
 
 

February 2011 

Community Engagement Matrix 



 

2 

CONTENTS 
 
 

BACKGROUND 3 

THE COMMUNITY ENGAGEMENT FRAMEWORK  3 

WARRINGAH COUNCIL COMMUNITY ENGAGEMENT PRINCIPLES 4 

COMMUNITY ENGAGEMENT PLANNING AND USE OF THE MATRIX 5 

COMMUNITY ENGAGEMENT PLANNING STEPS: 6  

STEP 1 – PROJECT OBJECTIVES – WHAT IS THE PURPOSE? 7 

STEP 2 – STAKEHOLDERS  7 

STEP 2 – STAKEHOLDERS  8 

STEP 3 – LEVEL OF IMPACT 10 

STEP 3 – LEVEL OF IMPACT 11 

STEP 4 – LEVEL OF COMMUNITY PARTICIPATION  13 

STEP 5 – METHODS AND TOOLS FOR ENGAGEMENT 15 

TABLE - TYPES OF ENGAGEMENT 16 

EXAMPLES - TYPES OF ENGAGEMENT 17 

INFORM 18 

CONSULT 19 

INVOLVE 20 

COLLABORATE  21 

STEP 6 TIMEFRAMES AND RESOURCES 22 

STEP 7 – FEEDBACK AND REPORTING  22 

STEP 8 - EVALUATION  23 

KEY PROTOCOLS 24 

ATTACHMENT 1 - COMMUNITY ENGAGEMENT PLAN CHECKLIST  26 

DEFINITIONS 28 

IAP2 PUBLIC PARTICIPATION SPECTRUM 28 



 

3 

Background 

 
The Community Engagement Framework 
 
The Community Engagement Framework reflects Warringah Council’s ongoing commitment to 
appropriately engaging its community, and to improving the efficiency and effectiveness of the 
organisation. 
 
The Community Engagement Framework includes: 
 

·  The community engagement policy provides a broad framework and policy direction for 
engagement. 

·  This community engagement matrix provides staff with direction on engagement 
planning and guidance on when and how they should engage with the community for 
different situations. 

·  The engagement toolkit provides specific information and advice on ‘how to’ undertake 
different types of engagement with the community. 

 
This matrix is an implementation tool of the Community Engagement Framework. 
 
It should be noted that this Matrix relates to all community engagement undertaken by Council except 
the Development Approval Process.  Community engagement guidelines for the Development Approval 
Process are outlined in Council’s Development Control Plan and the Environmental Planning and 
Assessment Act 1979. In some cases requirements may be imposed by the State Government and may 
override the policy and matrix  
 
The diagram below summarises the Community engagement planning process 
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Warringah Council Community Engagement Principles 
 
The following principles will underpin Warringah Council’s approach to community engagement. 
Warringah Council: 
 

1. Be open and inclusive 
·  Recognises community participation as a right of all citizens and an integral component 

of informed decision-making 
·  Creates, supports and promotes opportunities for the community to actively participate 

in decision making 
·  Encourages involvement from a wide cross-section of the community using 

engagement processes that are accessible and inclusive  
·  Operates under the key value of openness and is committed to ensuring that the 

community is well informed about Council’s service delivery, planning and decision-
making processes 

 
2. Creates mutual trust and respect and be accounta ble 

·  Treats all participants in the engagement process with respect and dignity 
·  Approaches engagement from an impartial perspective, free from bias toward any 

stakeholder involved in the process 
·  Is accountable, accessible and ethical in all dealings with the community 

 
3. Engage early and be clear 

·  Seeks early engagement and regularly involves the community in decision making 
·  Communicates clearly the objectives of the engagement process and provide 

community members with all available and relevant information as part of the 
engagement process to ensure informed discussion 

·  Communicates the parameters of the engagement process to participants from the 
outset, including legislative requirements, Council’s sphere of influence, conflicting 
community views, policy frameworks and context, budget constraints etc 

·  Acknowledges that planning is a critical process to deliver successful outcomes and is 
committed to developing and implementing community engagement plans 

 
4. Consideration and feedback 

·  Is committed to demonstrating that we have considered all community contributions 
and relevant data, prior to making any decisions that affect the local community 

·  Is committed to providing participants with feedback at key stages throughout the 
project and upon completion and how community input influenced the decision 

 
5. Skills and Resources 

·  Endeavours to ensure that sufficient timeframes and adequate resources are allocated 
to engagement processes 

·  Co-ordinates its community engagement processes where possible to optimise 
resources, ensure efficiency and avoid duplication 

·  Recognises the skills required to undertake community engagement, and provides staff 
with opportunities for further skill development and training. 
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Community Engagement Planning and use of the Matrix  
 
The Community Engagement Matrix is relevant to all staff that have or should have any dealings with the 
community, except where staff are dealing with Development Approvals (this is addressed by the 
Council’s Development Control Plan and the Environmental Planning and Assessment Act 1979).  It 
aims to guide staff in their dealings with the community and ensure the appropriate level of community 
participation for a range of projects, services and activities. In some cases requirements may be 
imposed by the State Government and may override the policy and matrix.  
 
It is recognised that there is diversity in the activities and projects across Council, and the type of 
engagement undertaken should vary accordingly.  As such a flexible approach has been adopted in the 
design of the Community Engagement Matrix, enabling staff to determine the potential impact of a 
situation, and therefore the appropriate level of community participation. 
 
The Community Engagement Matrix should be used at the commencement of all projects or reviews of 
services, and also as part of day to day operations, to ensure that the appropriate engagement is 
identified and undertaken and included in the Community Engagement plan. 
 
In addition a Community Engagement Plan should be developed for all high impact projects and is 
recommended for all projects. This plan should be developed as a critical element of the project plan and 
revised throughout the project as required (refer to the Community Plan Checklist in Attachment 2). 
 
NOTE: Community engagement activities occur throughout a project and the engagement plan should 
reflect these activities at key stages.  
 
The diagram below outlines an example of different engagement levels at different stages of the project 
over time: 
 
 
 
 
 
 
 
 
 
 
 
 
 
The Community engagement plan provides guidance and support to ensure that all key elements are 
considered and addressed early in the project planning stages. 
 
The Community Engagement Matrix does not prescribe exactly how the community should be consulted 
for every project, issue, service or action in Council.  This would be an onerous task, given the range of 
projects and activities.  Instead, it identifies different levels of impact that would require certain types of 
engagement.  It is then up to staff to determine the level within which their project, issue, service or 
action fits and the most appropriate engagement approaches. 
 
Overall, the Community Engagement Matrix enables flexibility and recognises that staff have the 
capacity to judge the potential impact of a situation and the appropriate level of community participation. 
 
In addition, staff should ensure that Councillors are aware of community engagement activities, for high 
impact projects, prior to occurrence. 
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Community engagement planning steps: 

 
 
The main planning steps to effective community engagement include: 

Step 1 - Purpose and objectives? 

·  Detail the background to the project or issue including what has happened to date.  
·  What is the purpose of the engagement?  
·  What are the objectives and desired outcomes? 
·  Identify any key issues 
·  Consider any legal or statutory requirements 

Step 2 - Determine who should be involved? 

·  Identify the stakeholders and community members that should be included.  
·  What are the potential impacts?  
·  Are there any special groups / needs? How will you ensure fair and equal opportunity to 

provide input? 
·  Complete stakeholder analysis (template included in Toolkit) 

Step 3 - Assess Level of Impact 

·  Determine the likely ‘level of impact’ of the project, issue, service or action, using the 
assessment criteria on page 12. 

Step 4 - Determine level and method of Community Pa rticipation 

·  Determine the desired level of community participation/ involvement, eg whether the 
community needs to be informed or whether they should have the opportunity to be 
involved in decision making.   

·  This will be influenced by the degree of impact and the desired outcomes.  Use the 
guidelines on page 14 to make this decision,  

·  Consider legislation or other Council Policy requirements. 

Step 5 - Determine Methods and Tools 

·  Use the Matrix on page 16 to determine the type of engagement that should occur in 
relation to the level of impact and the desired community participation. 

·  Use the chart outlining the benefits and constraints for each type of engagement 
(commencing on page 18), to ‘fine tune’ the selection of specific engagement tasks. 

Step 6 - Timeframes and resources 

·  Develop a timeline of the key engagement activities during the project 
·  Develop an estimated budget required to complete engagement plan  
·  Determine what skills are required and what resources are available  

Step 7 – Feedback and reporting 

·  Detail how and when each stakeholder group (participants, community, council and 
staff) will receive feedback during the project and the outcomes  

·  Define the outcomes that are expected from the approach and how the final outcomes 
will be documented and circulated. 

Step 8 – Evaluation 

·  Complete an evaluation summary including – summary of process and key outcomes, 
and provide to participants and publish on website  
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Step 1 – Project Objectives – What is the purpose? 
 
 

The first step of any engagement plan is to clearly identify the objectives of the engagement. 

This should also include a summary of the background to the project or issues and what has happened 
to date.   

Questions that need to be answered include: 

·  What is the purpose of the community engagement? 

·  What questions would you like the engagement activities to answer? 

·  What do you want the engagement to achieve? 
 
Key issues also need to be identified along with any statutory requirements. 
 
In determining the project objectives the Principles of community engagement detailed on page 4 should 
be considered to ensure that community values, needs and aspirations are understood. 
 
In addition it is useful to consider at this stage the level of internal commitment. This will include 
identifying:  

·  Who are the decision makers? 

·  What is their view on Community engagement? 

·  Clarification of the scope of decision 

·  Who are the preliminary stakeholders and issues? 
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Step 2 – Stakeholders 
 
 
Step 2 is about learning from the community and stakeholders. This is a critical part of the process and 
we need to think ‘who haven’t we heard from’ and ‘why’? 
 
The following activities should be considered in this step. 
 

2.1 Public perception 

Understand how people perceive the issues surrounding the problem / opportunity to be addressed and 
decision to be made. 
 
Once an initial list of stakeholders is identified it is important to gain an initial understanding of how they 
may view the decision. This can be conducted by key contact interviews of a range of stakeholders who 
represent a range of likely views. 
 

2.2 Develop a comprehensive list of stakeholders. 

A stakeholder is defined as those with an interest in or who may be affected by the outcome. There are 
many ways to identify stakeholders including: 

·  Draw on in-house knowledge 

o ask other people / teams who may have run similar projects 

o Brainstorm with cross section of staff 

o Contact the Community engagement coordinator in relation to any known lists of 
interested community members 

·  Review records: 

o People who have made previous submissions, attended forums etc 

o Other lists of people who have expressed interest  

o Use the Warringah Directory 

·  Ask the community 

o Call for expressions of interest – public announcements to promote call for interest 

o Ask key members of the community / groups who they think would be interested 

·  Identify any hard to reach groups 

Groups to be considered (this is a guide) 
 

Government departments service providers businesses utilities 

Residents Property owners Visitors Not for profit groups 

Disabled Youth Aged Culturally diverse 

Committees Community groups Schools and education Experts 

Sporting groups Environmental groups   

Other things to consider: 

·  Are there any barriers to involvement or support of the project eg bad experiences, lack of 
experience? 

·  How will these barriers be addressed? 

·  Are there any cultural considerations 
 
 



 

9 

 
 
 
 

2.3 Encouraging participation 

There are many reasons why people do not get involved in engagement activities. We need to ensure 
that suitable approaches are made to ensure inclusive participation. 
 
Some of the reasons for non-participation include: 

·  Lack of clarity around the problem / issue to be solved 

·  Poor communication and lack of awareness 

·  Bad experiences 

·  Perception that it will not make a difference 

·  Accessibility – venue, time, holidays etc 
 
The development of engagement plans should consider the timing and impact of other Council Projects 
to ensure that the community interest is not diminished due to conflicting time demands. 
 
A stakeholder communication plan is required to reach out to these groups and stakeholders. 
Each stakeholder group may have different communication needs. A single advert in the local 
newspaper is unlikely to attract all the potentially affected people. 
 
Strategies are needed to: 

·  Reach them 

·  Inform then 

·  Demonstrate the benefits of being involved 

·  Build relationships 
 

2.4 Matching Stakeholders and Issues 

 
Using the template overleaf (also included in Toolkit), complete a stakeholder analysis including: 

·  Identifying any key issues,  

·  Conducting an internal assessment of impact 

·  Identifying key stakeholder groups,  

·  their likely level of concern,  

·  their area of interest  

·  any key contacts 
 
Having completed the stakeholder analysis it may be necessary to revisit the project objective and issue 
to be addressed to ensure that this statement is consistent with the problem as identified by the 
stakeholders. 
 
It may also be necessary to confirm what is ‘in scope’ and what ‘is not’. 
 
 
 
 
 
 
Diag 1 – extract from IAP2 module 1 training manual 2006 
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Step 3 – Level of Impact  
 
 
Step 3 focuses on determining the level of impact of the proposed project or issue. 
 
The Community Engagement Matrix is based on four (4) impact levels, where impact relates to the 
‘effect of an action or change on the community’. The impact levels are as follows: 
 
Level of Impact Brief Description 

Level 1 (High – Warringah) High level of impact on the whole or a large part of Warringah. 

Level 2 (High – Local) High level of impact of a local nature, eg a local area, specific community or user 
group. 

Level 3 (Lower – Warringah) Lower level of impact on the whole or a large part of Warringah. 

Level 4 (Lower – Local) Lower level of impact of a local nature, eg a local area, specific community or user 
group. 

 
These levels are based on the assumption that any project, issue, service or action will have some real 
or perceived impact on the community. 
 
To determine the Level of Impact, staff will firstly need to determine the community group/s and 
stakeholders that are affected by the project, issue, service or action.  It may be appropriate to involve 
other Council staff in making these decisions and the approach to involving other staff should be 
determined early in the process. 
 
The criteria that staff should use to determine the ‘level of impact’ of a project, issue, service or action is 
provided on the following page.  Examples of activities across Council are also provided to assist staff to 
more accurately make their decision. 
 
At any time during a project, issue or action, it may be necessary to reassess the Level of Impact and 
vary the engagement approach accordingly, due to a change in the situation or recognition of 
implications. 
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Criteria for Determining Level of Impact 

�
 
Use the following criteria to determine the likely ‘level of impact’ of your project, issue, service or action. 
 
Level of 
Impact 

Criteria (one or more of the following) Examples 

Level 1 

High Impact– 
Warringah 

·  High level of real or perceived impact or risk 
across Warringah. 

·  Any significant impact on attributes that are 
considered to be of high value to the whole of 
Warringah, such as the natural environment or 
heritage. 

·  Any impact on the health, safety or well being of 
the Warringah community. 

·  Potential high degree of controversy or conflict. 

·  Likely high level of interest across Warringah. 

·  Potential high impact on State or regional 
strategies or directions. 

·  Council’s Strategic Community Plan 

·  Local Environmental Plan (Warringah Wide) 

·  Plans of Management (district or regional) 

·  A change to land categorisation, ie community 
to operational land 

·  Strategy Plan, eg Culture, Youth, Aged 

·  Removal of a facility or service catering across 
Warringah, eg library services 

·  Provision of a district or regional facility, eg 
skate park, indoor sports centre 

·  Key changes to a Warringah wide service, eg 
Beach Services, Waste Management 

·  Changes to or impact on natural bush land or 
waterway (where the natural values could be 
affected) 

Level 2 

High Impact– 
Local 

·  High level of real or perceived impact or risk on 
a local area, small community or user group/s of 
a specific facility or service. 

·  The loss of or significant change to any facility 
or service to a local community. 

·  Potential high degree of controversy or conflict 
at the local level. 

·  Local Environmental Plan (localised change) 

·  Removal or relocation of a local playground 

·  Change to or loss of valued activity or program, 
eg local youth activity 

·  Re-development of a sports ground 

·  Proposed removal or development of small 
pocket park 

·  Local street road closure 

·  Increase or removal of car parking in local 
shopping centre 

Level 3 

Lower Impact 
– Warringah 

·  Lower, although still some real or perceived 
impact or risk across Warringah. 

·  Potential for some controversy or conflict. 

·  Potential for some although not significant 
impact on State or regional strategies or 
directions. 

·  Improvements to a Warringah wide service, eg 
Emergency Services, Library Services 

·  Upgrade of a district or regional facility, eg 
Warringah Aquatic Centre 

·  Changes to Customer Service processes, eg 
payment of rates 

·  Most changes to fees and charges (unless 
contentious) 

·  Provision of a community wide event 

·  Review of community needs, eg Annual Survey, 
recreation needs assessment 

Level 4 

Lower Impact 
– Local 

·  Lower level of real or perceived impact or risk on 
a local area, small community or user group/s of 
a specific facility or service. 

·  Only a small change or improvement to a facility 
or service at the local level. 

·  Low or no risk of controversy or conflict at the 
local level. 

·  Upgrade of a local playground 

·  Local street or streetscape upgrade 

·  Changes to a local activity program, eg timing or 
venue/ location 
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Step 4 – Level of Community Participation  
 
 
Having decided on the ‘level of impact’, the next step is to determine the level of community participation 
that is appropriate for the particular project, issue, service or action.  Not all ‘high impact’ projects or 
issues will require a high level of community involvement or collaboration, although some will.  Due to 
the diversity of activities in Council, staff need to have flexibility in making this decision. 
 
It then becomes the responsibility of staff to fully understand the impact of their project or issue on the 
community and to select the appropriate level of community participation to match the situation. 
 
Five (5) levels of community participation have been developed, based on the level of involvement of the 
community.  These levels are based on the IAP2 spectrum and defined below. 
 

Level of 
Participation 

Definition Examples 

Inform 

One way communication 
providing balance and 
objective information to 
assist understanding about 
something that is going to 
happen or has happened 

·  Advising the community of a situation or proposal. 

·  Informing on a decision or direction. 

·  Providing advice on an issue. 

·  No response is required, although people are free to seek a further level of 
participation. 

Consult 

Two way communications 
designed to obtain public 
feedback about ideas on 
rationale, alternatives and 
proposals to inform 
decision making 

·  Undertaking market research to identify needs or issues. 

·  Seeking comment on a proposal, action or issue. 

·  Seeking feedback on a service or facility. 

·  Requiring a response, but limited opportunity for dialogue. 

·  Option for people to seek a further level of participation. 

Involve 

Participatory process 
designed to help identify 
issues and views to ensure 
that concerns and 
aspirations are understood 
and considered prior to 
decision making. 

·  Involving the community in discussion and debate. 

·  Ensuring informed input through briefings and information. 

·  Adopting a more personal and innovative approach through personal 
contact and meetings/ sessions that encourage participation. 

·  Involving at different times in the planning process, ie keeping informed 
and enabling further comment. 

Collaborate 

Working together to 
develop understanding of 
all issues and interests to 
work out alternatives and 
identify preferred solutions 

·  Establishing a structure for involvement in decision making, eg committee. 

·  Enabling ongoing involvement and keeping informed. 

·  Allocating responsibility in achieving initiatives. 

Empower 

Empowering the 
community to develop 
solutions and Implement 
them 

·  Joint Ventures 

·  Citizen juries 

 
Note: It should be noted that the ‘empower’ level on the spectrum has limited application in Local 
Government as the elected Council are the decision making body. However there may be occasions 
where non financial empowerment may occur. 
 
The likely link between ‘level of impact’ and ‘level of participation’ is provided on the following page to 
assist staff in their assessment.  To ensure the appropriate level of community participation, staff also 
need to consider specific legislative requirements and other relevant Council Policies.
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Guide for Determining Level of Participation 

 
Use the following chart to assist in determining the appropriate level of community participation relative 
to the likely ‘level of impact’ of a project, issue, service or action.  As highlighted by the chart, more than 
one level of participation will generally be required.  It should be noted that the order of undertaking the 
different levels of participation will vary with each project.  For example, it may be appropriate to seek 
information before informing the community. 
 
For high impact projects or issues that affect the whole of Warringah eg Strategic Community Plan, 
Housing Strategy, etc engagement activities should be considered to include areas across the LGA. 
 
Level of Impact Level of Participation 

Generally Required 
The Exceptions 

Level 1 

High Impact– Warringah 

Inform 
Consult 
Involve  
Collaborate  

In an emergency situation, it may not be feasible to involve the 
community or seek information prior to action  

A formal collaboration approach may not always be appropriate.  
This will only be essential where an ongoing involvement and 
community commitment is sought. 

Level 2 

High Impact – Local 

Inform 
Consult 
Involve  
Collaborate  

In an emergency situation, it may not be feasible to involve the 
community or seek information prior to action  

A formal collaboration approach may not always be appropriate.  
This will only be essential where an ongoing involvement and 
community commitment is sought. 

Level 3 

Lower Impact – Warringah 

Inform 
Consult 
Involve  

It will not always be necessary to involve the community.  For 
example, a review of needs may only require a survey, 
particularly if the community has been involved previously. 

Level 4 

Lower Impact – Local 

Inform 
Consult 

There will be times when staff will want to involve program or 
activity participants in planning or deciding on changes (to 
achieve a sense of ownership). 

At times it may be advisable to involve a local community in 
planning or decision making to avoid the risk of a project or 
action becoming a greater issue. 
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Step 5 – Methods and Tools for Engagement 
 

 
Step 5 ensures that appropriate methods and tools are used to engage the community. Use the Matrix 
on the following page to decide the specific types of engagement that are appropriate for the chosen 
‘Impact Level’ and for the desired level of community participation��
 
In particular: 

1. Select the desired level/s of participation in the left hand column. 

2. Move to the appropriate Impact Level column. 

3. Be guided by the symbol in that column. 
 
The symbols are intended to have the following meaning: 

���  Essential (the task must be undertaken). 

��  Desirable (the activity will be considered and selected as appropriate in the development of a 
flexible and tailored engagement plan). 

�  May be Appropriate (task may be appropriate depending on the situation). 
 
Staff will need to use the chart overleaf to identify the most appropriate methods and tools in developing 
the engagement plan. It should be noted that the plan will vary depending on the nature, complexity and 
impact of the issue or project and the selection of appropriate tools will vary accordingly. 
 
The Matrix is divided into Five Section (5) sections linked to level of participation, ie: 

·  Inform 

·  Consult 

·  Involve 

·  Collaborate 

·  Empower 
 
Appropriate engagement types/ tasks are listed under each level of participation.  Symbols have then 
been allocated firstly for the overall level of participation, ie inform, consult etc, and then for each of the 
engagement types/ tasks. 
 
It should be noted that the recommended engagement approach for a ‘level of participation’ will not 
necessarily match the specific tasks.  For example, if a level of participation such as ‘informing’ is 
designated as essential, this does not mean that a specific task will also be essential.  Instead it means 
that ‘in general’ the level of participation must be undertaken and that one or more of the specific tasks 
must be selected by staff to achieve this. 
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Table - Types of Engagement 

 
 

Type of Engagement 
Level 1 

High Impact– 
Warringah 

Level 2 
High Impact – 

Local 

Level 3 
Lower Impact – 

Warringah 

Level 4 
Lower Impact – 

Local 
INFORM ���  ���  ���  ���  
Personal Telephone Contact �  ��  �  �  

In Person Meeting �  ��  �  ��  

Written Correspondence, mail out ���  ���  �  �  

Fact sheet, brochure �   �   
Letter Box Drop �  ��  �  �  

Notice/ Advert in Local Paper ���  �  ��  �  

Notice in Newsletter �  �  �  �  

Media Release ���   �   
Site Display ��  ��  �  �  

Displays (eg shopping centre) ��  �  �   
Info Sessions / briefings ��  ��  �  �  

Social Media * ��  ��  ��  �  

Email - Community Contacts Register ���  ��  ��  ��  

Web site – info / updates ���  ���  ��  ��  

Banners / Posters / Signs ��  ��  �   

CONSULT ���  ���  ���  ��  
Suggestion box  �  �  ��  

Telephone Survey ��  �  �  �  

Written Survey ��  �  �   
Hotline/ Phone-in �  �  �   
Letter / Media Promotion inviting 
Submissions 

���  �  �   

Public Exhibition ���  �  �   
Interview �  ��  �  �  

Focus Group Session ��  ��  ��  ��  

Public Meeting �  �  �   

Feedback form ��  ��    

Social Media * ��  ��  ��  �  

Online Discussion Forum ��  ��  �   
INVOLVE ���  ���  ��  ��  

Meetings with key Stakeholders  ���  ��  ��  ��  

Meeting with target community groups 
eg parents, youth, aged, businesses, 
disabled, CALD 

��  ��  ��  ��  

Workshop Session ��  ��  ��  �  

Site Tour/ Meeting �  ��  �  �  

Public Art session �  �  �  �  

Community forum / debate �  �  �  �  

Community Committees  �  �  �  �  

Deliberative Polling �  �  �  �  

COLLABORATE ��  �  �  �  
Community Summit �     
Strategic Reference Groups ��  ��  �  �  

Working Party / Panel / Task Force ��  �  �   
Joint Advisory Committees ��  ��  �  �  

��� = Essential,   �� = Desirable,   �   =May be Appropriate 
Where there is no symbol, this means that the type of engagement may not be appropriate for the Impact Level. 

This list includes the main tools and techniques that Council uses for community engagement. There are many other tools and 
techniques that can also be considered.  *Social media is being evaluated. 
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Examples - Types of Engagement 

 
 
The diagram below demonstrates graphically where different methods and tools may sit on the spectrum 
taking into account the level of impact/ risk and the complexity of the topic or issue. 
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Adapted from Les Robinson 2002 
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Inform  

 
The following chart is provided to help staff define their specific approach to engagement, particularly 
where the Matrix identifies a engagement task as ‘desirable’ or ‘may be appropriate’.  The chart provides 
a brief description of each type of engagement and highlights the benefits and the constraints of the 
approach. 
 

INFORM 

Type of 
Engagement Description Benefit Constraint 

Personal Telephone 
Contact 

Informal unstructured 
information exchange 

·  Limited capacity to discuss 
issues 

·  Opportunity to exchange basic 
information 

·  Tend to be customer initiated 
·  No formal record/ tracking of 

information  

In Person Meeting Informal / semi formal 
discussion either one-to-one 
or in a small group 

·  Capacity to discuss issues and 
exchange different points of view 

·  Opportunity to develop rapport 
with community 

·  Tend to be customer initiated 
·  Limits the number of people 

accessing information  

Written 
Correspondence, 
Mail outs 

Personally addressed letter 
informing residents of a 
project, issue, service or 
action 

·  All affected people receive the 
same information 

·  Record of communication 
·  Generally cost effective 

·  Assumes literacy levels of 
residents 

 

Fact Sheet, 
brochures 

An leaflet designed to 
provide information on a 
particular item 

·  Enables presentation of the facts 
(ensuring an informed 
community) 

·  Potential to create greater 
interest through appealing 
presentation 

·  A more costly exercise 
·  Assumes literacy levels of 

residents 

Letter Box Drop Mass produced 
communication to affected 
people 

·  All affected people receive the 
same information 

·  Affordable broadcast of 
information  

·  Assumes literacy levels of 
residents 

·  May be perceived as ‘junk mail’ 
and ignored 

Notice/ Advert in 
Local Paper 

Paid advertisement in local 
newspaper 

·  A method of advising all 
residents 

·  Assumes interested/ affected 
people will read the paper 

Notice in newsletter Article in council or other 
community newsletter 

·  A method of advising some 
residents 

·  Depends on circulation of 
newsletter 

Media Release News story in the local paper ·  Creates interest in an issue 
through local media 

·  Depends on media reporting 
·  Risk of misrepresentation 

Site Display On-site information board 
describing proposed 
development / activity 

·  Places information in local area 
which is accessible to affected 
residents 

·  Impact of information depends 
on the quality of the display 

Displays in Other 
Locations (eg 
shopping centre) 

Visual and/ or auditory 
information is placed in a 
areas of high public use 

·  Potential to capture and inform a 
wide cross section of the 
community 

·  Dependent on quality of display 
·  May be a high cost if display is 

supported by staff to explain 
/answer questions  

Info sessions / 
briefings 

Community meetings to 
provide information on key 
projects and issues 

·  Can address and inform large 
numbers of community 

·  Needs to be planned in 
advance 

·  Promotion required to gain 
attendance and interest 

Bulk Email – 
community contacts 
/ register 

Email informing residents of 
a project, issue, service or 
action 

·  Cost effective and timely method 
of contact residents who have 
requested being involved 

·  Assumes lists are maintained, 
accurate and inclusive 

Website Information on Council 
website 

·  Cost effective method of 
displaying lots of information over 
time 

·  Not everyone has access to 
internet 

Banners, posters, 
signs 

Signs to raise awareness of 
events/ projects 

·  Provides broad awareness of 
projects / events 

·  Can be costly and time 
consuming to hang etc 

Social Media Use of technology and social 
networks to raise awareness  
of projects/ issues 

·  Still being investigated ·  Still being investigated 
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Consult 

 
 

CONSULT 

Type of 
Engagement Description Benefit Constraint 

Suggestion 
Box 

Provision of a place for 
customers to lodge ideas/ 
feedback 

·  Easy to implement 

 

·  Will lose impact if feedback is not 
provided on suggestions 

·  Can appear tokenistic if used as sole 
source of engagement 

Telephone 
Survey 

Individual phone contact to 
complete a structured 
interview 

·  Provides data to assess 
needs/ trends 

·  Personal approach tends to 
increase the level of response 

·  Capacity to reach a wide 
range of groups in the 
community 

·  Can be costly and time-consuming 
depending on the sample size 

·  Need to limit question options for ease 
of analysis 

·  Excludes people who do not have a 
telephone 

·  Major surveys can result in high ‘knock 
back’ (too busy, invasion of personal 
space etc) 

Written Survey Written structured survey to 
gather data/ information 

·  Provides basis for assessing 
needs/ trends or obtaining 
feedback on a service 

·  Enables broad or targeted 
input 

·  Attracts the interested respondents 
·  Can be costly depending on sample 

size.  
·  Tend to be limited to closed questions 

for ease of analysis 
·  Assumes literacy levels of residents 
 

Hotline/ 
Phone-in 

Time-limited opportunity for 
customers to make contact 
and provide feedback in a 
semi-structured/ informal 
context 

·  Capacity to reflect/ expand 
and clarify points 

·  Relies on skilled interviewers 
·  Relies on publicity and public interest 

Media 
Promotion 
Inviting 
Submission 

Broadcast to community 
seeking a written 
presentation of views on a 
proposal/ concept / activity 

·  Useful as part of a wider 
engagement process 

·  Broadens potential 
information source 

·  Easy to implement 
·  Enables formal comments on 

issues 
·  Demonstrates commitment to 

resident input 

·  Limits the opportunity for dialogue/ 
clarification 

·  Attracts organised & motivated groups/ 
individuals (not the silent majority) 

Public 
Exhibition 

The formal exhibition of a 
plan or document at key 
locations for a set period of 
time 

·  Gives all people in the 
community the opportunity to 
view and comment on a plan 
or strategy 

·  Requires a high level of promotion 
·  Requires the allocation of additional 

time to a planning process 
·  Requires motivated people to respond 

Public Meeting Gathering of large numbers 
of people to inform them of 
an issue or enable comment/ 
input 

·  Broadcast of information to 
large group 

·  Open to anyone who has an 
interest 

·  Requires good facilitation and 
management to ensure information 
exchange is handled well 

·  Risk of control or disruption by interest 
groups/ individuals 

Focus Group 
Session 

Semi-structured interview in 
a small group (with invited 
representative participants) 

·  Participants explore and build 
on issues 

·  Allows in-depth discussion  

·  May not be representative of all groups 

Feedback 
Form 

Forms – mail in or online to 
gain feedback on options 

·  Provide input from those 
unlikely to attend meetings 

·  Results not representative, can be 
skewed. Forms need to be promoted 

Social Media Use of technology and social 
networks to gain feedback 
on projects/ issues 

·  Still being investigated ·  Still being investigated 

Online 
Discussion 
forum 

Online moderated discussion 
forum at Yoursaywarringah 

·  Provides community to 
debate issues amongst 
themselves, anonymously 

·  Results not representative, can be 
skewed. Forums need to be promoted 
to gain input 
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Involve 

 
 

INVOLVE 

Type of Engagement Description Benefit Constraint 

Key stakeholder 
interviews / meetings 

Face to face structure / 
semi-structured meeting 
with a specific group – can 
be group or individual 

·  Capacity to draw out  and 
clarify issues of concern  

·  Rich source of customer 
information 

·  Opportunity to develop an 
action that responds to issues 

·  Requires a competent and 
effective facilitator 

·  Time consuming and costly 
·  May not be representative of all 

groups 

Meeting with target 
community groups, eg 
parents, school 
children, youth, aged, 
people with disabilities, 
business group etc 

Link to an existing meeting 
or formed group to discuss 
broader community needs 
or issues 
 

·  Involves people who would 
normally not have the interest 
or time 

·  Provides rich source of 
information on needs and 
issues within the community 

·  Requires facilitator who is 
skilled in relating to different 
groups and creating an interest 
in the topic 

 

Workshop Session Structured approach to 
involving meeting 
participants in working 
through an issue and/ or 
developing solutions.  Can 
be selected participants or 
an open meeting, although 
generally need to limit 
numbers to be effective, ie 
10-30 people. 
 

·  Can produce a plan or 
recommended actions or 
obtain specific feedback on 
plan or program 

·  Enables the involvement of all 
participants 

·  Requires participants to be 
open minded and represent a 
diversity of interests 

·  Requires a skilled facilitator 
·  Requires detailed recording of 

notes 

Site Tour/ Meeting Semi-structured or 
unstructured meeting at 
place of issue 

·  Opportunity for affected 
parties to view/ visualise 
issues or proposals 

·  Opportunity to clarify 
concerns and exchange 
views 

·  Require balanced participation 
to resolve issues and make 
recommendations 

Public Art Session The integration of public art 
into the engagement 
process, ie using public art 
as a tool to encourage 
people to express their 
ideas, views and values. 

·  A positive and creative way to 
involve people. 

·  Contributes to community 
development. 

·  Results in an art ‘product’ that 
can be used to enhance the 
urban environment. 

·  Resources required for 
materials. 

·  Requires a skilled facilitator 
 

Community Forum / 
debate 

Organised speakers and 
debating panels, used to 
inform and facilitate 
informed discussion on a 
topic. 

·  Participants become informed 
of all aspects of an issue. 

·  Promotes informed thinking. 
·  Ensures managed debate 

and discussion, and the 
recognition that there is more 
than one side to an argument 

·  Requires organisation in 
advance. 

·  Need to ensure speakers give 
balanced view. 

Community 
Committees 

Established community 
committees endorsed by 
Council 

·  Structure already in place 
·  Effective liaison with the 

community 

·  May not be representative 
·  Meetings only every 2-3 

months 
Deliberative Polling Measure informed opinion 

on an issue or topic 
·  Provides robust data if 

random sample of 
respondents is used 

·  Need a large number of 
participants (250-600) and 
hence costly 

·  Need to inform participants to 
provide meaningful response 
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Collaborate  

 
 
 

COLLABORATION  

Type of Engagement Description Benefit Constraint 

Community Summit Large representative 
community meeting ~ 500 

·  Large representative forum 
to gain input to help shape 
strategies and plans 

·  Costly and time consuming 

Strategic Reference 
Groups 

Formal Committees that report 
to Council on key Strategic 
areas. 

Run by Council and chaired by 
Councillors  

·  Involves community 
members in providing 
strategic input into key areas 
of Council 

·  Need to ensure the broad 
involvement of interested 
individuals 

·  May not be representative 

·  Only meets every few 
months 

Working Party/ panel/ 
Taskforce 

Group of people selected to 
work with Council to complete 
a task or develop a new service 
or facility 

·  Opportunity to maximise 
skills and resources within 
the community 

·  Rich source of skills and 
abilities to complement the 
roles undertaken by Council 

·  Requires a skilled 
chairperson to maximise the 
contribution of all members 

 

Joint Advisory 
Committees 

Formal committees run in 
conjunction with another 
organisations 

·  Involves community 
members in providing 
strategic input into key areas 
of Council and other 
organisations 

·  Need to ensure the broad 
involvement of interested 
individuals 

·  May not be representative 

·  Only meets every few 
months 
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Step 6 Timeframes and Resources 

Consider the following questions and stages in determining the time frames and resources required in 
Step 6: 

·  Develop a timeline of the key engagement activities during the project.  
-  Consider key dates of other activities and events that may affect the ability of 

everyone to participate eg School Holidays, special occasions, clashes with other 
major events. 

-  Early engagement is recommended for high impact projects 
-  Are there any legislative timeframes that may affect the time frame proposed? 
-  Has sufficient time been allowed to promote engagement and encourage 

participation? 
·  Develop an estimated budget required to complete engagement plan.  
·  Determine what skills are required and what resources are available. 

-  Consider skills of staff and if necessary use external consultants to provide or 
support the process 

-  If the project is high impact and likely to be controversial, consider the use of an 
independent facilitator / consultant to ensure a balanced and neutral approach. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Step 7 – Feedback and reporting 
·  Feedback 

-  Detail how and when each stakeholder group (participants, community, council 
and staff) will receive feedback during the project and after completion. 

-  Ensure that feedback is accessible to all stakeholders. 
-  Offer to capture the contact details of all stakeholders and community members 

that would like to be involved or who participate in the process and maintain this 
information. 

-  Ensure that these contacts are kept up to date with progress at key stages and 
send details of the Council report and date to all those who participated. This will 
provide feedback and encourage attendance at Council meetings if required. 

 
·  Considered outcomes and reporting 

-  Define the outcomes that are expected from the approach and how the final 
outcomes will be documented and circulated.  

-  What will happen to ensure that the opinions and views of those engaged will be 
taken into account when the decisions are made? 

-  Who will make the final recommendations and decisions and how will these be 
reported to Council? 

 

Stage 2Stage 1 Stage 3 Stage 4

Inform

Involve

Collaborate

Consult
Inform

Time

controversy 
risk 
effort

Stage 2Stage 1 Stage 3 Stage 4

Inform

Involve

Collaborate

Consult
Inform

Time

controversy 
risk 
effort
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Step 8 - Evaluation 
 
Evaluation is an important part of continuing to develop and improve community engagement processes. 
 
Feedback and monitoring should be encouraged throughout the entirety of the engagement process. 
The evaluation should focus on both the outcomes and process of community engagement. 
 
An evaluation summary should be completed for all major, high impact projects including – summary of 
project, the process and key outcomes. This summary should be provided to participants and on 
website. 
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Key Protocols 

There are a number of Council protocols that need to be taken into consideration when undertaking 
engagement activities.  The protocols for different types of engagement are as follows and are also 
outlined in the ‘how to’ sections of the Toolkit: 
 

Written Correspondence 

·  Written correspondence that refers to Council policy or makes a decision or commitment on 
behalf of Council must be endorsed by your Business Unit Manager and Director. 

·  All correspondence received by Council from the community or other stakeholders should be 
responded to within 10 working days. 

Brochures and Leaflets 

·  Final copies of all brochures and leaflets should be sent to Marketing and communications for 
reference and recorded in TRIM. 

·  All brochures and leaflets must be endorsed by your Business Unit Manager and in some cases 
the Director 

Letter Box Drop 

·  Councillors should be made aware of any material that is being distributed within the community 
·  Any material distributed to the community should be clearly defined, including the logo and 

design consistent with the Council’s image. 

Media Release  

·  All media releases are to be endorsed by Marketing Communications Unit and your Business 
Unit Manager and in some cases Director. 

·  Any reference to Council policy or the views of a Councillor or senior management are to be 
endorsed by your Director or the General Manager. 

Information Displays and Public Exhibitions 

·  Any displays or material should be clearly defined as belonging to Warringah Council, including 
the logo and design consistent with Council’s image. 

Community Surveys 

·  Community surveys that relate to the whole of Warringah or a priority issue should be endorsed 
by the Director and in some cases the Executive Management Team. 

·  Councillors should be provided with a copy of community surveys prior to distribution 

Hotline/ Phone-in 

·  All hotline/ phone-ins must be endorsed by your Director. 

Community Meetings (public meetings, workshops, tar geted meetings). 

·  Councillors should be made aware of all meetings and workshops that involve the broad 
community or relate to a project of ward or council significance.  Advice is to be via a memo to all 
Councillors and the Executive Team.   

·  Councillor diaries should be checked when arranging a relevant meeting/ workshop.  Meetings 
and workshops should not clash with Council meetings or key Council events. 

·  A summary of meeting notes should be sent to participants and Councillors within 10 working 
days, to maintain the interest and to show a professional approach. 
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Community Committees 

·  Proposals for Community Committees must be reported to Council for endorsement. 
·  Community Committees will have a specific Charter and Guidelines and will be for a specific 

term.  
·  Refer to the policy - Committees Appointment of Community & Other Stakeholder 

Representatives - Council Committees 

Joint Ventures 

·  Any proposal for a joint venture (financial or otherwise) must be reported to Council for 
endorsement before proceeding. 

Bulk emails or SMS 

·  Bulk emails or SMS messages to community groups must be approved by the Business Unit 
Manager prior to sending 

·  Bulk emails from the Community contacts register should be centrally coordinated to avoid 
conflicting and multiple messages from Council 

Online Discussion Forum 

·  Online discussion forums using Yoursaywarringah.com.au must be approved by the Business 
Unit Manager. 

Social Media 

·  The use of Social Media (Face Book, Twitter, You Tube) must be approved by a Director. 
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Attachment 1 - Community Engagement Plan Checklist 
 
 
Attach this checklist to your project plan. 
 

Project Engagement Co-
ordinator 
(Name, Title, Department) 

 

Project Title  (Issue, Service or 
Action) 

(Title and/or Brief Description) 

 

P
ro

je
ct

 T
ea

m
 

Project Management 
How will the project be 
managed? Is there a project team  

Will other staff be involved, and if 
so - who and how? 

 

Purpose and Objectives  for 
the community engagement 
 

 

 

 

Background 
Brief summary of the project 
background 

 

 

 

1.
 P

ur
po

se
 a

nd
 O

bj
ec

tiv
es

 

Key issues 
Identify any key issues? 

 

 

 

 

2.
 S

ta
ke

ho
ld

er
s Stakeholders 

List the main community and 
stakeholder. 

Complete stakeholder analysis 

 

 

 

3.
 Im

pa
ct

 Level of Impact 
Using the Matrix - what is the 
‘level of impact’ of the project, 
issue, service or action? Tick 
one. 

•  Level 1 (High – Warringah) 
•  Level 2 (High – Local) 
•  Level 3 (Lower – Warringah) 
•  Level 4 (Lower – Local) 

 

4.
 P

ar
tic

ip
at

io
n 

Levels of community 
participation 
What are the appropriate – refer 
to IAP2 spectrum 

Tick as many as required 
throughout project. 

•  Informing 
•  Consulting 
•  Involving 
•  Collaboration 
•  Empower 
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Engagement methods, tools 
Select the most effective 
techniques to engage target 
groups at each stage of the 
project and for each level of 
participation? 

See template. 

 

 

5.
 M

et
ho

ds
 &

 T
oo

ls
 

Access Plan 
Ensure needs of groups with 
special requirements are met– 
accessibility, language, cultural, 
hearing, sight requirements etc 

 

 

Timeframe 
Create a timeline of each 
engagement activity throughout 
the project. 

 

6.
 T

im
ef

ra
m

e 
&

 R
es

ou
rc

es
 

Costs and Resources 
What are the estimated costs? 

What resources do we have? 
Who will conduct the activities? 

 

 

Feedback 
How & when will the community, 
participants, council and staff 
receive feedback during the 
project and the outcomes 

 

7.
 F

ee
db

ac
k 

&
 r

ep
or

tin
g 

Reporting 
How will the final outcomes be 
documented and circulated? 
What are the expected outcomes 
of the approach?  

 

 

8.
 E

va
lu

at
io

n Evaluation  
Who was involved, methods 
used, timeframes, information 
provided, costs 

How will you assess the success 
of the engagement? 

 

 

Other 
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Definitions 
 
 
Definitions for key terms that are used in this Community Engagement Matrix and not previously defined 
in the document are outlined below: 
 

Key Term – Acronym Definition 

Community Includes all the people who live, work, study, own property, conduct private or government 
business, visit or use the services, facilities and public spaces and places of the Warringah 
area. The community can be referred to as stakeholders or comprise of stakeholders. 

Engagement A broader term which includes all levels of including the community in decision making. 
Consultation is one level of engagement. 

Consultation Is a process of community engagement that seeks to inform the community or draw out the 
views and preferences of the community. These views are used to inform decision makers 
and should provide a guide to decision making  

Communication Generally refers to the exchange of information from Council to the community, and can also 
include the exchange of information or views from the community to Council 

Level of Impact The degree to which a community is affected or serviced by a decision. 

Community Participation The degree to which a community is involved in planning or decision making.   

Warringah (Impact Level) Where a project, issue, service or action: 

·  Relates to all people living or working in Warringah, or 

·  Relates to a significant proportion of people, or 

·  Has the potential to impact on other facilities or activities within Warringah 

Local (Impact Level) Where a project, issue, service or action primarily relates to a local community or a group of 
users of a specific facility or service. 

IAP2 International Association of Public Participation www.iap2.org.au 

Submission A submission is a formal response to a public document made during the public exhibition 
period. 

 
IAP2 Public Participation Spectrum 
 

 Inform Consult Involve Collaborate Empower 

Community 
engagement 
objective 

 

To provide the 
community with 
balanced and 
objective 
information to 
assist them in 
understanding the 
problem, 
opportunities and 
solutions 

To obtain public 
feedback on 
analysis and/ or 
decisions 

To work directly 
with the community 
throughout the 
process to ensure 
that concerns and 
aspirations are 
understood and 
considered 

To partner with the 
community in each 
aspect of the 
decision including 
the development of 
alternatives and 
identification of the 
preferred solution 

To place the final 
decision making in 
the hands of the 
community 

Promise to 
the 
community 

We will keep you 
informed 

We will keep you 
informed, listen to 
and acknowledge 
concerns and 
aspirations, and 
provide feedback 
on  

We will work with 
you to ensure that 
your concerns are 
aspirations are 
directly reflected in 
the alternatives 
developed and 
provide feedback 
on how community 
input influenced 
the decision 

We will look to you 
for advice and 
innovation in 
formulating 
solutions and 
incorporate your 
advice and 
recommendations 
into the decisions 
to the maximum 
extent possible 

We will implement 
what you decide 

Example 
Techniques 

Fact sheets 
Web sites 
Info sessions 

Public comment 
Focus groups 
Surveys 
Public meetings 

Workshops 
Deliberative polling 

Citizen advisory 
committees 
Consensus 
building 

Citizen juries 
Joint Ventures 
Ballots 
Delegated 
decisions 

 


