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Foreword

Emma Best AM
Chair of the GLA Oversight Committee

The GLA Oversight Committee has investigated best practice and delivery of consultations due
to their vital importance as a democratic tool for Londoners to have their say and shape their
city.

Hearing Londoner’s voices throughout key decisions taken by The Mayor, Transport for London
(TfL), The Metropolitan Police Service, The London Fire Brigade (LFB) and the Mayoral
Development arms is pivotal to creating effective policy. This investigation sought to
understand why consultation matters, what good practice in consultation looks like, and how
effectively GLA Group bodies are carrying out consultations.

Our investigation heard extensive evidence from external experts in delivery that consultation
truly matters. It matters because it improves project and policy outcomes by ensuring that they
are informed by people’s actual experiences, views and insights. It matters because giving
people a voice on the issues that affect them helps to build trusting relationships, community
cohesiveness and people’s sense of belonging in their city.

The Committee also heard from representatives of the GLA, TfL, LFB, the Mayor’s Office for
Policing and Crime (MOPA(Q), and the Old Oak and Park Royal Development Corporation
(OPDC). We were encouraged to hear from our guests a high level of commitment to consulting
effectively and a solid understanding of why consultations matter. However, practices can be
improved and consistency across the GLA Group is currently lacking.

We want to see consultations that are accessible to everyone, clear and transparent and to see
evidence that consulting organisations are truly committed to listening to the nuanced and
varied evidence they receive. This means consultations shouldn’t be treated as oversimplified
referendums.

This report calls for the GLA Group to develop a GLA Group-wide set of consultation principles.
Londoners should know what they can expect from a GLA Group consultation and have a
minimum standard against which they can hold GLA Group organisations to account. This
report sets out recommendations on what these consultation principles should include, based
on our research of good practice and the expert evidence we heard.

The Committee looks forward to seeing the GLA Group’s consultation practices improve and to
Londoners having clearer and better opportunities to have their say.
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Executive summary

The GLA Oversight Committee held an investigation into what best practice in consultation is
and how GLA Group bodies are carrying out consultations.

As part of the investigation, the Committee held two formal meetings in City Hall. The first
meeting, held on 23 November 2023 with external experts, explored what consultation is, the
benefits of consulting, what good practice looks like, and the challenges to effective
consultation.

The second meeting, held on 14 December 2023, explored how GLA Group bodies carry out
consultations and the processes they use.

The Consultation Institute’s Consultation Charter sets out seven best practice principles for
consultation: integrity, visibility, accessibility, transparency, disclosure, fair interpretation, and
publication. These principles were used as a benchmarking tool for scrutinising the GLA Group’s
approach to consultations. This report is structured around these principles.

The Committee also scrutinised the GLA’s internal guidance on consultations and the publicly
available information about individual GLA Group organisation’s consultation processes.

The Committee reached several key findings as part of our investigation, which are summarised
below:

e Consulting on a project or policy is likely to result in better outcomes, as it means it is
informed by richer evidence, insight and views of the people affected by the policy or
project. Consulting also offers organisations an opportunity to build relationships with
stakeholders and increase trust and engagement. Conversely, if an organisation doesn’t
consult on an issue it would have been expected to consult on, or doesn’t consult
properly or fairly, this carries a risk of eroding public trust; delivering poorly informed
and ineffective work; and being challenged in the courts via judicial review.

e There is a wealth of useful external evidence about what good practice in consultation
looks like, including from the Consultation Institute, the Cabinet Office, the Local
Government Association (LGA), and the Gunning principles developed by the courts.

e The GLA has internal guidance available to staff about carrying out consultations. This
is not publicly available. The majority of the GLA Group bodies have some publicly
available information about their consultation processes. However, there is not a single
GLA-wide consultation standard or set of principles that sets out to the public what
they can expect from a GLA consultation. Most GLA Group bodies expressed interest in
the development of a common set of a principles.

e The Committee heard that it is important that a set of consultation principles, if
developed, is monitored and evaluated for how it is used and how effective it is.

e GLA Group representatives generally reported positive experiences to the Committee of
holding consultations, as well as a strong understanding of the benefits of consulting.
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However, this does not mean there is not room for improvement. The Committee also
heard that there were some inconsistencies in consultation processes held by the GLA
Group bodies.

e (ost and staff time can be major challenges to public bodies in carrying out effective
consultations. However, the cost of consulting should be considered against the
potential cost of making a poorer and less-informed decision or being judicially
reviewed.

e The overall reputation of an organisation, and the trust that the public has in it
generally, impacts the levels of trust in individual consultations. A strong track record of
public engagement and having a strong public presence helps build trust and
engagement for individual consultations.

e The Committee heard that it is essential that consultations demonstrate integrity. This
means that organisations must consult at the right time, and be genuinely prepared to
listen to and act on consultation responses.

e There can be barriers to people responding; and there need to be multiple avenues for
consultees to respond. Digital skills and access can be a barrier for some people. A
broad range of different tools is required to connect with as many local voices as
possible, and voices from across all different communities. It is also essential for
accessibility that consultation documents are written in clear and plain language.

e It is best practice to undertake a planning exercise before starting a consultation to
identify whether any groups will be hard to reach or may have barriers to responding to
the consultation and how these barriers can be mitigated. Planning should also consider
how the consultation can be made visible to a wide range of groups.

e |tis best practice for consultation reports to be published in a timely manner, and to be
relevant and easily understandable. Consultation reports should cover what consultation
responses were received, the methodology used for interpreting the responses, and
what actions were taken based on the responses.
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Recommendations

Recommendation 1

Training should be available to all GLA staff that includes guidance on why consulting matters,
and the benefits of consulting.

Recommendation 2

The GLA should publish a clear, concise Group-wide Consultation Principles Statement. This
should explain what the public can expect when it engages with a consultation, and why the
GLA Group considers consultation to be an essential part of effective policy development, in
order to establish and maintain public trust. This should be informed by the Gunning principles,
the Consultation Institute’s Consultation Charter and Government guidance on consultations.
This statement should be formally adopted as a Mayoral Decision.

Recommendation 3

A GLA Group-wide Consultation Principles Statement should also apply to consultations held
with staff.

Recommendation 4

The development of a GLA Group-wide set of consultation principles should be accompanied by
a plan to evaluate their effectiveness, and how they are being used. This should include central
monitoring and tracking of GLA Group consultations, to ensure that: they adhere to the
required standards; and the principles can continue to evolve to reflect emerging best practice.

Recommendation 5

A GLA Group-wide Consultation Principles Statement should acknowledge that there is a cost
to holding consultations. This should include a commitment to ensuring that spending on
consultations is effective and efficient; and that due consideration has been given to whether a
consultation is appropriate and likely to be beneficial.

Recommendation 6

A GLA Group-wide Consultation Principles Statement should recognise the importance of
timeliness by consulting at an early stage of a decision-making process. GLA consultations need
to be timely and transparent on what decisions have been made, and what can be influenced.

Recommendation 7

A GLA Group-wide Consultation Principles Statement should include recognition that public
trust in the integrity of the GLA as a whole affects public trust in individual consultations.
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Recommendation 8

The GLA should commit to using neutral and consistent wording in its consultations.
Consultations should always include the option to disagree with proposals entirely.

Recommendation 9

The GLA Group should engage directly with disabled people’s organisations to discuss
consultation processes; best practice; and how to ensure that all accessible forms of
consultation can be planned into consultations from the start.

Recommendation 10

GLA consultations must include essential pre-consultation planning to identify those that are
impacted the most; and plan how to engage with them. Planning should also consider how to
reach under-represented groups; what barriers there might be to some people responding; and
how to mitigate these barriers. This needs to be an essential part of the wider cost/benefit
analysis in reaching decisions about whether to consult.

Recommendation 11

A GLA Group-wide Consultation Principles Statement should include recognition of the need to
accept responses via multiple channels, including non-digital channels.

Recommendation 12

A GLA Group-wide Consultation Principles Statement should include recognition of the need to
use plain and simple language in all consultation documents.

Recommendation 13

GLA consultations should start from a position that everything is public. A GLA Group-wide
Consultation Principles Statement should include a commitment to transparency. GLA
consultations should only withhold information for commercial sensitivity reasons where this is
absolutely necessary.

Recommendation 14

The GLA should publish the methodology it uses for analysing consultation responses. This
needs to be established at the outset of a consultation.

Recommendation 15

The GLA should have a clear policy on the use of independent third parties to analyse
responses.
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Recommendation 16

All GLA consultation documentation should include a timetable for when a decision will be
made, and a report published. This should include any intermediate steps to reaching a
decision. All those who respond to a consultation should be informed of its outcome in a timely
manner.

Recommendation 17

The GLA should commit to conducting an internal evaluation of each consultation it holds. This
should be proportionate to the nature and size of the consultation itself; and should allow for
ongoing learning and improvement of the consultation process.
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Chapter one: Background

What is consultation?

The Committee’s investigation was based on the Consultation Institute’s definition of
consultation:

“Consultation is the dynamic process of dialogue between individuals or groups, based
upon a genuine exchange of views, with the objective of influencing decisions, policies or
programmes of action.”’

When are public bodies required to consult?

There is no general duty for public bodies to consult on decisions. However, there is sometimes
a statutory duty to consult on specific decisions, for example, on planning decisions.

There is also sometimes a common law duty on public bodies to carry out a consultation. This is
known as the “doctrine of legitimate expectation”.” The LGA’s guidance on consultations states:

“Essentially, where people have come to legitimately expect a process of consultation, for
example, with local authority budget cuts or healthcare changes, there are grounds for a
judicial review should a public consultation not take place.”

Whilst statutory consultations are generally carried out in quite a specific and prescribed way,
there is discretion for public bodies to decide how to carry out non-statutory consultations.
However, the courts have said that all consultations must be conducted fairly. A set of principles
known as the Gunning principles are used by the courts to determine if a consultation has been
conducted fairly. These are set out below. The courts have said that the Gunning principles
should be followed by public bodies when conducting all consultations, including consultations
that the body is holding voluntarily.* If a public body fails to consult fairly, it risks being
subjected to a judicial review.

A judicial review occurs when an individual or group challenges a decision made by a public
organisation by taking a case to the High Court and asking a judge to decide whether the
decision made was lawful. Should the decision be found to have been made unlawfully, the
courts can overturn the decision and direct the public authority to do something else. Judicial
reviews are time-consuming and costly processes, particularly if a decision is overturned.”

Despite the risk of a challenge around how a consultation is delivered, it is important to
acknowledge that a public body is under no obligation to act in accordance with responses. For
example, if a public body carried out a consultation on whether a decision (for example to cut a

' Consultation Institute, Consultation Charter, 2017

2 | .GA, New Conversations 2.0 — LGA guide to engagement ,February 2019
3 LGA, New Conversations 2.0 — LGA guide to engagement ,February 2019
4 Pinsent Masons, Guide to public consultation in the UK, August 2023

> Courts and Tribunals Judiciary, Judicial Review, 2024



https://www.consultationinstitute.org/wp-content/uploads/2017/11/The-Consultation-Charter-2017-edition.pdf
https://www.local.gov.uk/publications/new-conversations-20-lga-guide-engagement
https://www.local.gov.uk/publications/new-conversations-20-lga-guide-engagement
https://www.pinsentmasons.com/out-law/guides/public-consultation-uk
https://www.judiciary.uk/how-the-law-works/judicial-review/
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library service) should go ahead, and if it primarily received responses calling for the decision to
not go ahead or to be done differently, the public body is not obligated to do this.

What is recognised as good practice when consulting?
The Consultation Institute’s Charter — seven best practice principles

The Consultation Institute is a leading not-for-profit best practice and membership body,
promoting public sector and stakeholder consultation standards, as well as workplace training
and thought leadership on consultations.

The Consultation Charter’s best practice principles were used as a benchmarking tool for this
investigation. The principles are integrity, visibility, accessibility, transparency, disclosure, fair
interpretation, publication.”

Gunning principles

The Gunning principles were developed in a 1985 court case and are used by the courts to
determine whether a consultation was conducted fairly. The principles are that:

e consultation must take place when the proposal is still at a formative stage

e sufficient reasons must be put forward for the proposal to allow for “intelligent
consideration” and response

e adequate time must be given for consideration and response
e the results of consultation must be conscientiously taken into account.®

Government consultation principles
The Government has also published a set of 11 consultation principles:®

consultations should be clear and concise

consultations should have a purpose

consultations should be informative

consultations are only part of a process of engagement

consultations should last for a proportionate amount of time

consultations should be targeted

consultations should take account of the groups being consulted
consultations should be agreed before publication

consultations should facilitate scrutiny

government responses to consultation should take place in a timely fashion
consultation exercises should not be launched during local or national election periods.

& LGA, New Conversations 2.0 — LGA guide to engagement ,February 2019

7 Consultation Institute, Consultation Charter, 2017

8 LGA, New Conversations 2.0 LGA Guide to Engagement The Gunning Principles, February 2019
° Cabinet Office, Consultation Principles: guidance, last updated 2018



https://www.local.gov.uk/publications/new-conversations-20-lga-guide-engagement
https://www.consultationinstitute.org/wp-content/uploads/2017/11/The-Consultation-Charter-2017-edition.pdf
https://www.local.gov.uk/sites/default/files/documents/The%20Gunning%20Principles.pdf
https://www.gov.uk/government/publications/consultation-principles-guidance
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What are the benefits of consulting?

The benefits of holding consultations were widely agreed by all guests at both Committee
meetings.

“Just in terms of why we consult. | suppose, firstly to genuinely try to get better
outcomes, secondly to try to know what we do not know, what the public is
telling us rather than just what we were assuming about it, and then thirdly to try
to build relationships with stakeholders and communities that we may not
otherwise do.”"°

Kenny Bowie, Director of Strategy and Metropolitan Police Oversight
MOPAC

Alex Smith, Head of Campaigns Communications, London TravelWatch, stated: “You can get a
lot of useful insight and information from people you otherwise might not have. Someone who
lives in an area where it is happening might know more than what is on paper.”"

Alex Smith also highlighted that consulting can offer the benefit of “getting buy-in when the
people it is going to impact are involved”, adding: “Then it hopefully causes fewer issues, if there
are any issues, later on.”"

A report by Trust for London on public participation in London linked the idea of public

participation and a sense of belonging. It stated: “People are more likely to belong in a city they
have helped shape and support.””

Recommendation 1

Training should be available to all GLA staff that includes guidance on why
consulting matters, and the benefits of consulting.

Development of a GLA Group-wide set of consultation principles
Existing GLA resources on consultation

The GLA does not have any publicly available information about GLA Group-wide consultation
processes. The GLA also does not have a set of principles or Code of Practice relating to
consultations specifically. However, it does have an internal resource available to staff about
public engagement: the GLA Engagement Handbook. This resource sets out five values for
effective engagement with the public:

19 GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p2
" GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November 2023, p4
12 GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November 2023, p4
'3 Trust for London, London Voices: the journey to full participation. December 2021



https://www.london.gov.uk/about-us/londonassembly/meetings/documents/b29172/Appendix%201%20-%20Transcript%20Thursday%2014-Dec-2023%2014.00%20GLA%20Oversight%20Committee.pdf?T=9
https://www.london.gov.uk/about-us/londonassembly/meetings/documents/b29073/Appendix%201%20-%20Draft%20GLAOC%20Transcript%20Thursday%2023-Nov-2023%2010.00%20GLA%20Oversight%20Committee.pdf?T=9
https://www.london.gov.uk/about-us/londonassembly/meetings/documents/b29073/Appendix%201%20-%20Draft%20GLAOC%20Transcript%20Thursday%2023-Nov-2023%2010.00%20GLA%20Oversight%20Committee.pdf?T=9
https://trustforlondon.org.uk/research/london-voices-the-journey-to-full-participation/

GLA Group Consultations
March 2024 15

“Open, Honest and Trusting — We value open honest conversations, with transparency
about opportunities and barriers. In turn we also trust partners to work with us through
complexity.

“Inclusive and Diverse — We centre the importance of diverse voices and perspectives,
and actively design processes that remove barriers to participation and focus on the
needs of diverse groups.

“Collaborative — We recognise that challenges facing London are complex and seek to
work in partnership wherever possible to achieve sustainable solutions.

“Respect & Power — We respect the contribution of all groups and perspectives and
address inequalities in resource and power.

“Responsive — We are active in responding to the needs of communities, and always
share the impact of engagement back with partners.”’

The Committee has considered this internal resource. Whilst we are encouraged to see that it
has a strong focus on listening and engaging with communities, we would like to see it include:
the types of scenarios in which consultation is likely to be helpful or important; and more
specific content about how the GLA should carry out consultations, for example guidance
around timeliness, promotion of consultations and interpretation of responses.

The GLA also has guidance available for staff, published on the intranet, about making
consultations inclusive." This guidance is focused on making consultations accessible to
disabled people, but some of the guidance in it will apply more widely. The Committee
welcomes this guidance but would like to see it expanded and made more visible to staff.

Publicly available information about GLA Group individual bodies’
consultation processes

Transport for London (TfL)

TfL has publicly available information on its consultation processes.'® This includes an
explanation of the types of decisions it consults on; its consultation and decision-making
processes; a link to TfL’s online consultation platform; a statement that all of TfL’s
consultations are based on the Gunning principles; and an explanation of what consultation
reports will include.

Old Oak and Park Royal Development Corporation (OPDC)

The OPDC has an Engagement Strategy, published in 2021 and updated in 2024." It also has a
Statement of Community Involvement, which is reqularly updated, providing guidance on how
OPDC as local planning authority undertakes consultations and expects developers to consult
local people on their planning applications, as well as a ‘frequently asked questions” webpage,
which includes some information about how it carries out consultations.'®

4 GLA Intranet, GLA Engagement Handbook, February 2021

1> GLA Intranet, Making consultations inclusive

6 TfL, Consulting with you — Transport for London (tfl.gov.uk)

7.0ld Oak and Park Royal Development Corporation. Community Engagement Strategy, 2021
8 OPDC FAQs



https://tfl.gov.uk/info-for/boroughs-and-communities/consulting-with-you
https://www.london.gov.uk/sites/default/files/community_engagement_strategy_2021.pdf
https://www.london.gov.uk/who-we-are/city-halls-partners/old-oak-and-park-royal-development-corporation-opdc/faqs-opdc/faqs-about-us?ac-37015=37013
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London Fire Brigade (LFB)

LFB must follow the Department for Communities and Local Government’s Procedural Guidance
when consulting." The guide describes statutory consultations that fire safety enforcing
authorities and building control bodies are obliged to carry out. As per the Government’s Fire
and Rescue National Framework for England, LFB is required to publish an Integrated Risk
Management Plan In line with guidance from the National Fire Chiefs” Council. The National
Framework provides that the draft Community Risk Management Plan (CRMP) must “reflect
effective consultation throughout its development and at all review stages with the community,

its workforce, and representative bodies and partners”.*

Mayor’s Office for Policing and Crime (MOPAC)

It is not evident that MOPAC has any guiding principles or code of practice regarding its
consultation processes that is publicly available. However, MOPAC does consult on its Police
and Crime Plan. MOPAC hosted a consultation for its Police and Crime Plan for London 2022-
2025 from 16 November 2021 until 21 January 2022.”" It does refer to the GLA Engagement
Handbook.

London Legacy Development Corporation (LLDC)

The LLDC has a publicly available Code of Consultation, developed in 2013.%” The Mayor was
asked at Mayor’s Question Time in 2017 if he would review the consultation strategies
employed by the LLDC. He responded that he was confident in its consultation practices.”

Development of a GLA Group-wide set of consultation principles

The Committee asked the GLA Group body representatives at the 14 December 2023 meeting
whether they would be interested in the idea of an agreed and published GLA-wide set of
consultation standards.

On behalf of LFB, Susan Ellison-Bunce, Head of Strategy and Performance, responded: “We
would be very interested in working with GLA colleagues to develop a shared approach. That
could be very interesting and could be very helpful.”**

Kenny Bowie, Director of Strategy and Metropolitan Police Service Oversight at MOPAC,
agreed that “the theory of it is very good” and suggested that anything developed is “anchored
at that principle level rather than the detailed level [...] It would need that sort of flexibility”.*

In agreement, Emma Williamson, Director of Planning, Old Oak and Park Royal Development
Corporation, stated: “It would be helpful. It is always good to collaborate.”*® Fraser MacDonald,
Strategic Consultations Lead at TfL, advised that TfL “do not use those particular guidance or

19 Department for Communities and Local Government, Building Regulations and Fire Safety Procedural Guidance
Fifth Edition, March 2015

2 Home Office, Fire and Rescue National Framework for England, May 2018, P14

21 MOPAC, Police and Crime Plan for London 2022-2025 Consultation Summary, March 2022

2 LDC, Code of Consultation, May 2013

3 Mayor’s Question Time, 10 August 2017

24 GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p4

% GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p4

% GLA Oversight Committee, Transcript of Agenda 8 — GLA Group Consultations, 14 December 2023, p4



https://www.labc.co.uk/sites/default/files/resource_files/procedural_guidance_march_2015.pdf
https://assets.publishing.service.gov.uk/media/5aec5974ed915d42f7c6bf18/National_Framework_-_final_for_web.pdf
https://www.london.gov.uk/sites/default/files/you_said_-_we_did_-_pcp_2022-25.pdf
file:///C:/Users/Kfirth/Desktop/Code%20of%20Consultation,
https://www.london.gov.uk/who-we-are/what-london-assembly-does/questions-mayor/find-an-answer/lldc-consultation-strategies
https://www.london.gov.uk/about-us/londonassembly/meetings/documents/b29172/Appendix%201%20-%20Transcript%20Thursday%2014-Dec-2023%2014.00%20GLA%20Oversight%20Committee.pdf?T=9
https://www.london.gov.uk/about-us/londonassembly/meetings/documents/b29172/Appendix%201%20-%20Transcript%20Thursday%2014-Dec-2023%2014.00%20GLA%20Oversight%20Committee.pdf?T=9
https://www.london.gov.uk/about-us/londonassembly/meetings/documents/b29172/Appendix%201%20-%20Transcript%20Thursday%2014-Dec-2023%2014.00%20GLA%20Oversight%20Committee.pdf?T=9
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handbooks [existing internal GLA consultation resources], but we have ... been building our
consultation approach and toolkit for the last 20-plus years.””

Recommendation 2

The GLA should publish a clear, concise Group-wide Consultation Principles
Statement. This should explain what the public can expect when it engages
with a consultation, and why the GLA Group considers consultation to be an

essential part of effective policy development, in order to establish and
maintain public trust. This should be informed by the Gunning principles, the
Consultation Institute’s Consultation Charter and Government guidance on
consultations. This statement should be formally adopted as a Mayoral
Decision.

Internal GLA Consultations

In November 2022 the GLA moved staff from a monthly to a four-weekly payroll cycle. This was
despite the internal consultation finding that “some people are supportive of the changes we
are introducing, but there are many who aren’t.”*® The number of people expressing views
against this proposal far outweighed the number of people in favour of the proposal. This
Committee did not consider that the consultation process was clear enough in its expression of
whether there was real scope to change the course of action.

This Committee reiterated its concerns about the impact on staff and the disproportionate
impact on lower-paid staff at the GLA Oversight Committee meeting on 1T November 2023. The
Committee was greatly surprised and disappointed to learn that the GLA did not ask TfL
whether it would be possible to move GLA staff to a monthly pay system. The GLA’s Chief
Officer said: “We never had any conversation with TfL about doing monthly payroll for us.”*
This should have been made clear in the internal consultation.

Recommendation 3

A GLA Group-wide Consultation Principles Statement should also apply to
consultations held with staff.

Ongoing monitoring is needed for any set of principles developed

Mike Bartram, Fellow at the Consultation Institute, told the Committee of the importance of
evaluating the effectiveness of any set of principles or consultation standard developed. He
stated: “There is no point having standards if you do not monitor effectiveness in delivering

them because that just breeds cynicism.”*

¥ GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p3
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Clare Delmar, Founder of Listen to Locals, added another argument to the need to monitor a
set of consultation principles or standards, pointing out that best practice can change.

“Standards are very important and, if anything, people then have something to
fall back on if they feel they have not been met. However, on the other hand
standards are not set in stone and it is really important to recognise that. New
evidence, new data, new best practice, new conditions, enter into what effectively
forms a standard all the time.”’

Clare Delmar, Founder

Listen to Locals

Recommendation 4
The development of a GLA Group-wide set of consultation principles should
be accompanied by a plan to evaluate their effectiveness, and how they are

being used. This should include central monitoring and tracking of GLA
Group consultations to ensure they adhere to the required standards, so that
the principles can continue to evolve to reflect emerging best practice.

What are the challenges to effective consultation?

The Committee heard from guests at its 23 November 2023 meeting that the key challenges to
public bodies holding effective consultations are cost and staff resource constraints.

Chris Harrison, Regional Project Director for the South, Project Centre, noted that consultations
are often limited by cost and time constraints. He stated: “Sometimes the look and feel of the
consultation is not completely set because you have these limitations, and we have to work
within the limitations.”

The LGA’s consultation guidance also highlights the time that consultations take, advising:

“Before you run any consultation exercise, it’s important to make sure that it is a
necessary activity. Consultations can be time-consuming for organisations to run, while
asking residents for unnecessary information can be a waste of time and resources, as
well as being annoying for the people asked to take part.”*

Mike Bartram pointed out that there can be a cost to not consulting or not consulting well,
stating: “A large amount of money has been wasted on projects which have been judicially
reviewed on the basis of their consultation and they have had to do them all again.”** He
added: “Consultation is good value for money for nothing else than getting it wrong is very bad
value for money.”*

31 GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November 2023, p8
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The LGA similarly warns:

“With shrinking budgets, councils can’t afford the expense of getting the legal aspects of
consultation and engagement wrong. Court cases are expensive, and the media
firefighting and reputational damage that comes with a legal challenge bring their own
costs.”*®

Recommendation 5
A GLA Group-wide Consultation Principles Statement should acknowledge
that there is a cost to holding consultations. This should include a

commitment to ensuring that spending on consultations is effective and
efficient; and that due consideration has been given to whether a
consultation is appropriate and likely to be beneficial.

% | GA, New Conversations 2.0 LGA Guide to Engagement, February 2017, p34
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Chapter two: Integrity

The Consultation Institute’s Consultation Charter sets out integrity as its first best practice
principle, and states:

“The process must have an honest intention. The Consultor must be willing to listen to
the views advanced by consultees and be prepared to be influenced when making
subsequent decisions. If the decisions subject to consultation have already been taken, it
is a waste of consultee’s time and a fraud upon all participants to undertake a
purposeless exercise and breaches the principle of Consultation Integrity.””

Key findings

¢ Integrity is something that organisations build up over time and throughout
different consultations.

e The overall reputation of an organisation, and the trust that the public has in
it generally, impacts the levels of trust in individual consultations.

e A strong track record of public engagement and having a strong public
presence helps build trust and engagement for individual consultations.

Timeliness

All guests at the Committee’s 23 November meeting raised the importance of timeliness as part
of integrity and there was agreement that a consultation must occur at an early stage of a piece
of work. Alex Smith said: “Are you doing it at a point where it can make a difference? Are
people’s contributions going to have an impact where appropriate?”*

“All too many consultations happen too late when really all you just want to do is
check that you have it right and then tell everyone that you have after you have
ignored their responses. Therefore, it is important to consult at the right time.
You can consult too early as well, when you are not clear enough what you are
proposing and therefore people do not know what they are reacting to. The
timing is really important.”

Mike Bartram, Fellow

Consultation Institute

Fraser MacDonald stated this was also important to TfL: “We want to make sure that we are
consulting at a point before any decisions have been made.”*

37 Consultation Institute, Consultation Charter, 2017
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Roz Henville, Director of Communications, Engagement and Strategy, OPDC, provided an
example of undertaking community engagement in advance of beginning the OPDC’s
Supplementary Planning Document consultation. She explained how this was beneficial as it
“hopefully enabled us to build a bit more trust with the community as well because they could
see ... we are really invested [...] we really want to listen, and this was before we had even

started the formal consultation.”*

Recommendation 6
A GLA Group-wide Consultation Principles Statement should recognise the

importance of timeliness by consulting at an early stage of a decision-
making process. GLA consultations need to be timely and transparent on
what decisions have been made and what can be influenced.

Organisational reputation

Stephanie Bortoli, Head of Communications and Engagement, Project Centre, highlighted that
the overall reputation of an organisation impacts the level of trust that the public has in its
individual consultations, stating: “It is really hard to separate integrity on a consultation with the

authority delivering that consultation.”*

It was also argued that a strong track record of public engagement can increase trust in
organisations.

“Having this continued presence, always being in the room, always being in the
community, showing before you break ground or start building or change your
health service that you are listening and you are there makes a big difference.”*
Clare Delmar, Founder

Listen to Locals

Recommendation 7
A GLA Group-wide Consultation Principles Statement should include

recognition that public trust in the integrity of the GLA as a whole affects
public trust in individual consultations.
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Avoiding biased wording

The Committee heard that consultation questions should not be asked in a way that could
influence respondents towards answering a particular way. This was highlighted by Clare Delmar
at the Committee’s 23 November 2023 meeting who said: “It is also how the questions are
asked [...] not leading or directing people towards a sort of prejudged outcome.”*

Case Study — TfL Consultation on ULEZ

The Ultra Low Emission Zone (ULEZ) is a scheme that charges drivers of older, more polluting
vehicles to enter certain areas of London. The ULEZ zone was expanded on 29 August 2023 to
cover all of Greater London. People who wish to drive in London must ensure that their vehicle
is compliant with the ULEZ standards or pay a daily £12.50 charge.

The ULEZ scheme is administered by TfL. TfL held a consultation on the expansion of the ULEZ
from 20 May 2022 to 29 July 2022.*

The email address that TfL usually uses for consultations is haveyoursay@tfl.gov.uk. The email
address used for the ULEZ consultation was cleanairyourview@tfl.gov.uk.

At the Committee’s 14 December 2023 meeting, Committee members questioned TfL’s
representatives about the use of the ‘clean air” email address. Fraser MacDonald explained: “We
created the mailbox for ULEZ in the sense that we knew there was going to be a high volume of
responses, so we wanted to have that information kept into one distinct area.”*®

Christina Calderato, Director of Transport Strategy and Planning, TfL, added: “The consultation
was broader than just the London-wide ULEZ [...] It was not just a ULEZ consultation to be
fair.”"’

The exploration of the ULEZ consultation formed only a small part of the Committee’s
investigation into consultations and the use of the “clean air” email address was not definitively
seen as being biased or created with the intention of influencing responses. However, the
Committee recognised that the email framing was open to being questioned. This risks eroding
trust in the consultation, TfL and the wider GLA Group.

Case Study — LFB’s 2021 consultation on its Community Risk Management
Plan

LFB hosted a consultation for its CRMP 2023: Your London Fire Brigade in 2022.

LFB published a report summarising the CRMP consultation in September 2022, which stated
that officers undertook to learn lessons from the CRMP consultation in 2021. The report
included concerns raised by some consultation respondents in 2021 about potentially biased
wording and said:

4 GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November 2023, p16
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“Some respondents to the previous consultation had challenged the questions that were
used. Some people felt them to be expressed in ‘management speak” and others felt that
the questions were ‘leading” and bound to be supported.”®

The Committee is encouraged by LFB’s recognition of this issue and the fact that their report
reflected on it and considered lessons learned.

Recommendation 8
The GLA should commit to using neutral and consistent wording in its

consultations. Consultations should always include the option to disagree
with proposals entirely.

% LFB, Community Risk Management Plan 2023 Your London Fire Brigade, September 2022, p5



https://www.london-fire.gov.uk/media/7293/lfc-0742-community-risk-management-plan-2023-your-london-fire-brigade.pdf

GLA Group Consultations
March 2024 24

Chapter three: Accessibility and visibility

The Consultation Institute’s Consultation Charter includes accessibility and visibility in its best
practice principles, and states:

Visibility: “All those who have a justifiable right to participate in a consultation should
be made reasonably aware of the exercise. For Closed Consultations (where the
audience only consists of fully identified stakeholders), this will be less demanding than
for Open Consultations. Visibility is also important for decision-makers who should have
full awar4egness of any consultation exercise, which is relevant to decisions they are about
to take.”

Accessibility: “Consultees must be able to have reasonable access to the exercise. This
means that the methods chosen must be appropriate for the intended audience and that
effective means are used to cater for the special needs of ‘seldom heard” groups and
others with special requirements. New technology and social media offers an ever-wider
choice of consultation mechanism, but consultors must always ensure that the ‘Digital
Divide” does not disenfranchise citizens or stakeholders.”*°

Key findings

e A broad range of different tools is required to connect with as many local
voices and differing voices from across all different communities.

e There are barriers to people responding, and these barriers will be different
for different people. Digital skills or access to digital equipment can be a
barrier.

e It is vital that there are multiple ways in which people can respond to
consultations.

¢ Understanding the consultation documents can also be a barrier. Its vital that
documents are presented clearly and in simple language, with alternative
formats available.

e It is best practice for organisations to carefully plan how they can mitigate
accessibility barriers and make their consultation as visible and accessible as
possible.

Visibility
Alex Smith stressed the importance of using communications to increase visibility to the
Committee, stating: “There is no point having a consultation if no one knows it is happening

and they cannot respond.””!

Mike Bartram told the Committee about the value of in-person engagement and street
exhibitions as a way of increasing visibility and accessibility.

4 Consultation Institute, Consultation Charter, 2017
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“I have seen on many consultations | have run where, despite all the publicity we
have given to an exhibition on the street, | would say about two-thirds of the
people who came into the exhibition vehicles are, ‘What is this is about then?’
They have no idea, never heard of the project, no idea about any publicity, but it
was prominent so they stumbled upon it.”>?

Mike Bartram, Fellow

Consultation Institute

Fraser MacDonald described some of the methods that TfL uses to increase visibility of
consultations: “We use the local press, we use stakeholder groups, we use events at local
community centres, we will do flyering on the streets.”>® He also mentioned social media: “We
have tried to broaden our approach with that, and we can even do things like geofenced
messages to people on their mobile devices when they come into an area. Superloop was a great
example of that.”*

Fraser MacDonald also explained that letter dropping is a method sometimes used by TfL,

stating: “The cost of letter dropping to the whole of London is going to be prohibitive, but
actually on a local level with the agencies that we use for that, it can be particularly effective.”

Engaging with under-represented and hard-to-reach groups

The Committee looked at the importance of and approaches to achieving a wide range of
responses from all areas in the community.

“Often what we find in local communities is one voice is the loudest and we do
live in a democracy, and we have people at the extremes often who are the
loudest. However, we need to find a way to involve everyone™®

Clare Delmar, Founder

Listen to Locals

The GLA’s internal Guide to Engagement includes ‘inclusive and diverse” as a core value and
states: “We centre the importance of diverse voices and perspectives, and actively design
processes that remove barriers to participation and focus on the needs of diverse groups.”’

At the 14 December 2023 Committee meeting, guests provided examples of methods used by
their organisations to promote accessibility of their consultations. Fraser MacDonald shared how
TfL tries to work with existing community groups and leaders to broaden their engagement
across communities.
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“We try to look for community leaders, community voices, and representatives in
an area who can connect us better with the communities that are around them
and give us inroads into, usually meetings, venues and events that have already
been set up by those groups.™®

Fraser MacDonald, Strategic Consultations Lead

TfL

A similar approach was described by Donna Peters, Head of Community Engagement at LFB,
regarding LFB’s consultation on its CRMP. She said:

“We attended everything from the country park-style events to events that were, for
example, being run by deaf and disabled communities and, yes, we did largescale events
and also more grass root events.”’

Natasha Plummer, Head of Community Engagement, MOPAC, also shared examples of
approaches taken by MOPAC to make the Police and Crime Plan consultation visible and
accessible. These included social media advertising, online events, and working with stakeholder
groups. She said: “We worked also with LGBTQ+ organisations; we had sessions that were
around Black, Asian and minority ethnic communities, migrant people and people who came
from refugee backgrounds.”®

The Committee also heard that engaging with people who do not hold a particularly strong
supporting or opposing view can be a challenge. However, if this group’s views are not included
in consultation responses, it can skew responses towards more extreme ends of opposing or
supporting a decision. Mike Bartram warned, “The people who are much more motivated to
respond would be the people who are critical.”®’

“For example, when we were engaging with the Muslim community, we used their
local news networks and we were having our Assistant Commissioners being
interviewed and having conversations, which generated a lot of interest. We
discovered that a lot of communities suddenly found out that we were interested
in listening to our communities and hearing from them, from our underserved and
seldom-heard communities. "

Donna Peters, Head of Community Engagement

LFB
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Engaging with young people

Clare Delmar urged the Committee to also consider how to consult with young people, and
stressed the importance of doing s0.%’ She advised: “Schools are a tremendous resource for
consultation.”®*

In the Committee’s second meeting, Fraser MacDonald, advised that TfL’s consultation on ULEZ
“had a very good representation of views from older Londoners”, but that younger Londoners
were under-represented. He acknowledged that TfL has “more lessons to learn[....] about how
to engage with younger Londoners.”®

Natasha Plummer shared that MOPAC’s social media advertising of the Police and Crime Plan

Consultation had “worked particularly well for younger Londoners”.®®

Planning for accessibility considerations

The Committee heard from guests about the importance of undergoing planning processes
before starting consultations, to understand what might be needed to reach a wide audience
and how accessibility barriers can be mitigated. Chris Harrison explained that the Project
Centre’s approach is to “spend that time at the very beginning just understanding who the

audience is and how we get to that audience”.*’

The Committee heard that addressing accessibility considerations is a process that can be driven
by the engagement that sits alongside a consultation.
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“One of the things we spent a lot of time doing before, during, and following
consultation, was we did a lot of engagement with stakeholder groups and
particularly with disability stakeholder groups. | spent quite a lot of time going to
different roundtables and groups and having those conversations with people
who were telling you, ‘This is why it is very difficult for me. This is why that
mitigation, which you think you have built in, does not go far enough for me.” It
is quite difficult to listen to, but it is really important to go and listen to. You get
that richness of information, which we might not have got without that lived
experience of people in those pockets. That engagement was really important to
us in shaping the final proposals, which were recommended. There was an
entirely new disability benefits grace period, which was built in. Things like we
built in wheelchair accessibility for vehicles, but understanding how much some
of the other vehicle adaptations cost and that you do not get that until you are
talking to people about the cost of swivel seats or hoists, all that kind of thing.
That is exactly as you say, that local context and the personal circumstances,
which mean that people are on a microlevel affected quite differently by
proposals. It is important that we get that out of engagement and consultation. It
is not just consultation; it is the engagement that sits alongside it.”

Christina Calderato, Director of Transport Strategy and Planning

TfL

Recommendation 9
The GLA Group should engage directly with disabled people’s organisations

to discuss consultation processes; best practice; and how to ensure that all
accessible forms of consultation can be planned into consultations from the
start.

Some guests highlighted the importance of completing Equality Impact Assessments (EIAs) as
part of the planning process. Fraser MacDonald and Donna Peters explained that EIAs were a
key part of the process for TfL and LFB. LFB shared how it incorporates planning into its pre-
consultation work. Donna Peters said:

“Frontloading our consultation with a lot of pre-consultation engagement. That really
has to start with the EIA, recognising who are the greatest impacted by the consultation
that we are going to be running and then frontloading the consultation with a lot of
engagement around how we should approach it, designing the consultation, and
thinking about how we actually reach into those communities that would be most greatly
impacted.”®®

% GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p14
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In the Transport Committee’s response to the TfL 2022 Central London Bus Review,
recommendation 2 was that TfL must ensure all relevant information is available from the date a
consultation launches. In this case the consultation launched on 1 June 2022, but the TfL
website front page only included details of the consultation from 14 June. The British Sign
Language (BSL) video did not become available until 21 June, 20 days after the launch of the
consultation. ®

Recommendation 10
GLA consultations must include essential pre-consultation planning to
identify those that are impacted the most; and plan how to engage with

them. Planning should also consider how to reach under-represented groups;
what barriers there might be to some people responding; and how to
mitigate these barriers. This needs to be an essential part of the wider
cost/benefit analysis in reaching decisions about whether to consult.

Understanding the advantages and challenges of digital
engagement

Several guests at the Committee’s 23 November 2023 meeting raised the need to recognise that
not everyone has access to digital equipment or the skills to respond to consultations digitally,
and argued that organisations must allow responses via a range of channels.

“Often, the easiest way to respond to a consultation for some is just filling in an
online form or sending an email, but not everyone has access to that. Is there a
phone option? Is there an in-person option? Also, if you do have these options,
particularly post and phone, is it free?””°

Alex Smith, Head of Campaigns Communications

London TravelWatch

The benefits of online engagement were also discussed by some guests. At the Committee’s
second meeting, Natasha Plummer said: “/t was an interesting learning point, particularly
around disabled people, for example, that in some respects the online event worked even better
... just because you have a lot of accessibility tools that you can use in the online environment
[...] and you are not putting the burden on people to travel places.””’

8 https://www.london.gov.uk/press-releases/assembly/central-london-bus-review-consultation
7® GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November 2023, p25
T GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p20
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Recommendation 11
A GLA Group-wide statement on consultation principles should include

recognition of the need to accept responses via multiple channels, including
non-digital channels.

Using plain language in all consultation documents

Guests at the first meeting also stressed the importance of using clear and plain language and
explaining concepts simply. Stephanie Bortoli told the Committee: “You should not need to be a
subject expert to respond to a consultation. Do not presuppose knowledge.””?

Recommendation 12
A GLA Group-wide Consultation Principles Statement should include

recognition of the need to use plain and simple language in all consultation
documents.

Using different languages in consultations

The Committee also heard the importance of accommodating responses in different formats
including BSL.

Sometimes people want to be able to communicate back in the language that is
preferred by them, for example British Sign Language (BSL). Somebody might
want to provide a consultation result in that particular way, and we need to be
open to that. That was one of the interesting things that, as ULEZ was
happening, the [British Sign Language] Act [2022] recognising BSL as part of the
British language was coming into force. Therefore, we had to think about the
ways that we could service that community in the future and moving forward to
make sure that their voices were heard. '

Fraser McDonald

TfL

This extends to different languages, and the way different languages are accommodated.

72 GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November 2023, p25
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“I was running that consultation and we managed to get a student placement
from a young Sikh lad, who was from Southall and his parents still lived in
Southall. He arranged for translations of posters to go up and he took them
round to local shops and got them to put these posters in Punjabi in the shop
windows and he was talking to everyone, just walking around the area. It was a
massive effort and we had four interpreters there when we ran the exhibition,
again on the street, and we engaged with over 900 people in one day, which was
far and away the largest number of people we have engaged anywhere. When
you think of leafy Ealing and the more sort of middle-class parts of the route of
the West London Tram, it was quite an achievement to reach that number of
people. We had all the questionnaires translated into those languages so we
could hand them out to people in that language. We were ready with people to
understand the answers that came in in those languages, which was a
considerable step forward compared to the way in which it is often done, which is
to scribble a few sentences at the end of a long document in English and hope
people magically manage to find them and do something with them.”

Mike Bartram, Fellow

Consultation Institute
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Chapter four: Transparency and disclosure

The Consultation Institute’s Consultation Charter includes transparency and disclosure in its
best practice principles, and states:

Transparency: “Many consultations are highly public, and rightly so. Indeed the
principle of Transparency and the Freedom of Information Act 2000 requires that
stakeholder invitation lists, consultee responses and consultation results be published.
But this should only occur with the express or implied consent of participants. Consultors
who intend to publish details of respondents and their responses have a duty to ensure
that this is understood by all participants. Consultation submissions will be published
unless specific exemptions apply. Freedom of Information requests can be used to seek
access to data previously kept hidden. Consultees rightly expect full transparency of the
governance arrangements applicable to a consultation and the decision-making process
which will follow. They will also expect explanations for decisions taken following a
consultation.”

Disclosure: “For consultation to succeed, and to encourage a measure of trust between
the parties, it is important to provide for reasonable disclosure of relevant information.
Consultors are under a duty to disclose information which could materially influence the
nature and extent of consultee’s responses. In particular, areas where decisions have
effectively been taken already, and where consultee views cannot influence the situation,
should be disclosed. Consultees are also under a duty to disclose certain information. If a
representative body expresses a view on behalf of its members, it should inform the
consultor of the presence of any significant minority opinion within its membership, and
be prepared to estimate the extent to which it is held.””

Key findings

e Transparency considerations set out what needs to be disclosed to the public.
The presumption should be that everything is public.

e It is critical to be honest with the public about what can be changed through a
consultation.

The Committee heard from guests about the importance of transparency.

Transparency [...] so that people can understand the process, what is
happening, why decisions have been made, and that is important just to make
sure that there is trust in the process and that people can fully understand and in
future will hopefully continue to engage.””*

Alex Smith, Head of Campaigns Communications

London TravelWatch

73 Consultation Institute, Consultation Charter, 2017, p4
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Fraser MacDonald stated that TfL starts “from the point that we should be transparent with
everything that we have; that things are there to be disclosed unless there is a legitimate
reason, either commercial or data-protection related”. ™

Lisa Fairmaner, Head of London Plan and Growth Strategy, GLA, advised that the GLA provides
a public online engagement portal for its Planning for London consultation programme. She
added: “There are no materials that would be given to somebody at an event that are not
downloadable publicly.””®

Similarly, Emma Williamson advised, in relation to planning: “We basically publish all of the
supporting material which we have drawn upon [...]. The only time we would not publish some
of that, we would redact something if it was commercially sensitive, but that is unusual.” "’

Recommendation 13
GLA Consultations should start from a position that everything is public. A

GLA Group-wide Consultation Principles Statement. GLA consultations
should only withhold information for commercial sensitivity reasons where
this is absolutely necessary.

Disclosing the responses received

In the first Committee meeting, Mike Bartram argued that stakeholder responses to
consultations should be published, and a “high bar” set for requests for responses to be kept
confidential.”® He said: “If you are trying to influence a decision, you should be prepared for the
way in which you are trying to influence to be visible to everyone.””

75 GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p28
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Chapter five: Fair interpretation

The Consultation Institute’s Consultation Charter includes fair interpretation as a best practice
principle and states:

“Information and viewpoints gathered through Consultation exercises have to be collated
and assessed, and this task must be undertaken promptly and objectively. In general,
decision-makers should not normally be personally involved with primary analysis and
interpretation of consultation data, and the use of external data analysts has many
advantages. Where consultors use weighting methods to assist in the assessment
process, this must be disclosed to participants and to decision-makers relying on the
consultation output.”®

Key findings

e The methodology used to analyse consultation responses should be made
publicly available.

e If the same staff that are delivering a piece of work are also leading its
consultation, there can be a risk that they are less open to hearing criticism or
new ideas. This can risk consultation responses being interpreted fairly.

e There are benefits to commissioning the analysis of responses to an
independent third party.

e Another element to fair interpretation is understanding who respondents are.

Publishing the methodology used to analyse responses

It was argued by some guests at the first meeting that the methodology used to analyse
responses should be made publicly available. Mike Bartram advised: “All good reports will
publish the code frame and explain the way in which they have approached the analysis.”®'

Kenny Bowie acknowledged that MOPAC does not currently publish its consultation

interpretation methodology, stating: “It is something for us to think about, that we do build that
in at the outset.” ®

Recommendation 14

The GLA should publish the methodology it uses for analysing responses.
This needs to be established at the outset of a consultation.

8 Consultation Institute, Consultation Charter, 2017, p5
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Understanding who respondents are

Mike Bartram advised that it is important to understand whether responses are from individuals
or from organisations when interpreting consultation responses.

“There is no sum or weighting you can come up with that gives you the right
answer, but you need to know if a point of view is being expressed by somebody
who had been elected by 30,000 people or an organisation that has 100,000
members.”®

Mike Bartram, Fellow

Consultation Institute

Use of third-party organisations to support consultations

At the 23 November 2023 Committee meeting, guests discussed the risk of having the same
people who are running a project also leading on the consultation for it. Guests mentioned the
risk that this can make them less open to engaging with criticism of the project or new ideas.
Stephanie Bortoli advised that this usually occurs due to a lack of staff resources: “In many
cases, they are doing the whole process so there is not necessarily, because of resource
constraints, a complete separation in those two functions of a project.”®

As well as offering independence, a second benefit of using a third-party organisation is
additional resources.

“Enormous numbers of responses can suck up an enormous amount of resources
as well, which can get a bit out of control. You want somebody who has done it

before and can pull in extra resources if you get a larger response or a lengthier

set of responses than you were expecting.”®

Mike Bartram, Fellow

Consultation Institute

Lisa Fairmaner explained that the GLA has “used opinion research companies to create
separation between ourselves and the people that we are speaking to”, and added: “We cannot
help ourselves. We have buy-in. We know what we already think.”®

Fraser MacDonald explained that TfL has an in-house team which can and does analyse
consultation responses, but “for those larger consultations, ULEZ would be a great example of

that, we would use one of our providers”.?’
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The use of third parties by LFB appeared to be discretionary, with Donna Peters advising:

“If there were any issues around trust or if we felt that the outcome was going to be
contentious, we would use a third party to do the analysis, pull it into themes and then
we would do the same.”®

Emma Williamson noted, for OPDC:

“Our SCI [Statement of Community Involvement] says that we summarise issues, but we
do not do that. We do go list out point by point what people have raised and then how
we are responding to that. We are going to change the SCI to reflect the practice that we
currently have.” ®

The Committee acknowledges that use of a third-party organisation to support consultations

may not be appropriate in all situations as there may be some smaller consultations where it
may not be the best use of public money to spend on outside consultants.

Recommendation 15

The GLA should have a clear policy on the use of independent third parties
to analyse responses.

Consultations should not be treated as referendums

Some of the guests at the 23 November 2023 meeting argued that organisations should not
treat consultations as referendums on particular issues, as this can oversimplify the various and
nuanced viewpoints that respondents may have.

Chris Harrison argued that a consultation should be focused on “what can be influenced and
what can be changed and understanding that and that is not a “Yes” or ‘No” question usually.”*
Stephanie Bortoli added: “If we are treating things like referendums for a really small part of the
community who might be participating in that process [....] then we are in real danger of
delivering the wrong things.””’

Case study — TfL'’s interpretation and reporting of responses on the ULEZ
consultation

TfL consulted on the proposed expansion of the ULEZ scheme between May and July 2022.
The consultation report included that when asked whether the ULEZ scheme should be
expanded, 59 per cent of respondents said that the expansion should not be implemented.*
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Alongside TfL’s consultation, the GLA commissioned YouGov to do a survey on the proposals.
The survey was carried out in July and received 1,245 responses, which were weighted to be
representative of all London adults. 51 per cent of those surveyed supported the ULEZ
expansion and 27 per cent thought it should not be enacted at all.”

The Mayor publicised the findings of this survey by issuing a press release on 10 October 2022,
titled “Nearly twice as many Londoners support expansion of ULEZ”.**

A written response, on 12 December 2023, to a Mayor’s Question Time question on the ULEZ
consultation stated: “The consultation was not a referendum on ULEZ expansion and those who
responded were not asked to cast a vote.””

The Committee’s view is that the reporting of the survey’s findings in this way overshadowed
and oversimplified the findings of TfL’s consultation on the expansion of the ULEZ scheme.

9 Mayor of London, Nearly twice as many Londoners support expansion of ULEZ (press release), 10 October 2022
% Mayor of London, Nearly twice as many Londoners support expansion of ULEZ (press release), 10 October 2022
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Chapter six: Publication

The Consultation Institute’s Consultation Charter includes publication as a best practice
principle, and states:

“Participants in a consultation exercise have a proper expectation that they will see both
the output and the outcome of the process. Except in certain Closed or Internal
consultations, the assumption should be that publication in a form accessible to the
consultee would follow within a reasonable time after the conclusion of the exercise. It is
the responsibility of a consultor to publish an adequate feedback document, consisting
of consultation output, preferably in advance of decisions being taken. Where no
publication is intended, it is the duty of the consultor to disclose this when initially
inviting stakeholders or the public to participate.”*

Key findings

e It is best practice for all consultations to have a consultation report published
which includes a summary of the responses received and explanation of the
actions the organisation is taking based on these responses.

e Consultation reports must be published in a timely manner, be relevant and be
understandable.

e All consultation respondents should be notified when the consultation report
is published.

Timeliness of publication

The Committee asked the guests at its second meeting about their approach to publishing
consultation findings and reports in a timely way. The responses provided did not give definitive
timeframes.

Kenny Bowie advised that MOPAC works to publish a ‘consultation summary” document “as
quickly as is reasonable”’ following consultation.

A similar response was provided by Susan Ellison-Bunce for LFB: “We will do that as quickly as

we can.”®

Lisa Fairmaner responded on behalf of the GLA: “It depends. It is how long it takes to write
”99
up.

Roz Henville, advised that for the OPDC in terms of publishing reports, “it is usually when the
draft document is published.”'®
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Fraser MacDonald referred to the Government’s best practice guidance which advises that a
consultation report should be published by twelve weeks following consultation' and said:
“The industry as a whole is probably erring towards 115 to 120 days at the moment [...]. We
land somewhere in between the two of those.”’”

What should be included in the publication document following a
consultation?

“It is always good practice to say in consultation materials, ‘This is what you can
expect to happen after the consultation has closed,” and very often that will
include a timetable for when a decision will be made. However, there will be
multiple decisions and different stages of the project and so next steps is also a
matter of explaining to people what other things are going to happen.”'®

Mike Bartram, Fellow

Consultation Institute

The Committee heard that there are two key elements to what should be published in a
consultation report. The first is what the consultation responses were and how they were
interpreted. The second is an explanation of what actions were taken and changes made to the
project being considered in accordance with the consultation responses.

Mike Bartram linked to this to the fourth Gunning principle of ‘conscientious consideration” and
said: “You need to be really clear that you have considered all of the suggestions that have
been made and all of the key arguments that have been made.”**

The Committee also heard from guests about the importance of notifying consultation
respondents once a consultation report has been completed. All of the GLA Group bodies
present at the Committee’s second meeting shared that they do this.

Recommendation 16
All GLA consultation documentation should include a timetable for when a

decision will be made, and a report published. This should include any
intermediate steps to reaching a decision. All those who respond to a
consultation should be informed of its outcome in a timely manner.

The London Assembly passed a motion in September 2022 calling on the Mayor to provide a
forward plan of decisions to aid transparency. In this motion the point was made that a good
forward plan has both upcoming consultations and decisions.'®

197 Cabinet Office, Consultation Principles, 2018
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194 GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November, p35

195 | ondon Assembly, Mayor should publish forward plan for transparency, 8 September 2022
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Chapter seven: Conclusions

Key findings

e Consulting offers organisations many benefits, including enabling better
outcomes, gaining richer evidence and insights, and building relationships and
trust.

e It is essential that when organisations consult on an issue, they are prepared
to listen to the responses they receive and, where possible, make changes to
their plans.

e It is best practice to evaluate how effective individual consultations were, to
understand what worked and what did not and to learn lessons for future
consultations.

e There are several elements to delivering an effective consultation and
guidance and training on how to do so should be easily accessible to staff.

e GLA representatives generally reported positive experiences of holding
consultations as well as a strong understanding of the benefits of consulting.
However, this does not mean there is not room for improvement and better
consistency.

Organisations must be prepared to listen to consultation responses

The Committee heard that a key part of integrity is organisations being committed to listening
to the consultation responses received and making changes based on them. Stephanie Bortoli
told the Committee that consulting organisations must be “really clear and transparent about

what is not able to be influenced”.'”

“We had one proposal that was to move a second fire engine from one fire
station to another where we felt it might be of more benefit to the London-wide
community and, in fact, there were a significant number of respondents that said
that they did not support that proposal. Therefore. we did not do that. We
agreed to come back and review the impact of not doing it within a year and to
make a final decision. When we reviewed it, we agreed that we would keep the
second fire engine where it was. Sometimes we have made quite significant
changes as a result of consultation.” "%

Susan Ellison-Bunce, Head of Strategy and Performance

LFB

Chris Harrison commented that a project changing due to consultation responses received was
positive:

196 GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14 December 2023, p40
197 GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23 November 2023, p1
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“That usually means that we have got the consultation and engagement right]...]
we came up with what we thought was technical and then we have come out
with something which is completely different to that but fits the local context to it
and fits their answer. "%

Chris Harrison, Regional Director for the South

Project Centre

Consultations should be evaluated for effectiveness

The Committee heard from guests about the importance of evaluating individual consultations
to understand how effective they were and what lessons can be learned for future
consultations.

“We cannot just sit on our laurels after such a huge exercise like ULEZ. We need
to use the periods in between to look for the opportunities, try to innovate, learn
from others in the industry as well.”'%

Fraser MacDonald, Strategic Consultations Lead

TfL

The LCA includes the need for evaluation in its consultation guidance, stating:

“Evaluate your consultation: Consider if your consultation has achieved its objectives. How
have consultees’ views affected the council’s decision? What has changed as a result of the
consultation? What lessons that can be learned?”""°

Recommendation 17
The GLA should commit to conducting an internal evaluation of each

consultation it holds. This should be proportionate to the nature and size of
the consultation itself; and should allow for ongoing learning and
improvement of the consultation process.

198 | ondon Assembly GLA Oversight Committee, Transcript of Agenda Item 6 — GLA Group Consultations, 23
November 2023, p14

199 | ondon Assembly GLA Oversight Committee, Transcript of Agenda Item 8 — GLA Group Consultations, 14
December 2023, p10

10 | GA, Understanding the views of residents: An introduction to surveys and consultation, August 2017, p20
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Appendix - Summary of what a GLA Group-wide
Consultation Principles Statement should include

The primary recommendation made in this report is that the GLA should publish a
clear and concise Group-wide Consultation Principles Statement (the statement) on
what the public can expect when it engages with a consultation; and why the GLA Group
considers consultation to be an essential part of effective policy development in order to
establish and maintain public trust. This statement should be formally adopted as a Mayoral
Decision (see Recommendation 2).

In summary, the statement should apply to external and internal consultations held
by GLA Group organisations and should include:

Recognition that public trust in the organisation affects trust in individual consultations (see
Recommendation 7).

Commitment to the following principles:

e consider how to promote participation and mitigate accessibility barriers (see
Recommendation 9)

e consult in a timely way and at an early stage of the decision-making process (see
Recommendation 6)

e use neutral, non-biased language in all consultation documents (see
Recommendation 8)

e use plain language in all consultation documents (see Recommendation 12)

e accept consultation responses via multiple channels, including non-digital
channels (see Recommendation 11)

e transparency and only withholding documents due to commercial sensitivity when
absolutely necessary (see Recommendation 13)

e publish the methodology used for analysing consultation responses (see
Recommendation 14)

¢ publish easily understandable and timely consultation reports that set out what
consultation responses were received and the actions taken in response to them (see
Recommendation 16)

e inform all consultation respondents of the publication of the consultation report
(see Recommendation 16)

¢ evaluate individual consultations to understand what worked well and what could
be improved on for future consultations (see Recommendation 17)
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¢ regularly evaluate the Consultation Principles Statement itself and how
effectively it is being used (see Recommendation 4)

o efficient spending on consultations (see Recommendation 5).
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Committee Activity

The Committee’s first meeting was held on 23 November 2023 and explored good practice in
consultations and public engagement. The meeting was attended by the following guests:

Chris Harrison, Regional Director for the South, Project Centre

Stephanie Bortoli, Head of Communications and Engagement, Project Centre
Alex Smith, Head of Campaigns Communications, London TravelWatch

Mike Bartram, Fellow, the Consultation Institute

Clare Delmar, Founder, Listen to Locals

The Committee’s second meeting was held on 14 December 2023 and explored how GLA Group
bodies view and carry out consultations. The meeting was attended by the following guests:

Christina Calderato, Director of Transport Strategy and Planning, TfL

Fraser MacDonald, Strategic Consultations Lead, TfL

Kenny Bowie, Director of Strategy and Metropolitan Police Service Oversight, MOPAC
Natasha Plummer, Head of Community Engagement, MOPAC

Roz Henwville, Director of Communications, Engagement and Strategy, OPDC

Emma Williamson, Director of Planning, OPDC

Donna Peters, Head of Community Engagement, LFB

Susan Ellison-Bunce, Head of Strategy and Performance, LFB

Lisa Fairmaner, Head of London Plan and Growth Strategy, GLA
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Other formats and languages

If you, or someone you know needs this report in large print or braille, or a copy of the
summary and main findings in another language, then please call us on: 020 7983 4100 or

email assembly.translations@london.gov.uk

Chinese

Qs T B A S T A BB A

i EL UG I AR B E g T BT R Ak ) S st ik 5
Email SHEATELZR.

Viethamese

Néu 6ng (ba) mudn néi dung vin ban nay dugc dich sang
tiéng Viét, xin vui 1ong lién h¢ voi ching t6i bang dién
thoai, thu hodc thu dién tir theo dia chi & trén.

Greek

Edv semBupeite mepiAnyn aurod rou keipévou arnv yAwooa
oag, mapakaAw KaA£oTe rov apiBuo 1j emkoivwvnore padi

¢ otV avwrépw TaxuSpopikii 1 Tnv nAsktpoviki Sisuvaon.

Turkish

Bu belgenin kendi dilinize ¢evrilmis bir 6zetini
okumak isterseniz, liitfen yukaridaki telefon
numarasini arayim, veya posta ya da e-posta
adresi araciligiyla bizimle temasa gegin.

Punjabi
¥ 3t fer erzRw w AR wmuet I few B

gd, 3 foour gga few B89 '3 25 a9 A
Sug 2 33 7 ¥ U3 '3 A HuId I3I

Hindi
If ATTRT $H SXATIST BT AR U= AT H

1Ry df IR A gY HR W ®BF X 1 IR A
T TE T AT E A T W FA A GUD Y|

Bengali

A W G% wETEE OF61 TR e SEE (S B,
TIEE T FE (T FET G249 SEde o e Tt
BT3P SN S s FE |

Urdu

O () () A 18 i il ST R
OIS 08 g i Sel pegh oo S 0

e o) b iy S S3YLe, S0 by

S k) o N

Arabic

edeg Jdo agipand 1ed e da e dsuegd
s Joaddd § Gled ad e Juaddd slr s
s ad dacg o eded sassed olscgd
S o5 addd

Gujarati
P dAR 2l edl%oll AR dUN @UNLAL
POl Sl dl BUR UUA o612 Y2 Slel S

iUl GU VA SUld AUl S-ADH Alellal
Yz 213 AUS S,


mailto:assembly.translations@london.gov.uk

GLA Group Consultations
March 2024 46

Connect with us

The London Assembly

City Hall
Kamal Chunchie Way
London E16 1ZE

Website: https://www.london.gov.uk/who-we-are/what-london-assembly-does
Phone: 020 7983 4000

Follow us on social media
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