people ‘own'
the solution, or
when you need
fresh ideas.

E.G. public
meeting,
community forum

Capacity-Building

Enabling groups
and individuals to
become involved
in projects

May involve short-
term support or
more permanent
partnerships with
communities.
Acting together
may be used when
one party cannot
achieve what they
want on their own,
or, preferably, the
various interests
involved all get
extra benefit from
acting together. It
is best used when
there is
commitment to the
time and effort
needed to develop
a relationship.

E.G. through
learning, skills
and
administrative
support

Collaboration

Working closely
together in
partnership –
sharing rewards
and responsibility

Means supporting
independent
community-based
groups to develop
and carry out their
own plans. It is an
appropriate aspect
of engaging when
there is a
commitment to
empower
individuals or
groups within the
community and
when local people
are interested in
starting and
running an
initiative.

E.G. ‘bending’
resources to
deliver locally
agreed plans

1 2 3 4 5 1 2 3 4 5 1 2 3 4 5 1 2 3 4 5 1 2 3 4 5

LOW   > > > > > > >  Need for Support and Community Development  > > > > > > > > >   HIGH 

Whilst moving along the pathway above, an
added measure of how empowering the activity
is can be identified through the divisions at the
bottom. The Pathway encourages thinking and
reflection around the aspects of engagement that
are being considered; recognising that there are
different ways to approach each aspect, some of
which are more empowering than others. 

A few examples could be: - 

For Information Giving: 
1. The information has no local context or

connection or the intended recipient cannot
feel a connection

5. Information is relevant to locally identified
issues, people feel involved, and that you are
aware of their circumstances. Info is available
at times and in ways which suits them

For Consultation:
1. An unannounced postal questionnaire
5. A community survey with local people &

groups involved as peer consultants

For Community Involvement:
1. Inviting involvement in decisions about a

neighbourhood without the opportunity to
participate in resultant actions

5. Participatory Budgeting

For Capacity Building:
1. A training course in a community setting
5. Partners supporting delivery of a local

community project

For Collaboration:
1. Tenant Management Groups
5. Community activity and assets managed and

led by local people

The darker shaded area indicates the position to
be aimed for in relation to all engagement
activities. This should relate to both the
community outcome and the agency outcome –
both should be more empowering.

At planning stage, the answers to a number of
key questions can be used to help to determine
at what level the approach will be empowering. 

1. Why is the engagement planned? What are
the ‘drivers’ for the engagement?

E.g. are you fulfilling a statutory consultation
requirement, ticking boxes, or consulting
about different alternatives or amendments to
services?

2. What are the desired outcomes for the
agency (your organisation)?

3. What are the desired outcomes for
community?

4. Who will you engage with?
5. How will you engage with the community –
what will you do?

The questions below will assist in identifying both
how empowering a planned engagement is
within the Pathway and can be used to reflect
and evaluate following the activity to determine if
this was achieved.

1 Will knowledge or skill be gained by the
community?

2. Will confidence be increased by the
community?

3. Is the process inclusive to all members of
the community?

4. Have relationships with the community
been developed that can be maintained?

5. What influence or power will the
community be equipped with?
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This checklist recommends questions to think about when planning community
engagement. It is not necessarily that all elements will be appropriate for every piece of
engagement but the checklist will provide a useful reflection tool to aid the planning of
an engagement activity. 
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What is your AIM?
What do you want to engage about?
• Set a clear aim
• Know what can or cannot be changed
• Consider the aims of ALL potential partners
• Consider how aims might be compatible
• Give potential partners the opportunity to be

involved as soon as possible
• Be clear about what people can and can’t

influence and why

Why are you doing this?
Why engage?
• What is the purpose of the activity?
• To share information? Why?
• To find out about needs? Why?
• To involve in setting priorities? Why?
• To strengthen a community? Why?
• To devolve services? Why?

What outcomes are wanted?
What results, benefits or changes are wanted?
• Are the outcomes clearly defined?
• For each potential partner:
• Identify contentious issues
• Agree compatible outcomes, targets and

milestones
• Agree how measurement will take place
• How will results be used?

Who will be involved?
Who do you want to engage with?
• Communities of interest?
• Geographical communities?
• User groups?
• The General Public? Individuals?
• Stakeholders
Are there others who need to be involved?
Are there others who want to be involved?
• Consider why each partner should be

involved
• What might they contribute?
• Explain what is expected
• Listen to what is expected of you

Trust
How will trust be established?
• Do potential partners know each other?
• What history and current feelings are

around?
• Are you learning from history or ignoring

local knowledge?
• Are the community being “done to” or are

they genuinely involved?
• Is history being repeated (engagement

fatigue)? Maybe it should be, but can you
explain why?!

• What can be done to help build trust?
• What can be done to remove cynicism?
• Look out for saboteurs!
• How will media communications be

handled?

Starting Community Engagement: 
A New Relationship

Having considered what Community Engagement
is all about in previous parts of this document,
including its benefits to Communities, Authorities
and Organisations this section provides a quick
checklist for effective Community Engagement. 

It should be used in conjunction with the
information provided throughout this paper

together the guidance for nurturing empowering
relationships through the Empowerment Path at
Appendix B and the more detailed Checklist at
Appendix C. This checklist isn’t exhaustive;
further help is available through the Community
Development Team and members of the Stronger
Communities Group, contact details are on page?

Starting Community Engagement: A New Relationship

Delivering Community Engagement: An Effective Relationship

Assessing Community Engagement: A Proven Relationship

Progressing Community Engagement: A Strong Relationship

AIM
What do you want to engage

about?

Purpose
Why are you doing this?

Outcomes
What changes are wanted?

Participants
Who will be involved?

Relationships
What relationships will be

established?

Trust
How will trust be established?

Level
What level of engage-
ment will be effective?

Information
What information is

needed?

Engagement Skills
Are effective skills in

place?

Participation
What are the incentives

or constraints?

Timetable
What is the required timetable?

Resources
What are the available

resources?

Performance Management
How will you know that things have changes?

Who will performance be effective for?

Stronger Communities
How will the community know that outcomes

are achieved?
How will communitiies be kept involved?

Partnerships
How can a relationship become 

an effective partnership?

A Community Engagement Checklist
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Level of Engagement
What level of community engagement

relationship will be effective?
• Is an ongoing day-to-day working

relationship helpful to this issue? (Such as in
setting up a local group)

• Does the community want a light-touch
relationship? (Don’t pre-suppose the level of
engagement they want)

• What % of costs is being invested into
engagement? Is it appropriate?

• Are the selected techniques appropriate to
this engagement?

• Have non-traditional techniques been
considered?

• Are there examples of best practice you
could draw on?

Information
What information is needed for participants?
• What is already known?
• What information is available to ensure that

evidence-based decisions are made?
• Is information accessible, trusted, relevant

and ‘reality checked’?
• Is any information privileged? Are there

conflicts of interest?
• Is information managed and by who?
• What formats and methods are best? (Mail,

e-mail, posters, web, SMS etc)
• Is written information concise,

understandable and helpful?
• Have jargon and technical terms been kept

to a minimum?
• Are local or cultural expressions

understood?

Skills & Quality Control
Do key colleagues have effective

communication skills in?
• Listening?
• Mediation?
• Negotiation?
• Is training needed and / or practical within

required timescales?
• Could a mediator or facilitator improve the

process?
• How will conflicts be resolved?

Participation
What are the incentives and constraints to

participation?
• What are the incentives to participate?
• What makes it worthwhile?
• What are the constraints?
• Have issues of access, transport, availability

and ‘power balance’ been considered?
• Are there barriers to personal safety?
• Have special interest and ‘hard to reach’

groups been effectively included?

Timetables
What is the required timescale to deliver the

agreed outcomes?
• What are the time constraints?
• What can help to buy time?
• Is the timetable realistic for all partners?

Resources & Risk
What are the available resources? How will you

manage risk?
• What types of resources are available?

(People, logistics etc.)
• How can all resources be joined up?
• What are the resources required to achieve

the outcomes?
• Are there different ways of using resources

to achieve the outcomes?
• What risk management arrangements are

there? Is there flexibility to cope with the
unexpected?

• Remember Health and Safety
• What other Community Engagement is

going on (have partners been spoken to)?
• Is any other similar work currently taking

place to share resources?
• Has any similar work been done recently

that could be used?

Delivering Community Engagement:
An Effective Relationship

Assessing Community Engagement: A Proven Relationship

Performance Management
How will you know outcomes are achieved?
Has it made a genuine difference to local well-being?
Has something improved?
• How will you ensure effective, ongoing performance management?
• Who will you feed back to?
• How will feed back take place?
• Will feedback work both ways?
• Who will performance be effective for?
• How will results be used for long term benefits and to assist others?
• Do partners still want to work with each other?!
• How will you celebrate successes?
• How will you manage set backs?

Progressing Community
Engagement: A Strong Relationship

Partnerships
How might a relationship become an effective

partnership?
• What written agreement is needed?
• What governance arrangements will you set

in place?
• What financial ‘regulations’ will you need?
• What codes of conduct?
• How can you protect enthusiastic

community spirits from dying under
partnership bureaucracy?
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Contact Details
For further support or guidance on the use of this Framework, please contact the
Council’s Community Development Team, a member of the Stronger Communities Group
of the LSP or visit the Tamworth Local Strategic Partnership web site at
www.tamworth.gov.uk 

Tamworth Borough Council Community Development Team 01827 709380

LSP Task & Finish Group – 
Contact List

Amanda Heaton
Torc Vocational Centre
Silver Link Road
Tamworth  B77 2EA
email: amanda.heaton@staffordshire.gov.uk
Tel: 07976 191005 or 01827 475945

Chris Summerton
Tamworth & Lichfield Colleges
Croft Street
Upper Gungate
Tamworth  B79 8AE
email: chris.summerton@staff.tamworth.ac.uk
Tel: 01827 304337

Dawn Candy
Homestart
Philip Dix Centre
Corporation Street
Tamworth B79 7DN
email: homestart.tam@btconnect.com
Tel: 01827 624000
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Ian Coxhead
Tamworth Police Station
Spinning School Lane
Tamworth B79 7BB
email: ian.Coxhead@staffordshire.pnn.police.uk
Tel: 01785 234695 or 0845 3302010

Ian Perkins
Tamyouth
Spinning School Lane
Tamworth B79 
email: ian.perkins@staffordshire.gov.uk
Tel: 01827 475785

Neena Heath / Sheila Wall
Cornerstone
2 Woodhouse Lane
Amington
Tamworth B77 3AE
email: neenaheath@t-c-h-a.co.uk
or sheilawall@t-c-h-a.co.uk
Tel: 01827 319918

Nicky Burns
Tamworth CVS
Carnegie Centre
Corporation Street
Tamworth
email: n.burns@tamworth-cvs.org.uk
Tel: 01827 709657

Zoe Blake
Tamworth Borough Council
Marmion House
Lichfield Street
Tamworth B79 7BZ
email: zoe-blake@tamworth.gov.uk
Tel: 01827 7093223

Emma Collett
Tamworth Borough Council
email: emma-collett@tamworth.gov.uk
Tel: 01827 709448

David Fern
Tamworth Borough Council
email: david-fern@tamworth.gov.uk
Tel: 01827 709589

Philip Gillingham
Tamworth Borough Council
email: philip-gillingham@tamworth.gov.uk
Tel: 01827 709571

James Roberts
Tamworth Borough Council
email: james-roberts@tamworth.gov.uk
Tel: 01827 709204

A list of Service Areas and lead contact details
will also be available through the Community &
Living area of the TBC web site and at locations
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including Tamworth CVS and Locality Working
Hubs. This information will assist those planning
engagement by providing a coordinating point for
information and a means of linking up with
others, who may be planning a complimentary
activity.

What Next?

The range included here, of mechanisms and
systems to support future engagement are
presently under examination and exploration.
Further information and support will be added to
the information pages as they become available.
This is in order to build on The Framework over
time, adding input from partners to continuously
enhance engagement activity. 

Locality Working

This project will incorporate a locally based
Advice, Resource & Community Hub (ARCH) in 4
priority areas, which, in addition to providing
individual service and joint services to the
community, will make available a base from
which engagement activities can be planned,
developed and delivered. This project will afford
an excellent opportunity to support multi-agency
working and the Engagement Framework will be
utilised to help measure of the development of
the empowering aspects of this joint working. 

A Stronger Communities Group within the LSP
will be established to lead in the progress of the
opportunities offered through the Framework.
This group will sit within the Stronger and Safer
Communities block of the LSP, enabling a
conduit between engagement activity and the
LSP structure. Membership of the group will start
from the Task & Finish Group that has supported
the development of the Framework but will
increase its membership and be led by external
partners. The group will provide an opportunity
for those community groups presently outside
the LSP structure to feed in to and to benefit
from the connection with the wider LSP structure.
This group will play a role in “owning” the
Engagement Framework and Cohesion Baseline
and ensuring that the benefits of the Framework

are shared, effectively used and their benefits fed
back into and across the LSP.

A set of tools to add to those provided
through the appendices of this document
The tools within the appendices and the
document can be referred to on an ongoing basis
as a mechanism to improve and measure
engagement activity. These tools will be added to
as new mechanisms are discovered and will be
made available through the Stronger
Communities Group if in place, or through the
web and physical locations. A system to survey
satisfaction within the wider community of how
these actions are making a difference will also be
looked into.

Other Potential Actions

There are a number of methods and mechanisms
under discussion to support the identification and
recording of engagement and empowerment and
links to these will be included as they become
available. 

There are a range of organisations and
partnerships that are carrying out valuable
engagement activity across Tamworth and there
are mechanisms in place to coordinate some of
these actions. The attached appendix lists a
number of these to support future engagement.
There is also an opportunity at this time to review
these actions and add value to existing activity.

An Annual Community Engagement Event
It has been agreed that an annual event focussed
engagement would provide an opportunity for
partners to meet with residents and community
organisations to share and to hear opinion that
can shape future activity. 

Engagement with Young People
A number of forums exist and these are under
review with the aim of clarifying their role and
forging stronger links between them. Providing
mechanisms that young people can understand
and easily participate in
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