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Executive Summary
To support London Borough of Hounslow’s existing consultation process and to feed into the
development of the community engagement strategy, the council asked M·E·L Research to carry out
qualitative research to understand what residents think of the way the council engages with
residents on the decision making process, how this could be improved and what innovative ways the
council could consider.
To explore this, four workshops were delivered on the 22nd and 23rd January 2018, involving 51
residents. Each workshop had a mix of residents, from different ethnic groups, ages, gender and
where they lived in the borough. In summary the key findings were:


Residents perceptions of Hounslow veered towards the negative, with particular concerns raised
over the degree of property development and the associated increase in population. Residents
felt that the council’s approach to communication with residents required improvement.



There was an element of distrust between the council and residents, with a ‘them versus us’
attitude.



Residents were interested in getting more involved in the decision making process, but felt
reluctant to do so, as they felt their feedback wouldn’t be taken into consideration.



Residents felt that although the council could improve the way it makes residents more aware
of decisions that need to be made, there needs be more transparency within the council in
terms of how decisions were made and how residents’ views were taken into account.



Residents felt the council should make better use of existing engagement platforms such as
resident associations and other community groups when promoting consultations etc. Other
popular methods suggested were a residents panel, or gathering email addresses when
residents register for council tax or voting. Delivering public workshops and using social media
channels were also popular amongst residents.



There was a mix of expectations about being involved in the decision making process, with some
responding in terms of what was feasible for the council to do, whilst others felt the Council
should consult on every decision that needs to be made.

Conclusions and recommendations
There are significant challenges that the council faces in changing perceptions and improving the
relationship it has with its residents. Firstly, there are attitudinal and motivational barriers that need
to be overcome to be able to gain meaningful engagement with residents. To overcome this, we
would recommend that the council should:


Focus on improving day to day communications with residents, particularly when residents raise
issues directly with the council. This should include setting realistic timeframes of when
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residents can expect their issue to be dealt with, keeping residents informed of progress and
updating them as to when it has been resolved.


Improve transparency over the decision making process by informing residents as to why a
decision has been made. This could be done by presenting the results from all angles e.g. for and
against, and then explaining why they have taken a specific approach.



Use less jargon by making proposals or policies easy to understand.

A further barrier to overcome is that residents do not feel that they are being made aware of most
decisions that are being considered in their local area. We would recommend that the council
should:


Build on existing relationships with local community organisations that have contact with a wide
pool of residents, such as resident groups and other local community groups. It should be noted
that these are likely to be residents who are currently more engaged than the general
population; therefore this should not be done in isolation.



Consider creating an e-consultation panel and ask those who sign up what topics they are
interested in to allow for focused consultations to those who have signed up. This could also
include their location, so that they could be engaged with on something very local to them.



Make better use of forms used to collect information about residents, such as when they
register to pay council tax or to vote. These could be used to collect email addresses for the
purpose of signing up to a panel, or just to collect email addresses for future engagement
purposes.



Change the way the council uses the Hounslow Matters publication by being more open and
transparent, advertising consultations and the decisions that have been made, and make more
of it as an engagement tool, rather than just a promotional vehicle.



A further option that the council could consider is to develop the concept of ‘active citizens’ by
educating residents about local democracy and getting them to take a more active interest in
their local community and local democracy, therefore bridging the gap between the council and
residents. One focus could be on educating children from a young age about citizenship, what it
means to be a caring citizen and how they can make positive contributions to their community.
Another may be around providing funding for local community groups or training community
groups on improving their local area, rather than relying on the council or other public sector
organisations to do so.
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Introduction
Background
The London Borough of Hounslow is a vibrant and aspiring Borough; stretching from Chiswick in the
north-east, to Bedfont in the West. With an estimated 273,000 people living in the Borough in 2017
over 140 languages spoken and almost one half of the population from minority ethnic
communities, Hounslow is one of the capital's most diverse London Boroughs.
The Council regularly consults with residents to understand their views and perceptions of living in
the Borough and their satisfaction with the services the Council provides. This assists the Council in
targeting and delivering its key priorities of making improvements to services for less money, while
enhancing the Council’s reputation. To support the council’s existing consultation process and to
feed into the development of a community engagement strategy, the council asked M·E·L Research
to carry out qualitative research to understand the following:


What residents think of the way Hounslow engages residents in council decision making.



What would residents keep/change about the way Hounslow engages residents in decision
making?



What ideas residents had for innovative ways in which the Council could involve them in
decision making?

Approach taken
Four workshops were delivered in venues across central Hounslow as follows:


Workshop 1: 22nd January 2018, 12:00-14:00 (Hounslow Civic Centre)



Workshop 2: 22nd January 2018, 19:00-21:00 (Montague Public Hall)



Workshop 3: 23rd January 2018, 13:30-15:30 (Holy Trinity Church)



Workshop 4: 23rd January 2018, 18:00-20:00 (Hounslow Civic Centre).

The council required a broad mix of residents to attend the workshops, such as ethnic background,
age group, gender and frequency of contact with the council. The sessions contained a mix of
residents with differing demographic profiles, and as such the comments presented in this report
are not attributed to a specific group. However, the findings show in general that older residents are
more likely to be more active and vocal in community relations.
Residents were recruited to take part in the workshops through a number of channels, such as:
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Email and telephone recruitment via M·E·L Research: A consumer data list of 1,000 Hounslow
residents spread across the borough, was purchased by M·E·L Research. Emails were sent out
inviting residents to take part in the workshops, which were then followed up by a telephone
call.



Resident Associations Forum: The council sent an email to members of its existing Resident
Associations Forum which informed them of the research and how to get involved.



Social media channels: The council used social media channels to promote the research.

All residents who attended the workshops were provided with £40 in Love to Shop High Street
vouchers as a thank you for their time. The incentives were administered by M·E·L Research.
In total, 51 residents took part in the workshops. This report summarises the main findings from the
workshops. The topic guide can be found in Appendix A.
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Findings
1. Living in Hounslow
The first part of the session focused on setting the scene by better understanding residents’
perceptions of living in Hounslow. Residents were asked what they felt was good and not so good
about living in the borough. The general themes are listed below in order of popularity alongside
some resident comments:
What’s good?


Transport and access links



Diversity of the borough



Open green spaces available



Shopping centres



Employment opportunities

“You get the motorway and Heathrow on one side
and then you got Central London... we’re sort of in the
middle”
“I’ve got two young children so I think...the children
centres; things like that... parks, children centres, and
play areas are quite good.”
“…lots more days out and links with industry and
opportunities.”

What’s not so good?


The level of development



Overcrowded population



Communication with the council



Street cleaning



Level of pollution



Anti-social behaviour

“It’s just completely overcrowded. The development is
completely unconstrained…”
“You try to contact them; they’re just on the defensive so
much. It’s them and us.”
“Every time I walk into Hounslow it’s like a big dark cloud.
It’s so depressing, it’s disgusting, and it’s dirty.”
“There are many parts of Hounslow where the air
pollution is illegal, particularly around M4 corridor and
Heathrow doesn’t help.”

2. Influencing decisions
Awareness of decisions being made
Residents were asked how aware they were of the decisions being made in their community.
Generally across all four workshops, the level of awareness was very low, “The only time we hear
that things are happening is when they’ve come up with a final decision and that’s it. There’s no
‘what do you guys think of this’.”
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Residents were read out some recent decisions that had been made by the council, such as the offer
of free parking at council-run sites on the 23rd December 2017 and the decision to bring back the
management of parks back to in-house control.
Only a few residents were aware of the free parking offered. Those that weren’t aware were
surprised and asked where the council promoted the offer. One resident said, “Before I moved into
the area, I heard the Council had a bad reputation for communication.” Another said “But why pick
the 23rd out of all the days in the year and then not advertise it.” When asked if residents were
aware that the council had brought back the management of parks in-house, slightly more residents
were aware of this. Those that were aware, were connected with a residents’ association or park
groups. One resident who wasn’t aware said, “I didn’t know they had a contractor to start with”.

The importance of being included
In general, most residents wanted to be included in the decisions being made in their local
community: “You should be involved in decisions.” Residents felt that the council needed to make
more effort in promoting consultations towards those who were more likely to be affected,
therefore making it more targeted: “Consultation is a huge problem … I have to say it is
patchy…there are some parts of the Council which are good, and other parts which are very, very
poor. And I think planning is particularly poor.” Residents wanted to be given the option to take
part: “It goes back to being informed in the first place. If you are not informed in the first place, you
can’t possibly know of it. There are a few things that people want to be consulted about it. But if you
then give them the chance, having the information that you disseminated, it is up to them if they
wish to get involved or not.”
Although residents wanted to take part, most were also aware that it wasn’t realistic to be made
aware of every decision being made.

Whether residents feel they have a voice
Most residents suggested that whilst they may be asked to participate in council consultations, and
provide their feedback, it was unlikely to make any difference. Most felt that decisions had already
been made and that council consultation was simply a ‘tick box’ exercise.
“They try to sneak these things under the wire because they know that most of these things we
won’t agree with.”
“…not really because they don’t listen. You can say it, but they won’t do it.”
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“’The golden mile’, they are consulting on that, but sometimes you just wonder how much is lip
service, you know…ok, we’ll consult.”
Residents also said that this links back to being informed about what is happening, if residents aren’t
aware, then how they can have a voice.
“I feel it is lip service more often than not…and although I do try and have a say, I feel [my impact] it
is wasted.”
“It is like Morrison’s, you know. It’s closed down and everybody wanted another supermarket there
and many people signed a petition…everywhere you went they were saying sign the petition….but
they have still have gone ahead with that block of flats.”
“I did a survey about why people didn’t engage in consultations and everyone said ‘what’s the point,
they don’t listen’ and I went to present this at a Local Area Forum and was told I’d have 3 minutes to
speak. And then when I got there I was told, no I couldn’t speak”
There was some recognition, by a small number of residents in two of the workshops, that lobbying
their local councillor was an effective way of getting views across.
“Make contact with the people who represent you and find out what they’re doing and what their
interests are. Each councillor has a specific responsibility… for housing, schools… find out who that
person is if you’re worried about an issue and put pressure on them and ask ‘what are you doing
about this’... and if the answer isn’t satisfactory then take it up a bit higher.”
“In the past 5-10 years there has been a change to being a bit more slippery… how some councillors
in local area have been selected was dodgy and if that is the way they select councillors then that
principle goes into the council… and that principle then operates as a dishonest council, like Tower
Hamlets has had a lot of problems… and as soon as you get a rotten element in there it starts to
spread and you’re in an awful situation”

What do you think the council could do to make people feel more included?
The majority of residents wanted the council to change so that they were not only aware of what
decisions needed to be made, but were confident that their views would be listened to, even if this
meant the decision wasn’t in their favour. Residents also said they would like more information on
why a decision has been made. When asked how the council could do this, there was lots of
discussion and ideas presented. A common consensus was for the council to publicise consultations

Measurement Evaluation Learning: Using evidence to shape better services

Page 10

more widely (i.e. not just via their website), for example, via the Hounslow Matters magazine,
posters and existing community and residents associations.
One resident mentioned that people should be educated on their social responsibilities and how
they can voice their views about their local areas at a young age. “There has to be an element of
social responsibility instilled in young people and you can have an impact. So something in schools or
youth groups to say this is what you can change and this is how you can do it… Because I don’t
believe anything will change unless people start making it change… If things don’t change and I
haven’t done anything about it then I can look in the mirror and say you didn’t do anything about it.”
Leading on from this, residents in this specific session agreed that the council could do more of
introducing this at an early age using schools as a platform.

Previous participation in consultations
Residents were asked if they have ever been contacted before by the council to provide their views
on proposals, such as a change to service etc. Participation in consultations was more common for
those who were members of resident associations or community groups etc. whilst the majority had
had limited, to no involvement with the council on decisions. One resident who ran a residents
association said “Sometimes we miss the consultations” and another said, “I’m a treasurer of
residents association but as an individual you’ve got no chance whatsoever.”
Some residents felt reluctant, in that even if they were aware of consultations taking place that they
wouldn’t participate, as their opinions would not be taken into account. Quite a few residents
perceived the council as dishonest and that when they do listen, it is selective.
“They use a strategy called isolate and ignore.”
“The council are very good at wording things to sound like it won’t affect you if you don’t live right
on the doorstep.”

3. Getting residents views
The next section of the workshops focused on understanding how the council goes about getting
residents views and what else the council could do to improve this.

How the council currently engages with residents
Residents were firstly asked what the council currently did to get residents views. A fair few said
outright that they didn’t do anything, whilst others mentioned that they advertise consultations
using online methods via their website. Residents were asked if they were aware of Local Area
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Forums1. A minority were aware of these groups and those that were belonged to residents
associations or groups. Feedback on the Local Area Forums was that they were too tightly controlled
and that their focus should be shifted towards residents being able to contribute and voice their
opinions. “Having been to Area Forums...it seems to be more of an opportunity for councillors to ask
questions...is always very little time and very little opportunity for the public to ask questions, it’s
sort of a few minutes at the end of each section. And that is a bit off putting. They really need to
start looking at how they can use the Area Forums to engage the public more.”
Residents also thought that Councillors should be interacting more with the local community, to
fully understand what is happening and what matters most to residents, “Councillors should be more
visible in terms of going out into community. I believe in face-to-face interaction…. I have never seen
my local councillor. The only time I hear from them is when it’s an election and they’re asking how
you’re going to vote”.
The majority of residents were aware of the Hounslow Matters magazine, although not everyone
received it, and when they did, the content seemed more about council self-promotion. Residents
did feel that they could make better use of the magazine, shifting the focus from one way
communications towards two way communication.
“Hounslow Matters is about communication, they are not asking for views.

It is generally

information about what they are doing.”
“There are a lot of [photos of] people standing around smiling”
“Hounslow Matters is all for Hounslow Council really, when you read it it’s ‘oh we’re so wonderful,
we’ve done this’. What they don’t mention is the work done by residents or community groups.”

Preferred engagement channels
When exploring how residents want to be informed, a common theme was around the council
joining up and making better use of resident associations/groups. Other methods commonly
mentioned were social media, more public workshops, and pulling together a larger resident panel.
Many thought that the council should be asking if residents want to take part in further research e.g.
consultations, when they register for council tax or register to vote, and in what methods therefore
making it more inclusive.

1

There are 5 groups in Hounslow that give residents a greater say in council affairs. They are responsible for monitoring local service
provision including planning and highway related matters; and for other local decisions.
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Residents did identify that using online methods would exclude certain people e.g. the elderly and
those without internet access.
“I think online and via the website is good…if you know how to use it. But I think you need to find a
balance…there’s lots of elderly people that don’t know how to use it.”
Residents also felt that the council should publicise and provide further information about
consultations in plain English, and remove unnecessary jargon.
Another theme emerging from the groups was that when they contact the council, the
responsiveness and communication is fairly poor, therefore this needs to be improved for residents
to feel their views and feedback is listened to and valued.
“You’ve got to change the culture. The culture within the civic centre is to remove as much
transparency as possible.”
“There’s an issue about integrity, when they say what they’re going to do. You’ve got to say what’s
the point in setting up a panel if they don’t listen to it, then what’s the point?”

4. Awareness of previous consultations
Residents were then asked about their awareness of three recent consultations that the council had
conducted. For each example, the facilitator provided residents with a brief summary of the
consultation and what methods the council had used to consult (e.g. online survey).
Example 1, Hounslow Youth Service review (March 2017): Consultation which proposed to
reduce the youth budget by £650K. It was proposed that the remaining £212K would be used to
contribute to services for the most vulnerable young people;
 Those who had emotional and mental well-being needs,
 Those who were at risk of anti-social behaviour and substance misuse
 Young carers
The council invited young people and the local community who had used or had an interest in the
youth services delivered across Hounslow, to share their views on the proposed changes.
Method used: paper and information online.
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Awareness of this consultation was generally very low, but those with an interest in youth services
or youth work (e.g. teachers, youth support workers, service users) were generally more aware.
Additionally, more people were aware of the cuts to the youth service, rather than the actual
consultation exercise and costs involved.
“(I had) no idea that they had a budget for that in the first place... and I worked as a safeguarding
officer.”
“I think it came through in one of the many communications, yeah. I think I was vaguely aware of it. I
wasn’t aware of the figures, though.”
(“I was) aware of the change but didn’t know that there was a consultation on it.”
None of the residents in any of the four workshops had participated in this consultation.
Nevertheless, most agreed that it was right that the consultation was targeted at those most likely
to be impacted by the review; young people, organisations working within the sector and the local
community who had used or had an interest in youth services.
“You should ask the children… ask them ‘what do you want us to do and how do you want us to
spend your money?’… We have to make a budget cut… what do you least want… what do you least
need and then cut that. Rather than having me at my age taking decisions about people that are 40
years younger than me.”
“I would have been interested (in knowing about the consultation) because my daughter runs the
local Youth Club… so she would have wanted to do something… and I could have told her about it.”
“I question what audience needs to know… parents, but also teachers, nurses, safeguarding people,
charities who help them. That would be the audience that need to know. Someone here who isn’t a
parent doesn’t need to know. They might want to know, but whether they should is another thing.”
However, not everybody held this view and a small number of residents felt that the wider
community should have been made aware of the consultation, arguing that cuts to youth services
could lead to a rise in anti-social behaviour.
“Just because you’re not a parent doesn’t mean youths around the area don’t affect you. Anti-social
behaviour affects everyone.”
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“That is one of the biggest problems… we’ve got lots of kids on the street again. We got rid of them…
I don’t know how... but now they are coming back in Feltham… gangs... and they are causing
trouble.”
Residents suggested that if the consultation had needed to be made more widely available, then
public meetings and events could have been used to promote it. It was also felt that an online
methodology would be best for younger people, but paper and other methods of providing
feedback would be needed for older residents and those less comfortable using digital mediums.

Example 2, Dukes Meadows Park public consultation (October 2017): Proposing a number of
landscape improvements as well as a new site plan for sport and recreation facilities and traffic
management.
Advertised online and through consultation boards and flyers.
Method used: Online survey and public meeting (drop in session).

Residents living in Chiswick, the site of the park, and those in neighbouring areas were generally
aware that the council had undertaken consultation on the park. Awareness was driven by local
word of mouth, such as being a volunteer for a residents’ association, rather than seeing any council
publicity. However, of those aware, most were referring to the public engagement activity in the
previous year (2016). With the exception of one resident, none of the residents in any of the four
workshops had participated in the recent consultation.
“I was completely against it because the friends of the park (group) was completely side-lined over
the whole thing… which I think was a bit unfair… because they’ve been looking after it for a really
long time.”
Residents living elsewhere in the Borough were generally unaware of this consultation and had
mixed views on whether they should have been made aware and had an opportunity to have a say.
“That is right at the east end of the borough. I think those that needed to know about that, probably
knew about it.”
“(I was) aware of it but didn’t take part.” (Resident in Brentford)
Those that felt they should have been made aware and able to have a say were generally opposed
to development or wanted to understand whether any investment in the borough was being spread
evenly.

Measurement Evaluation Learning: Using evidence to shape better services

Page 15

“They should just leave it as it is and not build anything on it… They’re just greedy and want to build
flats on it. If you go down Saturday and Sunday you see families there spending time together.”
“I would want to know if they’re spending in Chiswick at the expense of the rest of the borough.”

Example 3, Consultation on proposal to introduce parking charges at leisure sites (November
2017): Proposing the introduction of car parking charges at six leisure sites.
 Hanworth Air Park Leisure Centre
 Heston Pools and Fitness
 Hounslow Heath
 Isleworth Leisure Centre
 Isleworth Library
 Redlees Park
Method used: Online survey.
Awareness of this consultation was generally very low, with at least one person in three of the
workshops claiming they had seen or heard about it.
Those that were aware were either leisure site users or those that lived locally to one of the sites. It
was generally felt that these were the correct groups to target for the consultation activity.
“I actually did know about that one. I’m a member at the leisure centre and I got there at 9 o’clock in
the morning and there were no car parking spaces… so people park there and get the 111 bus to
Heathrow to do a day’s work. Then it becomes a problem for people who are using it.”
“If something is going to affect you then you need to know about it. Then you can make an informed
decision and contribute to that event.”
Nevertheless, not all those that lived locally to one of the proposed leisure sites were aware of the
consultation, but they felt they should have been. They felt that if the proposals were implemented,
then this could have a negative effect on them.
“That would impact me because if people are charged to park at the leisure centre then they’ll just
come and park on my road… but if there was some sort of consultation option… we’ll charge at the
leisure centre but we’ll also make resident permits so that only they can park on their roads, then
that would be the perfect solution.”
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“I didn’t know anything about Hounslow Heath proposal… even people that live on the edge of the
Heath don’t know about it… could have had banner on Heath as it’s on the main road.”
Only one resident indicated they had seen the consultation online and had completed the online
survey, whilst another indicated they had objected strongly to the council’s proposals (but didn’t
indicate whether this was via the survey).

Being informed of consultation exercises
In terms of being informed about consultation activities, apart from more elderly residents (who it
was suggested had time to find out information), most residents suggested that their busy lives (
children, work, etc), meant that they had other priorities to looking out for consultation activities.
Most residents therefore expected that the council would be able to directly engage with them, in
some manner, on things that were relevant to them. Residents suggested receiving invitations to
participate by email, for example.
“They could email the entire council (Borough area) at the press of a button. You could register when
you pay your council tax… and have a consent box about receiving information about consultations…
then the whole borough is informed.”
Others suggested that the council should advertise in the local press (a page in the Chronicle) and on
social media (but they recognised that not everywhere had newspapers or accessed information
online), through forums and public meetings and with Councillors engaging directly with their
constituents.
Others recognised that awareness was a two-way activity, requiring the council to publicise
effectively but for residents to also be looking for information.
“You have to be realistic. You can’t be informed about everything that’s happening all the time.”
“On the home page of the Council’s website, you scroll down a bit and there is a list of all the
consultations. So actually you have no excuse not to know about it.”

5. Innovation
The last section of the workshop focused on innovation. Residents were asked to list the top three
things that the council should consider in involving local residents in the decision making process. A
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common theme was that the council firstly needs to improve on the resident and council
relationship, before they introduce any innovative approaches: “You need the confidence to know
that they’re going to listen to you.” Residents want to feel valued and listened too: “Valuing you as a
resident. Not just as a rent payer or voter but people need to be valued as well.”
Following this, as previously mentioned, the council should make better use of established
community links and also incorporate social responsibility at an early age, “I think it’s a proactive
view on both parts; the council need to utilise what facilities they have at the moment instead of
spending money on innovating new ways but residents also need to go out and get information. But
for working people with children and families, you can’t make it too hard [school network].”
Residents also mentioned innovative approaches such as quick snap polls using social media, email
or text. One resident suggested live streaming of public meetings, consultations etc. making this
direct approach available to a wider audience.
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Conclusions and recommendations
There are significant challenges that the council faces in changing perceptions and improving the
relationship it has with its residents. It is clear that most residents are keen to get involved in
decisions that affect their local community. However, there are a number of issues that need to be
addressed to improve trust in the council, and the way it engages with residents.
Firstly, there are attitudinal and motivational barriers that need to be overcome to be able to gain
meaningful engagement with residents. In general, residents feel that their opinions are not being
taken into consideration by the council, and that decisions have already been made regardless of
whether a consultation happens or not. To overcome this, we would recommend that the council
should:


Focus on improving day to day communications with residents, particularly when residents raise
issues directly with the council. This should include setting realistic timeframes of when
residents can expect their issue to be dealt with, keeping residents informed of progress and
updating them as to when it has been resolved.



Improve transparency over the decision making process by informing residents as to why a
decision has been made. This could be done by presenting the results from all angles e.g. for and
against, and then explaining why they have taken a specific approach.



Make proposals or policies easier to understand by using less jargon.

A further barrier to overcome is that residents do not feel that they are being made aware of most
decisions that are being considered in their local area. We would recommend that the council
should:


Build on existing relationships with local community organisations that have contact with a wide
pool of residents, such as resident groups and other local community groups. It should be noted
that these are likely to be residents who are currently more engaged than the general
population; therefore this should not be done in isolation.



Consider creating an e-consultation panel and ask those who sign up what topics they are
interested in to allow for focused consultations to those who have signed up. This could also
include their location, so that they could be engaged with on something very local to them.



Make better use of forms used to collect information about residents, such as when they
register to pay council tax or to vote. These could be used to collect email addresses for the
purpose of signing up to a panel, or just to collect email addresses for future engagement
purposes.



Change the way the council uses the Hounslow Matters publication by being more open and
transparent, advertising consultations and the decisions that have been made, and make more
of it as an engagement tool, rather than just a promotional vehicle.
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A further option that the council could consider is to develop the concept of ‘active citizens’ by
educating residents about local democracy and getting them to take a more active interest in
their local community and local democracy, therefore bridging the gap between the council and
residents. One focus could be on educating children from a young age about citizenship, what it
means to be a caring citizen and how they can make positive contributions to their community.
Another may be around providing funding for local community groups or training community
groups on improving their local area, rather than relying on the council or other public sector
organisations to do so.
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Appendix A: Topic guide
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Appendix A: Topic guide
17186 Topic Guide (FINAL)
Welcome and introduction (10 minutes)
 Introduce self and M·E·L Research, an independent market research company
 Housekeeping - H&S, fire exits, fire alarm, etc. toilets, mobile phones switched off
 Consent to take part, be recorded, quotations, use of data in report (sign in sheet for signatures)
 All information provided will be treated in the strictest of confidence and you will not be
identifiable in the report.

 No right or wrong answers
 No names given in the report or for quotes
 Discussion will last approximately 1½-2 hours

Background and warm up
The London Borough of Hounslow wants to encourage local people to have their say on the
decisions that affect them, their families and your local area. We’ve therefore been commisioned by
the London Borough of Hounslow to help them better understand residents' views on how they
engage with residents.
ROUND TABLE: Please introduce yourself (first name) and tell us a little bit about how long have you
lived in Hounslow.

Living in Hounslow [5 mintues]
1) What do you think is good about living in Hounslow? Why is that?
2) And what is not so good? Why do you say that?
3) What do you typically do in your free time? What type of social activities/hobbies do you
enjoy doing?
4) Where do you go to do these? Why is that?

Influence [20mins]
That’s great, thank you. As I said earlier, the council wants to encourage local people to have their
say on the decisions that affect them, their families and your local area.
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5) How aware are you of the decisions being made in your local area, for example the council
offered free parking on Saturday the 23rd December at Council run parking sites, decision to
bring back the management of local parks under council control?


Why do you say this / could you expand on this please?



Why do think the council made these decisions?



Do you think the council consulted on these, and if so, why?



Should the council consult on all the decisions it makes? Why?




If yes, how practical would it be for the council to do this e.g. council resources

More generally how aware are you of decisions being made in your local area and across
Hounslow?

6) How important is it to you personally to be included in the decisions being made in your
local area?


What kinds of things do you think you should have a say in? [PROBE FOR]

[Council tax (appeals, payments), benefits, moving home, waste & recycling services, voting, consultations,
FOI, street services, parking, school applications, family services, building & planning, adult learning,
housing, older peoples services, other health support, ASB, environmental services (noise nuisance, animal
welfare etc.] [Central government vs. local government moderator to make residents aware of

variations]
7) Do you feel that you have a voice in your local area [Is your voice heard?]


Why is this?



What impact do you think this has on you personally and that of your wider community?

8) [DEPENDENT ON FEEDBACK] What do you think the council could do to make people feel
more included in the decisions being made that affect them?

9) With the exception of today, has anyone ever been contacted by the council to provide their
views on proposals such as changes to services?


How were you contacted?



How did you find this?



Is there anything that you would have changed?



Did you take part?



If not, why not?

Activity 1 [10 mins]
[Moderator to use flipchart to summerise methods]
10) In what ways does the council go about getting people’s views?
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e.g. online surveys, paper questionnaires, social media, telephone, focus groups,
residents panel etc.



How useful do you find these methods?



Would any of these exclude certain people?



What method/s would you prefer?



Are there any other methods that the council isn’t currently using that you think they
should?



Would any of these exclude certain people?

11) Is anyone aware or does anyone take part in local Area Forums (previously Area
Committees)? [NOTE: There are 5 groups in Hounslow that give residents a greater say in
council affairs. They are responsible for monitoring local service provision including planning
and highway related matters; and for other local decisions.]
12) Do you receive the Hounslow Matters magazine?


Do you read this? How useful do you find it?

Activity 2 [15 mins]
I’d like to do a quick activity. I’d like to talk about some previous consultations that the council has
delivered and if you could firstly tell me if you were aware of them. [Moderator to handout info
sheet on old consultations]
A. Hounslow Youth Service review: Consultation which proposed to reduce the youth budget
by £650K. It is proposed that the remaining £212K would be used to contribute to services
for the most vulnerable young people.
B. Dukes Meadows Park public consultation: Proposing a number of landscape improvements
as well as a new site plan for sport and recreation facilities and traffic management.
C. Consultation on proposal to introduce parking charges at leisure sites: Proposing the
introduction of car parking charges at six leisure sites.
Aware


Did you take part, if not, why not?



What was good / bad about it?



Could the council have done something different?



Did you feel that you were able to voice your opinion adequately? If not, why not?

Not aware


Would you have liked to have voiced your views on this consultation?



How could the council have made you aware of the consultation?



What impact do you think this had?
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11) Generally how well do you think the council listens to residents’ views before making
decisions?


Why do you say that?

12) How confident are you that your views are taken into account when decisions are made?


Why do you say that?

13) How do you know when and why a decision has been made?


How would you expect the decision to be published and communicated to residents?



Why do you say that?

[Moderator to bring group together and summerise groups findings and general themes]

Innovation [10 mins]
4. Based on what we have discussed today, what are the top 3 things that the council should
consider in involving local residents in the decision making process?


How could the council make residents more aware of consultations, draft policies,
proposals, change to service etc.?



What other methods could the council use when engaging with its residents?



Do you think this would vary based on different service areas?



Why do you say that

Thank you, before we finish does anyone else have anything else they would like to add?
THANK AND CLOSE: Thank you, that’s all the questions I have.

[Moderators to hand out incentives]
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