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Communicating
the agreement
Once you’ve developed the agreement
and put a monitoring system in place you
need to build awareness among the wider
community and public services personnel.
This chapter will focus on:
Explaining the agreement to the wider
public
Keeping councillors
informed

involved

and

Getting frontline service staff on board
Whatever methods you choose, the
enthusiasm of the residents who have
already been closely involved can help get
the message across. They can do anything
from briefing other residents, talking to the
press, convincing frontline staff to winning
over councillors.
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Getting resident support
We mentioned in Chapter 2 that the number of
residents who stay involved during the development
of the agreement will probably decline. But once the
agreement is signed off you should start thinking
about communicating more widely again.
There are various reasons for doing this:
1. To raise awareness of the agreement and get the
public to support commitments
2. To tell the public what happened as a result of
the surveys, interviews, and focus groups they
have heard of or participated in
3. To raise people’s awareness of service standards
and commitments
4. To reward residents who have been actively
involved
Think about which groups of residents you want to
involve:
• Do you want to go back to the people who
responded to surveys to explain how service
managers have listened and responded?

The mayor signs up in West Norfolk

• Do you want to use the agreement to get ‘new
people’ involved in civic activity?
• Are there other areas where you want to generate
interest in developing another neighbourhood
agreement?
• Will knowledge of the agreement be of benefit to
a particular segment of the community like older
people or families?

Launch events
Lots of teams organise launch or celebration events
where the whole community is invited to find out
more about the agreement with service providers
and local councillors. It usually includes a signing
ceremony to attract press coverage, as well as food
and fun activities to which appeal to residents.

Fairstead Community Agreement
An Invitation To

The Celebration Party
Thursday 10th July 2pm - 6pm
On The Doorstep Green, Fairstead
Formal signing at 2.30pm in the presence of Civic Dignitaries
There will be lots of fun activities including BBQ, Bouncy Castle, Face Painting, Police Car, Fire Engine, Lucky Dip & more
Free refreshments will be available in the Community Centre
Look out for a copy of the Fairstead Community Agreement in the
Citizen next week
For more information, please contact:
Sue Payne, Improving Neighbourhoods Team
Tel: 01553 616554 Email: sue.payne@west-norfolk.gov.uk

Inviting residents to the launch in
West Norfolk
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Neighbourhood Agreement

for New
Lodge &
Athersley
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Clean & Tidy

“We sign up to
this agreemen
t”

ng
i
n
a
o
M
p
o
t
S
g
n
i
n
o
h
P
t
r
a
St

A poster encouraging local people to sign up to
the agreement
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Neighbourhood news

Improving local services and getting things done

April 2009
Issue 7

YOU said WE did

Inside.....
Neighbourhood
Working
Safer
Communities

Percy Main is leading the way in
the south east of the borough,
being the first in the area to
sign off their Neighbourhood
Agreement.

Cleaner
and Greener
Voluntary and
Community
Organisations
Competition
- win a prize
worth £50
YOU said
WE did
Useful
Contacts

Working closer
with communities
www.northtyneside.gov.uk

Percy Main
Leads the Way
you said you’d prefer a
smaller newsletter
and here it is!
Do you like it?

WI
N

Neighbourhood Management
has worked with the Percy Main
Village Forum and local
residents on producing the
Agreement. This outlines the
level of service residents can
expect from organisations
including the Council,
Northumbria Police and North
Tyneside Primary Care Trust;
and what in turn is expected
from residents.
“We are very proud to be the
first neighbourhood in the south
east area to have a formal
Agreement setting out our
commitments and what we can
expect from service providers,”
said Jen Thomson, Chair of
Percy Main Village Forum.
John Harrison, Elected Mayor,
added: “I am committed to
making North Tyneside one of
the best places to live in the

Signing the Agreement: Jen Thomson, Percy Main Village Forum; Cllr Frank
Lott, Chair of the Neighbourhood Management Board; and John Harrison,
Elected Mayor

country; and we have promised
to work with residents and our
partners to deliver

Neighbourhood Agreements
to all North Tyneside
communities.”

North Tyneside
Primary Care Trust

A neighbourhood newsletter announces the
arrival of the neighbourhood agreement
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Community & Health Agreements Are Launched in the Area
The two final pioneering Neighbourhood Agreements on health and
community will be launched in the NDC area on 18th April 2009.
These last two agreements complete the suite of resident led agreements
aimed at empowering residents with the knowledge and expertise so they can
have a say on the kinds of services they receive on issues such as housing,
crime, the environment health and the community.

5. Communicating the agreement

PRESS RELEASE

The Health Agreement aims to let residents know what services there are out
there to help them stay fit and healthy and also how they can take an active
role in their own health through physical exercise, stopping smoking and
making healthy food choices.
The Community Agreement provides residents with information on how they
can take an active role in having a voice in their community and how they can
get involved in local decision-making. The Agreement also gives them
information on which politicians or Councillors to contact if they have a
problem or how they can get involved in the area.
To help celebrate the launch there will be a number of key speakers including
Michael Meacher MP, Phil Woolas MP, Councillor Jackie Stanton, and Riaz
Ahmed from NHS Oldham, the organisation responsible for NHS services in
the borough. There will also be a series of fun sports and health activities to
get people thinking about their health choices and a mock Parliament headed
by Phil Woolas MP to get residents thinking about their important role in the
political process.
Councillor Jean Jones said.
“These community agreements are an opportunity for residents to find out
what organisations are out there to help and support them. But more than
that, it is a chance for individuals and groups to find out how to take a full part
in activities that are happening all over the area and therefore to rebuild a
community spirit. No one person or no one organisation can make a thriving
community it needs us all to work together. I hope that these agreements will
help to do just that”

ENDS (Issued 14th April 2009)
For further information contact Cath Carter on 785 9716 or
email catherine.carter@oldham.gov.uk
You are invited to come along to the launch and take
photographs of the day’s events
A press release from Oldham on the launch of the
latest agreement
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Talking directly to local residents
Face-to-face contact with residents is essential to
build wider awareness and encourage them to fulfil
their side of the agreement.
The best approach is usually to go to where people
already meet – formally or informally. So ask for a
slot at community groups or forums, such as parish
council meetings, tenants and residents associations
and neighbourhood management board meetings.
Just like with the stakeholder mapping, it can help
to plan and prioritise the groups you want to speak
with and share the task out among colleagues.

As well as going to formal groups you could also use
the methods discussed in Chapter 3:
• Street engagement
• Getting school children involved as a route to
parents
• Using online social media
• Approach people when they submit a complaint
about local services

hood Management - Time for Change

3

Launch of new community agreement
in partnership with Parkfield/Mill Lane
Neighbourhood Management. Following
detailed consultations with residents, a
number of proposed terms were approved,
making up the community agreement.
These include not to cause harassment; to
report incidents of crime and anti-social
behaviour, littering and dog fouling; to
store refuse correctly and have it ready for
collection on the right day and generally
being a supportive ‘good neighbour.’

The launch of Stockton’s first ever
community agreement for residents
was unveiled recently. The agreement
represents a declaration of intent by
residents of Walter Street and part of
Cranbourne Terrace to improve the local
area. It was co-ordinated by Stockton
Council’s Anti-Social Behaviour Team

Parkfield / Mill Lane
Regeneration Phase
One - Update
You may be aware that since
August 2004 the Council and
Neighbourhood Managment has
been working with residents to
purchase properties for demolition
in the Alliance St, Hind St, Wilfred
St, Templar St and Spring St area.
In addition to this the Council’s
consultants have set out a series of
options for what could be developed
on the cleared land. The preferred
option is a housing-led ‘urban village’.
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It is anticipated that approximately
100 new high quality houses will
be provided on the cleared land
in 2006. There will be mixed type
and size of housing for sale. The

The reaction to the signing of the
agreements has been very positive,
with many residents signing up having
identified and discussed many of
the issues at a forum created for the
development of the agreement.
The project also has the backing of
the residents group for the area, West
End Community Action (WECA). Group
Secretary and resident of Cranbourne
Terrace, Denise Newberry, is looking

forward to the impact the agreement
will have on the area. “The community
agreement is another way of getting the
community working together to make it a
cleaner and safer environment to live in.
She added: “We are looking
forward to putting it into place
and seeing a positive change.”
Other agencies, including Stockton
Council’s Care For Your Area Team,
Cleveland Police, Cleveland Fire Brigade,
SWITCH, Community Wardens and
Enforcement Officers, have also been
asked to pledge their commitment to
resolve some of the issues that have a
negative impact on the community and
these will form part of the agreement
signed and committed to by residents.
Progress will be monitored and
evaluated through the regular
residents’ meetings already in place.

An article in the local newsletter about the
agreement

Agenda
1. What is the charter- Frequently asked questions (Kirsty)
- Run through sheet
2. ID badges, Monitoring & debrief (Kirsty)
- explain
3. Risk Assessment (Becky)
- not going into people’s flats without informing another team member
- making sure that you have all team members before moving onto
another block
- make team leaders aware of any medical conditions
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Briefing for Charter Delivery

4. Introducing yourself (Cally)
“Hello my name is ….. I’m a member of the Eastern Road Partnership/ your
Residents Association. We have put together a document called the Feeling
Safer, Feeling Healthier Eastern Road Area Charter and we wanted to give
you a copy and make sure you understand how to use it.
The Charter tells you about services in the Eastern Road area that you are
entitled to receive. There is a section relating to Community Safety which is
the blue section (show) and the green section (show) relates to local health
services.
Do you have any safety or health related issues? (If yes- direct them to the
relevant section in the charter, if not- show them an example from one of the
sections).
Hopefully you won’t but if you find one of the service providers isn’t
delivering what they have committed to in the charter you should first try to
contact that service if you feel your concern has still not been dealt with then
you can contact your local councillors who will try to help move things
forward (show them the first page with councillors contact details).”
Point out that people will probably not be able to get this information across
to every resident and they don’t need to read this out it is just a guide which
contains all the points we need to ideally get across. Everyone will have their
own way of delivering.
5. Translation Box use (Kalishia)
- explain
6. Dates and times of outreach (Becky)
- explain and arrange places to meet
A briefing note for staff explaining the
agreement to local people
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Keeping councillors involved and informed
By the time the agreement is published, councillors
at both the ward and cabinet level should already
have been involved in a number of ways, for
example:
• Face to face or written briefings at the start of the
process
• At the initial public events or as sources of
publicity quotes
• At the priority-setting events or during the
detailed negotiations
• At the launch event
• As part of the
arrangements

monitoring

and

reporting

But the challenge now is to keep councillors involved
and informed – and maintain the personal interest
which some individuals will have shown. Elected
members may change over the political cycle, but if a
particular councillor has become a strong supporter
of the agreement, then make sure you keep them
involved personally for as long as you can.
Ward councillors and cabinet members are likely to
be interested in the agreement for different reasons.
Ward councillors will want to know whether it is
improving conditions in their ward so their interest is
likely to be around:
• Being part of activities to gather monitoring
information
• Knowing when discussions with service managers
require their leadership to keep momentum or
sort out problems
• Ensuring the agreement stays current – addressing
change in priorities over time
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Executive members will want to know whether there
are strategic implications for their service portfolio
and how monitoring the agreement relates to other
corporate performance management systems. They
are likely to be interested in:
• How the lines of accountability operate and when
any changes are made (such as if responsibility
for the agreement is handed over from the initial
working group to the LSP)
• Whether changes in service standards under
the agreement are relevant to other parts of the
borough, or other areas of service
• What the overall financial impact of the agreement
is. For example, has it produced efficiencies,
or is it leading to changes in the geographic
distribution of spending?

Methods that work
The most important thing for councillors is to
keep them informed and involved using the same
methods which have worked best during the
development of the agreement. You might consider
some of the following:
• If you have been circulating a newsletter and
councillors found that useful, it is probably helpful
to continue with that.
• If councillors have been asking for more
information on the detail of performance then
consider including them on the circulation of the
monitoring reports.
• If councillors have been enthusiastic contributors
to the working or steering groups then ensure
there is a permanent role for them on those
groups. If those groups were only temporary
then make sure they are included in future
arrangements.

Sometimes the agreement will change the way
some frontline staff do their jobs. For instance some
agreements have meant street cleaners being given
increased autonomy to manage their patch - based
on meeting minimum standards, rather than having
to spend set amounts of time on specific streets.
Frontline staff generally appreciate the chance to
find out about the agreement and how it aims to
make services more responsive. In fact it can be just
as empowering for frontline staff as it is for local
residents. Getting the message out to the frontline
through staff briefings, or by inviting frontline staff to
community events can even highlight other service
areas where an agreement could work.
However, there may also be concerns about changes.
So if you are responsible for briefing staff then

clearly explain the rationale for the agreement, why
it is important and what the benefits will be. These
can include greater freedom to solve problems and
respond to what the public want, instead of just
following procedures; or just knowing that the public
is more satisfied with the outcomes.

Some common ways to brief
frontline staff:

5. Communicating the agreement

Getting frontline staff on board

• Going to existing team meetings and briefings
• One-off briefings at breakfast or lunch
• Articles in staff newsletters
• Circulating the agreement via email or Intranet


























Manton Community Alliance brief the frontline on
the agreement
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