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Executive summary 
 
Council is committed to governing the City of Glen Eira in a democratic, open and 
responsible manner in the best interests of the whole community. This commitment is set out 
as one of the eight strategic objectives adopted in the Community Plan 2013. 
 
Engagement strengthens the community by involving citizens in the democratic process and 
by providing opportunities for them to express their points of view. Participation in civic life is 
recognised as being central to good health, developing strong and supportive networks and 
creating a positive community spirit.  
 
Community engagement is a regular and important part of Council’s everyday services. 
Through a variety of engagement processes, Council fulfills its mandated role of providing 
governance and leadership for local community through advocacy, decision making and 
action.  
 
Council’s policy for community engagement includes a commitment to: 

 inform the community; 

 encourage the community to play an active role in the future of Glen Eira; 

 build a strong, connected and inclusive community;  

 engage citizens in the democratic process; 

 deliver accessible community engagement activities; and 

 ensure a consistent whole of Council approach to community engagement.  
 

The guidelines recognize that there is a rich diversity of different perspectives, skills, 
knowledge and experience within the community that can be used to solve local issues, 
strengthen the broader community and improve the delivery of Council services. Council 
listens to community ideas, concerns and aspirations and harnesses community knowledge 
for the benefit of all. 
 
The Community Engagement Strategy provides guidelines for community engagement that 
has five interconnected components.  
1. When Council will engage with the community. 
2. How Council will engage with the community. 
3. Encouraging the community to participate. 
4. Making decisions in an open and transparent way. 
5. Providing feedback about the outcome of Council processes. 
 
The preparation of the Community Engagement Strategy demonstrates a commitment by 

Council to actively engage the local community through best practice consultation methods. 
The Strategy guides how Council will engage with the Glen Eira community and outlines its 
approach to community engagement including methodologies, tools and techniques.   
 
Council will use current and emerging technology to provide broader opportunities for the 
community to have their say about Council services and future plans. The use of sound 
evidence, community input and representation, transparent decision making processes; 
including proper follow-up and reporting, will ensure Glen Eira continues to offer services 
that meet community needs.  
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Inform     

Provide community with 
balanced and objective 
information to assist them  to 
understand the  issue, 
change,  alternatives, 
opportunities and/or solutions.   

Consult     

Obtain community feedback 
on analysis, alternatives 
and/or decisions.. 

 

 

Involve    

Work directly with community 
to ensure community 
concerns and aspirations are 
consistently understood and 
considered.  

   

Collaborate   

Partner with community in 
decision making including 
development of 
alternatives and solutions.  

 

Inform     

Provide community with 
balanced and objective 
information to assist them  to 
understand issues, change, 
opportunities and/or solutions.   

Consult     

Obtain community feedback on 
analysis, alternatives and/or 
decisions.. 

 

Involve    

Work directly with community to 
ensure community concerns 
and aspirations are consistently 
understood and considered.  

Collaborate   

Partner with community in 
decision making including 
development of alternatives 
and solutions.  

1. What is community engagement?  
 
Community engagement is about enabling the community and other interested parties to be 
informed and invited to contribute to Council services, events, strategic plans, issues and 
projects. Engagement strengthens the community by involving citizens in the democratic 
process and providing them with opportunities to express their points of view. Participation in 
civic life is recognised as being central to good health, developing strong and supportive 
networks and creating a positive community spirit. 

 

By engaging with the community, Council acknowledges the right of citizens to have their 
say and get involved with local issues that affect them, their family and their community. It 
also enables Council to meet the needs of the community by ensuring that planning and 
decision making is based on an understanding of the needs and aspirations of community 
members. 
 
Who is our community? 

Our community includes people who live, work, access services, participate or contribute to 
community life in Glen Eira. This includes residents, ratepayers, State and Federal 
government agencies, non-government agencies, the private sector, community 
organisations and groups, churches, 
schools and local government partners.  
 
How do we engage with our community? 

Tools used by Council to engage the 
community and encourage participation 
include:  information via the media, Council 
website, surveys, newsletters, publications, 
questionnaires, submissions, workshops, 
forums, advisory groups, committees and 
community signage. 
 
Information sharing and gathering is an 
essential element of successful community 
engagement. Council regularly provides 
information to the community about 
activities being undertaken, including 
service delivery, major projects and capital 
works. Information improves access to 
services and it also encourages 
understanding and meaningful engagement 
with a variety of views and opinions.  
 
At different times and for different purposes Council uses community engagement to inform, 
consult, involve and/or collaborate with community members. 
 

 

Governance and  
balanced 

decision making 

Strategy and 
business 

imperatives 

Community 
aspirations and 

concerns 

Individual 
needs 
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2. Benefits of community engagement 
 
Effective community engagement provides the building blocks for a more resilient 
relationship with our community.  Through engaging with the community Council can 
increase involvement in decision making processes, strengthen people’s political 
involvement and create more accessible government.  In addition, community engagement 
can help community members and other stakeholders understand competing priorities, 
complex issues and change. There are six key building blocks that underpin community 
engagement. 
 
 
1. Complements representative democracy 

 
The choices that people make at election time do not necessarily guarantee that they will 
agree with everything their representatives may do in the future. Systematic and regular 
engagement is necessary to complement the electoral process by the community informing 
governments of ongoing issues.  
 
2. Leads to better decision making 

 
Good decision making is dependent upon the quality of information used to make the 
decision. Community engagement aims to ensure all stakeholders or potential stakeholders 
are informed and given the opportunity to participate in a consultative process so that 
Council can make decisions that are more closely matched to the needs and aspirations of 
the community. 
 
3. Creates a strong community 
 
Having a community that is informed about, and engaged in, local issues creates a strong 
community. Community engagement informs the community of policy directions of the 
Council and empowers the community to input into Council decisions and to implement and 
manage change. 

 
4. Builds trust and confidence 

 
Community engagement builds trust and confidence within the municipality. Involving the 
community, consulting and informing residents builds trust and makes them part of the 
governance process. 
 
5. Fosters networks and relationships 

 
Close relationships between Council and the community foster networks and new 
relationships that can lead to opportunities for developing partnerships and co-ordination of 
projects and services that improve outcomes for the community. 
 
6. Enhances community leadership 
 
Community engagement is beneficial to Council’s role as a community leader. Council 
leadership is characterised by processes of providing information, engagement and checking 
of its position through appropriate means. 
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3. Role of Council 
 
Council is committed to utilising the knowledge, skills and expertise of the community. The 
role of Council is to plan, be responsible and provide accountable leadership for decision 
making in the municipality.   
 
Council and Councillors are subject to a range of 
legal requirements and responsibilities. For 
Council decision making to be legal, effective, 
transparent and accountable, decisions are made 
weighing and balancing community expectations, 
legal responsibilities and other relevant factors, 
including: 
 statutory requirements of the Local 

Government Act 1989; 

 other statutory consultation requirements;  
 fiscal responsibility; 
 economic / financial considerations; 
 health and safety considerations; 
 equity and diversity considerations; and 
 environmental, social and cultural benefits 

throughout the Municipality. 
 
 

4. Council’s policy 
 
This Community Engagement Strategy guides the implementation of Council’s community 

engagement policy.  The policy supports a strong, active and inclusive community, which is 
informed and involved in Council activities and processes.   
 

Community engagement policy 

Through a variety of engagement practices, Council fulfills its vision in the Community Plan 
for a community with a strong sense of belonging and connection.  Council will: 

1. inform the community about local issues and encourage the community to play an active 
role in the way Council delivers services and plans for the future of Glen Eira;  

2. provide all members of the community with the opportunity to participate in engagement 
processes that assist Council to make decisions reflecting the needs and aspirations of 
the community; 

3. build a strong, connected and inclusive community by engaging citizens in the 
democratic processes of Council to develop a positive community spirit; 

4. deliver accessible community engagement activities that provide variety, flexibility and 
choice so that all members of the community can easily and readily engage with Council 
and express their views; and 

5. ensure a consistent whole of Council approach to community engagement that provides 
decision makers with high quality, accurate information that best reflects the views of the 
community. 

 
 
 
 

Local Government Act 
 
The Local Government Act 1989 sets 
out the role and purpose of Council and 
states: 
 
 ‘it is the role of the Council to 

provide governance and leadership 
for the local Community through 
advocacy, decision making and 
action;’ and 

 
 ‘the primary objective of Council is to 

endeavor to achieve the best 
outcomes for the local community 
having regard to the long term and 
cumulative effects of decisions.’ 
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5. Guidelines for community engagement 

 
Council will consider the impact on the community as the main initiator for determining when 
to engage with the community. The engagement tools to be used will be dependent on the 
specific issue and the scope of the project.  
 
The guidelines for community engagement have five interconnected components:  

 when Council will engage with the community 

 how Council will engage with the community 

 encouraging the community to participate 

 making decisions in an open and transparent way 

 providing feedback about the outcome of Council processes. 
 
The following section outlines the community engagement process used by Council. 
 
 
 
When Council will engage with the community 

 
The level of impact a decision or strategy will have on the community is the main rationale 
for engagement. A complimentary consideration is the level of community interest.  
 
It is customary for Council to consult on issues that are high 
impact and have high community interest; for example, the Open 
Space Strategy has been the subject of extensive consultation 
including community surveys, public meetings, inviting 
submissions and online touch points. However some issues of 

high impact may not receive high interest from community 
members, and other times things that have a relatively low impact 
on the community as a whole will be the subject of high local 
concern.  The important aspect is balancing interest and impact. 
Each point of engagement should be reflective of the needs and 
purpose of the activity. 
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 Impact on community 

When we 
engage 

How we 
engage 

Encouraging  
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Providing 
feedback 
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Our approach 
Where ever possible Council will ensure that 
engagement opportunities are timed so that 
community members input can inform policy, 
planning and decision making.   Engaging the 
community early will enable real engagement with 
issues and enhance the credibility of the 
engagement process. 

 
 

The following circumstances will prompt planning of community engagement activities within 
Council.  
 

 The proposed change; whether policy, strategy, program, project or issue, significantly 
affects the community in terms of the economy, lifestyle, environment or amenity of the 
municipality; 

 

 The proposed change considerably affects the way services are provided; 
 

 The proposed change is likely to generate community concern (strong or mixed views); 
 

 Council needs more information on which to make an informed decision which will have 
a major impact; and 

 

 Where key emerging issues require proactive engagement to determine community 
views and aspirations. 

 
The community is regularly consulted about a range of issues and by a range of 
organisations in different ways. Council will utilise existing research and findings to inform 
Council engagement activities and decision making. 
 
 
 
 
 
 
 
 
 
 
 
How Council will engage with the community 

 
Community engagement techniques will vary depending on who is being consulted and the 
nature and complexity of the issue. Available resources will also be a consideration in 
determining the consultation techniques to be utilised including, the timeframe for the 
consultation, the funds available and the staffing capacity. A range of tools and techniques 
(appendix I) and up-to-date approaches (appendix II) are available at the end of this 

document to inform approaches to engagement. 

 
Special considerations 
 

 The engagement techniques that include public meetings, 
forums or workshops will be facilitated by experienced senior 
staff or appropriately qualified, independent community 
engagement professionals. 

 

 On occasions where Council establishes a working group to 
focus on particular local issues or Council strategy, specific 
terms of reference and reporting mechanisms will be 
established. Such groups will cease to function once Council 
is satisfied that their work is complete. 

 

 There are some matters where legislation prescribes when 
Council is required to undertake consultation and the process 
of consultation that must be undertaken. Town Planning and 
the process for the sale of Council property are two such 
examples. Council is required to comply with Federal or State legislative processes. 

When we 
engage 

How we 
engage 

Encouraging  
participation 

Decision 
making 

Providing 
feedback 
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Our approach 
A range of engagement techniques will be utilised 
to ensure greater participation levels. These will 
include community meetings, surveys, focus 
groups, consultative workshops and on line 
engagement opportunities. The methods shall be 
chosen to ensure customer friendly mechanisms 
are provided to the community and that those with 
strong views can readily access Council to share 

those views. 

Guide for engaging with the community 

 
The tables on pages 10 and 11 provide a guide for engaging with the community.  It should 
be noted that they exclude circumstances where a matter concerns public safety and 
requires an immediate response by Council to reduce risk of harm or injury. In these 
instances Council will take immediate action to protect public health. Such situations may 
include the instance of storm damage, where a tree poses a risk and needs to be removed 
or an environmental health alert. 
 
The tables identify four drivers for engagement. These are strategic planning, facilities 
management, planning and environment and service delivery:  
 

 Strategic planning and development; covers Council key strategic plans and 

strategies incorporating those required under the Local Government Act 

 Facilities management; includes the management of Council assets such as parks, 

sporting grounds and other community buildings 

 Planning and environment; encompasses works in local streets, traffic planning, 

parking and environmental strategies 

 Service delivery; comprises customer services, delivery of Council services and 

festivals and events. 

 
The tables outline the type of Council activity that prompts engagement. The information 
included is not intended to be a full list of Council activity but a sample to guide when and 
how to consult.  
 
Similarly, the engagement strategies listed under the engagement framework of inform, 
consult, involve or collaborate are an illustration of options to guide decision making. The 
table also provides examples of activity previously undertaken (a list of engagement tools 
and techniques is included in appendix I).   
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Driver for engagement:         Strategic planning and development 
Examples of 

Council activity Inform Consult Involve Collaborate 

 
Disability Action 
Plan 
 
Open Space 
Strategy 
 
Municipal Early 
Years Plan 
 
 
 

    

Provide information 
to the community 
about previous plans, 
draft plans or 
research impacting 
on decisions 
 
Inform through 
Newsletters, website 
and social media as 
appropriate 
 
Endorsed strategies 
and plans published 
on the Council 
website 

Obtain feedback, 
analyse alternatives 
or discuss decision 
making through 
forums, focus groups 
or online 
 
Invite submissions to 
draft documents 
 
Survey community 
members – 
telephone, paper, 
online 
 
Write to stakeholders 
and invite comment 

Involve the 
community in 
identifying community 
concerns and 
aspirations 
 
Build understanding 
about development 
alternatives and 
identify preferences 

Convene a reference 
committee 
 
Form a Council / 
community 
committee  
 
Community members 
sign up to issue-
specific online forums  

Examples of engagement: 

Council meeting 
minutes available on 
Council website 
 
Community 
consultations 
promoted in GE 
News and through E-
newsletter  
 
Strategic plans such 
as Disability Action 
Plan and Early Years 
Plan available on 
website 

Survey sent to all 
residents in Glen Eira 
News to complete. 
 
Draft strategies such 
as the Environmental 
Sustainability 
Strategy, available 
for comment: 

 Council’s website 

 Service Centre 

 Council libraries  
 
Online portals such 
as have your say to 
receive community 
feedback 

Community forums 
held to collect 
community views and 
aspirations for such 
things as 
environmental 
concerns or the 
development of 
Municipal Early 
Years Plan  
 
Social media used to 
engage community 
members in forums 
and discussion on 
issues 

Disability Reference 
Committee 
 
Community Plan 
Consultation 
Committee 
 
Arts and Culture 
Network  
 
Online forums 
contribute to decision 
making and 
exploration of 
alternatives and new 
approaches 

Driver for Engagement:         Facilities management 
Examples of 

Council activity Inform Consult Involve Collaborate 

 
Re-development of 
a sports ground 
 
Managing Council 
leases with 
community groups 
 
Park / pavilion 
upgrade 

Provide update on 
major infrastructure 
projects  
 
Provide information 
regarding how to hire 
facilities 

Invite submissions 
 
Online forums 
 
Survey community 
members – 
telephone, paper, 
online 

Meet with facility 
users  
 
Hold a public meeting 
 
Blogs and chat rooms 
to share ideas 

Community members 
sit on Advisory 
Committees 
 
Online discussion 
groups and park 
planning tools 

Examples of engagement:    

Centenary Park 
Pavilion upgrade 
update in GE News  
 
Information about 
works to Caulfield 
Park ovals 3 and 4 
provided on Council 
website 
 
 

Online forums via 
Have Your Say to 
review strategies 
such as Dog off-leash 
areas 
 
Online surveys such 
as Caulfield Park 
Conservatory online 
survey to obtain 
feedback 
 
Meet with park users 
and local residents 

Quarterly meetings 
held with groups who 
use senior citizen 
centres 
 
Regular Recreation 
Committee meetings 
held with tenants and 
residents for each of 
the parks 
 
Online question and 
answer forums 

A community member 
sits on each of the 13 
Reserve Advisory 
Committees which 
meet three to six 
times per year 
 
Mapper tools in online 
consultation which 
allow  community 
generated content to 
be linked to a local 
area or park map 
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Driver for engagement:       Planning and environment 
Examples  of 

Council activity Inform Consult Involve Collaborate 

 
Local street 
upgrade 
 
Environmental 
sustainability   
 
Local traffic 
development 

Provide information 
kit for new 
developments on 
options for 
sustainable design 
 
Present to school and 
community groups. 

Interview key 
stakeholders 

 
Local neighborhood 
meeting 
 
Accept submissions 
 
Use online tools for 
submissions   

Facilitate discussion 
between objector and 
applicant    
 
Facilitate network 
meetings  
 
Meet with residents 

Convene an advisory 
committee 
 
Participate in external 
networks 

 Examples of engagement:

Locations of traffic 
calming treatments 
promoted in GE News 
 
 

Call for submissions 
about  issues such as 
road management 
plans: 

 Written 

 Online consultation 
channel 

 
Consultation on 
Environment 
Sustainability 
Strategy by inviting 
written submissions  
 
Invite on-line 
submissions through 
tools such as 
submission manager 
to obtain community 
feedback 

Convene networks for 
specific interest group 
such as Glen Eira 
teachers 
Environmental 
Network and 
Sustainable Gardens 
Network 
 
Planning consultation 
meetings with 
objector and applicant 
to resolve objector 
concerns 

 
Invite online 
contributions and 
engage in discussion 
on issues 

Environment Advisory 
Committee includes 
community 
representatives 
 
Participate in 
meetings of the 
Eastern Alliance for 
Greenhouse Action 

Driver for engagement:      Service delivery
Examples of 

Council activity Inform Consult Involve Collaborate 

 
Key change to 
Glen Eira wide 
service 
 
Delivery of 
festivals and 
events 
 
Universal access 
to kindergarten 
    

Promote upcoming 
events  
 
Advise of changes to 
services  in 
community signage 
flyers or Newsletters 

Customer satisfaction 
survey 
 
Hold a public meeting 
to obtain feedback 
 

Focus group held with 
service users 
 
Presentations to 
existing groups and 
networks 

Organise a  
community wide 
event in collaboration 
with community 
members 

 Examples of engagement:   

Grants workshops to 
inform of funding 
guidelines and 
eligibility criteria 
 
Article in GE News 
advising of changes 
to Council’s  
Breastfeeding 
Support Service 

Annual surveys such 
as the Maternal and 
Child Health annual 
service user 
questionnaire 
 
Member  telephone 
survey as in the 
annual Library survey 
 
Service users invited 
to comment on child 
care policy and 
procedures 
 
Quick polls online to 
obtain follow up 
information on issues 
in key projects 

Presentation and 
discussion of 
Publications Survey 
at Disability 
Reference Committee 
meeting. 
 
Focus groups with 
library users to 
participate in the 
development of new 
library services. 
 
Facebook pages to 
encourage ongoing 
dialogue about 
services 

Youth leadership 
team help organise 
youth events such as 
the Youth Art Expo 
 
Community members 
assist with planning 
events such as Arts 
and Culture 
volunteers 
involvement in Party 
in the Park and Glen 
Eira Storytelling 
Festival 
 
 

 
Note: The above tables do not include Council statutory responsibilities. Where Council is 
subject to legislative or legal responsibilities that govern the way Council must consult with 
the community these legislative responsibilities will take precedence.  



 

 12 

Our approach 
All groups and individuals will be actively 
encouraged to participate and any barriers to 
participation will be tackled in the planning 
phase.  This is particularly relevant for groups 
and individuals who have traditionally not 
participated for reasons such as language, age 
or mobility. 

When we 
engage 

How we 
engage 

Encouraging  
participation 

Decision 
making 

Providing 
feedback 

 
Encouraging the community to participate 

  
Council will use a wide variety of mechanisms to inform the community about Council 
engagement activities and to encourage active participation in these processes.  
 
The community will be kept informed about Council engagement 
activities through Council’s newspaper — Glen Eira News, local 
Leader newspapers, Council’s website, electronic newsletters 
and community signage (see appendix III on informing the 
community). 

 
Stakeholders consulted by Council will vary according to the 
issue and are likely to include residents, ratepayers, businesses, 
volunteers, as well as; 

 peak bodies; 

 those who work in the City;  

 users of a particular facility or service;  

 other service providers/agencies;  

 community groups;  

 other levels of government; and  

 people who participate or contribute to community life in the 
City. 
 

Particular groups within the community may also include:  

 older people;  

 families;  

 children;  

 youth;  

 different ethnic groups;  

 people with a disability; and  

 hard to reach members of the community. 

 

Information about Council’s engagement process will include the title of the consultation, a 
brief summary of what the consultation is about, why it is being undertaken, any key issues, 
and how the subject impacts on the community. 
 
Some engagement tools will provide information that is statistical and related to quantity and 
measures; others will focus on comment, discussion and process. Often a combination of 
engagement tools will be required to ensure a range of community members are encouraged 
to participate (see appendix IV for information on balanced methodology). 
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When we 
engage 

How we 
engage 

Encouraging  
participation 

Decision 
making 

Providing 
feedback 

Open transparent decision making 

 
Community views gathered through community engagement 
activities will be considered, along with a range of other 
information, as Council deliberates and completes the decision 
making process. Decisions will typically be made at Statutory 
Council meetings open to the public and where the decisions are 
recorded in Council minutes. All Council meeting minutes are 
published on the Glen Eira City Council website. 
 
The use of sound evidence, community input and representation 
compliments transparent decision making processes. These 
processes, including proper follow-up and reporting, will ensure 
Council continues to offer services that meet community needs.  
 
All Councillors and staff must adhere to strict conflict of interest 
requirements contained in the Local Government Act and Council 
Codes of Conduct.  

 

Community input will be disclosed (subject to the requirements of 
the Information Privacy Act) as well as factors considered to form 

decisions. 
 
 
 
 
 
 
 
 
Providing feedback to participants and the community  

 
Council will implement a process that keeps the community 
informed and up-to-date. To this end the community will be 
provided with feedback after the engagement process has 
occurred. The feedback will generally include the decision, the 
process followed and the reasons for the decision.  
 
Council recognises that ‘closing the community engagement loop’ 
and providing feedback to participants is important in respecting 
the partnership and maintaining ongoing engagement with the 
community. 
 
Results of community consultations will be published on Council’s 
website and in the Glen Eira News, where possible.  

 
Informing people of outcomes incorporates a review of key 
themes, those that engaged and whether methods were 
accessible, timely and easy to use for community members. This 
process informs improvement.  
 
 
 
 
 

Our approach 
Those who participate in a Council 
consultation process, and provide contact 
details, will be advised of the outcome.  

 

Our approach 
Decisions are made weighing and balancing 
community expectations, legal 
responsibilities and other relevant factors. 

When we 
engage 

How we 
engage 

Encouraging  
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making 

Providing 
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Appendix I: Tools and techniques 

 
The following table outlines the engagement tools and techniques which are used by Council 
to inform its decision making. This information has been taken from the International 
Association for Public Participation. As outlined previously, quality engagement often 
requires the use of more than one technique. 
 
The table also outlines strengths and weaknesses of each technique. Results obtained 
through engagement activities must be balanced against the relative strengths and 
weaknesses of both the methodology and the technique used. 
 

Technique Description Advantages Disadvantages 
Telephone 
Surveys 
 
Methodology:  
Quantitative 

A random sample of 
the population 
contacted by 
telephone to obtain 
specific information. 

 Can provide 
statistically valid, 
quantitative data. 

 May get people who 
do not attend 
meetings. 

 Cross-section of the 
community. 

 Many people dislike 
the invasiveness of 
phone calls to their 
home. 

 Limited capacity to 
explore complex 
issues. 

 Many people screen 
calls. 

 Declining number of 
people with 
landlines. 

Surveys and 
questionnaires 

 
Methodology:  
Quantitative 

Mailed randomly to 
sample population or 
to all households. 

 Provides statistically 
valid quantitative 
data. 

 May capture those 
people who do not 
attend meetings. 

 Provides input from 
a cross-section of 
the community, not 
just those with 
strong views. 

 Participants may 
find it a more 
comfortable way to 
share their thoughts. 

 Response rates are 
usually low. 

 Expensive to ensure 
statistically valid 
results. 

 Can get lost in the 
junk mail. 

 Difficult for people 
from culturally and 
linguistically diverse 
backgrounds and 
those with a 
disability. 

Community 
meetings or 
forums 

 
Methodology:  
Qualitative 

Formal meetings 
often with 
presentations. Can 
include Council 
Ward meetings or 
neighbourhood 
meetings. 

 Provides 
participants with 
opportunity to learn 
and speak out. 

 Opportunity to hear 
a range of views. 

 Can be cost 
effective. 

 Requires good 
facilitation. 

 Only vocal people 
speak out. 

 Can be difficult to 
get people to attend 
unless the issue is 
of major interest. 

 Can be dominated 
by specific interest 
groups. 
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Technique Description Advantages Disadvantages 
Focus groups 
and 
workshops 

 
Methodology:  
Qualitative 

Groups of between 
five and 20 people to 
obtain input. 
 
Participants learn 
about the issue and 
participate in 
discussion.  
 
Mechanisms for 
written input for 
those that are not 
comfortable 
speaking in front of 
others. 

 Works well for 
selected target 
audience. 

 Guarantees a range 
of opinions. 

 Can explore issues 
in depth. 

 Can explore issues 
brought up at the 
same time. 

 

 Needs a skilled 
facilitator to avoid 
domination. 

 Many people are not 
comfortable 
speaking out in front 
of others. 

 Timing may 
discourage 
participation. 

  

E-engagement 

 
Methodology:  
Qualitative 

Internet-based 
websites seeking 
input such as Have 
Your Say. 

 May attract people 
who do not attend 
meetings. 

 Allows input from a 
wider range of the 
community. 

 Unable to control 
geographical 
response. 

 Only accessible to 
those with the 
internet. 

Social media 
 
Methodology:  
Qualitative 

Electronic 
discussion, 
Facebook, blogs or 
chat rooms. 

 Can allow decision 
makers to engage 
with people. 

 Cannot control 
geographic reach. 

 Only accessible to 
those with the 
internet. 

 Individuals or 
special interest 
groups may post 
multiple times. 

 Anonymity may 
encourage 
mischievous or 
negative comments.  

Letters 

 
 
Methodology:  
Qualitative 

A letter addressed to 
all affected people 
outlining issues, with 
feedback forms and 
requests 
participation or 
invites comments. 

 Encourages 
comments. 

 Good for targeted 
engagement. 

 Can reach a wide 
audience. 

 Materials may not 
be read. 

 May get lost in the 
junk mail. 

Consulting 
with existing 
community 
groups 

 
Methodology:  
Qualitative 

Small meetings or 
can be in 
conjunction with 
another event. 

 Opportunity to 
engage in  
in-depth discussions 
in comfortable 
space. 

 Access to existing 
networks. 

 Can be used to 
clarify expectations. 

 Can be narrowly 
focused. 

 Special interest 
groups can be 
confrontational. 

 Depends on the 
extent of networks 
and relationships. 
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Appendix II: Relevant and up-to-date approaches 

 
The biggest challenge for community engagement is ensuring that the approaches used are 
relevant and that they are able to respond to changing expectations of community members. 
Future success is likely to be dependent on the capacity to enable an ongoing dialogue on 
projects, initiatives, community needs, Council priorities and plans.  This means that there is 
likely to be an increasing utilisation of online and outreach approaches which provide 
flexibility and that consultation will be considered as a process, not an event. 
 
Council will continue to investigate and keep pace with rapidly changing internet and social 
media technology to ensure the community has access to user-friendly and convenient 
engagement opportunities, while ensuring that, those who do not access this technology are 
not excluded. 
 

Community engagement online 
 
A range of engagement techniques are utilised by Council to ensure a high level of 
community engagement and participation. Traditional approaches such as public meetings, 
surveys, focus groups, questionnaires and consultative workshops are no longer successful  
in obtaining high levels of participation from community members.  While they are still 
relevant, methods need to be adapted to respond to changing expectations. The online 
environment provides opportunities to engage with a whole new group of community 
members who do business and connect using social media. 

 
Social media can encourage greater participation in engagement activities by providing 
additional avenues for residents to make their views known to Council in ways that are less 
limited by constraints such as place, time, mobility and other access restrictions.  Since 2011 
Council has joined community members online through Have Your Say an online 

engagement portal, Facebook and Blogs. Social media is fast becoming a key medium for 
government and business to engage with customers and stakeholders.  
 
Online opportunities will continue to evolve as new social media is developed. Council will 
need to grow knowledge and expertise in this fast, direct, and cost-effective communication 
channel to take full advantage of the opportunities it provides. Development will need to 
consider risks, capacity for anonymity and potential to skew results if a single approach to 
community consultation is used. A balance of traditional approaches and new media are 
likely to be effective in the short to medium term. 
 

 Online consultation channels 
Community portals like Have Your Say provide an easy way for residents to contribute ideas 
and opinions on some of the issues being considered by Council. These engagement 
mechanisms contain information about key dates, questions, discussion downloads, photos 
and relevant project information. They provide opportunities for engaging online through 
quick polls, question and answer forums, making submissions and community mapping tools 

Council has utilised Have Your Say online engagement for the Community Plan, Open 
Space Strategy and Municipal Early Years Plan consultations.  The link can be accessed 

through Council’s website: www.gleneira.vic.gov.au 

 

 Social media  
Council utilises social media in Arts and Culture Services, Library Services, Youth Services 
and the Glen Eira Sports and Aquatic Centre. The medium is used to engage with the 
community about different activities and events being held in those services. Social media 
provides a direct link between Council and the community, with an opportunity to provide 
comment directly on a page; to ‘Like’ an activity or event, and to enable discussion between 

http://www.gleneira.vic.gov.au/
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community members.  Other Council business units have a growing awareness of the 
opportunity for community engagement using social media platforms.  The use of this 
medium will grow in the coming years and may incorporate approaches such as Facebook, 
Twitter, Instagram, youtube, google+ and other emerging platforms. 
 

 Blogs 
A blog page has been established by Council’s Library Service to enable readers to share 
news and thoughts about books, reading and library services. The blog can be accessed 
through the library website: http://libraryblog.gleneira.vic.gov.au. 
 
The use of blogs for ongoing engagement of community is still in its infancy in the Library 
Service and this will continue to be monitored and reviewed for use in other business units. 
The potential of a blog is that it provides an ongoing dialogue, though users may be limited 
to repeat participants and entries, thus not covering a wider audience. 
 

 E-newsletters 
Council has a Community Consultation E-newsletter for Council engagement activities which 

provides information about when and where engagement activities will be held and how to 
participate. The Community Consultation E-newsletter is sent to subscribers via email. 

Members of the community can subscribe to the newsletter or sign up for email alerts to 
ensure that they are kept informed of engagement activities planned between newsletter 
editions by visiting Council’s website at www.gleneira.vic.gov.au. Other opportunities for E-
newsletters will be explored. 
 

Community engagement initiatives 
 

 Community brochure holders 

Council has installed community brochure holders in major shopping precincts throughout 
the municipality. These brochure holders are distribution points for newsletters that inform 
the community about Council engagement activities, new projects, new policies, new 
strategies, services and other significant local issues.  
 
The information is regularly updated by Council. This approach provides information in local 
precincts to those who may prefer to be informed by traditional means of communication. 

 Consulting with Children 

Consulting with children fits with a philosophy that believes children who grow up in a society 
where they are respected and have the opportunity for their views and opinions to be heard 
are practicing responsible citizenship from an early age. Children can contribute to their 
community through participation in its growth and development. 

Council’s Children’s Centres provide environments where children are able to comment and 
have opinions on matters that are relevant to them.  
 

 Outreach approaches 
To ensure that community engagement is accessible to everyone and that all those that 
should be involved are given an opportunity to be included, outreach approaches will be 
utilised.  These are particularly pertinent when specific groups have an interest or may be 
impacted by a development.  Council has successfully utilised these approaches in the 
development of parks and open spaces as well as the Disability Action Plan. 
 

 Expanding reach through existing community contacts 

Different Council business units have contact lists and data bases that have developed over 
time for specific purposes.  Within appropriate frameworks there may be opportunities to 
inform and expand the interest of these contacts and engage them in broader community 
engagement activities.  

http://libraryblog.gleneira.vic.gov.au/
http://www.gleneira.vic.gov.au/
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Appendix III: Informing the community  
 

Council is committed to using the best available means of communicating and engaging with 
the community. The community uses a broad range of mechanisms to receive information 
and people’s preferences are diverse. With this in mind, new technologies in 
communications and community engagement will be given due consideration and utilised 
where appropriate along with traditional approaches.  
 
Council will provide up-to-date information to the community about Council processes and 
meeting agendas and minutes on the services Council provides. This includes how the 
community can access services and how residents may raise any issues or concerns. 
 
Information provided to the community will be in a form that is accessible to all, including; 
people with a disability, people with computer literacy difficulties, young people, the aged 
and people from diverse cultural backgrounds. 
 
The range of communication techniques used to inform the community will be designed to 
obtain balanced and informed feedback from the community.   The quality of information 
Council receives from the community about its services and decision making will be largely 
dependent on the communication approaches Council uses. For example, information given 
in newspaper articles typically elicits responses only from those who have a significant 
interest in a matter. Therefore, this way of informing will be matched with more targeted 
communication to encourage engagement from those who may not ordinarily respond.  
 
The following information outlines the mechanisms Council will use to communicate and 
promote community engagement activities to encourage participation by the community in 
Council decision making processes. 
 
Glen Eira News Council’s newspaper is printed and distributed monthly to all 

households. It provides information about Council engagement 
initiatives, community events, services, issues and activities. 

Community 
consultation  
E-newsletter 

Available from Council’s website, subscribers are emailed the newsletter 
that provides details about forthcoming Council engagement activities.  

Community 
brochure holders 

Plastic holders placed in parks, shopping strips or at particular facilities 
within which brochures are placed informing readers about issues or 
processes such as public meetings. Council has erected 12 community 
brochure holders in major shopping centres and community hubs that 
contain information about Council engagement activities. 

Website Community engagement information is posted regularly on Council’s 
website: www.gleneira.vic.gov.au 

Advertisements Council advertises community engagement activities within local Leader 

newspapers. 
Council 
newsletters  

Council produces a range of newsletters for the community, including 
newsletters for specific groups such as sporting groups, parents using 
children’s services and home and community care clients. Council 
engagement activities will be advertised within these newsletters as 
appropriate.  

Media releases Media releases are made available to local newspapers and relevant 
community newsletters. This also involves interviews with local 
journalists. 

http://www.gleneira.vic.gov.au/
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Appendix IV: Balanced methodology  

An understanding of the methodologies that can be used to obtain community input and how 
these contribute to informed decisions is vital. Different types of engagement tools can 
produce very different results. Some engagement tools provide information that is statistical, 
related to quantity and measures something, others focus on comment, discussion and 
process. Often a combination of engagement tools is required to provide the comprehensive 
and balanced information which will enable effective decision making.  

There are two main approaches – quantitative and qualitative methodologies. 
 
1. Quantitative approach 

Quantitative engagement tools provide information about the number of people or portion of 
the community who support or do not support a proposal. Quantitative research often 
involves the random selection of a representative sample of the community to gain their 
point of view. Examples of quantitative engagement tools include telephone surveys or 
questionnaires.  

The advantage of a quantitative approach is that it produces statistical data that can be 
analysed. The disadvantage with the approach is that it does not provide detailed 
information about how key stakeholders feel about the proposal and does not enable people 
to suggest alternatives or to become significantly involved in the process. 
 
There are two important concepts in a quantitative approach: representative sample and 
random selection. 
 
Representative sample 
 
A representative sample means that a wide range 
of people from the community are engaged and 
asked about their views rather than just receiving 
the views of people who choose to participate in 
a process. Often those who choose to participate 
in an open community process have particular 
views and these may not be representative of the 
community as a whole. 

Random selection 
 
Random selection obtains an approximation of 
attitudes that are shared amongst a whole 
community. By using an appropriately sized 
random selection of people from the community 
there is a fairly high level of confidence that the 
views expressed are representative of that 
community. It is statistically unlikely that results 
represent only one, or a minority point of view.  

 
2. Qualitative approach 

Qualitative engagement tools provide the opportunity for all stakeholder groups to be 
involved; have their say, voice concerns and comment on detailed proposals or possible 
courses of action. Examples include focus groups, public meetings, forums and information 
sessions.  
 
Significance of methodology 

An understanding of qualitative and quantitative assists in understanding decision making 
processes.   A common error is to assume that a qualitative methodology has provided 
quantitative data. For example, if 100 people attended a public forum and supported a 
proposal, it can be wrongly assumed that the proposal has wide community support. In this 
example, the forum may provide information about WHAT people think and WHY people 
support the proposal in a very comprehensive fashion. However, it only provides information 
about what those who are in attendance think and support, not about HOW MANY in the 

overall community support the proposal.  
 
A combination of engagement tools, are most likely to obtain balanced community views. 
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