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Implementation  

Moreland City Council acknowledges the Wurundjeri people of the Kulin Nation, the traditional custodians of the lands on which the City of Moreland is 

now located. We wish to pay respect to ancestors and Elders, past and present, and extend that respect to all First Nations’ communities who live in 

Moreland today.  

Moreland City Council is committed to honouring Australian Aboriginal and Torres Strait Islander peoples’ unique cultural and spiritual relationships to the 

land, waters and seas, and supports the rightful place of Australia’s first and oldest continuous living culture to self-determination as a fundamental first 

step in redressing history.  

 



 

 

 

Introduction 

Moreland City Council is committed to working with the people of Moreland to build a stronger city through purposeful engagement in a responsive, transparent and 
equitable manner.  
 
Engaging with people is at the heart of Council business. Whether delivering services and infrastructure, informing decisions, providing information or helping community 
achieve goals, Council is committed to establishing and maintaining high quality processes in the area of community engagement and public participation. People who live 
and work in Moreland have the right to influence and have a stake in the future of our city. The City of Moreland has made a strong commitment to improving how we 
engage with the community through the Council Plan 2017-2021. 
 

Moreland is a great place to live, learn, visit and work and celebrated for its unique vibrancy and diversity. Over the next four years we want even more for our city. At the 
same time, Moreland is growing, and growth equals change. It means more people and increasingly complex issues to work through. We want residents, community groups 
and businesses to be central in that journey, actively working together to help set and achieve strategic priorities and help to shape better and more efficient services that 
are sustainable inclusive and equitable. Community are partners in shaping the city, and Engagement is the term we use for the ways in which we work together. 
 
In order to develop consistent and authentic community engagement, we start by reconsidering ourselves, our attitudes, language and the way we view our community.  As 
we strive to fulfil our commitments, it is acknowledged that this is a learning process and will require listening, learning and working with the community over time as we 
develop trust and learn to work together.   
 
Council has established a Community Engagement Policy to outline its commitment to realising the potential of collective effort through engagement.  This Framework sets 
out how Council will work with community to deliver the Policy commitments. It contains guidance and tools that provide a more detailed understanding of how Council 
and community will work together to achieve the standards and expectations of the policy. All principles, tools and process are also intended to benefit Council officers 
engagement with one another. 
 
Council has established its commitment to community engagement: 

“Moreland City Council is committed to meaningful, responsive, transparent and equitable community engagement and participation that will inform 
responsible decision making and opportunities for the benefit of the community.” 
 
 

 



 

 

 

 
 

 

 

 

 

Our Commitment 
 
 
 

 

   

 

What is community engagement  
Community engagement refers to the purposeful interactions and exchanges to share information, build capacity, strengthen relationships and realise the benefit of 

collective effort to help our city thrive.  In other words, community engagement is the conversations we have with people about plans and decisions that may affect them.  

It is about providing opportunities for people to have a say in reviewing, designing, approving, influencing or commenting on the decisions, activities and services in 

Moreland.  It is also about improving Council’s role in understanding community needs and aspirations and facilitating community groups and individuals toward these 

goals. 

In the Moreland Engagement Policy, Council adopts the International Association for Public Participation (IAP2) model for describing levels of engagement and the 

implications and activities appropriate for each level.  

Implementation Plan 

Community Engagement Framework 

Community 
Engagement 

Processes 

Community 
Engagement 

Skills  
 

Community 
Engagement  

Tools  

Community Engagement Policy 

Continuous 
Improvement 

 



 

 

  



 

 

Why we engage 
Council conducts community engagement activities to harness the rich and diverse knowledge within our community to better understand the perspectives and experience 

to inform decision making and achieve better outcomes.  This knowledge improves Council’s strategic planning, service delivery, spending priorities and decision making.  

Engagement helps bring differing views together towards a decision on what is best for all.  

In addition, Community bring their concerns, interests and aspirations to Council expecting that we engage enough to understand what, if anything, Council’s role is in 

assisting to resolve them.  

Engagement is tailored to suit the needs of the opportunity, and includes a full range from enquire, inform and consult to involve, collaborate and empower.  Further 

guidance on appropriate engagement is provided within the Framework tools. 

Additional benefits of effective community engagement include:   

• transparency, integrity and increased trust in Council processes and decisions  
• increased community involvement  
• strengthened social capital  
• better informed Council decision making 
• a better informed community 
• improved levels of ownership and satisfaction with Council decisions and processes  
 
Council is also required to undertake legislated consultation processes as part of the development of various corporate and statutory planning documents, and where 

appropriate will endeavour to engage beyond the legislative requirements.  



 

 

 

Who we engage 
We engage with stakeholders, these being any individual or group with a strong interest in the decisions of Council and are directly impacted by their outcomes.  This could 

include people who live, work, study, invest in or have a connection with Moreland.  

It is important we engage with the right people at the right time, not necessarily all of the people all of the time. 

The Framework provides assessment tools for determining who is impacted, who has an interest in, and who may have influence in the activity, plan or decision.  

 

When we engage 

Council will engage with the community and key stakeholders during the early planning stages of policy, projects or initiatives, when a change in service, activity or 

infrastructure is considered, when an issue is raised and requires a decision or when more information or evidence is required.  Engagement may be required at multiple 

stages and levels within any initiative. 

Council’s business is the city and community, so interaction with community takes place across all of Council’s services and programs. The community’s business also often 

involves interaction with Council. This can come in the form of advice and information, grants or advocacy, connection with those of common interest. The community 

engagement policy and framework has been developed to support those interactions where community and Council work together towards an agreed outcome. 

 

Community engagement is the responsibility of all Council service areas, teams and employees.  The Community Engagement Framework has been established to provide 

clear and practical guidance to shared processes for staff, Councillors and community to understand.  

This process can be integrated into any Council initiative, be it a decision, program, project, policy or development. It guides users to define if and how engagement can 

take place. It sits within and alongside planning processes and is scalable to a program of any scope; simple to complex.   

The following pages describe each step in the process with tools and guidance for their use. 



 

 

 

 

 

 



 

 

 

 

How we engage 
Council has adopted the IAP2 Public Participation Spectrum as the foundation for this Policy and approach to engagement.  A brief overview is shown below:   

Principles Demonstrated Through Delivered Through 

Purposeful • Clearly define the decision required and the scope of 
public engagement and participation; 
• Be clear to stakeholders about limitations and the 

potential for influence; 
• Establish a public participation plan, identifying how 

risks will be managed and detailing the implementation 
and monitoring of the plan through the process, along 
with review and evaluation. 

 

• Triage Tool: Undertake an initial appraisal to define and understand the 
appropriate level of engagement.  

• Planning Tool: Based on the results, plan the engagement process.  

• Stakeholder analysis tool: Understanding who is involved, and why. 

• Communications plan: purpose, scope, limitations and timing in plain language. 
 
Implementation 

• Learning and evaluation processes 

Respectful • Work together and learn to work better together with 
a commitment to the common good; 
• Value the community intelligence and knowledge to 

enhance the outcome; 
• Provide appropriate time and resources to ensure 

that those affected can participate in a meaningful way. 
 

• Stakeholder Analysis tool: 

• Suburb Profiles, Census Data and Demographic data  

• Language Services tools aides 

• Tool to identify appropriate methodologies 
 
Implementation 

• Align with the Moreland Human Rights Policy for consistent and equal 
opportunity for all stakeholders  

• Resources available for: carers, transportation, language translation and 
interpretation, outreach.  
 

Inclusive • Model respectful, inclusive practice by ensuring 
access and equity are part of the design; 
• Be aware and take into account the needs of diverse 

communities to be able to participate in a meaningful 
way; 
• Use multiple methods of engagement to suit the 

availability and abilities of stakeholders. 

 



 

 

Principles Demonstrated Through Delivered Through 

 
 
 

Responsive • build engagement into projects and programs from 
inception so the community are provided information 
early enough to facilitate participation; 
• respond to the engagement and input of the 

community in a timely and constructive manner, so 
they understand how they have informed the outcome; 
• be open to understanding and incorporating the views 

of those affected by decisions and providing access to 
all relevant information in a manner that participants 
can understand; 
• be open to constructive iterative exchange with 

community members. 
 

Framework 

• Compact with staff, Community and Councillors about expectations of 
behaviour, conflict resolution process.  

• Provide feedback loops 

• Evaluation methodology and tools 

• Learning Stage Tools to contribute to the evidence base for a decision.  
 
Implementation 

• Align with Customer Service Strategy and Complaints Handling Processes  

• Identify, promote and improve entry points for community intelligence. 
Suggestions and ideas, complaints, services, information requests 

• Increased resourcing including realignment of some roles 

• Staff practitioner training 

• inclusive practice 

• engagement planning 

• facilitation skills 

• turning engagement data into learning 

• Community involvement in continuous improvement 

• Community participation 

• Trusted Messengers/community leaders 

• Community participates in evaluation 

• community reference group or steering committee for first years of 
implementation 

 
 
 
 
 
 
 
 



 

 

Principles Demonstrated Through Delivered Through 

 
 
 
 

Transparent • be clear to stakeholders about scope of the pending 
decision, the decision-making process, potential for 
influence and any limitations on this process; 
• be clear about the roles people are taking and the 

tasks and responsibilities required; 
• address community and stakeholder concerns in an 

honest and forthright way and communicate results 
back to the public in a way they understand; 
• build in evaluation and continuous improvement of 

engagement processes. 
 

Framework 

• Communications Plan tools and advice 

• Linked with Project Management tools 

• Linked with expanded contribution to MEG and Council Reports 

• Research register 

• Consultation calendar 
 
Implementation 

• IAP2 Organisational membership 

• Dedicated staff to assist with planning and execution - Org structure change 

• Staff Champions in each Directorate as advisors and partners to Project 
Managers 

• Community Trusted Messengers and/or reference group 

• Reporting to community  
 

 



 

 

Tools and Implementation 



 

 

 

Define and Understand 

Scoping is a necessary part of planning to define the intent and to understand the level of complexity and scale of engagement 

DEFINE . . . . . . . . . . . . . . . . . . . . UNDERSTAND UNDERSTAND 

Tools New Initiative Proposal/Toolbox 
Think through these questions. 

What is the issue to be addressed? What are the purpose, intent and 
opportunities? 
How did this initiative arise? Who will be responsible for making decisions? 
Who will carry it out? 
What is in place, non-negotiable, unknown, missing? 
What is known regarding these contexts; historical, policy, relationship to 
other initiatives, organisational expectation, community response?  
 

Stakeholder analysis 
Build Stakeholder analysis and Triage into 
Toolbox/planning process 

Who needs to be involved to ensure the decision is environmentally 
compatible, technically feasible, economically viable, publicly acceptable? 
Who is impacted? 
 

Triage 
In Toolbox as a ‘gate’ – project cannot progress 
without this step. 
Triage twice: once at inception and again once 
the Project Initiation stage is reached 
 

Understand and assess what level of engagement to undertake 
Simple, medium or complex 
Understand the implications of under/over engaging 

Modified IAP2 Spectrum 
IAP2 Corporate Membership 

D18/268132 *Council needs approval to use the spectrum, however 
modified.  
Peak body provides discounted training, access to body of knowledge, tools 
and resources 

Processes Toolbox PM process  
 

Champions 
 

Consult a Champion or member of the Engagement Branch 
The benefits a people manager to work with you throughout the 
engagement stages of your project are; managing difficult dynamics, helping 
develop an accessible process, bring in the voices we need to hear, help 
provide community with helpful information in plain language 
 



 

 

 

Triage Understand 
Assess each the impact of the proposed project against the criteria below on a 1-5 scale, 5 as the highest  (include commentary) 
Geographic Scale  

Local, Ward, City or beyond municipal boundaries 
 
  

People Impacted 
How many will be affected 
How significant is the effect 

 
  

Legal/statutory implication  
  

Political implications 
Reputation of Council 
Alignment with Council’s stated objectives 
Alignment with other levels of Government 
Confidentiality or sensitivities 

 
  

Risk  
 

Potential for controversy or divisiveness  
(add: extent of change to the status quo) 

 
  

Demonstrated community interest 
 

Sustainability and maintenance 
Lifespan of the project 
Workload to implement, maintain, moderate, decommission, etc. and who 
will do it 
Environmental impacts 

 
  

Budget 
 

 
  

Timeline for delivery 
Tight vs relaxed turnaround 
Related to Bronze, Silver Gold – as developed. 
 

 
  

Balance (ie is quality more important than on time? What needs to be balanced 
against what? Discussion by Project Board) 

 
 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

TOTAL 
0 – 14 = Simple unless more than one criteria is greater than 4 
12 – 40 = Medium unless more than four criteria are greater than 4 
36 - 55 = Complex, simplifying as appropriate 
 

 
 



 

 

 

Plan 

Create and structure an engagement process that informs the initiative.  

PLAN 

Tools IAP2 Spectrum  

Library of methods Choose the appropriate methods of engagement for your audiences 

Planning Tool What are the best ways of involving the community members who may be 
interested or affected? Consider: 

Resources – time and budget 
Background information 
Inviting and confirming participation 
What assistance do you need? 
Schedule and adjust 

 

Utilise the Communications team skills and 
platforms 

Key messages, questions and targeted communications 
 

Processes Communications plan/key messages  

Engagement calendar – organisation wide Are there other processes events we can combine with? 
Are there any conflicts? 

Evaluation planning When do we check in to ensure the process is working? 
How do we assess how the process contributes useful feedback? How does is assist 
the success of the initiative? 
At what points do we review and evaluate: 

How engagement process contributes (or not) to the project 
Do we need to adjust this process? 
What are we measuring (based on what is the desired impact)  
Qualitative and quantitative 
 

Feedback loops At the conclusion of engagement 
At the ‘council report’ stage – once the engagement feeds into the 
recommendation 
After decision – what happened 
Utilise the Communications team skills and platforms 



 

 

Resources and Budget  
 
 

Implementati
on actions 

- Engagement planning calendar – organisation 
wide, refreshed regularly 

 

 

- Community database built upon residents who 
opt in by subscribing to newsletter. (synch with 
Privacy act) 

 

 



 

 

 

  



 

 

 

 

Level of 
engagement 

Simple Medium Complex 

Recommended 
methods 

Customer Service inquiries 

Complaints & Response 

Question Time 

Inside Moreland 

Website 

On-hold messaging 

Leader Newspaper 

Council Reports 

Flyers 

Informing and engaging through 
community services: Maternal and 
Child health nurses, immunisation, 
festivals, libraries, etc. 

Voting 

Surveys 

Online platform 

Public Meeting 

Social Media 

Consultation methods 

Interviews 

Trusted messengers 

Visits to Community Groups 

Workshops 

Reference Groups 

Councillor Briefings 

Ward Meetings 

Feedback loops 

Options papers 

Advisory Committees 

Partnerships 

Place Managers 

Community Development programs 

Developing options 

Community Organsiations 

Special Interest Groups 

Community Grants Program 

Citizen Juries and Deliberative Bodies 

Incoming to Officers and Councillors 

Advocacy 

Presenting options 

Community forums 

Most Significant Change and other 
Narrative processes 

 

 

 

 

 

 

 

 



 

 

 

Engage 

Carry out your engagement plans 

ENGAGE 

Tools Workshop kit  

Online platform tools  

Media and communications  

  

Processes   

Script key messages  

Feedback loops  

Resources and Budget  

Implementation 
actions 

Managing difficult dynamics training 
 

 

  

  

  

 

 



 

 

 

Learn 

Analyse the data received and recommend how it informs the initiative 

LEARN 

Tools Data analysis software  

  

  

  

Processes Data presented in both qualitative and quantitative 
formats 

What did we learn? 

Does anything need to change? 

How do we convey the learnings and changes? 

Feedback to participants 

Information to Councillors/decision-makers  – expanded information tool 

Evaluating the process – and how it assisted the project/program 

Reporting back to community on the outcome 

 

  

  

  

Implementation 
actions 

Continue benchmarking and learning in this area  

  

  

  

 



 

 

 

Share 

 

SHARE  

Tools Council Report Template Expanded criteria in Council Reports, briefings and MEG briefs 

Lessons Learned / Toolbox  

Communications methods  

  

Processes Feedback to Council How the engagement informs the process or decision. Note dissent, who is/is 
not 

Close feedback loop with community  

  

  

  

Implementation 
actions 

  

  

  

  



 

 

 

Implementation of the Policy and Framework 

Implementation will put the Policy and Framework into practice, and evaluation will help continually improve and update the Framework.  
Different stakeholder groups will have different roles and tasks. The process of continuous improvement and embedding practice will take place over time, as we are on 
a learning journey, Council and community, together. 
 
Councillors roles 
- enact civic leadership by committing to the principles of this policy and enacting them through their role 
- understand and respect the roles and responsibilities of the other stakeholder groups 
Community roles  
- participate in engagement programs, evaluation and review for continuous improvement 
- understand and respect the roles and responsibilities of the other stakeholder groups 
MCC organisational staff roles 
- Develop, use and refine tools 
- Test and refine engagement processes 
- Undertake training and development 
- understand and respect the roles and responsibilities of the other stakeholder groups 

 
The following are implementation suggestions to embed the new policy and framework into community practice and the fabric of the organisation.  

• Hold periodic community forums around broad issues so that interested services and community groups can connect with individuals, combine their efforts for the 
common good, learn and inspire. Potential themes follow the Moreland Community Vision and Council Plan initiatives. Harness community energy for matters of 
significance to community outside Council responsibility. 

• Council regularly host an engagement café marquee at festivals with consultation and engagement  

• Proactively keep community informed about what’s coming up through more frequent newsletters and social media.  

• Advocacy pages on website – tie in to citizen-initiated ideas 

• A ‘holding place’ for matters from community – community intelligence – incidental engagement - in order to see themes or related clusters 

• Create our own in-house engagement training based on IAP2 – for all champions, engagement and customer service staff 

• Recruit a team of Champions – staff trained in engagement thinking who can work alongside project managers. Identify roles where this can be in the PD and formalise 
it. 

• Community involvement in implementing, refining, improving the Framework – is it a reference group or Advisory Committee? 

• Evaluation and continuous improvement of the framework 



 

 

• Behaviour ‘compact’ between Council and Community; strategy for managing tricky dynamics with skills training 


