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Chapter 1

Why consult?
1.1 Why bother to ask your users (and non-users) what they want or think of the
service you provide? In the private sector the answer is usually obvious - if
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Chapter 2

Making consultation work
2.1 Commitment - from all managers and staff - is the key to effective consultation.
As well as understanding why it is important to talk to your customers, you must be
prepared to respond to what you learn and to make changes - even if what people
want requires major changes in working methods, culture or operation. Without this,
users will become cynical and unwilling to participate in future consultation.

2.2 If consultation is to work for you and your users, it needs to be planned and its
effectiveness monitored. But you'll have a good chance of success if you take on
board these relatively simple messages:

 
Integrate: make consultation an integral part of your operation. Build it into
your management systems and planning cycle so that it becomes a
continuous process. Develop a consultation strategy.

 
Commit: make sure that all staff and managers are fully signed up to the
need for consultation, and understand the issues involved. Commit to the
idea of consultation, so that it will continue even if an individual consultation
exercise goes wrong.

 
Consult early: involve people as early on in your planning process as
possible - once you've started it will be much more difficult to stop or change
things if you need to.

 
Start small: set yourself realistic targets and be confident that you can
manage the process. Don't feel you have to use a particular method just
because someone else does, or because it is flavour of the month. Think
about what will work for what you want to know and who you want to reach.
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Chapter 3

Choosing your approach
3.1
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Easy to set up.
Helps you identify recurring problems.
Can save time and money.
Shows users you are open to comments and complaints and serious about
putting things right.
Gives you information about your service's weaknesses and strengths.
Provide
Q
BTth quatifttiveCand squalfttiveCanformation 



Brent ‘One-Stop-Shop’ have also introduced a comments card system for their
Call Centre, whereby comment cards are posted with any requests for
information. The cards are pre-paid so this is at no extra cost to the customers.

Contact: Sandra Carson tel: 020 8 937 1211 fax: 020 8

First Community Health NHS Trust has a free phone number for comments,
suggestions, complaints or compliments called ‘Are You Satisfied?’.

All staff have received information and training on the ‘Are You Satisfied?’
po91and trai0.  tra Cennewaff haveived iaining on tra on  �st

pfrst -h nduxtlerienvi.
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Chapter 7

Mystery shopping
7.1 Mystery shopping can provide you with very specific and detailed feedback on
areas of your service. Someone commissioned by you (you could recruit some of
your own users to do this) tests the service, looking at a number of predetermined
areas, and then reports back. This should give you a picture of the type of
experience a real user would have. The process is relatively simple, although you
will get much more out of it if it is well structured.

Points to think about:

 
Suitability: this approach is more suited to some services, and aspects of
services, than others. Front-line operations, where it is important to check
that customers are being treated quickly and courteously, and being given
the right information, are suitable.

 
The shopper: the mystery shopper should preferably be typical of your real
users. They should not be given too much background knowledge (which
may restrict their ability to see the service as real users do), but they should
be given guidance on how to assess the service and how to feed back the
information.

 
Running the scheme: you might want to contract out your mystery shopping
to an external research firm. If you decide to run the scheme in-house, you
will need to consider how to ensure endetermgoheme:  fromt some of
 the myst whn(exll nes6 0  117Tj
ing can -1.1429 TD TD
(Pointsomt some of)Tjqu.1429 naiderdesigighb1.1f5.27 0 etermgoheme: ).1429 TD
 sht weferitiesure oeed d being giveninformation.
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Systems: as well as quality of service issues and the responses of staff, this
approach can also identify problems with systems; for example, are signs
and directions clear, is correct information on display in offices, and are
relevant leaflets available?

 
Individual incidents: what are you going to do with the information? You will
get snapshot details of individual incidents, and will need to make sure that
'one offs' are not given too much weight. If it looks like there might be a
problem in a particular area, send another mystery shopper in to test the
same service - 'one offs' and more fundamental problems can then be
handled differently.

 
Presentation: you need to think carefully about how you present the idea to
staff - it can be seen as an underhand way of checking up on them, and a
distraction from serving 'real' customers.

 
Incentives: think about incentives, both for mystery shoppers and for staff.
Encourage shoppers to highlight good as well as bad service, and then
reward the staff who have performed particularly well.

Pros

 
Precise and detailed feedback.
Relatively simple to implement.
Equivalent to asking other users for their experiences.
Flexible and immediate. You should be able to highlight particular service
areas and investigate possible problems quickly.
Can be used to commend/motivate staff.
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Evaluation: the point of a pilot is to test how well something works on a
small scale so you can decide whether to extend it. Evaluation of any
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Collecting information: Think about why people might want to attend an
open meeting. As well as an interest in a particular issue, people might be
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London Borough of Ealing Social Services SPACE Scheme

The SPACE scheme in Ealing finds homes for adults with learning disabilities.
An independent 'User Empowerment Group' was set up in 1996 to provide a
voice for people placed with families to make sure that standards are both
understood and maintained.
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the choice of equipment available and what will be most suitable for
them, including discussion of its location within the home and the
requirement (if any) for active and passive remote triggers
all financial aspects, including rental/purchase options and VAT
exemption
the roc
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Valuing participants:



Costs: high per individual, but you get a lot of information in return

Use to: get qualitative views from all audiences particularly useful for accessing
potential and non-users

Employment Service Suffolk District
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Chapter 13

User panels
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Treat the panel seriously. Be prepared to listen, learn and act.
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Can collect views of particular groups in the population or particular service
users.
Because members are recruited on a voluntary basis, they are more likely to
be committed to responding to questionnaires and so increase the response
rate.
Special needs of certain panel members will be known about in advance so
they can be prepared for.



The Government has recruited a People's Panel of 5,000 people across the
UK to consult members of the pub59nnof tir attitudesUK te pub59servicthes andU(for exameoplby age,he

 | Contnmes page
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Chapter 15

Citizens' juries
15.1 Citizens' Juries were first developed in Germany and the USA. They grew outiny an
 outk
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Location: if possible, hold the juries in neutral buildings this will help avoid
feelings that you are controlling the jury. An independent facilitator or
moderator should be used.

 
Publicity: you will need to choose between keeping the jury process
completely open and allowing the jury enough privacy to debate and discuss
the issue without inhibitions. Will the jury be open to observers? Will the
organisation record the proceedings? Juries may attract media attention. Will
the juries give briefings or interviews once the process is complete?

 
Resources: juries need a great deal of back-up organisation from the
commissioning service, and you shouldn't underestimate the time involved.

 
Reporting:



Juries need a great deal of back-up organisation from the
commissioning service.
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Relevance: don't ask a question if you can¹t act on the results.

 
Satisfaction surveys: be wary of simple satisfaction surveys they are
relatively unsophisticated and can provide misleading information. For
instance, with health services, people are generally so pleased to be better
that they will say they are highly satisfied, having forgotten what happened
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Material: the information you have on display or present is important. The
people who come may have varying degrees of knowledge about your
service, so you need to ensure that the information you provide appeals to a
general audience. Make it as visual and interesting as you can, try to
stimulate questions and make sure that you have staff around who can
answer queries. A charter or similar document containing key information
about your services, standards, contact points etc can be a useful document
for your users and potential users to take away with them. But be careful not
to rely too much on giving information to people to take away and read
people may be very willing to take material, but will they really read a



London Borough of Camden Camden Transport Services

Camden Transport Services provide passenger transport each week for 630
elderly people and pupils with special needs. They also manage and maintain
the council's 200-vehicle fleet.

The service first held an open day in 1995 to help raise awareness of its
services and to receive comments from users to help improve the quality of the



Contact: Malcolm Norton tel: 020 7 413 6727 fax: 020 7 413 6732

A charter or similar document containing key information
about your services, standards, contact points etc can be a
useful document for your users and potential users to take away
with them.

Make sure that what is on display accurately reflects the
services you can provide so that users do not get the wrong
impression of what they can expect.
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 | Chapter 20Informoi on technelagy4681easier for people is one of the key ways to increase levels of involvement. Formany, the opportunities offered by new technelagy make it both easier, and more
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Can be very expensive.
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Wycliffe House
Water Lane
Wilmslow
Cheshire SK9 5AF
Tel: 01625 545700
Fax: 01625 524510
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