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1. Executive Summary 

This report sets out the programme of work supported by Capital Ambition to test a range of 
community based communications programmes in the London Boroughs of Barking & 
Dagenham, Bexley, Havering and Sutton  

It was commissioned to address issues around community cohesion and lower levels of trust 
within some communities in those boroughs recorded in the Place Surveys 

The report sets out in detail how the programme of work was delivered. Key aspects were: 

• Learning developed in Barking and Dagenham was spread to Bexley, Havering and 
Sutton 

• This was encapsulated into three main programmes: 

              - Community Communicators 

              - Effective Customer Engagement(ECE) training 

              - Training the Trainers 

There was also an evaluation of the programme that was delivered in order to enable the 
learning to be transferable to other local authorities and other contexts. This evaluation in 
summary set out the work in terms of mainstream behavioural interventions within public 
policy: 

The TCC approach meets the NSMC benchmark criteria for social marketing and 
conforms to our behaviour change model. The interventions have been effective in 
improving communications between residents and public authorities and we would 
recommend their wider adoption, particular where community cohesion is an issue. 

The report concludes with a consideration of how the programme can be mainstreamed 
within a changing context of the current financial challenges within local government; as well 
as how it can be applied to a wider range of policy. Key recommendations were:  

• Circulate this report and the toolkit for Communicators to a wider audience 

• Explore issues of how to mainstream this service through a social enterprise – this is 
being looked at in another stream of work 

• Look at how more advanced social network mapping around the RSA Connected 
Communities methodology could be fully integrated into this work could be integrated 
into the scheme 

• Make it clear in spreading the learning that this work is not just applicable to cohesion 
issues but also to the current challenges that local government faces eg Public Health, 
Big Society, Community Resilience, service transformation, employment support 

• Circulate the ECE training materials to a wider audience 
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• Promote mainstreaming this service through a ‘training the trainers’ scheme 

The wider circulation of the contents of this report, its appended toolkits and the learning 
points within it can be maximised through the provision of both web-based materials as well 
as through the delivery of seminars. 
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2. Introduction  

This report sets out the programme of work supported by Capital Ambition to test a range of 
community based communications programmes in the London Boroughs of Barking & 
Dagenham, Bexley, Havering and Sutton  

It was commissioned to address issues around community cohesion and lower levels of trust 
within some communities in those boroughs recorded in the Place Surveys 

The joint project was conceived in 2009 – in a financial and political climate that was 
radically different from that of today.  But the need that the interventions described below 
remains – to find practical and cost effective ways to improve levels of confidence and trust 
between residents and agencies; and to empower staff to play an active role in tackling 
myths and misconceptions. 

It was always envisaged that each borough would have a programme tailored to suit its own 
needs.  This has happened and as the project has developed and the boroughs have had to 
respond to the changing operating environment each has further refined their activities.  For 
example, Bexley has sought to explore whether a social enterprise may be a viable vehicle 
to sustain the outputs of community communications; Barking and Dagenham have put into 
practice use of social media and Havering are working on a programme to use staff to better 
gather insight and promote positive messages in the community. 

There is no doubt that the changing and pressurised context for each borough has 
presented significant challenges for project management and participants alike.  But as we 
near the close of the project, we believe that there is important learning and practical 
conclusions that can be drawn to assist the participating boroughs and beyond. 
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3. Context for the original proposal 

The context for this project can be divided into a number of sections set out below 

Community Cohesion 

The concept of community cohesion emerged in the UK in 2001, following the disturbances 
in Bradford, Burnley and Oldham. The independent Community Cohesion Review Team, 
chaired by Ted Cantle, reported at the end of 2001, some six months or so after the riots. 
The 'Cantle Report', as it became known, provided a national overview of the state of race 
and community relations, following visits to a wide range of towns and cities, including both 
riot stricken areas and those that had not experienced any tensions. 

The Cantle Report drew attention to polarised and segregated communities, in which people 
led 'parallel lives' and made some 67 recommendations. Whilst still highlighting the need to 
tackle inequalities, the recommendations were much more wide ranging and amounted to a 
new approach to race and diversity. 

The challenges around identify, perceptions of unfairness over resources and lower levels of 
trust were the underlying factors, however cohesion was often  addressed when there were 
riots or political controversy. In other words it was addressed when the symptoms became 
obvious rather than addressing the root causes that led to the symptoms of low cohesion 

Cohesion in Barking and Dagenham 

The project arose from the experiences of Barking and Dagenham Council from 2006, when 
the Council came to the conclusion that it needed to strongly address the issue of 
community cohesion. 

This was as a result of: 

• Significant economic change over the previous two decades as a result of the decline 
in key manufacturing industries 

• A change in housing tenure from predominantly local authority ownership to higher 
levels of owner-occupation as well as more recently an increase in private renting 

• Rapid demographic change through migration 

• The Council’s need to deliver services fairly whilst at the same time communicating 
effectively to long-standing communities that perceived they were being treated 
unfairly in comparison to new communities moving to the borough 

The changes in perception were recorded in the Surveys conducted by the Council, which 
then in response developed a range of initiatives to address these challenges. These 
included: 

• In-depth research and insight into its communities through consultations by its local 
strategic partnership, which included both quantitative and qualitative research as 
well as mapping of the local community to indentify ‘community hubs’ where people 
tended to go and could thus be engaged with. 
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• An audit and review of its communications with changes made as to both its tone of 
voice and the mechanisms it chose to engage 

• Peer to peer communications programmes known as ‘Community Communicators’ 

• Training for over 1,200 staff known as ‘Effective Customer Conversations’ 

• A community leadership programme involving Council Member training as well as 
Councillor led engagement with residents 

Whilst this was a programme delivered for a single borough, it was increasingly clear 
that other boroughs in London faced challenges of a similar nature. A key learning point 
here was that the challenges were not so far advance so there was greater scope to 
develop smaller more mainstream programmes for early intervention 

Cohesion in London - The Place Survey 

One of the reasons it was possible to explore the issue at an earlier stage compared to 
Barking and Dagenham was the comparative data on cohesion that came from the 
Place Survey. 

The Place Survey provided information on people's perceptions of their local area and 
the local services they receive. It was designed by the Department of Communities and 
Local Government (DCLG) and the Audit Commission to inform eighteen of the new National 
Indicators for Local Authorities. It replaced the Best Value Performance Indicator (BVPI) 
surveys (conducted in 2000, 2003 and 2006) and from 2008 onwards, all Local Authorities in 
England were required to carry out the survey every two years. 

The Place Survey could provides an indication of which boroughs in London could face 
similar challenges in future to Barking and Dagenham. Three Boroughs showed indications 
of this either across the borough or in particular localities – some with historic demographic 
similarities to Barking and Dagenham (for example former ‘LCC Council estates).  

Capital Ambition 

At the same time as the Place Survey for providing comparative data, London Council’s 
were also collaborating through the Capital Ambition programme to address London-wide 
challenges and develop new learning that could be shared more widely. 

Over a three-year period (2008-11), Capital Ambition has managed approximately £36 
million of central government funding to support London's authorities and local strategic 
partnerships to deliver efficiencies, improve performance, and support innovative ways of 
working. The portfolio of projects that have received funding from Capital Ambition is 
forecast to achieve efficiencies of £725 million by 2015, of which £584 million is directly 
attributable to Capital Ambition funding. 

As part of the Capital Ambition programme, the boroughs identified a need to test the 
cohesion work in Barking and Dagenham in a wider context. Would for example a 
programme designed in a rapidly changing community such as Barking and Dagenham work 
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in the context of three suburban boroughs, that whilst relatively stable, were beginning to go 
through some similar demographic changes? 

Prior to this current project which sought to deliver the Barking and Dagenham Model on a 
larger scale, each of the other 3 boroughs conducted insight work and piloted small-scale 
community communicator projects. This included qualitative surveying of residents in the 
target wards in each area. This insight material could then be used to more effectively 
‘frame’ communications with local residents as well as those delivering community 
communicator schemes to understand the local issues better In order to understand the 
varying narratives focus groups had been segmented by values based segmentation. This 
was also more generally used as a tool to ensure we had an appropriate mix of community 
communicators who reflected the values of the community they lived in. An explanation of 
this is also set out in the Appendices. 

This report sets out the detail of the larger follow-up project and the learning that can be 
shared with other local authorities within London, but also more widely. 
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4. The changing environment 

Before considering the full detail of the programme it is also important to note that as well as 
the original context for the work, it operated at all times in a rapidly changing environment. 
This had an impact on the delivery of the work as well as consideration over issues around 
mainstreaming and learning points 

The original proposal was conceived at a time when there were greater available resources 
and local authorities were responding to cohesion following the experience in Barking and 
Dagenham. 

However since then a number of new challenges have arisen: 

• The economic recession, the subsequent pressure to reduce public spending  

• The changing political situation following a change of government  

• Whilst cohesion was still seen as an important issue, it needed to adapt to 
Government views over integration  

• The Place Survey was abandoned by the government in 2010. This meant that it was 
left to local authorities to need to measure cohesiveness in their communities. This 
could have an impact on measurement of public perceptions, thus impacting on 
future evaluation of similar programmes 

• The immediate pressures on staff over managing reductions made it more difficult for 
training programmes envisaged in this project to be delivered 

• The rise of Big Society approaches to greater use of the voluntary delivery and its 
impact on the idea of mainstreaming approaches originally developed as part of the 
Barking and Dagenham work  

These issues are addressed in more detail in the section on mainstreaming and in the 
conclusions
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5. The Four Boroughs 

In order to understand the context for the programme in more detail, it is important to 
understand the nature of the four boroughs in question. 

Barking and Dagenham 
 
Barking and Dagenham council were early leaders in initiatives to improve community 
cohesion, and part of the aim of the Capital Ambition research projects has been to create 
similar knowledge bases in the other London boroughs so that they are able to run similarly 
effective cohesion activities. 
 
The council has had the lowest NI1 (extent to which people from different backgrounds and 
cultures get on well together) score in London for some years, and has major problems 
around tensions between long-standing residents and newer groups. The need for 
interventions was clear, and the council has been praised by CLG and other national bodies 
for its work in these areas.  
 
Although the scale of the challenge faced in Barking and Dagenham is unique, the nature of 
its problems is not.  
 
Effective Customer Conversations training was developed in the borough. To date, the 
council has trained 1000 frontline staff from across the council’s directorates and partner 
organisations. 
 
In addition the Council undertook a number of actions to both communicate more effectively 
and to send out the messages it was listening to what it heard: 

• A Community Communicators scheme was established 
• Formal and informal local influencers were identified 
• Information was collected at sub-ward level to understand where people tend to go in 

their local area. Understanding these 'community hubs' made it easier to understand 
where negative messages started as well as communicating a more positive outlook. 

• Key 'on your side' public campaigns such as one on Knife crime and eyesore 
gardens as well as support for shared cross-community initiatives such as support for 
St George's Day Street Parties. 

Key areas 

• Most of the borough was treated as having poor cohesion, though in some wards this 
was seen as particularly acute 

Key Issues 

• Rapid demographic change 
• Housing allocations 
• Perception of decline from long-standing population 

Bexley 
 
Bexley is a comparatively wealthy borough, although it has some significant areas of 
deprivation, particularly in the north. It has a fairly low ethnic minority population, with 88 per 
cent of the population defining themselves as White British.  Historically, a large proportion 
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of BME residents have lived on the Thamesmead estate in the north-west of the borough. 
However, the profile of the population is changing and is likely to change further with 
Thames Gateway development in the area. 
 
The borough is very green borough and is known for its success in recycling. It is proud of its 
good parks and popular schools, and of its low crime rate (although this does not translate 
into low fear of crime). Despite its relative prosperity, it is vulnerable to the effects of 
recession, with high numbers of small local businesses. This has the potential to create 
increased cohesion problems in the future. 
 
Key areas  

• Welling - rapid demographic change 
• North Cray - strong perception of not being part of London 
• Slade Green - past cohesion issues 

Main issues for the area 

• Public realm,  
• Fortnightly bin collections 
• Geographical isolation of outskirts 
• Fear of crime - elderly particularly fearful 

Bexley operated a community communicators project within the wards of North End and 
Colyers. 
 
Havering 
 
Havering is north of the Thames on the extreme east of London – it is opposite Bexley and 
shares its western border with Barking and Dagenham. Despite fast transport links into 
central London, residents often have strong emotional and logistical links to Essex. The 
district centre, Romford, is unusual among London suburbs in that it tends to be seen as a 
town in its own right. The sense of ‘Havering’ as a distinct identity is rather low.  
 
The area has among the lowest population density in London and its many green spaces are 
popular with residents. It has well-regarded schools which are attended by a large number of 
out-of-borough pupils. Along with the other boroughs in this project, its white British 
population is above average at 87 per cent, although the proportion of residents from the 
BME community is increasing.  The borough has a low proportion of residents in 
professional/ managerial jobs and working in the public sector, and a low proportion of 
residents with a degree or equivalent qualification. With 70 per cent of staff resident in the 
borough, there is an opportunity for them to become key messengers for the Council if they 
feel valued and give the appropriate training 
 
Key areas 

• Harold Hill - demographic change 
• Rainham - low identification with borough, perception that it receives less attention 
• Elm Park - Commuter suburb - low sense of community, loss of village feel 

Main issues for the area 

• Trust in the council and satisfaction with its activities  
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• Some areas feel that Romford gets all the money 
• Myths such as not being allowed to fly the St Georges Cross 

Havering had a community communicators scheme that covered the wards of Elm Park and 
Mawney's  
 
Sutton 
 
Sutton is on the south-western edge of London, with Surrey on its southern border. As in 
Bexley and Havering, its residents tend to see is as somewhere the city and the home 
counties, although strong transport links to the centre of London means that it has a clearer 
suburban identity than the other two areas. It is a smaller and quieter area than neighbouring 
Croydon – a distinction that residents are largely keen to preserve. The borough has the 
highest performing schools in London, and the grammar school system means students from 
across London travel into the area each day. 
 
It is a fairly prosperous borough, with some very wealthy areas. However, there are more 
deprived areas around the northern wards and the Roundshaw and Clockhouse estates. 
Despite recent regeneration work in Roundshaw, the area has historically struggled to 
access central funding to improve its poorer areas. The borough remains largely white 
British (79 per cent), although – as elsewhere in London – this is beginning to change.  The 
large inflow of school pupils every day means the borough often appears to be more diverse 
than its settled population would suggest. 
 
Key area 

• St Helier, Wandle Valley and The Wrythe – known collectively as the Northern Wards 
– are located on Sutton’s border with Merton. Much of the area is comprised of the St 
Helier housing estate - demographic change. 

Key local issues 

• Disparities in cohesion between the Northern wards and the rest of the borough 
• Fear of crime/ASB 
• Housing allocations 
• Parking - especially on St Helier estate 

Community Communications in Sutton aimed to identify social networks within the Northern 
wards community and seek to build trust with individuals at the heart of those networks.  The 
goal was to establish a better dialogue between LB Sutton and the community in St Helier, 
Hackbridge and the Wrythe to enable both incoming and outgoing messages to be 
transferred between the two parties. A network of 48 Community Communicators was 
established. Monthly Intelligence Reports on specific topics are also conducted with 
Communicators. 
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6. The Work Programme 

Work Programme 

The work programme initially comprised three delivery modules refined from the work 
originally delivered in Barking and Dagenham 

• Community Communicators 

• Effective Customer Conversations 

• Training the Trainers 

The aim was to take an evolving programme developed in 2006-09 and pilot programmes 
that had the capacity to be mainstreamed by another Council. 

The Community Communicators Module was fully delivered in all four boroughs. However it 
proved difficult to deliver Effective Customer Conversations in all boroughs due to difficulties 
in getting staff to attend the training at a time of budget reductions and greater pressure on 
staff.  

As a result the Project Board agreed that more work was put into exploring the 
mainstreaming of the programme and how it could contribute to cultural change, being 
particularly relevant to the financial pressures and policy changes at the time. 

The full details of each of these modules at programme wide level and borough level is 
covered in more detail in the subsequent sections 

 

Project Management 

The Lead borough for the Project was Bexley. Project Accountability was through a board 
comprising representatives of each borough. This held regular meetings, which were also 
attended by TCC’s Project Director, David Evans. The Board had the following 
responsibilities: 

• Monitoring the financial and delivery arrangements 

• Authorisation of any departures from the original proposal in the light of changes to 
the policy and financial environment 

• Approval of the evaluation process 

 

Project Purpose 

This bid built on two cutting edge interventions pioneered by Barking and Dagenham – 
Community Communicators and Effective Conversations - now being rolled out in the other 
boroughs.  However, in doing so it aims to adapt the existing interventions to achieve more 
ambitious goals and continue to drive innovation. 
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As well as addressing the fundamentals of low cohesion and inoculating those areas that are 
susceptible to ‘viral spread’ of cohesion problems, this bid aims to pilot innovations that: 

• recognise that one public sector organisation acting alone cannot make the 
necessary changes. There is a need to create greater partnership working across the 
public and third sectors, particularly between councils and the police, health sector, 
and voluntary sector 

• bring public sector organisations together to identify significant potential cost savings 
– an approach in line with the principles of Total Place and, given the medium term 
financial outlook, an imperative 

• systematically increase capacity to deliver desired outcomes going forward by 
working with other public sector organisations in a co-ordinated approach  

• create sustainable long term solutions, improving skill sets within boroughs and 
transferring knowledge between boroughs and other public sector organisations so 
that work can continue after the Capital Ambition financial support is no longer there 

• improve understanding of community priorities and therefore align boroughs and 
other public sector bodies better with their residents needs and expectations, in the 
process supporting policy led budgeting  and avoiding expenditure on lesser priorities 

• cement better understanding of cohesion issues, and  improve engagement with, and 
empowerment of, communities 

• provide a model for other boroughs across London, and potentially beyond, based on 
successful interventions that can be tailored according to specific borough needs. 

In addition the bid aims to develop further the Values Modes approach to insight that should 
enhance council leadership and place shaping skills during a time where pressures on 
budgets will be significant. 

More details on this and on the previous work that the project built on are set out in 
Appendix 1. 

 

Evaluation 

Evaluation of the work operated in two ways 

• Internal Evaluation – This comprised regular review of the proposed outcomes through 
the project management process. Measurement of Effective Customer Conversation 

• External Evaluation – Brighton University were commissioned to evaluate both the 
Community Communicators scheme and Effective Customer Conversation Training. A 
summary of their finding appears later in the report and their full evaluation is part of the 
Appendices 

 

Additional Activity 

A spin-off from the Sutton work was that we were able to use the services of an intern, about 
to study a PhD in Anthropology at no cost to the project to look deeper into the local 
narratives in one Borough (Sutton) from an anthropological viewpoint. Though it did not form 
part of the project it has been included in the report as an Appendix. 
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Report Structure 

The next sections of this report cover each of the modules in turn. It then sets out the work 
that occurred in each borough and the final sections cover evaluation, manstreaming, 
conclusions and recommendations 
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• 7. Community Communicators 

Introduction 
Community communicators originated as a way to build community cohesion through micro-
communications with local residents, channelling their concerns to the council top table and 
disseminating messages back through their social networks. There are full descriptions of 
the principles and operations of community communicators in the original funding proposals; 
summaries are available on request. 

There was some variation in funding for community communicators: Bexley and Havering 
funded their schemes through a mixture of Connecting Communities and Capital Ambition 
funding and thus had some funding left after their year-long funded schemes had ended, 
whereas Sutton did not. Barking and Dagenham already had community communicators 
schemes running at the inception of this project so their focus was on the development of 
their established scheme. 

The original intention of the community communicators scheme was that the Capital 
Ambition funded activities should be pilots for future direct work by councils in a similar vein. 
The funding cuts of 2010-11 have meant that this has not been possible. Instead, councils 
have been looking at different ways to get some of the benefits of community communicators 
at lower costs: these are set out in detail below. 

Activity: Havering 
The project ran in two wards from early 2010 to early 2011 and a dedicated full-time officer 
seconded from TCC was based on location. The number of communicators fluctuated 
between 35 and 45 in each ward and during the course of the project the coordinator had 
over 550 individual conversations with Communicators and many more with other residents 
throughout the project. 

Havering Community Communicators worked very well and adapted to the working practices 
and preferences of Havering with local staff being on the whole positive toward the project. 
Staff in front-line positions in the wards tended to be particularly keen. The project produced 
7 intelligence reports which covered Spending Cuts, Big Society, Public Perceptions on 
Community Safety, Customer Services, the Census, and also examined the concept of local 
Social Enterprise.  

Example: the scheme was used to increase the number of people attending 
police Safer Neighbourhood Team meetings. One of the teams were not 
having as many attendees as they felt they could so the coordinator offered to 
invite some communicators along. Although at short notice and in icy 
conditions the coordinator was able to get two locally active communicators to 
attend. Although this may not seem many, these communicators were able to 
see the benefits of attending the meetings and were motivated to ask others to 
attend, a number of whom went on to sit on the ward panel as well. 
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Activity: Bexley 
Bexley recognised that a significant number of residents were discontented and that 
tensions, hinged upon social change and perceptions of fairness, were being played out 
between different groups. 

A scheme had run in Welling prior to the CA project.  Bexley decided to establish and run 
further schemes in Blackfen and Lamorbey, and East Wickham Wards.   

The project-lead mapped the communities to identify the networks that existed in each 
neighbourhood using telephone calls, petitions, visiting organised events and speaking to 
local businesses. Individuals who played an influencing or connecting role within their 
network were identified and approached to become involved. 

We recruited a wide range of local people to take part in the scheme, who then 
communicated not only our message but their own opinions to their acquaintances in 
community hubs, such as playgrounds, shops, post offices, pubs, churches and in the 
workplace. The community communicators then relayed back viewpoints to the Council and 
its partners. 

More than 85 community communicators (46 women and 38 men) were recruited across the 
two wards. 

A series of ‘Intelligence Reports’ were produced comprising qualitative data from the 
community communicators. These are shared with officers, partners and elected members 
to provide insight and increase awareness of local issues and popular feelings. Discussion of 
the findings allows partners to consider how their policies and services are perceived by 
users, which is particularly useful at a time when the Council is working to transform its 
services whilst reducing budgets. 

To date Bexley has: 

• vigorously protested against the closure of its hospital, resulting in health services 
being retained;  

• redirected parking enforcement,  focusing on risk, not income generation;  
• prioritised the need to improve town centres, resulting in a successful TfL bid for 

infrastructure improvements. 
 

Activity: Sutton 
The project operated in what are colloquially known as “The Northern Wards”. These are St 
Helier, Wandle Valley and The Wrythe. The focus of the project however was in the areas of 
higher deprivation, particularly the St Helier Estate, some parts of Hackbridge and the area 
around Wrythe Green.  
 
A consistent network of 50 Communicators was maintained throughout and the Sutton 
coordinator had hundreds of individual conversations with communicators and other local 
people. Some of the main issues raised throughout the project by participants were: housing 
allocations, evictions, school placements, wonky pavements, bins left on pavements, lack of 
parking, antisocial behaviour, and crime. 
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Five main topics & service areas were chosen for Intelligence Reports, these were; Safer & 
Cleaner Streets, Alcohol Misuse, Housing Allocations, Children’s Centres and Wider 
Involvement & Engagement in St Helier. These reports provided the Council highly detailed 
insight into these issues with the Council expressing particular interest in Housing and 
Children’s Centre reports with very fast turnaround times for a full report. 
 

Example: Communicators in Sutton invited the coordinator to one of their Job 
Clubs at the local library. This club linked together people who were 
unemployed with the intention of mutual support and advice. The coordinator 
was able to point to this club as a positive activity in the area. As a result the 
Council has been able to become involved and is looking to provide paper for 
members to print out their CVs. This seemingly small thing is actually 
incredibly important for job seekers and could have easily been overlooked. 
The Council is now capturing this experience and spread the good practice.  

 

Activity: Barking and Dagenham 
TCC have conducted two related pieces of work to support community communications.  
Firstly, a review was undertaken of the future of the council publication ‘The News’ in light of 
revised local government guidance.  Secondly, a workshop was facilitated to explore the 
options available to mainstream the outputs of community communications.  The workshop 
involved a ‘diagonal slice’ of officers in frontline roles across the Council, and demonstrated 
that there is enthusiasm in key individuals for empowering such staff to communicate 
effectively and build trust with residents.  This group of officers will now be used as a 
sounding board to continue to develop and refine the council’s approach, for example 
informing staff training,  website development and the use of SMS.     

At a time when the Council could no longer afford to co-ordinate its own network of 
community communicators, the Council has used CA funding to establish its own follow-up 
through the use of social media.  The Council’s own Facebook page was established in April 
2011, and by September 2011 had attracted around 1,400 ‘likes’.  Managed by the same 
officer who led the community communications scheme, the page has contributed to building 
local trust and confidence in the council by: 

• Enabling the Council to demonstrate responsiveness when people raise queries or 
concerns 

• Using an appropriate tone of voice (reflecting learning from community 
communications and other related projects) to show that the Council understands 
local concerns and is on the side of local people 

• Facilitating very direct and swift communications to respond to local concerns in a 
way that is not possible through traditional communications methods 

 
The Facebook page has also had the benefit of facilitating cross-community conversations: 
local people answer each others’ queries, and challenge respondents who make 
inappropriate (and potentially inflammatory) comments, without the Council having to do so.  
This approach was particularly valuable during the period of the disturbances in London, 
during which short period the number of ‘likes’ for the page increased by more than 1,000.  
The Council proactively posted news relating to the disturbances seeking to provide 
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reassurance both day and night at peak times, as well as responding to concerns raised and 
publicising work done by young people locally to clear up afterwards.   

Some of the comments made on the page (eg conversations relating to immigration) have 
made uncomfortable viewing, but the approach has been to allow anything not offensive to 
most people to remain, to demonstrate that the Council is not afraid of legitimate debate: an 
important contributor to building trust. 

The following quotations are indicative of the responses received: 

This [thanks] for keeping us updated! we just want the truth, not knowing n 
hearing rumours is horrible! 

I think I’m glued to this page more than I’m glued to my TV since the riot… 

glad yr keeping us well informed n that these scumbags won’t get away with it.  
Keep up the good work 

All direct contact schemes: what went well 
The Community Communicator project was a valuable experience for local people and the 
Councils. It made some local people more aware of the difficulties experienced by the 
Councils, particularly at very difficult times and has also made them feel more involved in 
local governance. For the Councils, intelligence reports and general insight increased 
awareness of local issues and popular feeling.  

Part of the insight and local issues gathering for Council involved troubleshooting minor 
problems raised by Communicators or other residents. Where appropriate issues were 
redirected to the relevant Council department however the coordinator would remain the 
contact for the resident concerned.  This helped people feel like they have had a part to play 
in improving a situation locally. 

Intelligence reports provided very in-depth and valuable information to the Councils. Each of 
these reports examined a particular topic s and it is fair to say that these reports are a highly 
cost-effective product given the level of information provided. 

In 3 boroughs, TCC officers were recruited specifically for the work of Community 
Communicators, and having the right people in the right place made relationship building 
with Communicators progress smoothly. The projects were highly successful in building local 
networks of Community Communicators from whom intelligence and insight was gathered 
and key messages- where available- disseminated into the network.  

Initial programme board meetings were able to provide senior figures with the feedback from 
the project and kept service areas aware of the broader public view. These meetings also 
provided good opportunities for different service areas to identify overlap and provided top-
level direction to address raise issues by communicators; however these meetings became 
less frequent as the project progressed. 

Both projects in Havering and Sutton soon ceased to conduct dip-tests as a means of 
network assessment. It was felt that conducting the same questions repeatedly each month 
over an extended period created significant ‘consultation fatigue’ with Communicators. The 
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strength of the intelligence reports were that they were informed by current events and were 
different each month, and hence interesting to the Communicator concerned. 

 

All direct contact schemes: what could have been improved 
• Having a pre-determined schedule of intelligence report topics and key messages 

with flexibility in case of unforeseen local events: we lost some time in agreeing 
topics with departments and it was not always clear who had responsibility for 
signing documents off before use. 

• Ensuring a wider knowledge dissemination among staff about the project and its 
goals – this would have made it easier to follow up issues raised by communicators 
and made contact with residents seem smoother. 

• Member involvement is still underdeveloped.  In Sutton this has revealed a need to 
revisit the authority’s member engagement strategy.  Whereas in Bexley a pro-active 
approach to elicit member engagement and support for the project has borne fruit. 

• Regularity of project programme board meetings – these were difficult to schedule 
as the elections of 2010 and then the cuts meant that senior staff priorities were 
often elsewhere. 

• Greater involvement of front-line staff as message carriers and information 
gatherers, adopting an attitude of “there’s no such thing as the back-room” 
 

 

Secret of Our Success  
 

• We have been careful not to duplicate other community facing groups, seeking their 
participation and co-operation around a tightly defined set of objectives.  

• We have sought out the ‘less active’ communicators, because experience has 
shown that they are more likely to sustain their interest and activity if we make our 
methods suit their preferred style of communication. 

• We have devoted a high proportion of our resources to developing engagement 
processes and methods that are simple to execute but have quick returns.  

• Our model has harnessed existing engagement networks – like neighbourhood 
policing panels and residents’ groups - and pooled local partnership resources.  

• We have put great store on ‘word of mouth’ communications because we realise that 
residents in the project areas typically have smaller social networks and tend to be 
distrustful of messages that are not from people like themselves. 

 

 

Value For Money 
 

This project is central to making the best use of public resources; we believe that listening to 
residents will lead to greater efficiency, through more advocacy on their part informing the 
shaping of services. 
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• Incalculable amounts of money have been saved simply by the Councils and 

partners having their ears close to the ground.   
 
• Partners have been able to take pre-emptive (and cost effective) action to ensure 

that concerns are raised and dealt with at source, without a public fall-out.   
 
• Intelligence reports provided in-depth and valuable evidence to partners enabling us 

to evaluate our responses to local issues and critical incidents such as the August 
Riots. 

 
• A significant proportion of resources have been dedicated to establishing a network 

of unpaid volunteers.  
 
• The volunteers feel like they have had a part to play in improving a situation locally 

and will continue to be central to the challenges posed by greater accountability, 
localism and the Big Society.  

 
• This initial investment has provided boroughs with a network which now can be 

maintained at very little cost to partners. 
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8. Effective Customer Engagement 

This section sets out the rationale for the training as well as overall post-training 
evaluation results. A set of training materials appears as an Appendix 

Rationale for the training 

Conversations had by front-line staff with residents have to elicit a process whereby 
the resident forms an affinity with the person they are in conversation with in order to 
trust and believe the information that they are being given. For that process to begin, 
staff must be able to display an awareness, understanding and empathy of the 
emotions being displayed by the resident. In other words, they must be able to 
display emotional intelligence. Further, staff must utilise these abilities to be able to 
conduct the conversation in such a manner that they are able to identify the most 
important issue being raised with them by the resident – not always obvious at the 
start of the conversation.  

There is organisational benefit in a group of influencers working at different levels of 
effectiveness to reinforce the principles behind the course. The improved capacity of 
some staff to engage with people on the basis of social awareness and relationship 
management as conscious element of the their day to day approach will deliver, in 
the long term, greater levels of trust. On a micro level, i.e. individual face to face 
interactions, rapport is built through empathy leading to a deeper conversation; at a 
macro level the impact is on customer journeys that are punctuated with staff 
engaging deeply with the concerns of residents/service users. This approach is a 
necessity in order to be ‘congruent’ with deeper shifts in social psychology;  

‘....we are simply witnessing a significant shift in the way that people choose to trust 
others – a move away from a deferential culture to one in which an informed public is 
more likely to challenge and critique institutions and professions. The most important 
component of this shift is the general decline of trust in institutions. Organisations 
have traditionally provided a quick way for us to develop relationships with each 
other – in other words, I might trust a nurse because I trust the NHS. But the 
decline of institutional trust means that I have to assess the nurse as an individual 
before I can trust him or her. This clearly slows down the process of trust formation.’ 
DEMOS (2008) 

‘Local government representatives need to move beyond mechanistic thinking of 
ways to ‘build’ or manufacture trust, toward providing the opportunity and space 
where they can demonstrate their trustworthiness. This requires councils to put 
relationships at the heart of the equation.’ DEMOS (2010) 
 

These relationship focused conversations are seen in the context of a systems wide 
approach to communications. The customer interaction with frontline staff is 
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reinforced through appropriate emotionally intelligent branding and messaging 
(potentially materialising through micro comms within the community) that form a 
holistic cultural approach to engaging customers. See Fowlie and Wood diagram fig1 
(2010). On this system wide basis narrative can be influenced, explicit use of 
techniques to challenge negative myths without confrontation and without recourse 
to myth busting are developed. The system wide approach has an incremental and 
exponential impact on growth in trust.  

 

Effective Customer Conversations is  a change programme that is based on 
individuals supported organisationally through commitment to the systems steps 
outlined in the Fowlie and Wood model above. The training has been designed using 
the best practice guidelines of the Consortium for Research on Emotional 
Intelligence in Organisations www.eiconsortium.org. These elements are set out 
here;  

1. Foster a positive relationship between the trainers and learners: Trainers who 
are warm, genuine, and empathic are best able to engage the learners in the 
change process.   

2. Make change self-directed: Learning is more effective when people direct 
their own learning program, tailoring it to their unique needs and 
circumstances.  In addition to allowing people to set their own learning goals, 
and tailoring the training approach to the individual’s learning style. 

3. Set clear goals: People need to be clear about what the competence is, how 
to acquire it, and how to show it on the job.  Spell out the specific behaviours 
and skills that make up the target competence.  Make sure that the goals are 
clear, specific, and optimally challenging. The Consortium for Research on 
Emotional Intelligence in Organizations Guidelines  ( www.eiconsortium.org )  
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4. Break goals into manageable steps: Change is more likely to occur if the 
change process is divided into manageable steps. Encourage both trainers 
and trainees to avoid being overly ambitious.  

5. Provide opportunities to practice: Lasting change requires sustained practice 
on the job and elsewhere in life.  An automatic habit is being unlearned and 
different responses are replacing it.  Use naturally occurring opportunities for 
practice at work and in life.  Encourage the trainees to try the new behaviours 
repeatedly and consistently over a period of months.    

6. Give performance feedback: Ongoing feedback encourages people and 
directs change.  Provide focused and sustained feedback as the learners 
practice new behaviours.  Make sure that supervisors, peers, friends, family 
members or some combination of these give periodic feedback on progress.    

7. Rely on experiential methods: Active, concrete, experiential methods tend to 
work best for learning social and emotional competencies.  Development 
activities that engage all the senses and that are dramatic and powerful can 
be especially effective.    

8. Build in support: Change is facilitated through ongoing support of others who 
are going through similar changes (such as a support group). Programs 
should encourage the formation of groups where people give each other 
support throughout the change effort. Coaches and mentors also can be 
valuable in helping support the desired change.     

9. Use models: Use live or videotaped models that clearly show how the 
competency can be used in realistic situations.  Encourage learners to study, 
analyse, and emulate the models.    

10. Enhance insight: Self-awareness is the cornerstone of emotional and social 
competence.  Help learners acquire greater understanding about how their 
thoughts, feelings, and behaviour affect themselves and others.    

 

The development of the module and its practical application will be dependent on 
each of the individual boroughs. This will provide the basic levels of knowledge and 
skills that are required for the participants to feel comfortable with the concepts of 
emotional intelligence and values modes. In addition the sessions will focus on the 
context of the individual both in terms of their own levels of confidence and capacity 
to act as a an influencer or a champion and crucially the context of their team 
environment.  

 

Specialist Training  

As well as ECE training delivered to the requirements of each borough, within the borough 
programmes there was also more specially targeted training for specific groups taking 
account of their specific needs eg shift-work. Examples of this included: 
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• Members of the Council – Barking and Dagenham 

• Police Community Support Officers – Bexley 

• Refuse Service workers - Sutton 

This illustrates the applicability of the programme across a wide range of skills and 
experiences 

Numbers Reached 

To date, we have delivered 66 effective customer engagement courses to 730 people: 19 in 
each in Bexley and Barking and Dagenham, 24 in Sutton, and four in Havering (work in 
Havering has been delivered as part of the Harold Hill Ambitions programme but not yet in 
other parts of the borough  

As described in the proposal documents, the training has been rolled out on a partnership 
basis across all the councils, as shown. 

  Council Health 
Housing 
association Police Voluntary 

Not 
known 

B&D 6 55   9 144 5 
Bexley 71 1 16 63 12 10 
Havering 28   35 5 1 3 
Sutton 145   93 13 1 1 

There has been some variation in the organisations that delegates from the different 
boroughs have come from – these are explained in the delivery notes section below. 

Evaluation – on the day and follow up 
600 delegates completed evaluation forms on the day of their training. We are also 
conducting follow-up phone interviews with delegates at least three months after they have 
attended the training – 200 of these have been completed so far. 

On the day of the training, the majority of delegates were positive about their experience, 
with over 90% rating the outcomes of the training as ‘good’ or ‘excellent’ and 98% saying 
that the trainers were ‘good’ or ‘excellent’. Perceptions around organisation and 
administration were slightly more mixed – this reflects the fact that we sometimes found it 
difficult to find venues that are suitable for this type of training. 
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Post-course evaluation gives a more in-depth look at the value of the training. After three 
months, delegates will no longer be storing simple factual information about the training in 
their short-term memories, so their responses will reflect whether they have used what they 
have learned and whether the training has made a real difference to their working lives. 

Again, this information is positive: a significant majority of delegates say that the training has 
been useful to them: 

The training involves three modules: active listening, delivering bad news, and challenging 
without confrontation. Three months after the training, a significant majority of delegates 
report using at least one of these techniques. Active listening is the most used technique, 
probably because it is the most applicable to people’s working lives: delivering bad news is 
only ‘always’ applicable to relatively few roles. 
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Qualitative reports from the telephone follow ups have shown that the techniques are being 
used in a wide range of organisations – the application has been wider than we had 
originally envisaged when we first developed the training.   

Quote: Last night in a neighbourhood meeting someone was complaining 
about calling 999 and how bad the service was.  So, because of the things I'd 
learned in the training, I asked him about the last time he called 999 
specifically and he said actually the service was very good.  I gave him the 
opportunity to say that himself, rather than defending 999 myself.  I found 
delivering bad news the most interesting part of the training.  ... People do 
have different concepts of what is bad news but ever since the training I can 
say: 'maybe it was not the result you wanted but...'  The training was 
prominent in my mind when I was delivering the bad news.  I don't have to do 
it very often, but that part of the training was brilliant. 

Quote: If someone is being aggressive then maybe we aren't allowing them 
time to get their points across. We'd previously ask the person to leave but 
now we make sure we listen to what they have to say.  

Quote: I sit downstairs [on reception] some mornings and talk to people about 
upsetting things. And I am more aware of others feelings and my body 
language and my tone of voice. And how that shows my attitude. 

Further examples from of qualitative outcomes from the training will be available in the 
evaluation report by the University of Brighton, which will be available at the end of this year. 

Delivery: notes by borough 

• Sutton have not previously used Effective Customer Engagement training, and the 
majority of delegates were frontline council staff. A significant number were also from 
the ALMO, Sutton Housing Partnership, which delivers a significant amount of 
community engagement and cohesion activity in the area. Many of Sutton Housing 
Partnership’s homes are in the Northern Wards, which were the focus of the 
community communicators project.  There was one issue that arose at one session 
(predominantly with SHP participants) where there was ‘unacceptable behaviour’ in 
one workshop.  This matter was addressed internally by SHP.  The issue served to 
remind us of the sensitive nature of some of the issues that are raised in the sessions 
and the need to be vigilant and alive to the impact this can have on participants. At 
the request of the client we designed a tailored version of the course for the 
borough’s refuse collection staff.  This was well received and positively evaluated by 
participants. 

• Barking and Dagenham have previously commissioned a programme of Effective 
Customer Engagement training for their own staff, so the majority of delivery was 
focused on the health and voluntary sectors in order to widen the reach and benefits 
of the programme across the borough. There were no significant issues in the 
delivery of the training. 
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• Havering have previously commissioned a programme of Effective Customer 
Engagement training for their own staff, which was paused in 2010 during a council 
re-organisation and following a number of job losses. As a result, it was difficult to 
restart a general programme – we delivered four sessions as part of the Harold Hill 
Ambitions scheme to a mix of Housing Association (Homes in Havering) and council 
staff. The From Street Corner to Top Table programme set out below will make 
recommendations for ways that the scheme can be re-focused for the rest of the 
borough. 

• Bexley have not previously commissioned Effective Customer Engagement training 
and focused their work on the council and the police. The sessions went well although 
the average number of people per session was fairly low, largely due to some difficulties 
for the council in organising staff to attend. After the first few sessions with PCSOs it 
became clear that they needed more bespoke training, so we developed a variation on 
the standard training course based on the PCSO’s own experiences for this group. 

 

Post –course evaluation surveys 

Attendance by Sector 

 

 

Borough Council Health Housing 
Association 

Police Voluntary Grand 
Total 

Barking & 
Dagenham 

6 55 0 9 142 212 

Bexley 70 1 13 62 9 155 

Havering 25 0 34 5 1 65 



 

29 

 

Sutton 145 0 93 13 1 252 

Grand Total 246 56 140 89 153 684 

 

In total 684 people attended the ECE course. The figure above shows a breakdown of 
attendees by sector and borough. In Barking and Dagenham, 142 of 212 attendees came 
from the voluntary sector. Bexley was split between Council and Police. In Havering, those 
trained largely worked for the Council of Homes in Havering, the Housing Association. In 
Sutton, most attendees came from the Council (145 of 252), whilst a large proportion also 
came from Sutton Housing Partnership, the Housing Association. It is worth noting that in 
Havering and Sutton, no attendees came from the Health sector, whilst only one from Bexley 
did - similarly very few from the voluntary sector attended from these three Boroughs. 
Barking and Dagenham therefore stands alone in the fact that considerable proportions of its 
attendees attended from the voluntary and health sectors. 

 

 

 

 No - I 
don’t 
live 
locally 

Yes - I 
have 
always 
lived here 

Yes - I moved 
here more than a 
year ago 

Yes - I 
moved here 
within the 
last year 

Grand 
Total 

B&D 77 53 42 6 178 

Bexley 32 48 42 1 123 

Sutton 55 57 46 2 160 

Grand Total 164 158 130 9 461 
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NB This data was collected using PowerQ voting handsets during sessions. PowerQ was not 
used during Havering sessions due to time constraints. 

The figure above illustrates that for each borough, the majority of frontline staff that attended 
the course lived locally. A large proportion of this grouping have always lived in the borough 
they work in. A significant proportion of attendees however, do not live in the borough they 
work in. This is particularly true in Barking and Dagenham.  This figure should be viewed as 
significant as it is often more difficult for non-resident Council workers to engage emotionally 
with borough-specific issues.  

 

What are your strengths? 

 

  Assertiveness Empathy Flexibility Optimism  Reality 
Testing  

Self 
Control 

Self 
Regard 

B&D 155 202 104 110 28 193 39 

Bexley 107 162 105 82 52 157 34 

Sutton 121 155 115 91 46 170 27 

 

This question asked respondents what they judged their main strengths to be in terms of the 
job they do. Participants could choose multiple answers. (MORE). We can gauge from the 
results that Empathy and Self Control are seen as the main skills employees possess.  
Reality Testing and Self Regard were identified by relatively low levels of employees as a 
skill that they possess, and therefore should be considered areas for improvement. 

What skills do you need to develop? 
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 Assertiveness Empathy  Flexibility Optimism  Reality 
Testing  

Self 
Control 

Self 
Regard 

B&D 225 37 79 123 137 127 137 

Bexley 193 33 39 110 56 112 99 

Sutton 139 25 30 95 69 77 86 

 

The figure above indicates that participants felt that the skill they needed to develop most 
was Assertiveness.  Interestingly, the figures highlight a need amongst B&D staff to improve 
upon their Reality Testing.  The previous graph indicates that very few B&D staff identified 
this as an area of strength.   

The question was phrased slightly differently for the training in Bexley. Instead of the ‘What 
do you need to develop?’ we asked ‘What are the areas you would like to improve?’, to 
reflect initial sensitivities identified in early sessions. 

 

This is an area where people from different backgrounds get on well together 
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  Strongly 
agree 

Agree Disagree Strongly disagree 

B&D 8 85 64 23 

Bexley 10 61 26 12 

Sutton 4 105 43 6 

 

This question was asked to attempt to gauge staff perceptions of community cohesion within 
their respective boroughs. We can see that large proportions of staff from each borough 
believe agree that people in their borough get on well with each other, although very low 
levels strongly agree with this statement. The figure below shows that when combined, 61% 
believe, either strongly or normally, that different communities get on well with each other. A 
combined 39% however disagree or strongly disagree with the statement, indicating the 
presence of significant negative perceptions of cohesion 
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Did you get what you wanted out of the event? 

 

 

 B&D Bexley Havering Sutton 

Fully 126 81 35 114 

Partly 51 55 31 85 

Not At All 0 4 1 1 

 

The figure above highlights a high level of satisfaction amongst participants on the course. 
For each borough, the overwhelmingly majority of participants felt that they had got 
something or more out of the course. A figure of particular note is that nobody in Barking and 
Dagenham opted for ‘Not At All’, whilst only one respondent in Havering and one in Sutton 
indicated this. 
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Outcomes of the day 

 

 

 B&D Bexley Havering Sutton 

Excellent 95 64 20 73 

Good 77 66 40 107 

Satisfactory 7 14 8 25 

Poor 0 1 1 2 

 

Similarly, when asked to rate their experience of the outcomes of the training session, 
participants from all boroughs opted for ‘Excellent’ or ‘Good’ in the main. Scores for 
‘Satisfactory’ were low, and scores for ‘Poor’ very low. Again, nobody opted for ‘Poor’ from 
the Barking and Dagenham sessions 
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Evaluation Calls 

Overall did you find the training useful? 

 

 

 Not Useful At 
All 

Of Little 
Use 

Useful Very 
Useful 

Barking & 
Dagenham 

1 2 38 24 

Bexley 5 3 23 12 

Havering 0 1 10 5 

Sutton 1 3 46 14 

 

Participants who answered the question of how useful they had found the training generally 
responded with positive feedback. Those who found the training of little use felt it was 
something they already knew in regards to dealing with residents etc. The perception behind 
what was offered in the training as not useful at all or of little use fell down to some workers 
feeling that they were already aware of the techniques presented. However, those who did 
find it useful and very useful, agreed that if they already knew the methods that the course 
was a good refresher and renewed these practices for implementation in the workplace. 
Most people therefore found it ‘useful’ as it either educated them on better practice or built 
upon existing better practice values.  
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Techniques 

The idea behind the training was to allow council employees to feel they were better 
equipped with the handling of sensitive issues, therefore the effectiveness of the training was 
measured with the question above. A majority of 60% felt that the training had  to some 
extent, made their work easier to handle. The question was asked a subsequent amount of 
time after the training was provided, meaning council employees would have had to put the 
techniques into practice in order to answer correctly. With this in mind, the majority felt that 
in some way or another they had used the techniques the training had provided. The 20% 
who remained as neutral felt it had built upon existing techniques, it is important to note here 
that many council employees attend multiple training before. The remainder who felt it had 
not made their job easier did so on the basis that dealing with sensitive issues came 
naturally to them.  
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This question is based upon comparing the techniques, which were used in the training. 
Active Listening proved to have the most success with council employees, the training taught 
extensive methods on how to be good listener, its success is based upon the fact that 
residents prefer to be listened to and in a proper manner, something that 95% of the staff 
recognized as something that could always be improved upon. Furthermore, delivering bad 
news and non-confrontational challenging did not have the same success rate, however was 
effective nonetheless. A majority felt delivering bad news techniques had been improved 
upon or were being used in the workplace since the training, however, the remaining 
minority, which did not find it as useful, felt it was something they already had a good 
knowledge of.  
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In regards to manager, attendance on the ECE course a majority knew that their manager 
had not attended, or did not know whether they had attended. The 63% that fell into this 
category also included people who may have not asked their manager, or were unaware of 
their managers attendance due to simply not speaking about the course. The 37%, which 
answered yes knew that their manager had attended the training, which in turn most likely 
led following employees to attend also. A large majority also felt that there were no better 
techniques, meaning they used the techniques presented in the training and built upon this, 
few had new techniques and those that did in some cases Para-phrased the techniques 
which were used in the training.  

Examples of feedback from ECE Evaluation surveys 

• I will be better informed in calming situations and dealing with problems 
• I can pass on new skills to my staff 
• I think by me having a better view of improved communication skills that it will improve 

team work and improve overall performance 
• I may be able to portray my department/council in a better light 
• Refresher for me, so just to keep up with changing ways of engaging with the public 
• More useful in work - however section on delivering bad news would be useful out of 

work 
• Training is excellent - makes you think about your roles as a resident and worker, and 

can be used as a tool to empower others 
• The training would be very useful outside of work, because communication cuts across 

all facets of life 
• Communication part of daily life as well as work, being better at it is conducive to 

positive relationships 
• Better understanding of techniques that can be used to help resolve difficult situations 

 
Examples of feedback from ECE Post-training calls 

• Importance of communicating in the right way, being customer focused, imparting bad 
news in a good way, made me think quite hard about using that (DBN) at work and in a 
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private capacity, listening to people over the phone, although they're not in front of you.  
I knew a lot of it but needed to have it reinforced.  Now I use a lot of empathy with 
customers. 

• Last night in a neighbourhood meeting someone was complaining about calling 999 and 
how bad the service was.  So, because of the things I'd learned in the training, I asked 
him about the last time he called 999 specifically and he said actually the service was 
very good.  I gave him the opportunity to say that himself, rather than defending 999 
myself.  I found DBN the most interesting part of the training.  We usually don't deliver 
death messages but if we did have to it would be very helpful.  People do have different 
concepts of what is bad news but ever since the training I can say: 'maybe it was not the 
result you wanted but...'  The training was prominent in my mind when I was delivering 
the bad news.  I don't have to do it very often, but that part of the training was brilliant. 

• Different ways of interacting with different situations, being assertive 
• I do often talk in a low soft voice so that the irate person has to really listen to what I 

have to say, training reinforced current techniques I use 
• I've found that just listening helps diffuse difficult situations 
• Conflict resolution, arguments - common occurrence at work - how can you stop two 

people arguing, training addressed these issues for me. 
• If someone is being aggressive then maybe we aren't allowing them time to get their 

points across. We'd previously ask the person to leave but now we make sure we listen 
to what they have to say.  

• Facial expressions, it doesn't matter what you say sometimes if your face gives it away, 
training encompassed use of language and how to deliver it.  

• I'd like to think I was aware of the techniques beforehand but they have been reinforced 
• Because I sit downstairs some mornings and talk to people about upsetting things. And I 

am more aware of others feelings and my body language and my tone of voice. And 
how that shows my attitude. 

 

 

 

  



 

40 

 

9. Training the Trainers 

Train the trainers provided some of the organisational capacity to embed the learning and 
the concept of the Effective Customer Engagement Course and also aimed to fulfil the 
requirement to promote culture change  

It was originally envisaged that the Training the Trainers module would be a form of co-
production, with staff, with some awareness of the issue, discussing the concepts first and 
then subsequently working through the materials. However we found this was more 
challenging than we expected, so we reversed the order and got people to work through the 
materials first and then look at ways as to how they could be further applied. This again 
illustrates the flexibility of the programme in the face of changing needs and requirements. 

One of the challenges was that initial knowledge of the subject varied widely across the local 
government and strategic partner skill-set.  For example PCSO’s did not feel empowered 
through the nature of their job to be able to cascade co-production in this field, whereas the 
subject-matter was familiar to nursing staff through their training and education. 

The programme was piloted in Barking and Dagenham. Some elements are still to be rolled 
out to the other boroughs and will be done so shortly. 

Below is an example of the training sessions: 

Timings Session details Outcomes Learning style Inputs 

Pre-
course 

Participants pre-
work  

Insight into 
participants;  

Learning 
objectives 

Emotional 
Quotient  

Workplace ECE 
application 

 Pre-course 
pack 
generated 

Phone call and 
email follow up 

Processing 
returned 
materials 

9.00 -
9.15 

Welcome and 
coffee 

Participants 
comfortable with 
training 
environment 

n/a Tea/Coffee 

9.15  - 
9.45 

Your experience  Participants share 
information about 
themselves 

ECE experience 
across work 

Facilitated 
engagement 

Participation 

PPt* 

Flipchart 

Pre-course 
work material` 
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Timings Session details Outcomes Learning style Inputs 

places shared  

Breakdown of 
barriers between 
participants and 
the training team 

9.45 -
10.15 

The Big Idea Trust concept 

Customer 
relationships 

Organisational 
and personal 
benefit 

Presentation 

Trust exercise, 
participative 

 

PPt 

Trust exercise 

10.15 –
11.00 

Introducing EI  Understanding of 
the 4 areas of  EI 

Visualising 
customer 
experience 

Articulation of the 
customer service 
conundrum  

Understanding 
impact  

Presentation 

Visioning 
exercise 

Reality testing – 
conceptualising 
issues 

Illustrative 
customer journey  

PPt 

Customer 
experience 
material 

 

11.00 -
11.15 

Tea   Tea/coffee and 
biscuits 

11.15– 
12.15 

Building 
Emotional Skills 

Personal 
competencies 
introduced, 
explained and 
investigated 

Social 
competencies 
introduced, 
explained and 
investigated 

Facilitated 
overview 

Role play 

Reflection on 
role play 

Personal 
development log 
introduced 

PPt 

Role play 
exercise 

Critical 
assessment 
framework 

Personal 
development 
log 
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Timings Session details Outcomes Learning style Inputs 

12.15 -
13.15  

Values Modes Concept 

Application within 
experience 
context  

Personal 
inventory 

Facilitated 
Discussion  

Case study work 
in groups 

Evaluation of 
case work 

PPt 

Case study 

 

13.15 -
14.00 

Lunch   Tea/Coffee 
and Light 
Lunch 

14.00 -
15.00 

Personal 
Effectiveness 
and influencing 

Practical planning 
skills 

Confidence to 
take action  

Understanding 
influencing 

Framework for 
developing 
personal 
competency  

Presentation 

Facilitated group 
work 

Personal action 
planning 

PPt.  

Personal 
development 
toolkit 

15.00-
15.15 

Tea    

15.15 –
17.00 

Embedding and 
action planning 

Practical 
landscape for 
each participant 

Concrete set of 
next actions to 
move each 
element on 

Commitment to 
log and detail 
each element of 

Workshop 
setting  

Materials 

Facilitation 
guide 
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Timings Session details Outcomes Learning style Inputs 

the experience 

 

Between sessions participants had a set of personal and organisational tasks to 
undertake, these will be derived from the action planning and embedding session at 
the close of day one. This is seen as a two week period, there are a number of tools 
that will be introduced not least of which will be experiential logs, designed to feed 
into experiential learning cycles that will be detailed and expanded on in day two of 
the training. 

Evaluation of Train the Trainers Courses for ECE 

Firstly, It became clear that the wide disparity in background, role and expectation between 
different organisations and service areas needed to be addressed.  Council participants in 
the course received it positively, and it will now be embedded within the Council’s learning 
and development strategy and programme.  PCSOs who attended the sessions were not 
positive about the programme and reported that they felt there was not scope within their 
jobs to cascade the training.  After consultation they were withdrawn from the programme: in 
retrospect, although they originally volunteered for the training, they were not appropriately 
placed within their organisation to deliver it to their colleagues.  There were also issues with 
regard to Health participants.  These centred on expectations, course content and delivery, 
and were reflective of differing organisational cultures between the Council and the NHS.  All 
issues were addressed with the relevant officers (first by Heather Wills and then by David 
Evans with the training manager and participants themselves).  We are now planning the co-
production of a bespoke course for the NHS. 

 

Training the Trainer Evaluations 

1. Confidence in developing an effective communication strategy that will benefit my 
organisation 

2. Understand techniques to become a champion of change 
3. More so, I think Emotional Intelligence helps you achieve your goals and build 

effective relationships etc 
4. Individuals who can be self aware, self manage and who can be aware of 

emotional intelligence, and can take this part out to individuals 
5. To be able to spread the techniques within my service area in order to resolve 

council issues and develop a better relation with residents 
6. Yes - all skills transferable to any aspect of life situation 
7. Tools and knowledge to improve staff awareness and confidence around difficult 

situations 
8. How to structure and deliver training incorporating elements for all learning styles 

 

Training the Trainers 
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Did you get what you wanted out of the event? 

 

 

 

 Fully Not At All Partly 

Session 1 5 7 8 

Session 2 7 0 3 

  

The second session was much more successful than the first. Session 1 which saw 65% of 
the attendees get what they wanted fully or partly, had a positive impact as some council 
employees felt the training was relevant and useful to their everyday practice. Session 2 had 
much more success and none found the session to be not at all what they wanted.  

Outcomes of the Day 
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 Fully Not At All Partly 

Session 1 5 7 8 

Session 2 7 0 3 
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10. Activity Report – Barking and Dagenham 

The work set out in all the other pages in the report had originally been developed in Barking 
and Dagenham in the 2006-2009 period. Over 1000 staff had already been trained and 
Community Communicators had been mainstreamed as part of the Council’s 
communications strategy. For the purposes of this project, the work was: 

• To maintain a relationship in order to pass on learning to the other boroughs – 
especially in the field of mainstreaming 

• To deliver ECE training to strategic partners of the Council 

The details of the ECE training are set out below 

Barking and Dagenham ECE Training Sessions 

 

Attendance 

 

Session Expected 
Attendance 

Actual 
Attendance 

31/01/2011 AM (Carers) 10 9 

26/01/2011 AM (Carers) 10 10 

28/01/2011 AM (Health Workers) 12 11 

28/01/2011 PM (Carers) 6 6 

31/01/2011 PM (Health Workers) 11 13 

24/01/2011AM (Carers) 14 9 

31/01/2011 AM (Carers) 8 9 

 Total: 

71 

Total: 

67 

 As a %: 

94.4% 

 

 

Delivery 
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Sessions Delivered Outstanding Sessions Cancelled Sessions 

7 13 10 

 

 

 

Evaluation Scores 
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Effective Communications with Residents: Summary of Evaluations from 
workshop event on Friday 22nd July 2011 in LBBD.  
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Given the feedback by the participants of the Community Communicators workshop on 23 
July 2011, the event was a positive experience.  The evaluations state that everyone 
benefitted and that the group discussions were interesting and particularly useful in raising 
awareness about the barriers to communication and the opportunities to improve and 
increase effective communication. 

In terms of overall evaluation, the participants walked away satisfied, reporting that they got 
what they wanted out of the event.  All responses to the “Did you feel that you got what you 
wanted out of the event?” were either “partly” or “fully”, a positive sign which means that their 
expectations were fulfilled.  These expectations, addressed in the question “What did you 
hope to get out of this event?” were mostly concerned with communication and especially 
improving communication.  Therefore, given that the participants responded positively in 
getting what they want from the event, it can be deduced that they left with a better 
understanding and ideas to improve communication. 

Participants responded positively to the group discussions, stating that they were interesting, 
interactive and beneficial to the purpose of the workshop.  They also felt these discussion 
groups were the most productive part of the event.  Many reported taking away new ideas 
from the discussions. 

When asked “How do you think that the issues raised in this workshop should be taken 
forward?” participants expressed uncertainty.  Several suggested that this is the key 
challenge.  One participant wrote “good question - the session was an interesting output. But 
what's the outcome? What's next?”  This could sum up the collective response to this 
question. 

Furthermore, the definitive answers given by some participants were quite diverse, which 
could stall future action but is not to be completely condemned as it is indicative of the 
multitude of ideas and perspectives generated at or taken away from this event.  For 
example, one participant worried that a lack of available funds could be the deciding factor 
on what to do next, whereas a few other respondents were more positive about 
implementing some of the drafted ideas and bringing back what they learned to their 
individual departments. 

Finally, the evaluations report that the workshop was structured, organised and administered 
in a positive fashion.  Therefore, given the feedback on the evaluations, the participants felt 
that this event was a successful enterprise and particularly felt the group discussions were 
beneficial but the outcome and implementation is yet to be decided. 
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12. Activity Report – Bexley 

Analysis of the situation in Bexley 
 

TCC undertook research into people’s attitudes and feeling about their area.  The conclusion 
was that the biggest single problem in Bexley was fear of crime but that this fear of crime 
was not related to actual crime rates, nor in fact specific actions by the police.  

Using Values Modes we established that Bexley has a much higher number of socially 
conservative Settlers.  One of the important features of Settlers is that they tend to feel 
uncomfortable with change, particularly rapid social change. For them social change - seeing 
new faces and different cultures moving to the area - tends to trigger an anxiety that the old 
rules and ways of doing things are being replaced by new ways of doing things that present 
a threat to their time honoured way of life. This can become a sense of moral decay.   
Settlers also value and respect authority.  For them the Police are an institution that they 
instinctively value.   

This combination of a sense of ‘moral decay’ and respect for the institution goes some way 
to explain the apparent contradiction between both high levels of satisfaction with the Police 
and high levels of fear of crime. 

Our work accords with that of Professor Stephen Farrall, who has conducted extensive 
research into the reasons for fear of crime. The fact that a large part of the trigger for fear of 
crime in Bexley is social change meant that any solution had to be based on reassurance on 
change. The more we can communicate to Settlers that the change is less significant than 
their fears lead them to believe the more likely it is that fear of crime will fall.   Settlers also 
have smaller social networks and tend to be distrustful of messages that are not from people 
like them, for Settlers word of mouth is king. 

Consequential interventions 
As a result of the analysis, working with Bexley Council we: 

• Established peer-peer networks in North End and Colyers Wards.  These are made 
up of `people like them' and should, if properly used, lead to a reduction in fear of 
crime in Bexley. This ‘Community Communicators’ approach is set out below; 

• Changed the tone of voice being adopted in corporate communication terms.  The 
overall communication approach is one of empathising with people’s fear of change 
and less triumphant in tone.  This should allow more open and honest conversations 
between local authority and residents; 

• Work is about to be started with front-line staff to equip them to have more 
empathetic conversations, actively listen (and therefore reassure) and challenge 
negative perceptions without confrontation. 
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Community Communicators - Executive Summary 

The campaign company was asked to embark on a pilot project – Community 
communications, funded through connecting communities – by the London Borough of 
Bexley. The project was focused in North End and Colyers wards.  

Maureen Allen has been recruited by the Campaign Company to act as their Community 
Communications Co-ordinator. Maureen split her time between TCC’s head office in 
Croydon and the Bexley Community Safety Partnership offices, spending one day a week in 
Croydon and four days a week in Bexley. 

 Much of Maureen’s time was spent out and about in the community, meeting local people, 
attending community events and recruiting community communicators.  

Overview 

The project ran for over a year in the wards of North End and Colyers.  The aim was to 
recruit and retain a pool of well connected local residents who are prepared to assist the 
Council in its communicating with local people.  The aim was that they were recruited 
because they are trusted and have a reach beyond their immediate family and neighbours.  
At any one time there are approximately 70 active community communicators (CC’s) across 
the two wards, ie those who are prepared to assist.  People inevitably slip in and out of being 
‘active’ so through ongoing recruitment a pool of potential and former community 
communicators is maintained.   

The recruitment and relationship building is maintained by a dedicated staff member who is 
actively ‘out-an-about’ within the two wards.  The staff member is responsible for undertaking 
Intelligence Reports (IR’s) on a regular basis.  The IRs are short campaigns on a particular 
theme where information is collected from the CC’s in the form of a short survey and related 
information is also passed (conversationally) to them.  As they have been recruited partly 
because of their good local connections the hope is that they will pass some of this 
information informally to their friends and acquaintances. 

As communication from someone that you know is generally well trusted, the project 
harnesses a building trust between the staff member and individual CC’s and CC’s and their 
peers.  The outcomes are: 

1) Information on the campaign theme is passed from the street corner to the top-
table directly with reports following IR campaigns.  These reports are both 
quantitative and qualitative; 

2) Early warnings are obtained of possible local issues and they can be nipped in the 
bud; 

3) Information can be passed directly to local people through the network; 
4) Over time the levels of generalised concern can be reduced as local people feel 

themselves being listened to and the number of (slightly) more positive voices 
being heard. 
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Headlines 

A snapshot profile of the current CC’s is: 

• 70 Community Communicators (43 North End Ward, 27 Colyers Ward) 
• 7 Men 
• 63 Women 
• 36 are Married couples 
• 12 are aged 60 plus 
• 14 Community Communicators are from BME Communities 

- 5 African, 7 African Caribbean 
- 1 Polish 
- 1 Portuguese 

 

To date there have been 3 IR’s completed on the subjects of Youth Services(5 key 
questions asked), Environment (6 key questions asked) and Drugs and Alcohol (6 
key questions asked) and Employment and training opportunities. In each of these at 
least 30 Communicators completed each IR survey.   
 

About the Area 

North End and Colyers are adjacent but are separated by the North End Road. They are two 
distinct areas each with their own character and feel. Colyers has the Larner Road Estate, 
with seven tower blocks, 15 floors high and is the only high rise estate in the borough. There 
is a fantastic view of the Thames from the 15th floor, it is really amazing. However this does 
not disguise the problems that the area faces. Colyers ward is a mixed area however and 
the south of the ward has a leafy suburban feel and is comprised of semi-detached houses 
and bungalows with a few maisonettes too.  

In the far South of the ward there is Barnehurst station, this provides a direct train in to 
London Bridge and Charing Cross. As such a significant proportion of residents commute in 
to London to work. Close to the station there is a small parade of shops. Further up Erith 
Road is Northumberland Heath a busy district centre/high street but that falls outside of the 
ward. Colyers as a place does not exist and the ward suffers from having no focal point – 
people identify with Barnehurst in the South and Northumberland Heath or Erith in the North. 

North End has Slade Green, where there is not a tower block in sight but both areas state 
that they feel forgotten or let down by Bexley Council.   

Desired Outputs 

The aim of the project is to recruit a network of interested, engaged and active members of 
the local community to act as community communicators. The group recruited is a diverse 
selection of people in terms of gender, race, age and local involvement/interest.  

The group recruited has been used for a variety of purposes: 
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! To gain insight in to the local community, their feelings opinions and perceptions of 
the local area. This is useful as it will enable the council to benchmark the 
perceptions of residents in particular communities against the borough average and 
against the council’s perceptions of the services that are delivered.  Their perceptions 
can also be tracked over time through a “dip-test” so we can see how they change as 
the project progresses.  

! To gain insight on particular issues though a monthly Intelligence report. The topic of 
these reports is to be decided and can reflect the council’s strategic priorities in the 
area. This will help the council to monitor the community’s feelings on particular 
possibly contentious issues at a certain point in time.  

! To provide anecdotal intelligence on localised events that the council may not 
otherwise be aware of. To pick up the rumours and myths that circulate within 
communities that affect the current narrative and erode resident’s trust in local 
service providers.  

! To disseminate information through conversations that they would have had 
otherwise anyway from the council and partners to other members of the local 
community. 

Recruitment  

Pen pictures briefly describing a selection of community communicators that have been 
recruited are available below.  

Recruitment of community communicators has taken place through the following means: 

• Through local community groups and organisations 

• Through Word of Mouth Referral 

• Door knocking exercise (detailed below)  

Following a very exciting project in Barking and Dagenham TCC amended the methodology 
of the Bexley Community Communicators project.   

Replacing the telephone calling that was mentioned in the original methodology, TCC 
switched to a phase of door knocking. Following a survey style script the community 
communications coordinator, project officers and field staff went door to door speaking to 
local residents. Any local residents that have been identified as potential community 
communicators have, after the event, been followed up by the community communications 
co-ordinator.  

This process highlighted several issues in the ward that both correlate with and supplement 
intelligence picked up by the community communications coordinator.  

Community Communicators – Pen Pictures 
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Below are some example pen pictures of the community communicators we have recruited 
recently. They are designed to anecdotally illustrate the type of person that we have 
recruited but this is not an extensive list.  

 

Bill and Jean Jarvis 

Bill and Jean were born, grew up and have lived in Slade Green their entire lives. They care 
passionately about the community and take an interest and participate in local events and 
activities. They both say, that the people of Slade Green are “the forgotten people”. The 
blackout last year and the response from the power company and agencies involved is an 
example of this. A meeting was held in Barnehurst but no one in Slade Green knew about it 
so no one attended. Compensation of £50 was tokenistic at best.   

Bill and Jean have many concerns about the local area including the frequency and quality 
of rubbish collection, theft of wheelie bins, lack of public conveniences in Slade Green, 
public transport and lack of street cleaning. However perhaps the issue they feel most 
strongly about is The Howbury Centre. The Howbury Centre is a wonderful community 
facility with a range of activities for the whole community. They are concerned about the 
plans for the centre and think that it would be a shame if the centre disappeared to make 
way for houses. The Howbury is the only community adult education centre the area, nothing 
else is nearby. 

Toyin Laditi   

Toyin is married with 4 children, a daughter aged 13, twin sons aged 11 and another 
daughter aged 6. She has lived in Jenningtree Road for 10 years. Having moved from 
Tooting to Bexley she likes the fact that Slade Green is a small area with a community feel to 
it. Toyin is a teacher in a Welling school. 

Toyin’s says that on her road, three  families are to blame for harassment and violent 
behaviour towards other residents and that this is not a race issue as her elderly neighbours 
have suffered threats of violence. Toyin knows of at least one family who have moved away 
because of this situation. She feels that nothing can be done and that the fact that many 
people have literacy problems limits their access to information. 

Sarah Horsford  

Sarah works as a market researcher and used to work as a PA in the BBC.  She is married 
with 2 children aged 10 and 2 and has lived in Slade Green for 12 years. Sarah was not 
keen on the area and had heard some negative things but now says that she loves Slade 
Green and the community locally. 

Sarah feels that the Howbury Centre should not close because it is the only centre of its kind 
in the area. Sarah attends groups at the centre such as the Howbury Tumblers playgroup. 
Sarah has heard that the council offices are sinking and that is why the council wants to 
close the Howbury. Rubbish collection is also an issue for Sarah and she feels that the 
rubbish collection should be more organised.  
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Derek  Beaney 

Derek has lived on the same road for 37 years and likes it here.  He was the chair of 
Neighbourhood watch but has taken a less demanding role as co-coordinator for a smaller 
area. He thinks it is a nice area but people are a bit reluctant to get involved. Derek’s street 
had a Street Party Committee who hold regular events and only a small percentage of 
neighbours are not involved in either committees. The residents association  are well known 
in the area and people are scared to talk out against them. Derek is also concerned about 
the level of crime, motorbikes are stolen quite often, along with garden tools. Cars have 
been jacked up on tow trucks and driven away. 

Clare Tack  

Moved to Northumberland Way 6 years ago with her husband and two boys. Clare got 
involved with Neighbourhood watch as their house insurance rates would be lower if they 
were members. Claire’s husband is in the army in Afghanistan . Clare Teaches Floristry at 
Greenwich Community College. Clare Moved here from Welling and likes the area but has 
concerns about stealing, drug abuse/dealing, safety on Barnhurst Avenue. Clare is trying to 
set up a web site for members and is waiting for quotes from designers. 

Mr & Mrs Elswood  

Mr and Mrs Elswood have lived at Springhead Road for 45 years. Springhead road and the 
roads around it make up the Manor Road Estate. Years ago, this was a really nice area but 
not anymore.   

Mr Elswood’s concerns are about the state of local alleys in particular, businesses fly tipping 
rubble and similar stuff. He has been in contact with Orbit regarding regular clearing and 
even cleared three alleys near to his house himself, last year. Mrs Elswood says that ever 
since people had moved into No 8 opposite that police are always being called to break up 
fights or sort things out and that the people at No. 8 have brought the whole neighbourhood 
down. 

Joanna Cass  

Joanna is married with 4 children and lives in Larkswood Close. She has attended activities 
at the Howbury Centre is very concerned about the future of the centre. Joanna is also very 
concerned about drink and drug abuse by people in the community and would like to know is 
something is being done.  Joanna is interested in joining or finding out about community 
groups. 

Sarah Elliot  

Sarah is married with two boys and lives opposite Slade Green Station.  She has lived there 
for 12 years and has seen a few changes. When the Station Hotel pub closed down and 
became a hostel, they used to have problems with the tenants and had regular meetings 
with the landlord. Things are much better now. Sarah says that drug dealing behind Londis is 
a problem, but Sarah thinks the SNT know about this as they have been down a few times 
which is good. Sarah is fed up with the amount of dog mess and would like to see someone 
fined. 



 

58 

 

Mandy Jarvis  

She works in Slade Green Library and has lived in Slade Green for 30 years. Feels that this 
is nice and peaceful area, but would like to see more cycle lanes. She also feels that ever 
since the roundabout at Northend Road had traffic lights installed recently, that this has 
made things really dangerous for cyclists. Mandy is also concerned about Slade Green 
Library which is located at the Howbury centre building, the future of which is impacting on 
her present job. Mandy is also a member of a local running club. 

Grace Scott is the chairperson of Bexley African Caribbean Society and has lived in 
Craydene Road for 30 years. Grace says that now things are a lot better since they have 
lived there for quite a while but that she has had some negative experiences.  Grace feels 
that Bexley Council should provide more community facilities for community organisations 
that are more affordable. Grace is also a member of Bexley Equalities Project, formerly 
Bexley Racial Equalities Project. 

Roy Atkinson has lived in Slade Green for 20 years and says that the area has really 
changed. Says he knows that coloured people get paid by Bexley Council to move into the 
area and take up all the housing. Roy is also concerned about the Howbury Centre, as a 
friend of his works there and was told that the council section will close in April. Ron would 
also like to see something done about broken pavement slabs as these can cause real 
injury. Roy also said that he appreciated being contacted in this way “usually you hear one 
thing from the council and then you don’t see them again”. 

Claire West is married with 4 children and has lived in Northumberland Heath for 12 years. 
They moved from a village called Bean to be nearer to Claire’s family. Claire is worried about 
the parking situation at Barnhurst School, the speed of cars shooting up and down Barnhurst 
Avenue . Claire can’t understand why some parents do not make an effort to use local 
Children’s Centres. Claire is also in touch with Claire Tack about forming a group for 
concerned local parents 

Linda Young has lived in the same area for 30 years and has noticed that things have 
changed for the worse. Linda is upset that healthy trees have been cut down for no reason 
and with no prior consultation with residents, the tree outside her house has gone, no 
warning or consultation. She also feels that there should be a youth centre or something for 
young people, there is nothing in the area. 

 

Local Community Groups 

Safer Neighbourhood Teams 

There was a process of engagement with the Safer Neighbourhood teams in both Colyers 
and North End Wards. They have been very helpful in providing details of resident’s on their 
ward panels. All members of the SNT’s ward panel were approached to discuss the 
community communicators project. Some members of the panel have already been 
interacted with through other means suggesting that they will be good community 
communicators as they are involved with several groups locally.  Of the remaining members 
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XX agreed to become community communicators. Details of new communicators who have 
been signed up are included in the pen pictures section of this report.  

Children Centres 

Beverley Mills who manages North End Children’s Centre has previously met with the 
Community Communications Coordinator and had a very productive discussion. Beverly 
invited the Community communications co-ordinator to speak at the Parents Forum. 
However the Forum had a very poor attendance with only one mother showing up. Maureen 
spoke with the parent – Claire Watts who has since become a part of the community 
communicators project. This episode is perhaps an example of the lack of engagement 
amongst the local community. Normandy Children’s Centre were also approached to engage 
in the project although nothing has come of it to date.  

Bexley Women’s Day 

This was attended by the community communications coordinator but many of the other 
attendees were from Belvedere/Greenwich and not local to the Wards that the project is 
being piloted in. It was felt that better communications prior to the event may have enabled 
the community communications co-ordinator to publicise this event to communicators 
already recruited. 

Bexley Burglary Conference 

This was a great event organised by the Bexley Community Safety Partnership. Many of the 
issues highlighted were very interesting and given the level of fear around crime in the local 
community may have helped participants to feel more secure in the area. It was felt by the 
Community Communications Coordinator however that greater notice in advance of the 
meeting would have been good. The issues discussed would have been of interest to many 
community communicators.  

On the issue of advance notice, there was an Anti Social Behaviour training session. The 
Communications Coordinator was not informed of this. Indeed it was a communicator that 
had previously been recruited and asked if the co-ordinator was attending the meeting that 
drew their attention to it.  

North End Czaz Meeting 

The Czaz meeting is a monthly multi agency group that meets to discuss topical issues in 
North End Ward. The Community Communications Coordinator has been attending these 
meetings and has been able to both feed in to the discussion and also to learn from the 
other agencies in attendance. Issues raised this month by the community communications 
coordinator included issues in Hazel Road about nuisance motorbike riders and Issues 
regarding Child Protection in Lincoln Road. Both of these issues were picked up through 
conversations held with communicators in the ward.  

 

Key Issues Arising 
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The Howbury Centre – A major issue in North End Ward is the future of the Howbury 
Centre. It is possibly the biggest issue we encountered in the project. Many of the residents 
use the centre and attend activities that take place there. As such it is a well loved local 
facility and residents feel highly protective of it.  

Plans to redevelop the centre have not gone down well with the community. There have also 
been issues with the consultation process that have entrenched the feelings of the area that 
they are forgotten by the council and that the council does not listen to them. 

We met with Paul Moore who is leading on this process. It was enormously helpful and 
informative and has provided Maureen with a way of discussing the issue with residents and 
presenting the council’s plans for the site in a positive and productive way.  

Facilities for Young People - Many people say that there is nothing to do for young people. 
This issue is connected to both the Howbury Centre and antisocial behaviour/crime in the 
area. People may know of or know people who attend certain groups – for example one of 
the number that take place at the Howbury, or the Kickz project that is run near Larner road. 
However they also see young people hanging around on the street. This makes them 
assume that there is a chronic lack of provision of youth facilities. 

The uncertainty that people feel around the future of the Howbury centre feeds in to this. If it 
closes or services run from there change/stop, there may be less provided for children and 
young people and this may lead to more crime and antisocial behaviour.  

Crime and Anti Social Behaviour 

People in both Colyers and North End Wards feel that crime, particularly antisocial behaviour 
is a big issue. It is generally felt that problems are concentrated in pockets. It is also 
apparent that it has a profound effect on people’s lives. Areas such as Jenningtree Road 
and Besson Close have arisen as areas with particular problems.  

A sense of Isolation 

Some of the residents that we have engaged with over the last few months feel isolated and 
let down by service providers in their area. Episodes such as the relevantly recent power 
failure and the consultation around the future of the Howbury Centre have contributed to this 
impression. It is not uncommon to hear people say things such as “the council doesn’t listen 
to people like me”. Having said that many people are pleased that a project like this is being 
run and are keen to engage and for the council to hear their views.  

Street Cleanliness – Many residents that we have spoken to in both wards have reported 
that they feel the streets are not kept particularly keen “you hardly ever see a street cleaner 
around here”. There is a particular problem with dog mess. This contributes to the opinion 
that this area of Bexley is forgotten by the council. I think the issue of rubbish collection also 
feeds in to this area. People are unhappy that collections are only fortnightly and that when 
rubbish collections are made the refuse collection teams sometimes leave a mess in their 
wake. 

Myths 
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Myths are starting to be uncovered having built trust with community communicators who are 
feeling more confident and able to report back sensitive topics.  

One communicator has reported that “coloured people are being paid to move in to the area 
by the council”. This is a common myth that is heard around the country but it is particularly 
common in East London and the surrounding area. It gains weight as people suggest that 
people in Stratford and areas affected by the Olympics are being displaced to make way for 
developments.  

Another communicator raised the issue that that single mothers are being given free laptops. 
This may or may not be true to an extent but it certainly adds to the feeling in the area that 
“no one does anything for me”.  

Other benefits 
The individual CC’s have also benefitted from having a one-one to relationship with 
‘someone from the Council’.  In other words the faceless Council becomes a bit more 
human.  This also means that people can become more self-efficacious, for instance: 

• One CC has started a group on Facebook to campaign for a 
crossing on Barnehurst Avenue. This group has 86 members including 
three other CCs; 

• Four CC's have made contact with a local community organisation and as 
a result they feel less isolated; 

• Two CC's have contacted their local Childrens Centre and attended 
activities as a result of information that they received as CC’s ; 

• One CC has was introduced to the Community Safety Team and having met them 
her estate now feels safer; 

• Some CC’s are considering establishing a Neighbourhood Watch; 
• CC’s are also able to be signposted (and therefore become sign posters) for other 

local services and voluntary groups.  The hope is that over time this will also 
strengthen local community ties. 

Is there evidence of impact? 
Yes.  As part of the project approximately 30 CC’s undertake a ‘dip test’ which is the same 
set of 5 questions on perception of the local area.  Since September these questions have 
been asked monthly of a different group each month.  They are: 

1) You are happy with the area that you live in; 
2) You feel safe in the area that you live in; 
3) The Council is making the right changes to help improve the Borough; 
4) The Council understands local people and the issues they have where they live; 
5) I understand why the council makes the decisions that it does. 

 
On Question 3 there appears to be a clear trend that the number of people disagreeing is 
reducing and more people are willing to give the benefit of the doubt or at least not be 
imediately negative: 
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On question 5 the picture isalso posive with more people appearing to feel either  
better sighted as to the resons for decision or at least less stridently feeling that they 
don’t: 

 

 

 

 

 

Questions 1 and 2 are 
generally scoring positively as 
you would expect from a group 
of people who have chosen to 

play an active role.  Disappointingly question 4 remains stubbornly negative which 
you would hope to see improve over the coming months. 

What improvements could be made? 
The profile of CC’s would be enhanced with more men although inevitably perhaps there are 
more women recruited.  Ideally we would also recruit more CC’s who are initially reluctant to 
take part – this is inevitably more time consuming.   The dissemination of information could 
become more systematic in the way that the collection of information is.  Some CC’s may 
also benefit from meeting with other CC’s to share experiences and ideas and periodic get-
togethers may be useful. 

Evaluation of Bexley Community Communicators Feedback 
 
At the end of the project there was post-evaluation survey of those who took part in the 
project. 
 
Of the people who fed back on their experiences with the Community Communicators 
project, 100% said that they always felt that their views were listened to throughout the 
project, where fewer than 30% felt that they had always been listened to by Bexley Council 
before the project. A number of participants in the project commented that the effort that was 
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made to build communications between residents and the Council was a very positive thing 
in itself, regardless of whether concrete changes resulted from discussions: 

 
‘The council was actually asking for people’s opinions and I thought, “Well, that’s got 
to be a step in the right direction”.’ 

 
Almost 80% respondents commented independently that they felt the Council was more 
approachable now than before the project: 
 

‘The Council is more approachable. You know who to go to.’ 
 
Over 40% of residents who fed back said that the project improved their view of Bexley 
Council, with a further 15% saying the project reinforced existing positive views of the 
Council. Many residents commented that it felt good to be listened to and that they now felt 
they could trust the Council more: 
 

‘If you feel as though you’re being listened to and they want to hear from you, then 
obviously that improves your relationship with and view of the council. It definitely 
made me trust them more.’ 

 
 ‘It’s a positive thing. There’s more trust now.’ 
 
A number of residents commented that they now felt better informed about how the Council 
worked and how to address local issues, with those already active in their community 
particularly likely to feel more able to work with the Council. Responses to the project from 
residents ranged from establishing regular contact with Council Cabinet members to 
becoming more involved with existing voluntary community initiatives to successfully 
launching new projects. For a number of residents, the Community Communicators project 
was central to these changes: 
 

‘For me, the project was really helpful. When you’re nervous about starting up a new 
voluntary organisation, it’s always useful to have someone who’ll listen to you and 
help you navigate your way around the council.’ 

 
‘The project has made life a lot easier, because now I’ve got an insight into where to 
go to contact somebody if things aren’t happening the way they should.” 

 

Bexley ECE Training Sessions 

 

Attendance 

 

Session Expected 
Attendance 

Actual 
Attendance 

17/12/2011 AM (Community Safety) 16 13 

12/01/2011 PM (PCSOs) 15 14 
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12/01/2011 AM (Neighbourhoods and Communities) 10 9 

26/01/2011 AM (Housing Association) 4 4 

26/01/2011 PM (PCSOs) 15 16 

28/01/2011 PM (Orbit South) 5 3 

28/01/2011 AM (Orbit South) 8 6 

 Total: 

73 

Total: 

65 

As a %: 

89.0 

 

 

 

Delivery 

 

Sessions Delivered Outstanding Sessions 
(timetabled) 

Cancelled Sessions 

7 6 6 

 

 

 

 

 

 

 

 

Evaluation Scores 
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12. Activity Report – Havering 

 

This is the final report on the Community Communicator project which has been running in 
Havering from mid 2010 to early 2011. 

This report looks at the origins of the project and the basis for the work which has been 
done. We then move on to look at the products produced during the lifespan of the project 
which include intelligence reports, raised issues, ideas and dip test reports. 

This report looks at the exit strategy executed and what impact this has had with 
communicators. Part of this report is also devoted to examining what has worked particularly 
well internally and externally. In addition, aspects which could be improved will also be 
highlighted. 

 

Origins of the projects 

The Campaign Company is a communications consultancy with an expertise in community 
cohesion. We have been working with Barking and Dagenham Council on their cohesion 
strategy since 2007, and have more recently worked on similar issues with the London 
Boroughs of Bexley, Richmond, and Sutton, as well as with Thurrock LSP, Boston Borough 
Council, Stoke-on-Trent, Blackburn with Darwen, and North West Leicestershire. 

The Campaign Company has conducted a significant amount of research in this field and by 
doing so have gained real insight into residents’ perceptions of the Council and the services 
it provides. 

What became remarkably clear was that while the Council endeavours to listen and respond 
to all sections of the community, some residents simply do not believe the Council cares 
about them.  For these people, Council communications are not to be trusted.  Although this 
may be an uncomfortable truth, it cannot be ignored.     

Such perceptions of the Council are often augmented by myths and rumours spread through 
pre-existing social networks.  These beliefs, which tend to be self-reinforcing, are deeply-
rooted in emotion.  For that reason, a simple presentation of facts or statistics will not 
address the core issue and usually only alienates the unhappy resident further.  The most 
powerful way to challenge myths is through face-to-face communication, allowing 
misconceptions to be explored. 

Our system of peer-to-peer communications allows us to identify the intricate social webs 
within Havering’s many communities, and then to develop relationships with the individuals 
at the centres.  These people can act as two-way message carriers.  With this strategy, the 
Council is able to build a relationship with its residents whose voices were previously 
unheard. Funding for this work was from Central Government’s Capital Ambitions 
programme. 
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The most alienated members of the community are likely to live, work and socialise within 
their own neighbourhoods.  In daily life they consume information about their local area at a 
rate faster than traditional communication channels could hope to influence.  The 
Community Communicators strategy utilises these pre-existing social networks, working with 
residents on their own terms and in their own language. 

The project largely kept to the initial project plan (below) with themed insight taking place 
monthly and messages being spread in conjunction with these topics. Changes which were 
made were the cessation of dip tests (see “What worked well section” on page 15) and the 
extension of the project into March 2011. 

 April May June July August Sept 

Research/induction        
Intensive recruitment        
Ongoing recruitment       
General insight gathering        
Dip test   Test 1 Test 2  Test 3  Test 4 
Themed insight gathering   THEME 

1&2 
THEME 

3&4 
THEME 

5&6 
THEME  

7&8 
Message spreading   MSG 1&2 MSG 3&4 MSG 5&6 MSG 7&8 
Plan mainstreaming        

Above is the project plan Gantt chart created with the Council in June 

 
Project products 

Intelligence Reports 

These reports have provided deep insight into issues requested by Council departments and 
services.  

1. Looked in brief at Spending Cuts in July and found that:  

• Communicators are unsure how local government is financed and this creates 
confusion over the link between council tax and the money Havering Council spends. 

• Though communicators accepted that the Council were not holding consultations 
over the new budget, some did not feel their views would have been listened to in 
any case. 

• Communicators felt that the key to successfully informing people about the spending 
cuts was to fully explain the thinking behind a cut and how it was decided this cut 
would help ensure the best for everyone. 

• Communicators thought a letter would be the best way to explain the cuts, but 
considering the cost of this, it was decided that a special edition of Living with a one-
off catchy front page to draw people in who would normally just throw it away. 
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2. Looked more fully at Spending Cuts in August and found that: 

• The two main areas communicators thought the Council would be cutting were jobs 
and parks. 

• Communicators felt that talking would be the best way to communicate to people 
about the cuts. 

• Most communicators agreed that there is far too much ‘bureaucracy’ with two 
communicators specifically mentioning the amount of “red tape”. 

• Communicators did not feel that the Council will be cutting waste ‘at the top’, but 
instead felt that it is the people ‘lower down’ who will suffer. 

• Some communicators felt that the way the information was presented in Living was 
something that they had “heard all before.” 

• Despite this, Living was one of the primary information providers stated by 
communicators for information on the budget together with friend and family and the 
Romford Recorder. The internet was almost absent. 

• Overall, communicators thought that Living was presented well with suggestions for 
improvement being; improved “honesty”, and more explanation of the Council’s 
thinking behind its decisions. 
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3. Looked at the concept of Big Society in September and found 
that: 

• Almost no communicators had heard of the term ‘Big Society’ despite a relatively 
heavy emphasis being placed upon it during the General Election in May. 

• There was no initial comprehension of what Big Society meant. This suggests 
communication about Big Society should not assume people not working for the 
Council are aware of the term, or its potential implications. 

• Communicators generally felt that local people did not get involved, citing a lack of 
free time as the primary reason. 

 

• Commuting to work was seen as the main factor for this. There was a surprising 
depth to this feeling, with communicators going on to explain that people who 
commute had no stake in the area where they live. 
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• Most communicators felt that the Big Society sounded like a money-saving scheme. 
This suggests there is some way to go to convince people it is about local power and 
responsibility. 

• Communicators considered some of the obstacles for people wanting to get more 
involved to be legislation and regulation, coupled with the Council itself not providing 
support to people’s ideas or not listening to local people. 

 
• Fear of others in the community was also another obstacle mentioned. Interestingly 

this has only been mentioned by communicators in Elm Park, not in Mawneys. 
 

 

 

4. Looked at Public Perceptions of Community Safety in October 
and found that: 

• Communicators generally agree that Havering is one of the safest boroughs in 
London and tend to feel safest on their own streets, feel relatively safe in their area 
and less safe when considering Havering as a whole. When considering their area in 
comparison to others they often mention other areas in Havering such as Rainham or 
Harold Hill. In other boroughs they tend to refer to Hackney and the East End as 
comparisons. 

• The biggest perceived problem to communicators is anti-social behaviour and public 
order related issues such as swearing, drunkenness and “yobs.” They feel the most 
severe problem is however drugs and many communicators say things like “you see 
them all the time and you just know.” They tend to not report these instances through 
previous negative experiences of 999 call centres.  

When things get tight, stuff run by local people is the 
first to go. Just shows you how much value the Council 

has for local people... 

If you get involved all 
you get is grief... 
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• Communicators feel that the Police are the main body responsible for these issues 
and have the most powers to tackle them. Funding restrictions, operative not 
listening to local people and apathy or lack of interest to deal with ‘minor’ problems 
are seen as the main reasons why local issues do not get resolved. 

• When asked what they would like to be done tomorrow to improve local safety more 
police and existing resources being focused on these ‘minor’ issues were most 
frequently mentioned.  

 

5. Looked at Customer Services in November and found that: 

• The most frequent communication received by communicators are letters. These 
letters are mostly to do with the recent waste collection changes. The second most 
frequent is Living magazine. Largely, communications received from the Council 
were believed to be easy to understand, even if they did not answer an initial query 
or provide a response considered satisfactory by the communicator. 

• Communicators felt that the quality of responses and acknowledgement of receipt of 
contact with the Council that were the areas that could be improved.  

• About half of the respondents had contacted the Council about an issue recently. 
Fewer than half of these communicators were satisfied with the response they 
received. There were various reasons for this but a recurring reason was that initial 
queries were not answered and the responses given seemed to be, in the words of 
one communicator, “all just canned nonsense, it doesn't mean anything to me.” 



 

75 

 

 

• Communicators generally dismissed email as a communication tool feeling that it 
was inefficient and that the only way to get a proper response would be to talk to 
someone face-to-face. “[If there is a problem with their email] they need to address 
this as they cannot have a system which junks e-mails from customers” 
 

• Most respondents would use the Council website with the majority preferring to use 
the internet as an information gathering tool for contact details of the person or 
department concerned. Resistance to making online payments stems from concern 
over the security of personal information. The resistance to dealing with the Council 
online tended to be a desire to “talk to a person and not a machine.” Communicators 
liked the personal interaction of face-to-face and telephone communications. 

 

 

 

6. Looked at the Census in December and found that: 

• Almost all communicators talked with said they would be completing the census 
when it was released in March 2011.  

• 82% of communicators felt that the Census was important and a number expressed 
concern that the fewer people who completed the Census the less importance it 
would have.  

• In general, communicators were unsure of what the Census was used for and were 
surprised that the information would result in resource allocations.  
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• Most communicators were surprised about the direct impact that not completing the 
Census could have on the local area and felt that highlighting this may be effective in 
convincing people to complete the Census. 

• Concerns held by communicators centred on data security, though a number 
admitted they couldn’t remember what the questions were the last time so were 
unsure as to how intrusive it may be. “Big Brother” was a term commonly used. 
Another concern was that the information provided wouldn’t be used to help resource 
allocation anyway as the government had already decided how much to give to local 
areas.  

• Issues around immigration were a surprising feature of communicator responses. 

• Ideas to encourage people to complete the census centred around informing people 
of what the data is used for and how it benefits them directly and also in punishing 
those who fail to complete it.  

• It was felt those who would not complete the Census would be in the UK illegally. 

• Just over half of communicators talked with would prefer to complete the Census 
online now that they knew this would be an option.  

 

 

 

 

7. Looked at the concept of Social Enterprise in February and found 
that:  

• In general, communicators did not feel that local people could necessarily provide the 
staple services currently provided for by the Council or their contractors. There were 
ways which communicators felt local people could get involved in such as tending to 
local greens or providing after school clubs or community groups. Though promising, 
these activities tended to be what might be considered peripheral services when 
compared to services such as adult social care, highway maintained (as in road 
ways) or education. 
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• A strong theme throughout the responses from communicators was a feeling that the 
Council can be weak in “keeping tabs” on works or services delivered by external 
providers. The vast majority of respondents spoken to felt that local people could 
have a much stronger role in providing feedback to Council and ensuring that work 
carried out locally were done “properly.” 
 

• Communicators who tended to feel local residents could do more service provision 
tended to be ones whom had involvement in a “Friends of...” scheme or who had 
friends that were members of “Friends of...” groups. These respondents tended to 
feel that social enterprise was more workable than those with less involvement in 
such schemes.  These respondents also appeared more willing to consider different 
ways residents could get involved in primary service delivery locally and it is worth 
mentioning that on the whole these communicators tended to hold Pioneer values. 
 

• For communicators, the most immediately comfortable social enterprise ideas were 
those based on quality assurance, inspection and reporting of works which have 
been or would be carried out by or on behalf of the Council. Though not service 
delivery itself this concept could be very important in providing value for money, 
quality and encouraging local people to become more involved in the actual running 
of local government over the medium to long term. 

 

Number of communicators and conversations  

The number of communicators Mawneys ward has fluctuated to between 35 and 48 with the 
current number being 39. Elm Park also currently has 39 communicators and this number 
has fluctuated between 30 and 40 during the course of the project.  During the course of the 
project the coordinator has had in excess of 550 individual conversations with 
communicators and more unrecorded with other residents at local meetings and whilst out 
and about. 

Dip tests 

Three dip test cycles were conducted up to August as discussed. There was little change 
between these dip tests, except a relatively small increase in the numbers of communicators 
feeling they understood why the Council made the decisions it does, and a fewer number 
who felt the Council did not understand them. 

It is interesting to note that among some of the most negative communicators, their 
responses to questions 3 and 4 which were “The Council is making the right changes to help 
improve the borough” and “The Council understands local people and the issues they have 
where they live” respectively were more positive when they were dip tested a final time. In 
one case a communicator went from strongly disagreeing with question 4 to a position of 
agreement. Other than this nothing of note was uncovered by the dip tests conducted. 

Raised issues and ideas reports (RIIRs) 
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During the life of the project numerous issues were raised by local people and a number of 
ideas were discussed. As part of the project these ideas were taken forward and presented 
to the Council and the relevant department concerned. Most of the raised issues were 
responded to, with only a few not being adequately addressed. It is not surprising that these 
unanswered issues tend to belong to local people who later dropped out of the project. 

An example of the range of raised issues follows: 

• Alert Boxes in shops not being correctly programmed as shops changed use 
• Graffiti on park fencing 
• The new Rex Close car park barriers not working 
• Dropped kerbs making the pavements wavy rather than them only dropping to the 

carriage-way closer to it. This makes the pavements wavy and difficult to walk on 
when you are elderly, especially in bad weather 

• Wanted to set-up a business forum for Collier Row 
• Potholes 
• Wonky street signs 
• Un-cut greens 
• Lighting at the car park along Northwood Avenue too bright and keeps residents 

awake 
• At the Upper Rainham Road council depot the temporary construction fencing 

blocked the nearby footpath 
• Harrow Lodge Park doesn’t have enough parking and the on-pavement parking is 

dangerous for the children, especially when it is also 40 MPH along that little bit of 
road and the park has no fencing there. Could bring in the pavement – which is 
exceptionally wide – and put in some proper parking bays keeping the raised footway 
for the pedestrians using it for the clinic and park. In the USA they use diagonal 
parking bays which work really well 

 
 
During the projects life span information was gathered which did not fit in with the chosen 
intelligence topic for that period. This insight was therefore included in the RIIRs as ‘General 
Insight.’ Below is a sample of some of the recent general insight picked up in the course of 
the project: 
 

 There is concern among local people about the high street in Mawney ward. They are 
concerned as a number of shops have closed down lately and they have heard rumours that 
more will follow. They don’t believe the Council is making any effort to address the problems 
of local high streets. This has added to the concern that the high street along Collier Row is 
“dying” to be replaced by “nothing but take-aways and charity shops- and even the charity 
shops are closing.” 
 

 “There is not enough help for local businesses. Havering has what, one officer for the whole 
borough! There’re obviously not serious about promoting our retail centres, unless they mean 
Romford or Upminster...” 
 

 “I don’t understand how the Council can say they are cutting 10% of jobs, but that this won’t 
affect front line services. The question becomes, why on earth did we have those jobs to start 
with?”  
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 Similar feelings of concern about take the direction the borough was going in was expressed 
with this: “I saw an advert for a night out in Romford. It was advertised as “the best night out 
in the whole of Essex”. I want it to be advertised as the best retail centre in Essex, the best 
place to take your family in Essex. All it’s gonna do is give Romford a bad name. Take a look 
at this: [shows Romford clubs internet pages with drinks deals and promotions]. The shots are 
ridiculous; in Liquid they’re advertising Stella’s for £1.50! Havering should sit down with them 
and say; “this sort of thing is unacceptable here”  
 

 When talking to a local resident outside a school in Mawney ward this was expressed about 
parking and the safety of the children: “All we want are a few bollards on the pavement to stop 
people parking on the pavement outside the school, it dangerous and they get caught but 
they still do it. Literally a few bollards would stop them there must be money for a little bit of 
concrete?” 
 

 “Havering sold their burial records to http://www.deceasedonline.com in 2007. Havering is 
essentially trying to make a profit out of people’s dead relatives! Barking & Dagenham have 
them freely available in any case so why bother in the first place?” 

 
 “I wish the Council would stand up and start putting pressure on the NHS to scrap parking 

charges at hospitals. Car parking charges at hospitals are wrong. We also should have 
smaller hospitals but more of them” 
 

 When a communicator started talking about London as a whole they said: “I feel immigration; 
with people holding onto their values [and not integrating] will lead to us going backwards, 
especially where attitudes about women and women’s’ rights are concerned” 

 
Values Modes 
 

As the project progressed communicators had their Values Modes assessed. When 
presenting key messages to communicators the coordinator used this to help present the 
information in the most convenient way for that communicator 

Below are graphs showing the number of communicators with each Values Mode in each 
ward. Throughout the project the coordinator has worked hard to ensure an even balance of 
types of communicators, including their Values Modes. See appendix one for further 
information on Values Modes. 
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Exit Strategy 

The reason for developing a strategy was to mitigate any potentially negative reactions to 
ending the relationships which have been built by the coordinator with communicators. A 
negative consequence could for example have been a re-emergence of deep-seated 
mistrust in the Council if the coordinator were to suddenly stop receiving calls or accepting 
emails. 

With a strategy in place we can mitigate the risk of this occurring by putting in place or 
highlighting ways and means for communicators to continue their contribution to the area.  
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As was laid out in the Exit Strategy document dated 27th January 2011, the strategy aimed 
to: 

• Reduce the frequency of visits and look for organisations/group that communicator 
may be interested in joining in lieu of talking with the coordinator. 

• Highlight other methods which would allow communicators to remain involved. 

• Suggest communicators meet with their local ward councillors to discuss issue in the 
area, leaving contact surgery details. 

• Provide details of local groups and organisations which communicators could get 
involved in. 

The strategy devised was therefore a staged withdrawal over two months (February and 
March). During this period visits and contact with communicators were drawn back to 
decrease expectations from them of contact with the coordinator. The coordinator then 
explained face-to-face that the Council is pleased with the response from local people and 
that their views have helped to influence the changes that will be occurring internally (which 
have been mentioned previously to communicators in Key Messages). This made 
communicators feel their input has been valued. 

 

The coordinator also provided communicators with a final communiqué containing additional 
information about the Council and contact information. Also provided is a HAVCO Volunteer 
Registration Form to encourage communicators to have further involvement locally. The 
information regarding the Council is based on the document “How Your Council Works” 
which had contact information added for the relevant departments. 

 

See appendix 2 for the sample letter which went out to communicators. 
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What worked well? 

On the whole the project worked very well and adapted well to the working practices and 
preferences of Havering. Staff were largely positive and constructive toward the project, 
especially staff in front-line positions within the wards themselves. 

When specific problems were highlighted by communicators, issues were on the whole 
remedied quickly. This was a particularly useful during the intensive recruitment phase when 
evidence that the coordinator had the Council’s backing and showed the direct influence 
communicators could have by participating. 

Initial programme board meetings were able to provide senior figures with the feedback from 
the project. Keeping service areas aware of the broader public view is important and the 
holding of programme board meetings fulfilled this. These meetings also provided good 
opportunities for different service areas to identify overlap and provided top-level direction to 
address raise issues by communicators.  

Vox-pops kept the project fresh to some communicators and showed them that the Council 
was willing to engage further than at other times. Conducting vox-pops also allowed 

communicators to express in their 
own voice their 

concerns. 
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Conducting vox-pops was enjoyed by communicators who found the experience different to 
other forms of interview they knew about. 

The cessation of monthly dip tests from August has detracted little from the project as much 
of the value of the project has being insight gathering, message delivery and relationship 
building. Their cessation prevented consultation fatigue as monthly intelligence reports 
focussed on different issues which interested local people whereas the dip tests began to 
seem like “tick-box exercises” with communicators losing interest in doing them. 

About mid-way through the project the coordinator took ownership of the raised issues 
document. This worked well as the coordinator was able to follow the progress of each 
issue. Where responses were not forthcoming the coordinator was then able to escalate 
them. This did not have to happen frequently with most issues being answered and fed back 
to communicators within an acceptable time-frame. 

 
What could be improved? 

Pre-determined schedule of intelligence report topics and key messages with 
flexibility in case of unforeseen local events – Unlike other Community Communicator 
projects, Intelligence Report topics tended to be decided on an ad hoc basis and this could 
have been improved if a pre-determined – yet flexible (in case of unforeseen events locally) 
– schedule of topics and messages had been devised in the first couple of months during 
the research and intensive recruitment phases during April-May. Although topics were 
devised, messages were devised more ‘on the fly’ than necessary and pre-determination 
may have made the process more seamless and allowed longer for relevant departments to 
highlight related local initiatives to reinforce messages. This said each IR had key messages 
attached and all were spread into the networks.  

Wider knowledge dissemination among staff about the project and its goals - Wider 
knowledge disseminated among staff about the project, the methodology and the purpose 
would not only assist the coordinator when directing communicators but could also assist 
with spreading the drive for engagement and the insight gathered within the organisation. An 
example of where further staff knowledge may have been beneficial was when a rumour was 
heard from Council staff regarding the findings from the intelligence report on Big Society. 
The rumour was negative and was based on one of the key finding which had been 
misinterpreted. Though this misunderstanding came late within the project lifespan and thus 
had little direct impact with community communicators, it does suggest that information 
regarding the project needs to be circulated more widely with the very benign intentions 
made clear. 

Greater involvement of Councillors – The involvement of Councillors in this project has 
been less than for projects in other boroughs and meetings were often by chance. 
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Engagement would benefit greatly by involving elected members further as elected members 
have their own networks (both formal and informal) and their existing knowledge of the areas 
involved are invaluable. In other areas wherever the project is explained to Councillors has 
only ever serves to strengthen the project and lend further support from within the 
organisation.  

Regular project programme board meetings – Early in the project programme board 
meeting were held monthly. As the project progressed this was scaled back. There has been 
increased pressure on senior staff given changes to the budget, but persistent programme 
board meetings and top-level involvement in the project is extremely beneficial in steering 
key decision regarding key messages and tackling raised issues which the coordinator is 
having difficulty in finding responses to. A monthly meeting as a focal point could also be a 
forum in which service areas could request intelligence reports more effectively than as 
occurred on an ad-hoc basis. 

Greater use of front-line staff as message carriers and information gatherers – As 
identified during the initial insight phase, many front-line staff at Havering are also residents 
of the borough. This is an enormous strength for the Council and front-line staff could 
relatively easily be integrated into the community communicators structure as 
communicators themselves. Workable methods of making this a reality are very possible. 
The parts which will likely require the most consideration are how information is captured, 
where this information goes, how much weight is attached to each piece, and how 
information should be responded to within the organisation. 

Final overview 

When the project started the results from initial dip test showed that communicators tended 
to disagree when asked questions 3, 4, and 5. These being: “The Council is making the right 
changes to improve the borough”, “The Council understands local people and the issues 
they have where they live”, and “I understand why the Council makes the decisions that it 
does.” 

This was supported by what residents are saying in both wards about the Council, that; “No 
one takes an interest [in us]. Even if you ring up they just want to get rid of you”. “If only they 
listened, or appeared to listen” 

Reviewing the development of the relationships with communicators over the course of the 
project this narrative has changed. The narratives with communicators tend to be: “This area 
isn’t great but it’s OK really, the Council seem to be doing their best but I think there is more 
that could be done better.”   

This project was successful in building a local network of community communicators from 
whom seven intelligence reports were developed over seven months. In conjunction with 
these, key messages from the Council were fed into the network and communicators 
responded by confirming they passed on the information to their own social networks.  

Unlike in other areas this project will not be continuing in Elm Park and Mawney ward so the 
exit strategy devised was created to make the most out of the network before it expired.  
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The Community Communicator project has been a valuable experience for local people and 
the Council. It has made some local people more aware of the difficulties experienced by the 
Council and has also made them feel more involved in local governance. For the Council, 
seven intelligence reports and continuing general insight increased awareness of local 
issues and feeling.  
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• Appendix 1 – Values Modes 
Most polling and marketing organisations categorise people according to their employment 
(e.g. C1, C2) or their lifestyle, for example the type of car they drive (e.g. systems like Acorn 
or Mosaic). 
Many organisations, public and private, can spend a small fortune trying to categorise 
people in these sorts of ways. At the Campaign Company we have never felt that this makes 
sense. For example, three people who buy the same car might do so for entirely different 
reasons. Someone might buy a Toyota Prius because they are passionate about the 
environment, someone else’s primary motivation might be that lots of Hollywood celebrities 
have one, and for someone else it might be because it promises good fuel economy. In 
other words people exhibit the same behaviour, but this behaviour is based on different 
values. 
 
Values Modes therefore takes an entirely different approach. It seeks to understand people’s 
values. Armed with this understanding we can then work not on changing values, but on 
shaping the behaviour that flows from these values. 
 
The Campaign Company work in partnership with cultural dynamics to deliver value modes 
based segmentation. Cultural Dynamics has been working on Values Modes for over 30 
years. During this time they have asked tens of thousands of people hundreds of questions, 
and worked on projects as diverse as tackling hardcore drug addicts for the Home Office, 
charities like Action Aid, and helping companies like Haagen Dazs market their ice cream.  
 
Based on questionnaires Values Modes divides people in two three main groups, each of 
which subdivides into four segments, making a total of twelve segments. The three main 
Value Modes groups are: 

• Pioneers 
• Prospectors 
• Settlers 

 
Pioneers currently form about 40% of the UK population. The groups are dynamic and this 
group has seen growth since the 1960s. Pioneers are inner directed and focused on self 
actualisation - they want to acquire knowledge, learn about themselves, start things, are 
more global in their outlook, and driven by ideas and ethics. They tend to have large social 
networks and are happy to embrace change. Interestingly many policy makers and senior 
people in organisations like councils tend to be pioneers.  
 
Prospectors currently form about 30% of the UK population. They are outer directed and 
therefore more motivated by material things, status and being seen in the right places. 
Where pioneers lead they will often follow but for different reasons (as per the Toyota Prius 
example above). 
 
Settlers form the remaining 30% of the population. They tend to have smaller social 
networks based around family. For them everything is local. They are more uncomfortable  



 

 

 
  with change, nostalgic about the past, respectful of tradition, their home is their castle. They 
tend also to be more pessimistic about the future. 

Appendix 2 – Sample final letter to communicators 
 

 
 

!!

!

Hello!!!!!!!!!!!!!!*Insert(name(here*!!!!!!!!!!!!!!!!!!!!!!!!!!!

! As!I!have!mentioned,!Thursday!the!31
st
!March!sees!the!end!of!the!Community!

Communicators!project!which!I!have!been!working!on!since!May!2010!and!which!you!

have!been!taking!part!in.!I!wanted!to!take!this!opportunity!to!thank!you!and!also!to!let!

you!know!a!little!of!what!has!come!about!because!of!your!involvement.!

Since!the!end!of!May!I!have!been!meeting!with!many!local!people!on!a!regular!basis!and!

talking!with!you!about!local!issues!and!the!Council.!As!I!have!explained!previously,!the!

project!has!been!about!improving!the!way!the!Council!listens!to!local!people!and!how!it!

can!keep!you!better!informed!about!what!is!going!on!and!the!opportunities!there!are!to!

get!involved.!

The!response!has!been!brilliant!and!many!of!you!have!been!actively!getting!in!touch!and!

letting!us!know!about!what!is!going!on.!This!has!been!really!helpful!for!us!as!when!we!

know!what!is!working!well!and!where!we!may!be!dropping!the!ball!we!can!look!to!start!

making!improvements.!Where!you!have!asked!questions!I!have!tried!to!get!back!to!you!

with!answers!and!it!is!this!kind!of!twoIway!communication!which!we!really!want!to!

embed!into!the!way!the!Council!functions!on!a!dayItoIday!basis.!

Everything!which!you!have!talked!about!with!me!has!been!taken!to!the!very!highest!levels!

in!the!Council.!Your!input!is!helping!to!shape!how!the!Council!conducts!itself,!how!people!

will!be!able!reach!us!in!the!future!and!how!we!respond!to!issues!which!are!raised!by!local!

people.!

For!my!part,!it!is!my!hope!that!you!have!at!the!very!least!found!the!project!informative.!I!

would!like!to!think!that!you!will!continue!to!let!the!Council!know!about!local!problems!

either!by!phone,!droppingIby!or!online!at!the!Council!website!and!you!should!start!to!

notice!the!changes!over!the!coming!year.!I!also!hope!that!you!find!the!information!I!

enclosed!interesting!and!of!some!use.!

Working!closely!in!these!two!areas,!visiting!people!on!a!regular!basis!and!accepting!your!

hospitality!has!made!my!working!days!a!real!delight!and!please!accept!my!sincerest!

appreciation!and!also!on!behalf!of!the!Council!for!taking!part.!Please!accept!my!very!best!

wishes!for!the!future.!

Yours!sincerely,! *Sign(here*!

      Edward Lewsey 

 



 

 

Mainstreaming(Community(Communicators(–(A(Guidance(Note(for(Havering(
Council(

This note focuses on the how the Council would become a champion of customer 
engagement  - an organisation which takes what residents say seriously and changes what it 
does around their priorities. In the long term, this will lead to better use of resources and cost 
savings. 

Making this change will require change across the council – both culture and process.  The 
model described here suggests one way of doing this: by developing a system which works 
through  establishes residents’ priorities as part of an ongoing process and then, on a 
quarterly basis, gathers insight into one key area of concern. This can then be used to inform 
service planning – and to tell residents and staff about the difference that their input has 
made. (

(

This!is!a!model!for!using(frontline(staff(to(gather(insight(from!Havering!residents,!and!for!

using!this!insight!to!inform!the!council’s!decision!making!and!ultimately!to!help!it!provide!a!

become!a!champion!for!customer!engagement.!It!does!not!cover!all!elements!of!culture!

change!to!achieve!this!aim!in!the!broadest!sense!the!broadest!sense!–!although!wider!

recommendations!are!covered!in!the!appendix.!Instead,!it!gives!a!medium(term(route(map(
for!the!council!to!reach!a!point!where!it!identifies!the!issues!of!most!concern!to!residents,!

gathers!quantitative!and!qualitative!data!on!them,!and!uses!this!to!make!changes.!



 

 

The!model!falls!into!two!parts,!organisational(and(process(management.!Both!of!these!are!
essential!to!achieving!real!and!sustainable!change.!Although!it!would!be!possible!to!design!a!

discrete,!timeIlimited!project!which!simply!created!a!system!for!capturing!feedback,!we!

believe!that!this!would!be!a!wasted!opportunity!–!it!would!be!unlikely!to!be!embedded!in!

the!way!the!council!works,!would!affect!only!a!small!number!of!people,!and!would!be!likely!

to!fail!as!soon!as!the!individual!responsible!was!no!longer!able!to!devote!their!time!and!

energy!to!it.!

!

!

!

!

Organisational+culture Process+management

Identify)current)
priorities)(G)

Ongoing&insight&
gathering&(F)

Themed)insight)
gathering)(H)

Data&management&
and&reporting&(I)

Feedback&to&staff&
/public&(see&D,E)

Option:)customer)
insight)mapping)(K)

Strategic&decision&
making&(J)

Training)and)
development)(C)

Recruitment&and&
retention&(A)

Management&and&
appraisal&(B)

Internal&comms
(D)

External&comms
(E)

Embedded+and+sustainable+organisational+change

Motivated+staff Functional+systems
Letters&&eg .(B)&
refer&to&slides

Italics)=)initial)pilot
!

We!know!that!Havering!Council!is!working!under!severe(resource(constraints.!It!is!of!course!
impossible!to!design!a!proposal!which!requires!no!resources,!but!many!of!the!

recommendations!in!this!model!!could!be!implemented!with!no!additional!spending!and!

only!small!amounts!of!additional!staff!time.!In!some!cases!where!systems!need!to!be!set!up,!

for!example!in!data!coding,!we!can!provide!this!within!the!terms!of!this!project!at!no!extra!

cost.!In!some!cases!we!believe!that!the!system!would!function!more!effectively!and/or!

needless!staff!time!with!some!!small!additional!spend!!I!such!as!on!software.!Where!this!is!

the!case!it!is!set!out!in!the!‘resources’!section!under!each!recommendation.!



 

 

The!genesis!of!this!is!the!work!that!TCC!conducted!in!2009,!funded!by!Capital!Ambition.!This!

led!to!Havering!Council!implementing!a!Community!Communicators!model!in!Elm!Park!and!

Mawneys!in!2010.!The!strengths!and!weaknesses!of!this!approach!were:!

Strengths:!!

1) A!fulltime!Community!Communicator!CoIordinator!who!owned!the!project,!had!time!

to!deliver!the!project!without!any!competing!priorities,!and!felt!responsible!for!its!

outcomes.!

2) A!group!of!people!from!the!community!who!could!be!returned!to!on!an!ongoing!

basis,!and!effectively!acted!as!a!community!panel!for!qualitative!insight!rather!than!

quantitative!insight.!

3) Insight!that!was!more!likely!to!be!reflective!of!the!communities’!views!because!it!

was!based!on!an!informal!model!rather!than!a!formal!one.!It!therefore!avoided!the!

‘usual!suspects’!problem!and!enabled!issues!to!be!explored!in!depth.!

4) Over!time!the!model!facilitated!an!increase!in!trust!between!the!Community!

Communicator!CoIordinator!and!influential!members!of!the!public,!and!arguably!

therefore!between!the!council!and!the!public.!!

5) At!their!best!Intelligence!Reports!provided!detailed!qualitative!insight!to!supplement!

other!information!and!enlighten!the!decision!making!process.!

Weaknesses:!

1) The!project!was!geographically!based!and!this!meant!it!did!not!provide!a!perspective!

from!across!Havering.!For!some!subject!areas!this!mattered!more!than!others.!

2) The!project!was!isolated!in!one!part!of!the!organisation:!under!Equalities!and!
Diversity.!This!meant!that!decisions!about!what!insight!was!needed!were!not!

sufficiently!locked!into!the!needs!of!the!organisation!as!a!whole.!

3) As!a!result!of!the!isolation!of!the!project!!and!decision!making!the!Intelligence!

Reports!were!often!seen!as!interesting!but!not!useful.!!Few!departments!took!

ownership!of!them!because!the!reports!were!not!necessarily!geared!to!specific!

challenges!they!faced!or!necessarily!presented!at!a!time!when!key!decisions!were!

being!made.!

4) !The!nature!of!the!project!meant!that!some!of!the!elected!representatives!were!

unsure!what!the!boundaries!were!between!their!role!and!those!of!the!project,!and!

insufficient!effort!was!put!into!reassuring!them!about!its!purpose.!

Our!objective!is!to!retain!as!many!of!the!strengths!of!the!Community!Communicators!

project!as!possible!whilst!addressing!its!weaknesses.!However,!this!has!to!be!achieved!at!a!

time!when!the!context!for!Havering!council!staff!is!clearly!different.!!

Given!the!pressures!on!staff!we!believe!that!if!the!project!expects!too!much!of!them,!or!is!

not!seen!to!help!them!do!a!better!job,!and!consequently!to!improve!the!performance!and!



 

 

reputation!for!individuals!and!the!council!overall,!it!will!fall!at!the!first!hurdle.!Its!success!

hinges!on!motivating!individuals!to!participate,!not!on!systems.!

If,!in!the!initial!phase,!the!information!collected!is!too!‘soft’!or!the!work!is!divorced!from!

something!that!the!staff!currently!perceive!as!a!problem!we!believe!it!is!unlikely!to!be!

successful.!!

Moreover,!whilst!it!is!easy!to!develop!a!model!that!is!not!geographically!isolated,!if!the!

decisions!about!what!insight!is!needed,!the!insight!itself,!or!the!conclusions!of!the!insight!

are!compartmentalised!we!argue!it!is!unlikely!to!become!embedded!in!the!organisation.!!

To!ensure!the!insight!is!‘owned’!by!relevant!senior!staff!and!that!the!necessary!cultural!

changes!take!place!over!time!we!recommend!that!at!some!point,!possibly!during!the!pilot!

phase,!the!current!oversight!team!is!extended!to!include!a!representative!from!Human!

Resources,!Customer!Services!and!at!least!one!direct!service!function!lead,!such!as!from!

Streetcare!and/or!Community!Safety.!The!objective!should!be!to!develop!a!whole!systems!

approach.!

The!insight!should!be!reported!to!the!SMT!and!there!should!be!a!clearly!defined!cycle!of!

data!collection!across!the!year,!possibly!with!a!quarterly!focus.!A!number!of!options!for!this!

our!set!out!in!the!attached!slides.!

In!the!short!term!insight!should!lead!to!frontline!staff!working!with!managers!to!address!a!

problem!identified!by!the!insight,!often!across!departments.!In!the!longer!run!it!should!

move!beyond!departmental!problem!solving!to!Havering!Council’s!reputation,!cohesion!and!

other!agreed!corporate!priorities.!

We!also!argue!that!insight!from!customer!services!should!not!be!seen!as!separate!from!the!

model!for!these!reasons:!!

• By!seeing!insight!from!Customer!Service!staff!as!intrinsically!no!different!from!the!

frontline!staff!who!interact!with!the!public!Havering!can!start!to!develop!a!whole!

systems!approach!to!understanding!concerns!and!priorities!among!the!public.!

• The!volume!of!interactions!with!Customer!Services!enables!much!more!rapid!

accumulation!of!insight!more!readily!than!that!which!can!be!gathered!by!frontline!

staff.!

!

Of!course,!depending!on!the!form!of!insight!gathered,!there!will!either!be!specific!lessons!

which!are!applicable!to!Customer!Services,!lessons!that!are!applicable!to!other!

departments,!or!broader!lessons!from!proactively!gathered!information.!It!is!much!easier!to!

get!all!three!through!Customer!Services!than!any!individual!department!across!Havering!

council.!!



 

 

However,!in!the!first!phase!we!argue!the!emphasis!should!be!on!analysis!that!helps!frontline!

staff!in!a!department!do!a!better!job!and!that!staff!in!that!department!should!also!be!

engaged!in!insight!collection.!This!is!more!likely!to!mean!there!is!buy!in!when!later!on!wider!

and!softer!intelligence!gathering!is!introduced.!!

Havering!Council!has!recently!implemented!a!new!CRM!system.!This!is!not!only!relatively!

new!but!not!all!departments!use!it:!for!example!Community!Safety!have!their!own!systems!

that!integrate!with!those!of!the!police.!!However!desirable!it!may!seem!to!use!the!CRM!

system!for!this!work!there!are!two!current!barriers.!First,!many!staff!do!not!have!access!or!

at!least!easy!access!to!it.!Second,!most!staff!already!feel!time!pressured.!They!have!typically!

taken!on!extra!work!as!a!result!of!cutbacks,!for!example!street!sweepers!now!have!longer!

rounds.!Staff!usually!report!formal!complaints!on!the!system!but!sometimes!find!

entrepreneurial!short!cuts!to!deal!with!other!concerns,!outside!their!area!or!work.!Many!of!

these!appear!highly!effective,!e.g.!someone!in!Streetcare!phones!a!contact!in!Highways!to!

point!out!there!is!a!pothole,!but!these!are!not!habitually!recorded!through!the!CRM!system.!

We!set!in!the!main!report!some!approaches!to!insight!gathering!that!are!less!onerous!for!

staff!but!still!introduce!them!to!the!model!of!broader!based!insight!gathering.!However,!in!

the!medium!term!there!are!many!options!for!insight!gathering,!including!more!proactive!use!

of!the!CRM!system,!and!these!are!set!out!within!the!attached!slides.!

The!more!corporate!insight!can!be!made!‘real!time’!the!more!likely!it!is!to!become!engaging!

for!the!staff!and!to!motivate!them!to!improve.!The!attached!slides!set!out!–!amongst!other!

ideas!I!the!use!of!basic!dataIcoding!system!to!enable!analyse!of!qualitative!insight.!

Over!time!we!think!that!the!greater!the!transparency!of!the!insight!the!better.!The!internal!

briefing!system!being!adopted!for!communication!can!help!with!this!process.!Every!

department!needs!to!know!that!an!approach!taken!by!another!department!helped!them!get!

better!at!what!they!do!and!made!their!life!a!little!less!stressed,!and!helped!improve!the!

reputation!of!the!Council!overall.!

In!any!department!there!are!some!staff!who!are!more!likely!to!see!themselves!as!customer!

oriented!and!keen!to!engage!with!the!public!to!find!out!their!views!and!this!need!to!be!

recognised.!Over!time!these!individuals!need!to!be!identified,!and!informally!and!formally!

rewarded.!They!might!even!take!on!a!formal!role!in!coIordinating!some!of!the!insight!

gathering!and!feeding!into!the!steering!group!the!feedback!from!their!team.!!

Organisational(Culture(

It!is!impossible!to!implement!a!model!of!this!sort!by!force:!it!needs!real!culture!change!at!all!

levels!of!the!organisation,!and!will!only!work!if!staff!are!motivated!to!use!it.!This!means!that:!

• The!council!needs!to!make!a!public!commitment!to!putting!resident!engagement!at!

the!heart!of!what!it!does!



 

 

• Directors!and!senior!managers!in!all!services!need!to!agree!with!this!aim!and!be!

prepared!to!spend!time!and!energy!putting!into!practice!–!both!through!this!project!

and!more!broadly!

• In!particular,!managers!in!customer!services!and!street!care!need!to!be!committed!

to!the!principles!of!the!project!

• This!commitment!needs!to!be!consistently!visible!in!internal!and!external!

communications!

• Staff!and!the!public!should!see!where!the!insight!they!have!gathered!has!made!a!

difference!

• Supervisors!and!junior!managers!should!!discuss!public!priorities!and!the!council’s!

responses!to!them!in!staff!meetings!and!briefing!sessions,!particularly!where!staff!do!

not!use!the!intranet!and!email!(this!is!the!case!for!many!staff,!particularly!in!street!

care)!

• Appraisal!and!reward!systems!should!recognise!staff!who!go!beyond!the!remit!of!

their!job!to!engage!with!the!public!and!help!to!solve!problems!for!them,!whether!

part!of!this!model!or!elsewhere!

There!are!strong!links!between!these!suggestions!and!the!council’s!strategic!priorities!

(Living!Ambitions!and!Havering!2014)!and!!the!organisation’s!values,!which!have!recently!

been!reIemphasised!in!internal!communications!plans.!There!are!specific!suggestions!!on!

how!to!achieve!this!in!the!next!five!slides.!

Process(Management(

The!process!management!section!of!this!model!describes!a!way!that!the!council!can!gather!

data!from!frontline!staff!on!key!public!priorities,!and!then!generate!more!information!on!

specific!areas!of!concern.!It!is!designed!to!work!alongside!the!CRM!system!for!managing!!

information!which!is!general!rather!than!specific,!and!does!not!require!a!specific!response!

or!followIup.!With!some!minor!modifications!the!CRM!could!be!part!of!the!process!for!

collecting!this!information!–!but,!as!many!staff!do!not!use!it,!it!cannot!be!the!whole!solution.!

The!model!has!two!strands!–!one!which!collects!ad!hoc!qualitative!information!on!an!

ongoing!basis,!and!one!which!gathers!specific!quantitative!information!on!a!particular!area!

chosen!by!the!council.!!As!discussed!in!the!introduction,!we!believe!that!the!first!strand!

cannot!stand!alone,!as!it!will!not!be!sufficiently!integrated!into!the!organisation!to!achieve!

real!change.!

The!latter!strand!is!based!on!the!intelligence!reports!produced!as!part!of!the!community!

communicators!scheme,!where!the!coIordinator!gathered!information!on!a!priority!topic!

every!month!to!six!weeks.!As!staff!time!for!this!project!is!likely!to!be!limited,!we!have!



 

 

suggested!a!threeImonth!cycle,!but!this!could!be!increased!as!needed,!including!on!a!shortI

term!basis!to!respond!to!a!specific!question.!In!time,!this!process!could!complement!and!

even!replace!parts!of!the!council’s!consultation!and!engagement!processes.!

We!have!suggested!piloting!the!specific!information!gathering!element!of!the!model!in!the!

first!instance!as!we!think!this!is!an!easier!way!to!embed!the!ideas!it!contains!without!

demanding!immediate!change!for!the!whole!organisation.!However,!full!–scale!introduction!

would!also!be!possible.!!

I(ii)%Process%map

Qualitative%
data:%ad%hoc%
from%staff%(F),%
from%staff%

meetings%(D),%
from%customer%
letters%and%
leader’s%blog

Quantitative%
data:%%from%

specific%insight%
gathering%(H)

Manually%code*%to%
service%area%or%
topic,%specific%
element%or%and%
sentiment%(eg.%
streetcare,%

potholes,%negative)

Automatically%code%
using%Excel%or%other%

spreadsheet%
application

Produce%
quantitative%

priorities%list%for%
suggesting%

specific%insight%
topics

Produce%results%
report%as%basis%for%
recommendations%

to%CMT

*Basic%qualitative%data%
coding%is%possible%
through%Excel%using%
alphanumeric%codes%
(eg.%C3b%=%streetcare,%
potholes,%negative)%but%
this%is%fairly%slow.%
Specific%qualitative%data%
management%software%
may%be%a%better%option.%
We%use%QSR%Nvivo for%
these%tasks:%this%has%to%
be%bought%but%1%month%
free%trials%are%available%
for%testing.%

We#would#be#happy#to#
set#up#prototype#Excel#
and/or#Nvivo coding#
systems#as#part#of#this#
project.

!

Customer(Insight(Mapping(

This!!section!is!about!using!data!derived!from!the!council’s!call!centre!as!a!formal!and!

consistent!means!of!deriving!information!on!resident!priorities.!It!has!significant!collateral!

benefits!as!a!means!of!making!the!call!centre!more!efficient!by!identifying!and!removing!

blockages!to!first!call!resolution,!but!!these!are!not!fully!explored!in!this!paper.!

We!believe!that!making!use!of!the!call!centre!in!this!way!would!make!it!much!more!likely!

that!the!project!will!achieve!lasting!change.!By!creating!a!rigorous!process!for!identifying!

customer!priorities!which!is!embedded!in!the!day!to!day!business!of!the!call!centre,!it!puts!

responding!to!public!priorities!at!the!heart!of!what!the!council!does.!!

The!model!described!here!is!that!used!by!InsightNow,!TCC’s!associates!on!this!project.!Other!

companies!provide!similar!services!and!we!would!be!happy!to!source!information!on!these!

on!request.!Some!of!the!approaches!can!also!be!used!directly!by!Havering!staff.!



 

 

Any!system!!of!this!sort!will!require!some!spend,!but!this!would!not!need!to!be!large!and!

could!be!recouped!by!means!of!the!efficiency!savings!described!above.!Further!dataI

mapping!would!be!required!to!establish!the!!probable!extent!of!such!savings.!

K(ii):&How&it&could&work

Customer&
calls&

contact&
centre

End&of&call:&
‘can&I&ask&a&

few&questions&
about&our&
priorities?’

Operator&
inputs&

quantitative&
responses

System&
records&
verbal&

comments

Entered&to&
realDtime&
database

Updates&
dashboard

Automatic&
save&for&
manual&
coding

Monthly&
coding&
session

Management&
priorities&
report

Quantitative)data)from)questionnaires)is)automatically)
added)to)dashboard)for)management)information)7 see)
sample)questionnaire)and)dashboard)in)K(iii))and)K(iv).

Qualitative)data)allows)detailed)capture)of)key)issues)for)
action.)Could)record)verbatim)but)this)is)inefficient)and)
prone)to)errors)– monthly)manual)coding)of)call)sample)by)
technician)may)be)more)appropriate.

Sample)size)depends)
on)call)centre)capacity)
to)increase)call)times.)
Eg.)10%)sample)of)all)
resolved)calls)in)office)
hours.

!

!

K(iv):'Sample'dashboard
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!
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Recommended(Implementation(Path(

Stage(1(

A!pilot!based!on!an!agreed!priority!area!and!using!a!combination!of!verbatim!analysis!of!

actual!inbound!calls,!a!phone!back!or!end!of!call!survey!in!Customer!Services,!and!similar!

survey!conducted!by!frontline!staff!using!their!mobile!phone!touchpad!(see!attached!slides).!

This!pilot!would!also!involve!staff!focus!groups!at!the!end!of!the!process!to!explore!service!

level!improvements!from!the!insight!gathered!and!improvements!to!the!approach!to!insight!

gathering!and!to!test!the!appetite!for!the!next!stage.!

Stage(2(

After!establishing!lessons!learned!use!internal!comms!to!get!message!out!about!benefits!

and!pilot!other!areas.!Begin!to!use!the!Human!Resources!function!to!acknowledge!

individuals!who!have!made!a!particular!contribution!to!the!process.!

Stage(3(

Develop!questionnaire!in!line!with!agreed!corporate!priorities!and!move!to!proactive!

questionnaires!across!departments!who!have!taken!part!in!earlier!stages,!including!call!back!

or!end!of!call!interviews!with!individuals!who!phone!Customers!Services.!!Consider!

incorporating!the!questionnaire!into!Living!and!online.!Indentify!advocates!for!the!system!

and!further!utilise!the!internal!comms!briefing!process.!

Stage(4((

Introduce!training!for!staff!and!a!coding!system!for!qualitative!insight!and!improve!soft!adI

hoc!intelligence!gathering!uptake!for!CRM.!Consider!use!of!real!time!information!against!

agreed!corporate!priorities,!and!increase!transparency!of!information!wherever!possible.!

Stage(5(

Train!key!staff!as!public!ambassadors,!develop!further!incentives!for!uptake,!including!an!

explicit!acknowledgement!that!ambassadors!are!more!likely!to!be!promoted!and!consider!

incentives,!e.g.!awards!for!key!staff. 

 



 

 

Havering ECE Training Sessions 

Q2 - did you get what you wanted out of the event? 

 

 

 

Q2 - overall did you find the training useful? 

 

 

 

 

 

 



 

 

ECE Telephone recall survey 

Q2 - overall did you find the training useful? 



 

 

13. Activity Report – Sutton 

Project Summary 

The Sutton Community Communications project has recently concluded its twelve month 
project period. It was delivered by The Campaign Company (TCC) for the London Borough 
of Sutton (LB Sutton) and was largely funded through the Capital Ambition programme. 

The project operated in what are colloquially known as The Northern Wards. These are St 
Helier, Wandle Valley and The Wrythe. The focus of the project however was in the areas of 
higher deprivation, particularly the St Helier Estate. For twelve months, from June 2010 to 
June 2011, Matt Maguire of TCC (Community Communications Coordinator) worked on the 
ground to build trust within the community, identify key individuals at Communication hubs 
and build a network of residents and local businesses to act as Community Communicators. 

A consistent network of 50 Communicators was maintained throughout, although some of 
these individuals changed during the course of the project. Some early Communicators did 
not maintain their involvement throughout so top up recruitment was conducted in early 2011 
to maintain the required numbers. 

These Communicators were then consulted on services in the borough. One of the methods 
of structuring the feedback of this intelligence were regular Intelligence Reports. This 
allowed us to look closely at a particular area of concern for residents, to gain insight into 
perceptions of a specific service area and pass information back to Communicators on that 
issue. 

Throughout the project, five main topics & service areas were chosen for Intelligence 
Reports, these were; Safer & Cleaner Streets, Alcohol Misuse, Housing Allocations, 
Children’s Centres and Wider Involvement & Engagement in St Helier. Full findings from the 
final report and summary of findings from all others, are detailed later in this report. 

The other main element to the project has been troubleshooting minor problems raised by 
Communicators or other residents. In the majority of cases, these were referred to the 
relevant council departments. A summary of this element of the work is also detailed later in 
this report. 

This final report also contains headline figures from the final Dip Test, which was conducted 
alongside the final IR and contact details for all Communicators who are interested in further 
contact and involvement with LB Sutton. 

An independent evaluation of this and other Community Communications projects has been 
carried out by the University of Brighton. This is has been distributed to Capital Ambition and 
the participating boroughs and is available on request. 

Issues Raised, Troubleshooting and Actions Taken 

Upon recruitment, all Communicators were informed that the project is about collecting 
insight from the community and passing it back to the council, as well as taking messages 
from the council and disseminating these back into the community. All were told that the 
project was not about troubleshooting problems or conducting casework, as there are 
already mechanisms for this. 



 

 

It soon became apparent however, that on occasion Communicators, and other residents 
who were aware of the role, would approach the coordinator with problems to be fixed or 
casework to be followed up. In the interests of trust building and the aims of the project, all 
queries were followed up as requested, taken to the appropriate council officer or advised 
that they should contact their local councillors. 

Below are some of the main issues raised throughout the project period: 

Housing Allocations     Litter      School Placements 

Wonky Pavements       Bins on Pavement       Lack of Parking 

Antisocial Behaviour     Breaking & Entering      Lack of greenery 

Potholes      Fly Tipping        Eyesore Gardens 

Wasted money on Sutton & Wallington Town Centres 

 

Cars of staff and patients of Health Centre constantly parked at the Circle. 

This impacts parking for local businesses and was an issue raised repeatedly. 



 

 

 

Fly Tipping in Hackbridge. Residents of Hackbridge in particular suffer from fly tipping more 
than other areas. 

This was a recurring issue. 

 

 

IR5– Wider Involvement & Engagement in St Helier 

Objectives 

With six weeks remaining in the project period and the coordinator looking to round off the 
project in a logical manner, he was asked by LB Sutton to conduct one final Intelligence 
Report, specifically looking to gather information on what knowledge there was amongst 
Communicators of the opportunities for wider engagement and involvement in both 
community activities and with the council. LB Sutton were also keen to be made aware of 
any community led activities currently on offer in St Helier, which they may not be aware of 
or may be able to support further. 

As with all Intelligence Reports, the process is about a two way sharing of information.  

- Detailed insight was gathered on what activities Communicators were involved in on a 
regular basis, whether they were aware of the more formal opportunities available, and if any 
activities were taking place which are led by the community. These activities could 
potentially be called “Big Society”, and are summarised later in this report. 

- Outgoing information was passed to Communicators about LB Sutton’s four main Big 
Society vanguard projects and the opportunities to formally influence decisions taken by the 
council. 

- For this final IR however, Communicators were also asked whether they would be willing to 
be contacted further by both the engagement team at LB Sutton and their local councillors. 
Those who agreed are detailed later in this report. 



 

 

Details of outgoing messages disseminated varied from person to person, but the minimum 
passed on to all contacted was that there are opportunities for you to become more involved 
in your community or with the council and that all residents are encouraged to do so. 

Please Note 

The findings within this Intelligence Report are not representative of residents within the 
wards as a whole. They demonstrate a cross section of opinion as expressed by our network 
of Community Communicators. 

As this was the final report, every effort was made to consult each Communicator on this 
topic, and although this was not possible, a total of 46 depth interviews with Communicators 
were conducted on this subject. 

40 Communicators, not all of whom commented on this particular topic, assented to further 
contact from both the engagement team and their local councillors. 

Topic Guide 

Wider Engagement & Involvement in St Helier 

Q1 . Aside from your role here (location of Communicator), what else do you do on a regular 
basis? (Groups, clubs, sports, helping out etc) 

...................................................................................................................................................

...................................................................................................................................................

................................................................................................................................................ 

Q2 . Do you know about anything else going on that you could get involved in if you wanted 
to? (Big Society details on info sheet) 

...................................................................................................................................................

...................................................................................................................................................

................................................................................................................................................ 

Q3 . On a scale of 1 to 5, how likely is it that you and other people you know would volunteer 
in things like this? 

1 2 3 4 5 

Why?..........................................................................................................................................
................................................................................................................................................. 

Q4 . Is there anything that you personally would like to do or see local people take the lead 
on? 

...................................................................................................................................................

...................................................................................................................................................

................................................................................................................................................ 

Q5 . How could the council help you or other local people to do more? 



 

 

...................................................................................................................................................

...................................................................................................................................................

................................................................................................................................................ 

Q6a . Would you be interested in Sutton council letting you know more about things that are 
going on? If so, what would be the best way to do this? 

YES NO 

Q6b . Finally, your local Councillors would like to be able to get in touch and let you know 
what’s going on and tell you what they are doing. Would it be ok for me to pass on your 
contact details to them? 

YES NO 

Contact Details 
...................................................................................................................................................
...................................................................................................................................................
................................................................................................................................................ 

Preferred Contact Method.......................................................................................................... 

Many thanks again for your time. This may be the last time you see me, but it has been a 
pleasure chatting with you over the last 12 months. I hope you will remain in contact with the 
council and maybe even get involved with some of the things we are doing. 

Detailed Findings 

Q1 . Aside from your role here, what else do you do on a regular basis? 

 

The first function of the final Intelligence Report, was to get a full picture of what other 
activities Communicators are involved in. As the above Word Cloud shows, there is a huge 
range of such activities. 



 

 

“I know about the Life Centre but honestly haven’t heard about any 
of the rest of that” – St Helier 

The events and activities named above vary from volunteer work, such as for Cancer 
Research or Circle Library, through to taking on an organisational role in an amateur sports 
or taking the initiative to run groups which would otherwise not take place. 

Even those Communicators, who are not actively involved in an organisational role, mostly 
do attend at least one or two groups or clubs each week. Popular activities for 
Communicators are church groups, particularly Good News Crew, Children’s Centre & 
Library activities and local youth sport, particularly football clubs. 

Many of the roles Communicators identified, such as ¡°Helping my elderly neighbour¡± and 
¡°Helping out with the fellowship club¡±, are not seen as formal involvement but again 
demonstrate the activeness and willingness to engage, of a large number of Community 
Communicators. 

¡°I know about the Life Centre but honestly haven¡¯t heard about any of the rest of that¡± . St 
Helier 

¡°I take a very direct approach with the council. Generally I talk to Cllr Thistle and he points 
me in the right direction. I did go to Local Committee a few years back but the problem with 
those meetings is a lack of advertising for it. There should be a timetable readily available 
and easy to find. What's the point sticking it up on those notice boards that nobody reads?. 
Wrythe Green 

More information on of some of the activities listed above, specifically Job Club, Circle 
Library, Childminders Groups, Sports Clubs and other activities which could potentially be 
seen as ¡°Big Society¡±, are detailed later in this report. 

Q2 . Do you know of anything else going on in Sutton that you could get involved in if 
you wanted to? (Specifically Big Society & Local Area Committee) 

We also wanted to identify what knowledge there was amongst Communicators about the 
more formal structures and ways residents can get involved with Big Society activities or to 
influence decisions the council makes. 

Despite the wide range of activities Communicators are involved in, as seen by Q1, there is 
still a lack of knowledge about the more formal structures. Of the 46 consulted through this 
IR, only 4 were aware that Sutton is a Big Society vanguard authority. A greater number had 
heard of the Sutton Life Centre but were not aware that this tied in with the Big Society 
agenda. 

There was a better awareness of the Local Area Committee, but still only 14 said that they 
were aware such a forum existed and 6 had at some point attended themselves. Some of 
those who were aware of the LAC, also commented that they thought advertising and 
promotion was insufficient 

. 

 

 



 

 

“I didn’t know about it. Maybe if you went to some meetings you 
would find out about other ones. Otherwise how do you find out?” – 
St Helier 

“I knew they had some sort of meetings but didn’t know that was 
what it was called. It really needs advertising better than it is” – St 
Helier 

“I take a very direct approach with the council. Generally I talk to Cllr Thistle and he points me in the right 
direction. I did go to Local Committee a few years back but the problem with those meetings is a lack of 
advertisement for it. There should be a timetable readily available and easy to find. What’s the point 
sticking it up on those notice boards that nobody reads?” – Wrythe Green 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Carshalton notice board where details of public meetings are listed. 

Communicators commented that this is a form of communication which is seen very few 
people. 

 

 

 



 

 

“You’ll struggle for local enthusiasm unless you make it real for people. Big targets and 
big ideas don’t work for them. People also aren’t comfortable going into a public forum 
like that if they don’t have much knowledge. It can make them feel stupid” – St Helier 

“Why should I do it when I work a full time job already? They should make people on 
benefits do it for their money” – Wrythe Green 

“I wouldn’t go because they wouldn’t listen to me anyway.  They’ve already made up their 
minds before we even get there” – Hackbridge 

“There’s only a very small minority who would have the time to 
do that” – St Helier 

 

Q3 . On a scale of 1 to 5, how likely is it that you and other people you know would get 
involved in things like this and why? 

 

 

The above graph shows how likely Communicators consider it to be that they would get 
involved with more formal Big Society activities or the Local Committee. The results above 
are disappointing with less than one in four Communicators responding positively. Over 50% 
of Communicators are negative towards more formal involvement in this way, scoring 1 or 2 
out of 5. 

As seen in Question 1, there are a number of examples of local people becoming involved in 
other types of groups and activities, so why is there such low enthusiasm for further 
involvement in a more formal way? 

Some of the comments below explore the reasons for this lack of enthusiasm amongst 
Communicators. 

 

 

 

 

 

 

 

 



 

 

“Some are single parents who won’t get involved with anything in case 
their benefits are stopped. Some others just can’t really be arsed” – 
Wrythe Green 

“There’s no chance we’d go to meetings for most of the year as they’re in the evening when it’s dark out. We’re too 
scared to go out in the dark” – St Helier 

“They definitely need for activities for teenagers. If it’s not sport, there’s nothing for 
them to do. Some sort of mentor programme would be great but I don’t have the 
time” – St Helier 

 

 

 

 

 

 

 

 

 

 

As seen above then, the main contributing factors seem to be: 

- Poor advertisement - Lack of time 

- Lack of trust in council - Inconvenient Timing of Meetings 

- Fear for Benefits - Not my responsibility 

- Childcare - Low knowledge/understanding 

¡°Well the St Helier festival is very popular and I help out with that. There¡¯s a lot of people 
who do¡± . St Helier 

¡°They definitely need for activities for teenagers. If it¡¯s not sport, there¡¯s nothing for them 
to do. Some sort of mentor programme would be great but I don¡¯t have the time¡± . St 
Helier 

¡°It would be nice if more people could bring their ideas, friends and social groups together 
to do something positive and active. We've set up a weigh in club here at Bishop Andrewes 
which we do every Thursday . St Helier 

¡°We already do this group at Durand and the Wednesday coffee morning and group at 
Culver¡¯s House. We do it without any help or support because we relief on those groups 
and couldn't see them shut down. We¡¯re happy to do it because it works but most people 
don¡¯t care enough¡± - Hackbridge 

Q4 . Is there anything that you would personally like to do or to see local people take 
the lead on? 

 

 



 

 

“It would be nice if more people could bring their ideas, friends and social groups together to do 
something positive and active. We’ve set up a weigh in club here at Bishop Andrewes which we 
do every Thursday” – St Helier 

“We already do this group at Durand and the Wednesday coffee morning and group at Culver’s House. 
We do it without any help or support because we relief on those groups and couldn’t see them shut 
down. We’re happy to do it because it works but most people don’t care enough” - Hackbridge 

“The council should do more to communicate by facebook, email and text. In my experience we’ve 
missed lots of groups we would have otherwise gone to, just because we were ill informed about 
them” – St Helier 

“We would join in and help out with some sort of youth club, but the council would need to help us out with 
some of the costs of a CRB and try to speed up the process too. Otherwise it’s an expense for us in both time 
and money” – Wrythe Green 

“They used to help us a lot more than they do now. As childminders, we have to pay for our own training now too. If 
anything costs them money, they’re not interested, and don’t tell me that they help now because they won’t. We’ve heard 
it all before” - Hackbridge 

 

 

 

 

 

 

 

 

 

 

 

The above comments show some of the difficulty LB Sutton has in convincing local people to 
stand up and run activities themselves. As we will see later, there are number of examples of 
where this is already happening in St Helier, but suggestions that Communicators do more, 
were met with low enthusiasm. The majority of Communicators commented that they while 
there are a number of things they would like to see local people need in, they either have no 
free time themselves or already give away much of their time to run activities as seen in 
Question 1. 

On the whole, there was solid support for the idea of more community led youth services, 
play facilities and specifically activities for teenagers. 

 

Q5 . How could the council help you and other local people to do more? 

 

 

 

 

 

 

 

 



 

 

This final question in the Intelligence Report was a more broad question about how the 
council might be able to able to improve the ways it supports local residents to take action 
themselves. 

Comments tended to focus in two main areas: 

Insufficient council communications, leading to many residents never hearing about the 
opportunities which are available. 

Secondly groups which are already taking an active role, criticise LB Sutton for not 
supporting them enough, specifically financially. 

 

 

Intelligence Report 5 Part 2: Big Society in Action today 

Despite some of the negativity shown by Communicators above to any suggestion that they 
should give more of their time up for community based ¡°Big Society¡± type activities, during 
the course of this report, the coordinator came across many examples of local people taking 
the lead in ways which could be termed ¡°Big Society¡±. 

Much of the problem seems to stem from the use of the term ¡°Big Society¡± in itself, which 
many Communicators see as explicitly linked to public sector cuts and reduced services. 
Reframing these conversations away from the Big Society, to a more general discussion 
around local people helping to organise activities, groups and events for the community, 
elicited a more positive response. 

Below are five case studies of such examples in the Northern Wards today, led by local 
people, for local people. Also detailed is what each of these groups would ideally like from 
the council, to help continue and improve the work they are doing. 

Job Club 

What is it: Job Club runs out of Circle Library every Tuesday morning and is a way to help 
local people improve their CV.s, search for and apply for jobs. It is as much a support group 



 

 

“It’s the unemployed helping the unemployed. You have two hours to plough through applications, 
get your head down on your CV or just to sit and chat over problems you are having” – Tom May. 

 

“...anything from junior under tea boy to managing director”. – Tom May 

as it is a job seeking session. It is led by Tom May, a Communicator, who is long term 
unemployed and the club is growing more popular by the week. 

Story of Job Club: While the new library was being built, it was temporarily housed in a 
shop at the Circle. Tom and a couple of others kept turning up to use the internet and 
Margaret Thomas (Head Librarian) suggested they set up something more formal. They held 
an impromptu focus group to discuss what everyone wanted and needed. As a result, they 
founded Job Club which is held every Tuesday morning. 

The main principal of Job Club is that they will do anything for their members to add extra 
qualities or value to a CV or job application. 

“It’s the unemployed helping the unemployed. You have two hours to plough through applications, get your head down on 
your CV or just to sit and chat over problems you are having” – Tom May. 

more? 

 

 

 

 

 

They want to gain a word of mouth reputation for finding people jobs. 

 

 

 

 

 

 



 

 

 

Flyer advertising Job Club at the Circle Library.  
Led by Tom May, the club has a growing reputation locally for helping residents find work. 

 

What they need: Tom has high ambitions for Job Club and they have already had some 
success in finding work for local people. He believes there are some simple things which 
would make life easier for them though and would be grateful if the council could help in any 
of the following ways: 

- Money for printing and postage so that Job Club can make up some flyers and promote the 
club, both to prospective attendees and prospective employers. 

- Limited access to the council¡¯s business database with contact details for ratepaying 
businesses, so that they can be made aware of Job Club and the fact that local people are 
looking for work. 

- A comprehensive list of volunteering opportunities from LB Sutton. There is some 
enthusiasm for it, even though it is not ideal for Job Club members. If Tom was aware of 
more opportunities though, experience at which would be useful, he would promote these 
opportunities in Job Club. 

The Future: Job Club is reliant on the time and efforts of one man, Tom May, without whom 
it would not happen. Tom is an elderly gentleman with mobility problems, so the long term 
feasibility of him continuing with this role is probably quite low. 

Tom spoke to me about his desire to set up a second Job Club, specifically for younger 
people, but recognises that this will also not happen unless other people are willing to 
volunteer more of their time. 



 

 

For more information on Job Club please contact Tom May: 242 Peterborough Road, 
Carshalton. Tel: 020 8648 5761. Email: walrus@icefloe.fsnet.co.uk 

Circle Library 

What is it: The Library at Middleton Circle was completed in 2010 and largely funded by the 
National Lottery with a focus on creating a hub for the community. The head librarian at the 
Circle is Margaret Thomas, who plays a vital role in ensuring that activities at the library are 
led by the community, for the community. 

Activities at Circle: - Job Club as discussed above, where local unemployed people help 
others to find work. 

- The Local History Group meet every Saturday morning to discuss their families. memories 
of St Helier life. They go on outings, arrange talks and maintain the local history website; 
www.heliermemories.co.uk 

 

 

The St Helier Local History Group on one of their many outings. 

 

- Songtime for under 5.s. While the local Children’s Centres also run small groups out of the 
library, Songtime is an extra session which is put on by some local parents who were keen 
to find a group at a time which suits them. Margaret became aware of this and invited them 
to meet every Tuesday at Circle Library 

- IT Class for over 60.s. Runs every Thursday morning and is again led by the community. 

- Book Club. Meets on Wednesday afternoons and is a place for local people to discuss 
books or anything else they are reading. As with many activities at Circle Library though, 
those who feel isolated or suffer from mental illness are encouraged to become involved. 



 

 

 

 

Flyer for Circle Book Club. The caption below reads: 

Suffer from mental illness or feel isolated? 

 

- Ad hoc volunteering and support network. Potentially the most valuable function the library 
performs those is as a support network for the most vulnerable in the local community. 

The long term unemployed and particularly those with mental health problems are 
encouraged by Margaret to spend more time in the library and to volunteer their time in 
something they are interested in. There are at least 3 examples of residents with mental 
health issues, taking active roles at Circle Library 

 

The new Middleton Circle Library on Green Wrythe Lane 

The Circle St Helier. 

What they need: Circle Library already has a lot of the infrastructure which allows this sort of 
activity, specifically the location, new building and dedicated, caring staff. 



 

 

Margaret Thomas and her staff do a fantastic job at making the library a welcoming place to 
be and encouraging local people both to attend more activities, but also to help run them 
too. 

It doesn’t happen in other libraries because the staff aren’t properly trained in community 
engagement. It’s one thing asking local people what they want, but often they don’t understand what 
the options are, so will criticise before they understand. That’s our role to make that link . Margaret 
Thomas 

The Future: The future of Circle Library is secure. As it was funded by the National Lottery, 
it must function as a library for at least 10 years. With talented and dedicated staff, they 
should be able to build on the work begun and ensure a legacy of community involvement 
around the Circle. 

For more information on Circle Library please contact Margaret Thomas: Green Wrythe 
Lane, Carshalton, SM5 1JJ. Tel: 020 8648 6608. Email: circle.library@sutton.gov.uk 

 

Childminders @ Durand Close & Culvers House 

What is it: The Childminders groups at the Riverside Centre, Durand Close and Culver’s 
House primary school are resident led without involvement from LB Sutton. Between 5 and 
10 childminders attend each week bringing the children in their care with them. 

It is an opportunity both for the children to play and also for the childminders to socialise and 
support each other as an informal network. 

The Story: In the 1990.s, there was a childminder’s group which ran out of Durand Close, 
but funding for this was taken away 13 years ago. Since then, a group of those childminders, 
led by Kathie McKnight, chose to keep the group going. A second group was added at 
Culver’s House and now the core members are running two sessions a week, with their own 
time. 

What they need: The core members of the Childminder’s groups have negative perceptions 
of LB Sutton and do not see the value in asking them for any help or support. The 
consensus is that if they had wanted to help, they would be doing so already and they are 
only interested in appearing as if they will support them. 

On the other hand though, they highly value the support of Kerry Gotham, who is a 
coordinator for Sutton childminders. 

In an ideal world they would like some financial support towards the cost of room hire, tea & 
biscuits etc. The second area that they would like to be supported in is training and 
insurance, which used to be subsidised but no longer is. 

 



 

 

 

Riverside Centre 

Durand Close. 

 

The Future: The Durand Close group will be temporarily homeless for a short time, while the 
rebuilding work is completed. The new centre will have a smaller space for the Childminders, 
which is disappointing but not critical to the group. 

The coordinator’s feeling is that although these resident’s are generally negative about the 
council and the likelihood of receiving any support, they will continue to run the two groups 
as currently. 

For more information on the Childminders groups please contact Kathie McKnight: Tel: 
07951 603 523 

This is the location for the Friday morning childminders group but will soon be demolished 
and rehoused as part of the Durand Close regeneration project. 

Youth Activities @ Bishop Andrewes Church, Wigmore Road 

Background: The Anglican Parish of St Helier covers most of the Sutton half of St Helier 
Estate and is split between two churches. St Peter's Church, whose vicar Hilary Wong is a 
Communicator, covers the northern half near Rose Hill. Bishop Andrewes Church, vicar and 
Communicator Kevin Lewis, covers the southern half of the estate nearer to Carshalton 
Wrythe Green. 

Rev Kevin Lewis became the vicar at Bishop Andrewes in late 2009, and soon began to try 
building up his relationships with local young people, inviting them to take part in activities 
running from the church, with limited success. 

A previous Community Communications Intelligence Report, detailed Kevin’s more recent 
success at engaging with these young people by having a trampoline in his garden, and this 
has continued to flourish. So much so, that Kevin is now looking into taking on a volunteer 
youth work trainee with the aim of setting up a more formal club. 



 

 

For more information email kevinjlewis@btinternet.com 

 

Bishop Andrewes Church on Wigmore Road St Helier. 

 

Other Activities: Aside from the targeted work Kevin is doing with a specific group of hard 
to reach young people, there are other youth activities running out of Bishop Andrewes too. 

While the popularity of Scouts, Cubs and Beavers has been declining in recent years, they 
have seen an increase in the popularity of the local cheerleading squad, known as the 
Destiny All Stars. 

 

The Destiny All Stars Cheerleading Squad. 

They practice in the church hall at Bishop Andrewes. 

 

Again, as with many of the most successful clubs, Destiny All Stars is led by local people, for 
local people and they receive no external support. The Head Coach of the squad is Kim 
Hooper, the daughter of a Communicator. 



 

 

They have over 35 squad members, mostly local, who regularly go on trips to the US to 
compete in Cheerleading contests. They have appeared twice in Britain’s Got Talent. 

For more information on Destiny All Stars visit 
http://destinyallstarscheer.tripod.com/index.html or contact Kim Hooper 020 8773 3939 or 
07900 401 378 

Sarah Gregory 

Background: Sarah has been one of the most active and supportive Community 
Communicators throughout the project period, having been recruited as a result of her public 
facing position at Nisa Supermarket. 

 

Nisa Supermarket at Carshalton Wrythe Green. 

Sarah¡¯s place of work. She plays an important role here. 

 

It soon became apparent though that Sarah is a very active person, willing to help others 
and get involved with any activities she comes across. Initially involved in helping a 
colleague to make a housing application, she later informed me of all the other ways she is 
involved locally. 

Sarah¡¯s Activities: Sarah works checkout at Nisa Supermarket where she is in contact 
with hundreds of people each day. She also has a very strong relationship with the other 
staff there, some of whom do not speak good English. Sarah helps them out with any 
problems they have when she can. 

Sarah also does a lot outside of her workplace too: 

- Parent Governor at Tweeddale School. 

- PTF committee member at Tweeddale School 

- Sarah helps run the Gardening club at Tweeddale School for 3-6 year olds every Tuesday 



 

 

- Head coach of a girls netball team in Selsdon Little League every Saturday 

What they need: The netball team Sarah coaches is based in Croydon, so would not be a 
matter for LB Sutton. 

The gardening club at Tweeddale though could use something very simple: Soil. According 
to Sarah, residents are allowed to get free soil, but as it is a school, they cannot. Currently 
they have to buy in soil for the gardening club. This is a cost that could be reduced if LB 
Sutton were able to assist in any way. 

The Future: Sarah is one of those people who will not say ¡°No¡± to anybody, hence why 
she has taken on such a large workload of community activities, as well as her full time job. 
The coordinator is confident that she will continue to fulfil this role, so any extra support LB 
Sutton could give, would only help to build a relationship with a very dedicated and generous 
local resident. 

Sarah’s example also belies the idea that anyone with a full time job has no time for any 
other community activities. Sarah’s feeling is that you can always find the time if you want to 
and you care about something enough. Seeing this attitude in the community is very 
heartening for the prospects of the Big Society in Sutton more widely 

Sarah is happy to be contacted by LB Sutton. She can be reached on 07837 869 894 or 
email sassysarah1979@hotmail.com 

 

Final Dip Test Results 

Below are the results of the end of project Dip Test. The Dip Test is a set of five simple 
statements, upon which Communicators are asked to choose how much they agree. 

This Dip Test was done in conjunction with the final Intelligence Report as part of end of 
project Communicator meetings. 

As such, 46 Communicators were Dip Tested and the below results are broken down by the 
three main communities in the project area. 

All percentages have been rounded to one decimal place. 

 



 

 

 

 

 

 

 

Summary of Previous Intelligence Reports 

Over the project period, four other detailed Intelligence Reports were carried out and all of 
these are available on request from the Engagement Team at LB Sutton. The four topics 
chosen for these were: Safer & Cleaner Streets, Alcohol Misuse, Housing Allocations and 
Children’s Centres. 



 

 

Below are short executive summaries of findings and one example question from each of 
these first four reports. 

5.1 . Safer & Cleaner Streets (Jul - Aug 2010) 

Executive Summary 

. Opinion is divided amongst Communicators as to whether Sutton is one of the safest 
boroughs in London, with strong feelings on both sides of the debate. 

. Communicators generally feel safer in their local area (St Helier, Hackbridge or 
Carshalton), than they do in Sutton town centre. They feel even safer on their own street. 

. In St Helier, antisocial behaviour is seen as the biggest safety issue. 

. In Wandle Valley and The Wrythe, robbery is seen as the biggest safety issue. 

. While being unaware of any specific campaign, a considerable majority of Communicators 
feel that attempts to deal with violence and antisocial behaviour throughout the recent 
football world cup were high successful. 

. Communicators are undecided as to whether they believe that Sutton is one of the cleanest 
boroughs in London. 

. Most believe that their street is cleaner than their local area more widely and even more 
clean still than Sutton town centre. 

. Communicators in Hackbridge however feel that their area is neglected by LB Sutton and 
scores much less well in terms of cleanliness. 

. Litter, Fly Tipping, Cigarette Ends, Chewing Gum and Dog Poo are seen as the most 
troublesome elements contributing to a lack of cleanliness. 

. Just under half of Communicators were aware of the developments being made to Sutton 
town centre and the majority are unsure as to whether this will increase pride in Sutton and 
improve the area. 

 

 

 

 

 

 

 

 

Q7. What is it in the area that causes it to be less clean than it should be? 



 

 

 

5.2 Alcohol Misuse (Sep . Oct 2010) 

Executive Summary 

. There is a much larger problem with alcohol misuse in St Helier, than in either Hackbridge 
or Wrythe Green. This is largely focused around the regular drinkers at Rose Hill and young 
people drinking at Middleton Circle. 

. On the whole however, Communicators believe that both at Rose Hill and Middleton Circle, 
the situation has improved over the last few years. 

. Antisocial Behaviour and related public order issues such as vandalism, abusive language 
and petty crime, are the problems most closely associated with alcohol misuse in the minds 
of Communicators. 

. Depending on the location, alcohol is variously misused by all age groups at all times of 
day. 

. In particular there are young people, including those under 18 drinking after school and 
during the evenings. On the other hand for example there is a group of hardened alcoholics 
who drink at Rose Hill during the day. 

. The largest specific concern however remains Rose Hill during the evenings and at night. 

. Communicators in St Helier feel that alcohol misuse plays a large role in affecting how safe 
people feel in their area. In Hackbridge and at Wrythe Green this is not the case as there is 
much less of a visible problem. 

. Communicators across the whole project area believe that the problem is neither better nor 
worse than it was five years ago. It has pretty much stayed the same. 



 

 

. Other ways in which alcohol affect people’s lives and the local community include; harming 
local businesses, damaging resident’s health and impacting negatively on the economy and 
the NHS. 

. The main factor which has led to this according to Communicators is a breakdown in 
discipline and respect, particularly amongst young people. It is this which needs to be 
addressed to tackle the situation. 

. Parenting is seen as the key to preventing growing alcohol abuse and a number of 
Communicators bemoan a lack of parental responsibility as they see it. 

Preventing proxy sales, limiting availability of alcohol and maintaining of police numbers are 
also factors which could help address the issue of alcohol misuse in the borough, according 
to our Community Communicators. 

Q 1 . On a scale of 1 to 5 (where 1 is very small and 5 is very great), how much of a 
problem would you say alcohol misuse is in your area? 

 

The above graph demonstrates the variations in responses to this question across the 
project area. The green bars, which represent St Helier, show a consistently higher number 
of responses that there is a large problem with alcohol misuse in the area. Both Hackbridge 
and Wrythe Green score most positively, with no one in Hackbridge scoring the issue higher 
than 2 out of 5. 

The average scores for the three areas were as follows: 

St Helier . 3.38 / 5 Hackbridge . 1.4 / 5 Wrythe Green . 2.5 / 5 

5.3 . Housing Allocations (Nov 2010 . Jan 2011) 

Executive Summary 

Approximately two thirds of Communicators questioned knew to some extent what Social 
Housing is. Most referred to ¡°Council Houses¡± 

There was an even split between those who believe that there is enough Social Housing and 
those who do not. Those who believe there is enough say the problem is that much of the 



 

 

housing is going to the wrong people: ¡°There¡¯s enough if you¡¯re on income support, 
pregnant or foreign. No one else stands a chance¡± 

Those with experience of the system all at least know a little about how it is allocated and 
the banding and bidding processes. Those with no firsthand experience have little or no 
knowledge. 

One common perception of the system is that ¡°You can¡¯t get a house without a kid¡± 

The main issue is with fairness with the majority of Communicators stating that the system is 
not fair. 

Specifically; communicators felt that there are girls who .only get pregnant and then lie about 
being kicked out of home so they can get a flat.. There are a lot of anecdotal stories about 
girls who have done this and there is widespread lack of sympathy for this group: ¡°Young 
girls come in here and tell me they¡¯re only pregnant so they can get a flat. It¡¯s openly 
fleecing the system¡± 

Foreign people who come to this country to get a house and claim benefits also targeted. 
There are also anecdotes in the community about this group: ¡°I know a Turkish family with 5 
kids who were given a house in Carshalton Beeches straight away for ¡Ì5 a week rent¡± 

CCO distributed information as to percentages of foreigners getting houses but this message 
often disregarded as a lie. Community anecdotes are trusted far more than council statistics. 

Some Communicators focussed their displeasure on people manipulating the system rather 
than the council intentionally favouring certain groups: ¡°There¡¯s nothing wrong with the 

system, it¡¯s just that some people know how to use the system to get what they want. It¡¯s 
not fair¡± 

Most were aware that if you didn’t pay rent or behaved in an abusive manner, you can be 
evicted. However comments were made that this is not enforced as it should be. 

Given the lack of housing, most thought definition of room and space standard to be 
reasonable. Comments however were made that there should be different bandings for 
different severities of overcrowding: eg. One Communicator living with his wife and four 
children in a tiny one bedroom flat was given equal banding to a family of the same size in a 
three bed house. 

Almost all Communicators were aware to contact the council with any housing queries but 
only those who have been through the system were aware of the Housing Centre. 

Notably, Communicators welcomed the outgoing information with this IR. As even those who 
knew quite a lot, still found that they did not understand entirely. 

Comments were made that if people knew more about the process, there would be less 
anger towards it. 

 

 



 

 

Q3a . How much do you know about how Social Housing is allocated? 

 

Of the 28 Communicators consulted, all but 8 believed that they knew at least a little about 
the process of allocation. These Communicators again were those who had had no 
experience of the process. Although there was no first experience from some 
Communicators, all were encouraged to comment as almost all had at least heard 
experience from others as to how social housing works. 

Those who had a lot of experience tended to be Communicators who have been through the 
applications process or helped other residents to do so. Of those who said that they knew 
¡°a little¡± however, a number were incorrect when asked to clarify what it was they knew. 

Q3b . What do you know? 

 

 

The word cloud above demonstrates some of the misconceptions and half truths that exist in 
the community about how social housing is allocated. The most common answer when 
asked to clarify was that the council operate a ¡°Points System¡±. LB Sutton does not in fact 
operate a points system to categorise applicants but rather uses a ¡°Banding System¡±. In 



 

 

reality though, a points system and a banding system are similar and categorise applicants 
according to their need. 

Other misconceptions included some Communicators who thought the process was a simple 
queue where you waited your turn and a more substantial number who thought that there 
was an automatic link between becoming pregnant and successful allocation for social 
housing. 

5.4 . Children¡¯s Centres (Feb . Mar 2011) 

Executive Summary 

. There is widespread recognition amongst Communicators of Sure Start & Children’s 
Centres. 

. The majority primarily associate them most closely with Children’s Centre groups, rather 
than nursery, advice or any other service. 

. Almost all Communicators also know where at least one Children’s Centre is. 

. Muschamp was the most commonly referred to Children’s Centre, closely followed by 
Tweeddale. 

. More than three quarters of Communicators have used, at least to some extent, one of their 
local Children’s Centres. 

. Feedback from those Communicators was positive with large majorities agreeing to the 
statements that: 

- ¡°The Children’s Centre was welcoming and the staff were friendly¡± 

- ¡°The cost of using the facilities was reasonable¡± 

- ¡°The activities at the centre were suitable for my child¡± 

- ¡°The Children’s Centre is a place where I feel happy and comfortable while my child is 
playing¡± 

. Despite widespread positivity, there were some comments made of negative perceptions 
and barriers to Children’s Centre usage. The main points raised by Communicators are that: 

- Children’s Centres are too cliquey 

- Groups are too overcrowded 

- Groups are too exclusive 

- Parents are worried that staff will be ¡°judging¡± their parenting skills. 

. There is limited awareness of the rebuilding work taking place at Tweeddale Children’s 
Centre but no rumour was picked up that the centre was closed as was initially feared. 

. A significant majority of Communicators regularly use the internet and would like to see 
Children’s Centres communicate online with local residents more. 



 

 

. One concrete and well supported proposal emerging from Communicators is for each 
Children’s Centre to have their own Facebook page which people can ¡°Like¡±. The page 
would then automatically flash up on the Home page of all their friends. 

. Despite some of the negative perceptions noted by a minority, the overwhelming feeling of 
those consulted is that Children’s Centres are hugely appreciated. 

. Parents and childminders who do use the centres value them enormously, not just for the 
facilities and services offered but also the opportunity to take a load of their feet and to 
socialise with other parents. 

Communicators expressed their desire to see all Children’s Centres remain open and the 
fear of parents being stranded were they to close 

Q3 . What Children¡¯s Centre activities, services and facilities are you aware of? 

 

The above word cloud shows the frequency with which certain words and terms were used 
when Communicators were asked what Children’s Centre facilities, services and activities 
they were aware of. 

It shows a very high level of knowledge of groups run out of the centres and from other 
locations. The two groups most commonly mentioned were Messy Play and Baby Stay & 
Play. There was however some knowledge of the other services available such as the 
Breast Feeding Clinic and Parenting Advice which were also commented on 

Communicators seem to associate Children’s Centre’s most closely with the free groups 
available there and see this as their primary purpose. This is also likely to be the case in the 
wider community and comments were made noting that more should be done to advertise 
the other opportunities offered at the centres. 



 

 

 

St Helier Hospital dominates the skyline at St Helier. 

Businesses at Rose Hill believe that their fortunes are reliant on the strong and secure future 
of the hospital. 

 

Sutton ECE Training Sessions 
 

Attendance 
Session Expected 

Attendanc
e 

Actual 
Attendance 

21/12/2010 AM (PCSOs) 15 14 

17/01/2011 AM (Parks)  10 8 



 

 

19/01/2011 AM (Housing/Customer Services) 6 6 

19/01/2011 PM (Customer Services) 5 5 

21/01/2011 AM (Parks/Libraries) 10 10 

31/01/2011 AM (Mix) 4 3 

31/01/2011 PM (CYLPS/SHP) 10 10 

02/02/2011 AM (Mix) 12 11 

02/02/2011 PM (Mix) 7 7 

04/02/2011 AM (SHP) 11 10 

 Total:  

91 

Total: 

84 

As a %age: 

92.3% 

 

 

Delivery 
Sessions Delivered Sessions Cancelled Outstanding Sessions 

10 

 

3 17 

 

 

 

Evaluation Scores 



 

 

 

 



 

 

 

 

 



 

 

 

 

  



 

 

14. External Evaluation 

Evaluation of TCC’s Capital Ambition Work by Brighton Business School 

 

Introduction 

Two academics from The University of Brighton’s social marketing unit at Brighton Business 
School were commissioned to evaluate the community communications and engagement 
work carried out by TCC as part of the Capital Ambition project. The evaluation work had two 
overall aims:  

 

• To test whether the interventions conform to the social marketing  approach using 
a theoretical framework developed by the academics 

 

• To evaluate the effectiveness of the interventions in improving community 
cohesion and communications across the boroughs 

 

This report comprises a summary evaluation of the TCC work against the above objectives.  
Detailed reports can be found in the appendices 

 

The Social Marketing Approach 

‘‘Social marketing is the adaptation of commercial marketing technologies to programs 
designed to influence the voluntary behaviour of target audiences to improve their personal 
welfare and that of society of which they are a part’’ (Andreason 1994, p. 110). Local 
authorities should take a social marketing approach to both internal and external 
communications when attempting to understand and change the perceptions of local 
residents (Lings et al, 2008). TCC adhered to the National Social Marketing Centre’s (NSMC 
2008) “benchmark criteria” when planning their approach. These criteria are based upon the 
work of Andreasen (1995) and aim to ensure that campaigns and interventions are truly 
social marketing. Fundamental to this approach is the need to understand the target 
audience(s), in other words to base interventions and communications on consumer insight 
(Lefebvre and Flora, 1988; NSMC, 2008). It was clear from our evaluation that TCC had 
undertaken an extremely thorough insight study which ensured all sections of the community 
were involved and engaged. A range of traditional and innovative data collection 
methodologies were employed resulting in rich insight from which interventions were 
developed. 

 

The authors developed a framework which highlights the critical role of relationships and 
support networks for behavioural change. This model integrates emotional intelligence, 
behavioural change and marketing communications/branding. It demonstrates that there are 



 

 

three components to successful communications and relationship which must be congruent 
and consistent for effective social marketing: 

 

• Personal communications between staff and residents  
 

• Communications within resident networks (with communication “champions” or 
opinion leaders operating as hubs) 

 

• Corporate communications, narratives and “one of voice” 
 

The evaluation research focused on the first two of these communication strands. 

 

Key Findings  

TCC have addressed all three components in their work. The staff development programme 
was an intervention designed to enable front-line staff to communicate effectively, and have 
"deeper conversations", with residents. It was developed on the basis of in-depth insight 
work with staff and residents. The programme was designed to give front-line staff the skills 
to deal more effectively with residents by adopting an emotionally intelligent approach. For 
this strand of work the academics worked as consultants as well as evaluators: one member 
of the team (with relevant experience) delivered some of the initial courses in Barking and 
Dagenham and was able to suggest amendments. The evaluation report is attached as 
Appendix 1 and as a result of this - and the delivery experience – the training programme 
was amended and improved. The evaluation research demonstrated that this training 
enables staff to build effective relationships with residents (and colleagues) to support 
perceptual and behavioural change. Employees also feel able to deliver a better service to 
residents and there was evidence that this in turn leads to greater job satisfaction. 

 

TCC’s community communicator programmes were designed to make use of social 
networks and to improve council-resident communications through “community 
communicators”. An initial evaluation of the programmes in Havering and Sutton was 
conducted, and the full report is attached as Appendix 2. The evaluation showed that these 
programmes are extremely effective in providing insight into residents’ views and also serve 
as a useful two-way communication channel. All participants were very positive about this 
scheme and there were clear signs that the use of community communicators is an effective 
way of understanding and engaging residents. Subsequent research was conducted in 
Sutton and Barking and Dagenham. This was to evaluate the use of community 
communicators when there is a critical incident; in Sutton this was a murder (Appendix 3) 
and in Barking and Dagenham it was rioting. In Sutton there was deep unrest amongst 
residents following a murder in late 2010. In a public meeting the council staff and the police 
were heavily criticised over their response to the murder and for a general perceived lack of 
care for residents in Thamesmead. Following the meeting the more vociferous residents 



 

 

were “recruited” as community communicators. Personal relationships were established and 
the police and council staff were open and honest when talking to them. This included 
sharing the recordings of telephone calls made to the police following the fatal incident and 
subsequent actions. The communicators were able to talk to their networks and in a follow-
up public meeting relations between the public authorities and residents had much improved. 
The evaluation research found that subsequent levels of trust with the police and local 
authority have improved significantly since the time of the incident. 

 

Brighton Business School was not asked to evaluate the impact of the new narrative and 
tone of voice adopted following TCC insight work and strategic recommendations.  However, 
we can conclude that the new approach to corporate communications “fits” with the social 
marketing approach and is consistent with the other communication strands. 

 

Conclusions 

The TCC approach meets the NSMC benchmark criteria for social marketing and conforms 
to our behaviour change model. The interventions have been effective in improving 
communications between residents and public authorities and we would recommend their 
wider adoption, particular where community cohesion is an issue. 



 

 

15. Mainstreaming the programme – challenges in a new context 

In section 4 we set out some of the new challenges that arose during the project: 

• The economic recession, the subsequent pressure to reduce public spending  

• The changing political situation following a change of government  

• Whilst cohesion was still seen as an important issue, it needed to adapt to 
Government views over integration  

• The Place Survey was abandoned by the government in 2010. This meant that it was 
left to local authorities to need to measure cohesiveness in their communities. This 
could have an impact on measurement of public perceptions, thus impacting on 
future evaluation of similar programmes 

• The immediate pressures on staff over managing reductions made it more difficult for 
training programmes envisaged in this project to be delivered 

In addition a range of policy issues arose out of the change of government 

• The new local Government Public Health agenda as a result of proposals to transfer 
responsibility to local authorities. Some PCT’s have developed Health Champions 
scheme to deliver national campaigns such as Change4Life. A Community 
Communicator scheme utilising lay peer to peer representatives or local staff could 
be used holistically to cover public health as well as other Council policy issues thus 
achieving value for money with little resources. 

• Service Transformation as a result of the need to save money over the next 4-6 
years. Culture change and more radical service arrangements may be required after 
the initial 2-3 years of cuts and traditional engagement with both staff and service 
users may not be as effective when difficult choices have to be made 

• The rise of Big Society approaches to greater use of the voluntary delivery and its 
impact on the idea of mainstreaming approaches originally developed as part of the 
Barking and Dagenham work. One solution is to develop a social enterprise to deliver 
community communicator and engagement work and this is being developed to 
business case in a separate stream of work 

• Asset based Community resilience programmes for poorer communities, utilising a 
community communicator scheme to map local intangible assets and social capital in 
the community 

• Work Programme delivery in terms of engaging with hard to reach groups 

• Early intervention with High needs families again involving acting as a ‘gateway’ for 
initial engagement with families distrustful of authority 

• Engagement with disaffected young people following the priority accorded this after 
the 2011 riots. 



 

 

• Understand the local narratives that might act as drivers for far-right extremism that is 
less expressed through the ballot-box and more through direct action 

We believe that Community Communicator and Effective Customer Engagement works 
streams could be used  as part of a wider set of engagement tools in many of these issues 

Over the course of this programme those involved in both commissioning and delivery  of the 
programme also expanded knowledge in a number of fields 

• Using values based segmentation to better understand competing narratives within 
communities 

• Refining recruitment techniques to increase the mix of community communicators 

• Improving our mapping of communities, drawing from the Connected Communities 
methodology  

• Managing large-scale staff training programmes, providing a ‘training the trainers’ 
module when it proved impossible to directly train front-line staff 

Mainstreaming community communications 
Improved communication and high-quality insight gathered by and about communities have 
never been at a higher premium, particularly in a climate with less nationally directed targets, 
fewer resources and a push for co-production. A cost-effective and accurate method to 
gauge perceptions is therefore an approach that should be attractive to a wide range of 
organisations and institutions.  

Bexley is now developing a social enterprise model. Commitment has been secured this 
week of partners (including the PCT, the Police and Charlton Athletic FC Community Trust) 
to move forwards with the study.  This offers a local viable solution to ensuring the 
programme is sustained and scaled up to continue to benefit communities, the Council and 
its partners.   

Sutton has taken the community communicators scheme back in house, employing a 
member of staff for two months to follow up conversations with those community 
communicators who were prepared to have their details sent to the council. They are now 
following up with these people to establish whether they would like to have any more 
involvement with the council – for example, small grant schemes may be available to help 
some of the individuals who are running local ‘Big Society’ activities like the Job Club. They 
are also looking into the possibility of working with the local CVS on some of the priorities 
from the project. 

To assist Sutton with this, TCC have produced a Community Communicators Toolkit which 
sets out the main activities and techniques of the scheme – copies of this are available on 
request. 

Havering  At the conclusion of their community communicators project, Havering Council 
wanted to develop ways that the positive elements of the scheme could be incorporated into 
the council's day to day working at minimal cost. They commissioned a research project 
From the street corner to the top table to develop proposals to do this. These will aim to 



 

 

making responding to the public's priorities central to what the council does, through 
changes to HR practices, internal communications, training and insight gathering. A 
summary of the interim interim project report is set out in the Havering section of this report 
to show how the Communicators scheme can be developed for wider forms of engagement 
beyond cohesion issues. 

Barking and Dagenham have run the workshop to take mainstreaming forward, and are 
continuing to develop the use of social media as an effective engagement tool.  

 

Mainstreaming Effective Customer Conversations 

The main focus has been developing a Training the Trainers module in order to 

• Transfer long-term knowledge locally 

• Enable staff to be reached over a longer timetable who were not available to train at the 
time of the project 

The appendices to this report, provide a set of the training materials we delivered. This can 
be  

used to create a local bespoke toolkit to deliver this programme. 

TCC are also available to be commissioned by individual authorities to provide support or 
deliver training  

We would strongly recommend that boroughs take ownership the action learning set we 
developed in the ‘training the trainers’ training we conducted.  TCC can provide a 3 – 6 
month outline of development for the group that can be tracked through the action learning 
function; this will be dependent on boroughs ability, capacity and desire to own this process. 
The collateral benefit of the action learning set comes from communication. The initial 
concept for action learning set is for mutual support, confidence building and skill 
development. However, with its continuation and investment via the borough you have 
essentially established an internal network that can be developed over time to provide a two 
way communications channel between the front line and the 
policy/management/communications functions of the organisation. This internal insight is 
where the long term organisational buy in for ECE will come from, if the internal functions are 
flexible enough to absorb and process this information through its policy making and 
communications then it will be of practical benefit in developing trust and positive narratives. 
Train the trainers will provide the practical action steps to position the boroughs to take 
ownership and advantage  of these benefits. 



 

 

16. Conclusions and Recommendations 

Community Communicators 

The Community Communicator project was a valuable experience for local people and the 
Councils. It made some local people more aware of the difficulties experienced by the 
Councils, particularly at very difficult times and has also made them feel more involved in 
local governance. For the Councils, intelligence reports and general insight increased 
awareness of local issues and popular feeling.  

Part of the insight and local issues gathering for Council involved troubleshooting minor 
problems raised by Communicators or other residents. Where appropriate issues were 
redirected to the relevant Council department however the coordinator would remain the 
contact for the resident concerned.  This helped people feel like they have had a part to play 
in improving a situation locally. 

Intelligence reports provided very in-depth and valuable information to the Councils. Each of 
these reports examined a particular topic s and it is fair to say that these reports are a highly 
cost-effective product given the level of information provided. 

In 3 boroughs, TCC officers were recruited specifically for the work of Community 
Communicators, and having the right people in the right place made relationship building 
with Communicators progress smoothly. The projects were highly successful in building local 
networks of Community Communicators from whom intelligence and insight was gathered 
and key messages- where available- disseminated into the network.  

Key Learning points were 

• We have been careful not to duplicate other community facing groups, seeking their 
participation and co-operation around a tightly defined set of objectives.  

• We have sought out the ‘less active’ communicators, because experience has 
shown that they are more likely to sustain their interest and activity if we make our 
methods suit their preferred style of communication. 

• We have devoted a high proportion of our resources to developing engagement 
processes and methods that are simple to execute but have quick returns.  

• Our model has harnessed existing engagement networks – like neighbourhood 
policing panels and residents’ groups - and pooled local partnership resources.  

• We have put great store on ‘word of mouth’ communications because we realise that 
residents in the project areas typically have smaller social networks and tend to be 
distrustful of messages that are not from people like themselves. 

How the scheme could be improved in future 
• Having a pre-determined schedule of intelligence report topics and key messages 

with flexibility in case of unforeseen local events: we lost some time in agreeing 
topics with departments and it was not always clear who had responsibility for 
signing documents off before use. 

• Ensuring a wider knowledge dissemination among staff about the project and its 
goals – this would have made it easier to follow up issues raised by communicators 
and made contact with residents seem smoother. 

• Member involvement is still underdeveloped.  In Sutton this has revealed a need to 
revisit the authority’s member engagement strategy.  Whereas in Bexley a pro-active 
approach to elicit member engagement and support for the project has borne fruit. 



 

 

• Regularity of project programme board meetings – these were difficult to schedule 
as the elections of 2010 and then the cuts meant that senior staff priorities were 
often elsewhere. 

• Greater involvement of front-line staff as message carriers and information 
gatherers, adopting an attitude of “there’s no such thing as the back-room” 

 

Recommendations 

• Circulate this report and the toolkit for Communicators to a wider audience 

• Explore issues of how to mainstream this service through a social enterprise – this is 
being looked at in another stream of work 

• Look at how more advanced social network mapping around the RSA Connected 
Communities methodology could be fully integrated into this work could be integrated 
into the scheme 

• Make it clear in spreading the learning that this work is not just applicable to cohesion 
issues but also to the current challenges that local government faces eg Public Health, 
Big Society, Community Resilience, employment support 

 

Effective Customer Conversations 

Those staff who took the training were generally appreciative. The big challenge was getting 
enough staff to attend at a time when local authorities were going through the pressures of a 
first round of budget cuts. We thus developed a training the trainers programme to make it 
easier to start with a core of staff and cascade learning across the authority. The materials 
now exist to continue this and develop 

Recommendations 

• Circulate the ECE training materials to a wider audience 

• Promote mainstreaming this service through a ‘training the trainers’ scheme 

 

 

 

 

 

 


