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What Do Parents Want?

Findings of a consultation with Staffordshire parents,
conducted in February and March 2009 by

Alison Drury & Angie Rowland-Green. @
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Objectives & Sample

OBJECTIVES

« To ascertain parents’ / carers’
perceptions of services and
facilities in Staffordshire.

* To establish what services and
facilities are important to parents /
carers.

« To ascertain what services &
facilities parents would like to see
In the future.

QUALITATIVE SAMPLE
7 focus groups
10 depth / paired depth interviews
Spoke to 9
Parents (plus dads)
Aiming High sample of 82
QUANTITATIVE SAMPLE

745 self-completion questionnaires
from parents

Online and paper copies
ANALYSIS OF PARENT
PARTNERSHIP Q'NNAIRES

100 post-service evaluation forms from
parents

C BAILEY “BUS TOUR”
423 Contacts
CONSULTATION PERIOD
February 23 2009 — March 18" 2009

03.04.09




Comments about the sample achieved in our
guantitative parenting survey

The sample is primarily composed of working female parents and
this must be borne in mind when their needs are analysed

There is a reasonably balanced spread across the eight districts —
enough responses in most to allow analysis at this level

The sample is broadly in line with the ethnic profile of Staffordshire
County

There is a good spread of ages of children and parent.

Over 50% (51.5%) have a child under five and 55% have a child
aged 5-12.

62.1% of households surveyed have 2 or more adults working — so
childcare is going to be key

33.1% have a teenager in the house




100

*** 06 not 100% due to non response at specific question

Sample profile (quant survey)

90.1

*kk

Base: total sample

Female Married/cohab. Single Divorced/ Other Under 25 25-34

Widowed/
separated

35- 44 45-54

Source: SCC Quant Parenting Survey March 09




Sample profile (quant survey)

60

55
51.5 Base: total sample

1 child 2 children 3 children 4+ At least one At least one 5-  Atleast one At least one
under 5 12 13-19 child with SEN

*%

** SEN = also includes those with learning difficulties and disabilities

Source: SCC Quant Parenting Survey March 09



Responses by district

Base: 722- those giving information about where they live

25
(140)

(114) 19.4

(134)

20
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Cannock East Staffs Lichfield Newcastle Stafford Staffs South Staffs Tamworth
Moorlands

Source: SCC Quant Parenting Survey March 09



Other demographic information

Working Status

40
35.3

33.1 Base: total sample

Full time carer Working full time  Working part Unemployed Other
time
*  Adults 18+ working in the household: - One 28.7%; Two 55.9%; Three 2.9%; Four + 3.3%; None
9.2%

Ethnic profile

*  95.49% White British; White Irish 0.5%: Other white 1% Black British 1.1% Asian British 0.5%;
other/not stated 1.5%




An overview of being a parent
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‘It's an emotional rollercoaster.’

What it’s like to be a parent

'Ikbest bits:

Watching children mature,
develop & achieve — feeling
proud

The unconditional love a
child gives

Doing things together

The more challenging aspects:
Balancing work / life /childcare/time

Knowing how to help your child/
being sure your decisions are right /
knowing when to say no

Tiredness & lack of sleep

Dealing with challenging behaviour /
tantrums

Sense of isolation & loss of status




Best thing about being a parent— spontaneous
comments (Q10)

Best thing about being a parent (multiple mentions) (743)
%
Watching children develop/mature/achieve 32.3
The love of a child/the love they give/being needed 14.3
Love/cuddles/smiles/make me laugh 11.3
Having fun with your children/doing things with them 8.2
Having a loving unselfish relationship 7.3
Rewarding 6.5
My children are the best thing ever 6.1
Seeing your child happy and healthy 55
Spending time as a family/quality time together 4.4
Don’t know/no answer 10.1

Source: SCC Quant Parenting Survey March 09



Most difficult thing about being a parent — spontane ous comments

(QL1) (743)

Most difficult thing about being a parent (multiple mentions)
%

Balancing work/life/childcare/time management 14.7
Knowing how to help your child/being sure your 11.2
decisions are right/when to say no
Tiredness/lack of sleep/not enough energy 7.8
Dealing with challenge/lack of respect/back chat/ 7.4
testing the boundaries
Making time for children/busy life/not enough time 7.1
Worrying about health issues/coping with disability/ 5.5
learning difficulties
Coping with teenage rebellion/attitudes/peer pressure 4.9
General worries/stressful 4.6
Tantrums/difficult behaviour 4.2
Financial constraints/managing budget/cost of childcare 3.9
Feeling alone/ Isolation/being a single parent 3.5
Don’t know/no answer 11.2

Source: SCC Quant Parenting Survey March 09



Parental Responsibility is constant, ever changing and
leads parents and children through uncharted waters

* It's a lifetime commitment — 24/7 365 days a year.
* Children don’t come with a manual




Parenting Is an area of life where everyone

has fears and anxieties — no matter how well
supported they may (appear to) be



Attitudes to parenting (Q4)

Base: all answering each question

100 -

80

60

40 1

20 -

o N\

(742) (744)

4.3

Parenting is an easy job Sometimes feel lostand don 't | need little or no supportin
know where to get cguidance from parenting
0

O Agree strongly B Agree a little B Neither/nor O Disagree a little B Disagree strongly

Source: SCC Quant Parenting Survey March 09



And the social pressure to succeed is evident

Ability to parent depends on own personal experiences and support
network

Not being able to cope as a parent is a stigma, seen as a failure
« Asking for help perceived as very risky




Creating barriers for “help and guidance” type services In
particular — but also for likelihood of engagement with (peer)
support groups

People who might need to ask for help for the first time ever from (statutory)
agencies:

— Reluctance

— Where to go?

— Little knowledge of what might be out there (e.g. Homestart, PPP) and how to get
it

Fear that the consequence of not coping will be removal of their children —
knee jerk reaction against the presumed involvement of social workers
(even from some apparently well informed parents)

Emotional vulnerability:

— I've failed

— Lack of confidence and self esteem

Can be hard to engage, fearful of rejection, find it difficult to join groups of
other “coping” parents, slow to trust outside help



What services do parents use and find useful?



Accessing Services

» Ability to access services dependent upon,;
— Relevance (universal or more specialist)
— Parents willingness to ask for assistance
— Awareness of what help / services are available
— Knowledge of how to access services
— Convenience / time / suitability
— Physical locality
No car
Limited bus service




Q1 - % using services used (from list provided) (Q1)

Criminal

Housi

Soci

ustice, 12.9
ng, 14.9

Al care, 16

Counselling, 20.7

Community services, 20.7

Employment, 25.2

Advice

& guidance, 34.2

Specialist health, 39.7

Base:745

Education, b1.1

Paid for child care, 51.1

Pre school , 59.7

Maternity, 80.8

Leisure, 85.1

Gen+ral Health, 90|12

40 60

80

100

% Source: SCC Quant Parenting Survey March 09



Services found useful - % of people saying a specifi C
service has been helpful (Q2)

Employmelnt, 1.8
Base; 745
Criminal jjustice , 2.1
- Housind , 2.3
Commpnity services ,
2.8
Social care ,b.7
|
Counselling , 9.5
Advice and guidance ,
9.9
Specialigt Health, 12.3
Paid for child care, 14.8
Education, 15.9
| | |
Leisuref 27.4
Pre school, 30.5
Maternity, 34

0 5 10 15 20 25 30 35 40

Source: SCC Quant Parenting Survey March 09



% Finding a service useful: Based on all those using
that particular service (Q2)

Employment, 7.2

Community services} 12.5

** NB baseg size less than 100

Crimipal justice, 12.8 %%

Advice and guidance, 26.1

Paid for child care|, 28.2

Specialist Health , 29

Fducation, 29.6

Leisure ,

General|Health , 36.8

Maternity , 40.4

Gounselling , 44.3

Pre school , 46.6

0 5 10 15 20 25 30 35 40 45 50

Source: SCC Quant Parenting Survey March 09



Why particular services found useful

(main mentions only) (Q2) NUMBERS NOT

PERCENTAGES

Help with children’s problems 32
(e.g. epilepsy, hearing, LDD)
Speech therapist helpful 29

Helped child overcome problems 31

Excellent staff 5
Professional, efficient 5
Positive and supportive 5
Help/support/treat (generic) 46
Help with children’s illness/health 28
Good supportive GP 16
Easy to access/always available 16
Reliable/on hand/always there 15

when we need them

GP listens/offers good advice/non 11
judgemental

Source: SCC Quant Parenting Survey March 09



NUMBERS NOT PERCENTAGES

Excellent service/supportive/good advice 33
Great help /support with birth/new baby 32

Gave a lot of advice through pregnancy 29

General advice and information 28
Knowledge and guidance 25
Help/support with first child 18
Provides good info, advice, guidance 23
General advice and information 11
Support in school/college 8
Libraries fantastic resource/useful/ 27
access to books

Leisure centre great for swimming 24
Leisure centre for exercise /fithess 13
Good for the family 13
Libraries get children reading 12
Cubs/scouts/valuable/wonderful 11

Source: SCC Quant Parenting Survey March 09




NUMBERS NOT PERCENTAGES

Able to get back to work/ 42
couldn’t work without it
Excellent local service/good for 8

children and parents

Develop children's social skills/ 51
interact with other children/good

start

Meeting/socialising with other 39
parents

Able to return to work 13
General advice and info. 12
Important to social/educational/

Personal development of children 11
Emotional and practical support 10
Good support/provision — understood 19
my child

Excellent local school 18
Educating AND caring 16

Source: SCC Quant Parenting Survey March 09




Most parents rely first and foremost on family and frie nds for
their needs — be it emotional support or information or
recommendation




Where parents would go for advice on parenting issu es
(from list) (Q6)

Base: 745

j Social sefvices, 2.1

Local Cquncil , 2.8

Connekions, 4.1

Other ,|4.5

Faith Centre, 6
Children’s Centres, 19

Local parent

5 gp., 19.5

School/teachers, 29.9

Internet/wel), 40.1

Health professionals ,

nily, 76.6
\ Friends, 80>’

% Source: SCC Quant Parenting Survey March 09



When they go to professionals they have - OR
DEVELOQOP - clear expectations and some services
that they really value



Overall service delivery experiences

Good Experiences

Being listened to, not patronising
Treated as an individual
Treated with respect

Being involved in the decision making

Process

Help to navigate information sources,

provision of recommendations
Developing a relationship

|

Builds trust & co-operation
Establishes confidence
Engenders respect

Helps access to trusted services

Bad Experiences

Being ignored (e.g. Dads)

Being given incorrect information
Being talked down to

Not being consulted

Lack of continuity & consistency
Lack of empathy

Perceived poor quality service

Falling between the cracks of the
‘system’

Disillusionment

Halo effect — 1 bad experience
influences future expectations

Builds barriers to engagement
COSTS YOU MONEY TO PUT RIGHT




Overarching needs (1)

Joined up service provision — where experienced

Not experienced by many —but it's what parents want
SEN meetings with individual key workers not getting anywhere

E.g. one professional who called for a joint meeting of all relevant
personnel — way forward agreed in 20 minutes




Overarching needs (2)

Relationships based on trust & respect
Built up with key workers over time, via
Primary Schools — provides sense of community
Children's’ Centres e.g. Teen Midwife
Homestart — isolated, depressed mums, SEN Parents
Parent Partnership - SEN Parents, Young Carers, CAMHS

Health Visitors — personalised care, effective dissemination of
information l

Acts as a gateway to other services

BUT hinges on the calibre & personal qualities of individuals
as well as their professionalism & training. Success relies on
consistency and continuity of service .




Services that are particularly valued (1)

Children’s Centres & their services
e.g. Stafford & Burton

Valued source of information & subsidised activities
Opportunities for children and parents to learn and play
Positive environment
Helps to develop self-esteem & confidence
Way of teaching skills & best practice without preaching
Non-judgemental or patronising
Good relationships with key workers
Inclusive- DADS!
HOWEVER
Success dependent on - sustainability (concerns re funding)
- Regular activities
- Effective, proactive & empathetic key workers



Services that are particularly valued (2)

Primary Schools — examples of best practice

Act as a focal point for the community
Information hub

Conduit to services e.g. CAMHS

Provides extra activities for parents & pre-school children e.g.
healthy eating, parenting courses, language courses, toddler groups
Builds confidence and helps with community cohesion

HOWEVER

Concern over secondary schools — lack of parental engagement,

remoteness, children treated differently, parental control being
eroded.




Services that are particularly valued (3)

Organised sessions e.q. toddler groups

Particularly valued in rural communities or mums new to area/motherhood
Provides opportunities for parent / carer & child to socialise

Reduces sense of isolation and provides support network

Engenders community cohesion

Usually heard about via word of mouth

Dads’ Group particularly appreciated by those who attended

HOWEVER
Can be alienating for some e.g. unconfident mums, dads & can be clique
Need - a welcoming key worker to introduce new parents / buddy up

- better awareness e.g. poster in GP’s surgery / village shop, a what'’s
on in your area leaflet given to new mums via Health Visitor



Services that are particularly valued (4)

Breakfast and After Schools Clubs

Appreciated by working parents
Provides reassurance & peace of mind - safe environment
Practical solution to childcare problem
Added benefit — encourages healthy eating practices
Holiday Clubs, where held greatly appreciated

Organised childcare of other kinds is often essential and so valued
highly especially where it is successful:

Flexible times

Reasonable cost

Caring for and educating children appropriately
Safe environment



Services that are valued (4)

Breakfast and After Schools Clubs/organised childcare

HOWEVER
-Cost can be an issue, particularly if have more than 1 child
-Pre / Post school clubs are not universally available
-Holiday Clubs are limited & often do not cover the working day
-Children 12 plus see such care as being for younger children




Services that are valued (5)

Parenting classes
Where held, have been positively received

Held in a supportive & trusted environment e.g. schools & Children's
Centres

Referred to via GP’s, school teachers, key workers
Gives parents confidence & empowerment

PEPS CLUB




Experiences of overall service quality can be mixed

Our survey tell us that:

Many people have probably not needed to
access a service (other than universal services
for parents and children)

Some have a positive image of the services
they have accessed

Others — a significant minority - do not have an
overall positive image of the services they have
accessed



Quality of s lce delivery (Q9)

(730) (729)
100 - >
80 A
60 A
40 A
20 A
0 6.4 8.1 . 4.8 5.3
NS ' N NS \'e-ﬂ/ ' ' W
People use alot Peoplejudge |am listened to Peop Ink People don't Peo 0 not
of jargon words  me as a parent properly they know my  getback to me read
| wouldn’t use child better than  whenthey say information or
myself I do they will notes on my

child/family

0O Agree strongly B Agree a little B Neither/nor @ Disagree a little B Disagree strongly

Source: SCC Quant Parenting Survey March 09



Quality of service delivery (contd.) Q9

(719) (725) (719)

(712)

(711)

Waiting times to j | get help straight I seWnt

access services are services are generally away ifitis a crisis person every time |
reasonable friendly services | need use the service

O Agree strongly B Agree a little B Neither/nor O Disagree a little @ Disagree strongly

Source: SCC Quant Parenting Survey March 09



Areas that parents tell us need attention

Communication and information
Formal childcare/holiday care
Teenage issue

Leisure activities

SEN

“Compounded” Issues

Foster carers needs



Areas That Need Attention
Communications and Information 1

Barriers to Communication — practical

SCC website — can be difficult to navigate

Can be difficult to reach the right person by phone - frustrating
Calls to certain numbers are expensive from mobiles

Calls not returned

Different agencies not talking - parent stuck in between

Parents don't understand the language - use of jargon, acronyms and /or not
mother tongue




Areas That Need Attention

Communications and Information 1 (contd.)

Barriers to Communication — psychological - should not be underestimated
as the reason why parents do not engage or do not absorb information
given

Parents propensity to listen / take on board — state of mind, previous
experiences leading to mistrust/rejection of intervention — living from minute
to minute, overwhelmed by the problem — no idea about the solution

Communication via incorrect medium or tone e.g. leaflet when face to face
required.

Preaching / lecturing when informative tone more appropriate or information
giver is not trusted enough to be able to give sensitive information or advice
effectively



Areas that need attention

Communications and Information 2

Appropriate channels of communication depends on need,;

»
»

P
<

Practical information Help & support
_ Problem solving  — _
(Rational) (Emotional)
*E.g. Facilities, opening
times, nursery provision *E.g. Post natal depression,
i new baby, services / help
Leaflets. websites. ywth a SEN child, multiple
iIssues
posters l

Information is only successful if it comes from Personal, '”9""'?_“?‘" one
to one, offering ‘joined up

the right place and is delivered in the correct ) _
W inter agency advice /
ay
support




Areas that need attention

Communications and Information 3

Information

More information requested about what is available, particularly by area,
including:

Childcare options, leisure events, toddler groups etc, via

Posters in village shops, local newspapers, booklet given out by
Health Visitors, posters in local pubs or football programmes for Dads,

libraries

One stop point of information phone number requested — Parents Direct
welcomed, but not known about by many

Clear and jargon free information about processes and procedures e.qg.
SEN assessments




Information parents would like to be able to access

access more of (Q7) — top mentions

or

33

Helping with
homework/thehome
habit, 29.7

Childreg

what ha

how to

Base all

ork

mentioning : 745

teenagers,
8.4

n growing up —
ppens when and
eal with it, 35.6

Bvents for
hqurs), 44.8
Managihg childrens
behayiour, 45.9

Schogl holiday activitiey,

61.2
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whole family,

o
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Source: SCC Quant Parenting Survey March 09
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Information parents would like to be able to access or
access more of (Q7) — other mentions

Information especially
dads, 15

Parenting guidance
leaflets, 15.5

for

Base: al

mentioning :745

Information on mak
move to secondary
20.5
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ng the
school,

Information on starting
school, 21.8

How to dejal with toddlers,

22.6
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ea, 22.9
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Source: SCC Quant Parenting Survey March 09



How would parents like to receive information/support

(Q8)

GP/health visitor , 0.3
Base All wanting [to receive: 698
Phone call/meeting with a
family worker, 16.5
Self help groups run hy
parents, 20.2

Informdtion at library, 26.5
Help grpup run by

professipnals, 26.4

Personal contact- a parent
who has experienced
dgimilar issue , 27.4
Local drop in centfe, 31.8
Information at children’s
centre/school, 38
Webgite about
parenting{parents chat
fordm, 45.4
Via emall , 45.6
In a
nmewsjetter/information
sheet dent to me in post,
| | | | 52.7
20 30 40 50 60

%

Source: SCC Quant Parenting Survey March 09



Areas that need attention
Childcare

Issues
Finding out about what is available
Finding somewhere suitable
Getting a place

The cost — particularly if there is more than 1 child NB: Tax credits
system not thought to cover cost

Level of flexibility re: times and days

Holiday care is expensive —

Holiday activity days appreciated but not suitable for working parents
because of limited times e.g. 10.00am-3.00pm

Resistance of children aged 12 plus to attend formal childcare
Geared up mainly for pre-schools and extended schools servi




Areas that need attention

Teenage Issues

Teenagers more difficult to parent than younger children
Difficult to cope with emotional and physical demands
Guidance requested on managing teen behaviour strategies
Less contact with secondary schools, more remoteness
Concerns about teens going out on their own, what are they up to
Fear of 'letting go’, concerns re who mixing with, getting into trouble
Requests for more teenage oriented activities out of school
But not all teens want to ‘do’ clubs or are sporty

Organised, cost effective holiday activities requested e.g. outdoor
pursuits, canoeing

Parents want to keep lines of communication open with their teens
— help / guidance in doing this requested



Teen Quotes




Areas that need attention

L eisure Facilities

Finding suitable, reasonably priced leisure events / activities to suit all family
members can be problematic

Those cited i.e. Twin Lakes, Conkers not in Staffs.

Barriers to accessing leisure facilities;
Cost
Location
Accessibility — particularly relevant to Parents of SEN children
Reputation
Cleanliness
Suitability
Time of events
Difficult for 1 parent to go swimming with 2 children — impossible if young

Dad’s residential weekend & trips appreciated — but concern over
sustainability - funding withdrawn?



Areas that need attention

Compounded Issues

Having a problem in one area of their lives can lead to other difficulties e.g.
Relationship problems - housing problems — debt — depression
SEN family — relationship issues — depression

Compounded problems leads to a sense of helplessness

Complex compounded problems require careful untangling — customised, inter
agency support

Integrated service approach is key
Mental health issues often result from other events e.g. relationship breakdown
Post natal depression — didn’t know what was happening at the time

Pre-natal warning of symptoms & reassurance that they are not alone
requested

Private, rather than public, consultation re post natal feelings

Concern re social services involvement — lack of trust




Stresses of parenthood (from list) (Q5)
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Source: SCC Quant Parenting Survey March 09



Areas that need attention

Housing - those on low incomes

Perception that getting a house from a housing association is almost
Impossible;

If in private accommodation won't be considered
If with parents won'’t be considered
Those in rented accommodation had issues with;
The cost of rent (private),
Damp / poor condition of the house & difficulties getting them fixed
Shortage of three bedroom properties
Properties totally unsuitable for children to live in
Deposit required by private landlords is prohibitively expensive

New parents put in hostels or threatened with move to another city —
away from family support

Contact with housing association is difficult — phone menu system,
'impenetrable’ web site, unhelpful staff



Housing Quotes




Parents / carers of SEN Children

Having a child with special needs is isolating & stressful

Dealing with the ‘system’ requires confidence, an impassionate
approach & knowledge of the processes and procedures — a tall
order.

Language used to describe their dealings with schools / agencies
suggests battling & struggling & a lack of trust

Provision is geared towards younger children — services not
available in secondary schools e.g. speech & language therapy

No one single source of information
Often lack of continuity of care as social workers change

— They are not always aware of support services & grants available
Involved agencies not communicating — left to parent

The input of Homestart and Staffordshire Parent Partnership (SPPS)
greatly appreciated



Parents / carers of SEN Children guotes




Parents / carers of SEN Children

What they want

Single comprehensive source of information for all the services that
are available — tailored to meet specific needs

Joined up service provision & filled in gaps

More training & support for staff in mainstream (& some special)
schools

Improved education for parents

Emotional support & advice — somewhere to go

— for themselves, their child, as a holiday, where disabled & able bodied
Kids can mix

Access to services — professionals & service partners to listen to
parents, respect them and keep their promises

Short term breaks for some — but is this idea sustainable ?




Foster Carers

Not being treated as professionals — their views are ignored & they
are not listened too — want team working.

Bureaucratic system — individuals working in isolation — need better
inter agency communications.

Social workers overworked & stressed, difficult to get hold of,
change — want consistency & continuity  of approach.

Keep to timeframes and keep foster carers informed about what is
going to happen to the child.

Keep personal details of carers private — stop natural parents
coming around and hassling them.

Health visitors are valued and can act as the go betweens between
the carer and parents and carer and other agencies / parties.

Feel they can’t access toddler groups / Children’s Centres as natural
parents /their family might be there

Foster carers act as a self help group, sharing advice & best
practice

Would like free time to attend training / information sessions.



V=L Specific Requests

« Easily accessed information available from a single source / number e.g.
Parents Direct

* Information about local activities & events
« Clean, safe parks with swings etc for children
* Family friendly, reasonably priced activities everyone can join in with

* Reasonably priced pre school age childcare; pre & post school and holiday
care, including sessions to tempt those aged 12 plus — gap perceived to be
with 10-14 years olds

More teen oriented activities outside of school

« Guidance on teen behaviour management strategies (for the benefit of
harmonious family living)

* Advice on parenting generally

* To be listened to, to be treated with respect and involved in any decision
making



Changes you would like to see introduced to help pare nts —
spontaneous comments (Q12) [INFORMATION AND

SUPPORT (693)
%

More help and support/guidance/and awareness of 8.2
parent’s needs
More/better/easier access to information on childcare 6.0
(leaflets/websites/ newsletters
More advice and guidance generally 5.2
Parenting classes/parental education/sessions/ 4.4
weekend classes
Better communication with teachers/more 2.2
parent support in schools
Financial support/increase tax credits/tax relief 6.3

More support for dads 2.6

Source: SCC Quant Parenting Survey March 09



Changes you would like to see introduced to help pare nts —
spontaneous comments (Q12): ACTIVITIES AND SUPPORT RE

CHILDCARE (693)
%

Activities for teenagers/more local clubs 8.3
More pre school/after school clubs/local play schemes 7.5
More school activities in the holidays/holiday clubs 7.5
Cheaper childcare/childcare expensive/school fees 7.8
Better/more childcare/child minder facilities 6.0
Employment round school hours 5.9
Flexible working hours/time off/ when child ill/flexible
Holidays/sympathetic employers
Better leisure facilities 4.0
Better access to support services 3.7
Better access to health care services /shorter waiting times 3.4
More help and support for parents with special needs 3.2

Source: SCC Quant Parenting Survey March 09



Conclusions and recommendations (2)
Overarching approach to service quality

« Joined up service provision, with all parties communicating
« Sensitive, individual support when dealing with complex issues
* Open, listening approach — with perceived actions & benefits

« BUT beware consultation overload & disillusionment ..provide genuine
and timely feedback about actions taken

Consistency & continuity of service & personnel A AN

Ensure the service is sustainable
J s

Build TRUST, engender CONFIDENCE, gain RESPECT = ENGAGEM ENT




