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Developing the
agreement
By now you will have had discussions
with residents about the agreement and
jointly decided on a theme. You have also
probably started to think about specific
issues the agreement might focus on, and
got agreement in principle from service
managers and local politicians to its
development.
The next few sections are all about
building awareness of the neighbourhood
agreement and then – the heart of the
process in our view - negotiating the detail
with the community and service providers.
We cover here:
Deciding the scope of the agreement
Clarifying what residents are already
entitled to
Managing
negotiations
between
residents and service providers
Writing the agreement
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Deciding on the scope
of the agreement
Now that you’ve raised awareness and generated
some interest around the neighbourhood agreement,
the next stage is to drill down into the specifics.
For example, if the theme of the neighbourhood
agreement is the cleanliness of the neighbourhood
then you need to explore with residents where
the agreement can make a difference. It might be
around street-cleaning, tackling graffiti, preventing
fly-tipping or cleaning up ‘abandoned’ patches of
public land.
Exploring the issues might even reveal that the ‘real’
problem is something else. For example, solving a
daytime ‘litter’ problem might actually relate more to
dealing with an issue of street drinkers congregating
late at night.

consulting on the remit
In Ramsey, Huntingdonshire, the neighbourhood
management team knew residents saw anti-social
behaviour as a major problem. It convened a miniworking group of local residents and public service
managers to develop a neighbourhood agreement.
The first meeting sought only to agree a process for
and identify which skills each person could contribute.
It was agreed that local residents would meet again
without the managers, to identify the priority issues.
At the second meeting it became apparent that what
residents were really concerned about was the lack of
things to do in Ramsey. This reframing of the problem
may not have happened had service managers
identified priorities. Many assumed street scene was
the issue and may have influenced the focus of the
agreement.

Clarifying residents’
entitlements
In theory, the process of clarifying what level of
service the public is already entitled to should be
relatively simple.
But in reality it is complicated because few public
services define service standards in simple terms.
They often focus on the mechanics rather than
outcomes. So rather than stating: “we will aim to
resolve your issue within 24 hours 90% of the time,”
they say “we will answer your call in less than 30
seconds.”
Another problem is that important words are often
not defined. To the right is an example of a street
cleaning service standard containing words and
phrases which are ambiguous. For example, it is not
clear whether ‘urgent’ refers to a situation where
there is immediate danger, or just that someone is
severely inconvenienced. Similarly, what coutns as
litter - fallen tree branches?
You could ask residents to go through a proposed
statement of entitlement and highlight ambiguities
such as these.
It is vital to know what the current commitment is
before discussing any different commitments for the
neighbourhood.
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clarifying Service standards
Ambiguous words and phrases are underlined below
What can you expect?
• Normal office hours are 8am – 5pm,
Monday to Friday
• For urgent work, you can contact us
out of hours
• We respond to all enquiries within 5
days of initial contact
• Where there is a risk to the public
we will respond within a maximum
of 5 hours of being notified
• We will provide a range of services
to keep the roads, pavements and
other areas the council is responsible
for maintaining, clean and tidy
In doing this, we will
• Clean all main shopping roads daily
• Clean areas with litter problems
once each day Monday to Friday
• Clean residential roads on a
scheduled basis
• Clean subways every other day
(excluding Bank Holidays)
• Clean roadside gutters every day
in the town centre, once a week on
main shopping roads and others on
a scheduled basis
• Ensure a street is free of litter,
dog fouling and other rubbish
immediately after cleaning
• Empty litter bins every day in the
town centre, weekly elsewhere

e.g.?

e.g.?

do residents
make this
distinction?

which
areas?
where
is the
schedule?

When is the best time to bring together residents
and service managers to start discussing the detail of
what goes in the agreement?
Some teams find that if you invite residents and
service providers to a meeting at the very start of
the process, both groups can feel uncomfortable.
Service managers feel they are being put on the
spot, and residents may be concerned that service
managers will set the tone and detail of what goes
in the agreement. But bringing them together
later on when each group has developed a firm
view without being challenged can set the scene for
confrontation.

What happens in the negotations?
The negotiation meetings are at the heart of the
neighbourhood agreement process. They involve
reaching an understanding about what public
services will do and what is expected of local people
in return.
They also help build mutual understanding about
one another’s priorities, values, and constraints.

Building a better mutual
understanding
A community in one area was unhappy with the
number of police offices on the streets. However
those residents who took part in negotiating the
neighbourhood agreement came to understand the
constraints on the police service. “The point is, they
can’t be everywhere can they?” asked one resident,
who felt the general public did not understand these
limits and as a result had unrealistic expectations.
“People expect too much from the police I think.”
Others argued that lack of support for services from
the wider population meant that the police were
hampered in doing their work: “To me it’s more about
a community thing,” said one. “And this is where the
culture is. There’s not enough of the community get
in and are prepared to be stood up and counted and
charged to put things right.”

Incentives for fulfilling
promises in the agreement
In Oldham, the residents’ group were involved in the
strategic board gave out ‘Champagne and Turkey’

The benefits of negotiations

awards to reflect examples of good and bad practices

In some cases these negotiations highlight to
service managers where resources have followed
influence rather than need. One senior police officer
commented: “[other areas in the borough are] more
affluent, more vocal, but also more critical and have
higher expectations, even though there is less need.
In poorer areas, neighbourhood agreements can
raise expectations; in more affluent areas, they can
be used to manage expectations and explain why
people can’t have everything.”

the Baord using this format. This approach caught the

The negotiations stage has also helped reassure
service managers that neighbourhood agreements
do not open the floodgates to complaints. One
manager said: “My initial thoughts were that we
would be getting flack from residents... and you
would get hassled when you’re on the job but that
hasn’t happened.”

3. Developing the agreement

Negotiations between
residents and service
providers

among service providers. They did 3 presentations to
imagination of several stakeholders, including active
residents and offered a humorous yet effective way
to publicly reflect both high and low levels of service
performance.
When Gentoo Sunderland (a housing association)
piloted their Agreements, residents used a ‘red card’
system in Contract meetings, similar to that used in
football, where they felt that service providers were
not meeting their commitments.
Young people did garden tidy ups for residents who
had difficulty in managing their gardens.

This was

part of an incentive scheme called Dreamscheme - a
nationally available initiative - which offers young
people rewards for contributing to their communities
or volunteering. Young people earn points which
are converted into rewards like trips out: www.
dreamscheme.org.uk.
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Governance arrangements
It is important to have clear governance
arrangements for negotiating neighbourhood
agreements. There needs to be a person or group
who is clearly in charge, and it should be clear who
they are accountable to and under what authority
they are operating.
Often there is a senior level steering group, chaired
by a respected figure such as a ward member, head
of service or police inspector and which also includes
local residents and senior decision-makers from any
services covered by the agreement. This group gives
overall direction to the project, can identify strategic
issues which need to be dealt with elsewhere (like
data sharing, or skills gaps in a particular service),
and if necessary, broker compromises.
In addition there should be a working group chaired
by the project lead. This is where local residents and
service providers look at the detailed content and
wording of the agreement.

Room setup
Meetings tend to work best when the room is set up
in a horseshoe or cabaret style as it allows for a more
open discussion. Theatre style layouts do not tend to
work well, because they create a separation between
the ‘top table’ and everyone else, and can lead to more
confrontational discussion.
boardroom style
Suitable for groups up to about 14 people

cabaret style
Suitable when there are more than about 14 people

Resident representation
The number of residents involved in the negotiation
phase varies - as do the ways in which they are
involved. Sometimes a resident group is formed
to negotiate the commitments in the agreement.
In other areas existing forums or groups act as the
mouthpiece for local people.

theatre style
Unsuitable for negotiation meetings

Format for negotiations
Typically negotiations involve fewer residents than at
any other stage of the neighbourhood agreement,
and there are more formal meetings.
Three negotiation meetings in total, between four
and six weeks apart seems to work.
As well as meetings, it can be very useful to have
walkabouts, where residents, service providers
(and councillors) visit the area together. This helps
everyone to understand the realities on the ground
and can usefully identify hotspots that need special
attention or areas with particular priorities. For
example, streets close to local takeaways might need
more frequent litter picks or extra waste bins.
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Mapping commitments
In Brighton the team asked residents and service
providers to write on a post-it note what problems
they considered a priority, whose responsibility it
was to fix, the commitment of the service provider
to deal with the issue and that of the residents.



 

 

 

 

 

 

 

 

 

 

 

 



3. Developing the agreement



































An agenda to agree the design and final text for
the neighbourhood agreement
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BULLETIN NO2 POSTER

Fairstead Neigbourhood Charter – Bulletin no. 2
In the first bulletin, we reported back on the issues that had
been raised at the public meetings on the 12th February,
residents highlighted 7 points:
1. What is a Charter? We need to find a name to make it our
own
2. The environment – litter, fly tipping, dog fouling, play
areas and parks
3. Traffic – parking, speeding and better street signage
4. Safety – feeling safe to walk around the estate after night
5. Reporting incidents – not enough people do, sometimes
people are too afraid
6. Communications – who does what? How do you contact
them?
7. Children, young people and parents – involve them in
this work.
Results of the First Negotiation Meeting – 26th February,
Fairstead Community Centre
11 Residents took part in the meeting alongside the Ward
Councillors and staff from the Borough Council and police.
This is the progress that they made against the 7 points
listed above:

Have your Say
At the time of going to print we are working on a date for you
to meet with the people who are sitting round the table and
working out these points. This meeting or meetings will take
place around 18th March so keep your eyes on the notice
boards and the paper for further information.
In the meantime, we would like to know what you think about
these proposals, including the name for the Charter. So
please do get in touch with any of the following people:
Vicky Etheridge, Neighbourhood Manager, Improving
Neighbourhoods; Tel: Kl 763 756
Email: Vicky.Etheridge@west-norfolk.gov.uk
Wally Glynn or any member of Fairstead Area
Neighbourhood Group;Tel: KL 692 400
Or call into the Community Shop, Monday to Friday 9-3pm
Cllrs Ian Gourlay or Margaret Wilkinson
Tel: KL 770 025 or 766 531
Email: Cllr.Ian.Gourlay@West-Norfolk.gov.uk or
Cllr.Margaret.Wilkinson@West-Norfok.gov.uk

Points
1. What is a Charter?

Proposal
How about the Fairstead Community Agreement?

2. The Environment

Clearer information about the bulky item collection service and publicise collection services run by charities in the town.
Promote idea of sharing costs of collection with neighbours if individually they only have one item each for removal.
Encourage people to report fly tipping to the CLEAN UP line, particularly persistent offenders.
More litter bins will be installed. Some of the residents in attendance will go on a walk-about with the Open Spaces Manager
to identify suitable locations.
Promote and encourage people to report dog fouling and ‘name and shame’ those that are fined.

4. Safety

Community to work with the police to promote Community Action Groups; these are regular meetings with the Safer
Neighbourhoods Team.

5. Reporting Incidents

Promote an option for third-party reporting and set up a buddying scheme so that people who do report incidents do not feel
isolate and vulnerable.

7. Children, Young
People and Parents

We will work with Springwood High School and Fairstead Community Primary School to get young people’s views on the
‘Fairstead Community Agreement’. However, this agreement will not be about providing more activities for children and young
people on the Estate; that needs a separate discussion.

What Happens Next?
The next negotiation will take place on 18th March. At that
meeting we will look at a draft agreement on the points
raised this week and which are set out above. We will also
need to finish off discussions about reporting incidents and
safety, and pick up the points that were not covered on 26th
February, these include:
VT1 08
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Point 2: Play areas and parks
Point 3: Traffic – parking, speeding and better street signage
Point 6: Communications – who does what?
How do you contact them?

How the Improving Neighbourhoods Team in
Fairstead kept the whole commuity informed
of what was going on, and the issues that were
discussed at the three negotiation sessions.

Overall structure

The design and look

Once service providers, residents and local
councillors have agreed on the commitments that
they are willing to make and how they will each be
monitored, you can start putting these into a draft
agreement.

The agreement should be seen as jointly ‘owned’ by
the community and local agencies, and the graphic
design process should reflect this. The bulk of the
design work is often done by a public agency so
the main risk is that it looks too ‘official’. Some of
the ways the community have been involved in the
design of agreements has been:

When it comes to the document structure,
neighbourhood agreements tend to be remarkably
similar with most using the following outline:
1. What is a neighbourhood agreement?
2. What does the neighbourhood agreement cover
specifically?
3. Who has signed up and made commitments?
4. A “we will - you will” section
5. Information on how to report problems, contact
numbers etc

3. Developing the agreement

Writing the agreement

• Asking school children to design the cover page
or other graphics, such as a logo.
• Asking resident members of the working group to
set the design brief, choose a preferred design,
and sign off the final artwork.
• Asking for one resident to spend a day with the
neighbourhood manager to work on the final text
and design of the agreement.

Agreeing the final text
It is important the parties to the agreement formally
agree on the words and ‘sign them off’. If any of the
main signatories disagrees with the substance or
even the terminology of the agreement then all your
hard work could be compromised.
However, you also need to avoid getting bogged
down at the final drafting stage. Based on the
experience of the charter pilots we recommend:
• Setting a clear end date for the drafting stage and
possibly limit the number of cycles of comments
you will allow. One agreement went through 20
re-drafts which meant the agreement was in draft
for three months.
• Being strict on keeping sentences clear and
short, and jargon out, especially at the final stage
when some officers may want to add caveats and
qualifying statements.
• Set an overall maximum document length – every
page you add means one less person will read it
to the end. A four page summary, accompanied
by a lightly longer explanatory leaflet has been
used in many areas.
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What is this
agreement for?

Who is involved in
this agreement?

To let you know as a resident of Kendray, the
level of service you can expect to be provided in
Kendray, what is expected of you as a resident
of Kendray and to tell you how these services
will be checked.

You the Residents of Kendray
Berneslai Homes
Neighbourhood Pride (BMBC)
Environmental Regulatory Unit (BMBC)
Highways (BMBC)
Waste Management (BMBC)
Safer Neighbourhood Team

656

What does this
agreement cover ?

omes
475

Keeping the streets clean
Litter picking
Emptying of litter/doggy bins
Graffiti removal
The removal of fly tipping
Safety checks in children’s play areas
Grass cutting of public green spaces
Ground maintenance of public spaces
Garden maintenance of empty council properties
The removal of abandoned vehicles and people’s
unwanted old cars
Wheelie bin collection
Recycling bin collection

nmental
Unit
540

ood Team
387

26 201898
Describing what the agreement is and what it
means for local people in Kendray
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The Council will:

Residents will:

Litter pick Ashton Road daily (Monday -Saturday).

Not drop litter
(Remember chewing gum and cigarette ends are litter too).
Use public litter bins and encourage others to do the same.
Encourage businesses to keep the area around their premises clear of litter.

Mechanically sweep residential streets either weekly or monthly.

Move parked cars when asked to do so.

Sweep and litter pick the main roads in the area weekly.
Carry out additional litter picking on a request basis as and when it is needed.

Report streets that get badly littered between sweeps.

Provide litter bins if considered necessary.

Let the Council know if a public litter bin has been damaged.

Empty public litter bins weekly.

Report public litter bins that have not been emptied or which are overflowing.

3. Developing the agreement

Litter and Dog Fouling

Remove weeds on public highways (service standards currently being decided).
Provide equipment and support for community clean ups
on public or private land.
Carry out litter patrols and issue fixed penalty notices to offenders.

Understand the Council can only act within the laws available.

Put up warning signs in problem areas.
Visit schools and undertake education and awareness raising activities.
Educate and take enforcement action against shops and businesses
who do not comply with litter legislation.

Businesses will keep the area around their premises clear of litter.

Educate and take enforcement action against owners
and occupiers whose land is defaced by litter.

Make sure that their land is maintained and not defaced by litter.

Carry out dog fouling patrols, speak to dog walkers to raise awareness
of problems and advise them on correct disposal of dog mess.
Issue fixed penalty notices to people not cleaning up after their dogs.

Understand that the Council can only act within the laws available.

Where residents allow large amounts of dog mess to build up in yards
and gardens, an enforcement officer will take action against those
people to ensure the dog faeces are removed. This may be by informal
action or by means of a legal notice in line with our Enforcement Policy.

Clear up after their own dog whether in a public place or in their
own yard or garden and encourage others to do the same.
Report those who do not clear up after their dog giving as many
details as possible.
The number to call for all the above is 0161 770 6644.

For all the above any legal action taken will be in line with the Council’s
Enforcement Policy.

In an ideal world…
Could you take part in ‘Clean Ups’ or
become a ‘Litter Watcher’?
Could you pick up litter from
outside your house?

Oldham’s “we will, you will” page in the
neighbourhood agreement
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