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The Council is in the process of developing its medium-term financial plan and setting its budget 

for the financial year beginning 1 April 2021.

As part of this financial planning process, we engaged with residents in relation to a number of 

areas, which will have a significant impact on our future plans, these are:

• Adult social care

• Climate emergency

• Customer services

• Waste and recycling

• Voluntary and community sector services.

This engagement was driven through the newly formed Citizens’ Panel. 

Members of the panel were invited via email to take part in a series of themed discussion groups 

in order to generate ideas that could form part of our future plans. 

Background
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Discussion groups were held the week of December 14th via Slido which is a text based platform. 

Slido was used to ensure that panel members without access to video apps, a camera or 

microphone could take part. It was a new way of engaging and offered an opportunity for learning 

as part of our wider engagement work. 

Participants were given background material in advance (via email) alongside a number of 

‘discussion themes’ which would be explored.

Each discussion group lasted for an hour and the number of groups held were based on the 

number of interested attendees. 

• Adult social care (2)

• Climate emergency (2)

• Customer services (1)

• Waste and recycling (2)

• Voluntary and community sector services (2)

All comments have been extracted from Slido and have been analysed into 

themes within the document. Where follow up emails were sent these have 

been included in the analysis. 

Method
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An engagement exercise such as a discussion group is not the same as a consultation exercise.

The Citizens’ Panel has given us a new opportunity to engage by developing an ongoing 

relationship with panel members so that ideas and plans can be shared at the earliest possible 

stages and feedback given. 

Given the small number of participants within a discussion group (larger numbers can make such 

groups difficult to facilitate) the responses given are not statistically significant. This means that we 

cannot infer that comments and themes from these groups would be the same across the 

population of North Somerset. Where statistical significance is needed a consultation exercise such 

as sampled survey would be held. 

Given that we are not consulting on the new medium-term financial plan but instead seeking input 

into it, engagement is more appropriate than consultation at this stage. As engagement exercises 

should always be proportionate in terms of resources and costs, the Citizens’ Panel was selected as 

the best method. However eConsult, our online consultation platform, was also used to encourage 

residents to sign-up if they would like to be involved in the discussion groups. 

Points to note

https://n-somerset.inconsult.uk/


Adult social care

• 29 Citizens’ Panel members stated their interest in attending one of the adult social care discussion 

groups.

• Two discussion groups were held. 

• During the discussion groups there were fifteen ‘active participants’ i.e. directly involved in the 

discussions. 

• 240 comments were made within the discussion groups of which there were 123 associated ‘likes’.

• The engagement score across both discussion groups was 363 (the sum of questions, likes, any poll 

responses).

• The group was facilitated by:

• Hayley Verrico: Director of Adult Services

• Gerald Hunt: Head of Commissioning

• Katherine Sokol: Finance Business Partner 

• Emma Diakou: Head of Business Insight, Policy and Partnerships.  



Discussion theme: transforming services 

Taking into account the background information provided, the groups were asked how we can 

help to transform services.

• Participants suggested that they needed more information generally on services and were not 

always clear on where they could get that information from. Comments included concern about 

where to find information including for specific services such as alternative housing and Shared 

Lives. 

• The group facilitator shared a link to the North Somerset website (NSOD) where services are listed. 

It was not clear in the groups if participants were previously aware of that website.  

• There were also queries around the motivation to transform services including:

• Whether transformation is about saving money or maximising independence.

• Could savings measures result in reduced quality of services? What steps would be in place 

to mitigate against this?

It was suggested that if cost savings were not the primary motivation that 

all options to transform services should be considered. 

https://nsod.n-somerset.gov.uk/kb5/northsomerset/directory/adult.page?adultchannel=0


Discussion theme: maximising independence

The groups were asked how we could help to maximise independence. 

• Responses were varied but there was a strong theme that one size does not fit all. Participants 

suggested that everyone has a different level at which they feel comfortable and this needs to 

be taken into account. 

• Participants also suggested that not everyone knows where and how to ask for help. This links in 

with the previous discussion theme about access to information. 

• There was discussion around the desire to stay in your own home but concerns around how this 

can be supported including available information. Other areas of concern around this included:

• Access to social care support

• Access to respite

• Home environment including ability to maintain it.

Early interventions were mentioned with a strong theme that this is the right direction, but again 

some queries around this including interventions at the right level and by the right people.



Discussion theme: use of technology

The groups were asked if technology could help to maximise independence. 

• Participants agreed that technology could help and several suggestions were made including:

• Personal helper via voice recognition such as Alexa

• Fall alarms

• Call services

• Face to face call technology via tables/portals

• Energy efficient smart homes such as Hive

• Adaptive equipment such as ‘one cup’ instead of a kettle.

There were concerns from some participants around technology including:

• Access to devices

• Affordability of any technology

• Ability of users i.e. technological proficiency

• Security

• Confidentiality.



Discussion theme: families and communities

The groups were asked how families and the communities could help to support. 

• Participants felt that it can be a challenging situation and support is not always available or 

appropriate including: 

• Availability of families including whether families live close enough to each other to offer 

support

• The level of support required i.e. social support versus direct caring responsibilities

• Quality of any care

• Links in with carers assessments

• Links in with respite services.

• Some practical suggestions were offered to help support families including:

• Better mental health support

• Clear and concise pathways of support and navigation of assessments

• Webinars which cover the main topics on elderly care and wellbeing

• Follow up information.



Discussion theme: families and communities cont.

• A theme also came through that responsibility needs to be taken at a national level to ensure 

social care provision is fit for purpose, that staff are well paid and that appropriate funding is 

given to providers.

• There were some suggestions of how volunteers could help to support, and that the recent 

community spirit in the wake of Covid-19 has shown a desire for more community engagement. 

This support could be complimentary to carers roles and be focused on social isolation and 

activities such as afternoon walks, time spent talking etc. 



Summary

• Participants understood and agreed with the need to transform services to ensure they are as fit 

for purpose as possible and understood also that this was against a challenging national picture. 

There was a strong theme that transformation should not just be about saving money but about 

giving the right services. There was also agreement that generally people would prefer to stay in 

their homes where possible but acceptance of the challenges around this. 

• The groups felt that a one size fits all approach is not appropriate and that services should be 

tailored to the individual. Comments were made that information to support this is not always 

easily available. 

• Technology was considered to be helpful with suggestions around devices like Apple watches 

and Alexa units. However, caution was given around the user’s ability to make best use of the 

technology and also its affordability. 

• It was recognized by the groups that caring responsibilities within families are challenging and 

need to be supported. 

• Suggestions were made to encourage volunteering in this space, not necessarily with care but 

around social isolation. 



Next steps

The feedback and analysis of comments has been considered and, alongside other work, some 

next steps agreed:

• Roll out of strengths-based assessment recognising that people’s individual strengths and wishes 

are taken into account in their care planning.

• Review of the carers strategy and investment in carers services.

• A focus on working with North Somerset Together and with the community and voluntary sector.

• Develop a communication strategy around the benefits of assistive technology and telecare. 

• Develop clearer communications about adult social care and housing options including extra 

care and Shared Lives.



Climate Emergency

• 50 Citizens’ Panel members stated their interest in attending a climate emergency discussion 

group.

• Two discussion groups were held. 

• Across both discussion groups there were 33 ‘active participants’ i.e. directly involved in the 

discussion. 

• 665 comments were made across the discussion groups of which there were 421 associated 

‘likes’.

• The engagement score across both discussion groups was 909 (the sum of questions, likes, any 

poll responses).

• Groups were facilitated by:

• Nicola Webb: Climate Emergency Project Manager

• Melanie Watts: Head of Finance 

• Emma Diakou: Head of Business Insight, Policy and Partnerships.  



Discussion theme: knowledge of climate change and the climate emergency

We asked the groups how comfortable they felt with their own knowledge of climate change and 

the climate emergency. 

The responses showed that participants were overwhelmingly comfortable in this area, with several 

participants either working in related areas or holding a significant technical knowledge via 

education and/or work.

Participants commented that they were keen to continue learning and expanding their 

knowledge. 

The facilitator shared the North Somerset Climate Emergency Strategy and Action Plan links. Not all 

participants had seen these documents. 

https://www.n-somerset.gov.uk/sites/default/files/2020-02/North%20Somerset%20climate%20emergency%20strategy%202019.pdf
https://www.climateemergency.uk/wp-content/uploads/2019/11/North-Somerset-climate-emergency-action-plan.pdf


Discussion theme: additional sources of knowledge

We asked the groups where they would go to find additional information / knowledge. The results 

were wide and varied and included:

• Internet search. Some trusted sites such as BBC, New Scientist, Centre for Sustainable Energy, CAT 

etc. 

• Central gov. website

• Social media inc. Twitter to follow specific accounts of scientists

• Peer reviewed studies from international institutions

• Friends, books, websites, radio, articles, public talks

• Transform for Environment Management professionals and the Centre for Alternative Technology 

magazine Clean Slate

• From Friends of the Earth and Centre for Alternative Technology's Zero Carbon report

• Articles in local press.

Some participants questioned the need for more information as they felt ‘the science is clear’, 

‘action is needed now’.



Discussion theme: raising awareness within our communities

We asked the groups what we could do to help raise awareness of the climate emergency. 

• The results were varied with some feeling the council could do more to raise awareness through 

methods such as social media, local media, comms out to Town and Parish councils. But others 

feeling that this was not a role for the council. Instead, the council should focus on direct actions 

and communications should focus on the results of those direct actions. 

• Some comments were made as to whether there is an underlying generational aspect in terms of 

awareness. The group discussed whether we should be targeting communications to the young, 

especially in schools so that it can work through to older generations and encourage 

behavioural change. 

• Others disagreed, that it is not generational but more around early adopters across generations. 

• One commenter suggested a focus on socially disadvantaged communities whilst others 

suggested it should be across all communities for maximum impact. There was a strong theme 

that action is urgent and we cannot wait to take that action. 



Discussion theme: projects that are climate related

We asked what action there should be in response to the climate emergency. 

• There was a strong theme that participants wanted the council to lead by example including: 

• Starting at the top with every part of the council being audited on an environmental basis

• Ensuring the council’s estate is energy efficient

• Prioritising fuel poverty and ensuring insulation, draught proofing etc.

• Using influence to encourage large businesses within the area to respond to the climate 

emergency

• Encouraging behaviour change around transport choices. 

• Other suggestions were linked to planning and development including:

• Ensuring enough resource to guarantee carbon neutral standards are met and enforced on 

any new developments

• PV on council buildings including schools

• Helping private homes with PV through partnership with social housing providers and builders

• Encouraging and partnering on local projects (such as community gardens)

• Investing in renewable energy such as tidal lagoons

• Ensuring sufficient flood defences in vulnerable areas

• Leading the way on land management – link in with rewilding

• Improved public transport.



Discussion theme: addressing transport emissions

We asked what are the barriers that stop people walking and cycling more. Comments included: 

• Understanding why people are travelling and whether they are aware of their carbon miles

• Poor cycle routes including ease of use and pleasantness of experience

• Connections in rural areas

• Does not feel safe

• Planning is not inclusive enough to encourage walking / cycling

• Parking restrictions

• Encouraging good habits and breaking bad ones.

Comments were made about the work done during Covid around pedestrian spaces and this was 

encouraged. There was a strong theme about expanding cycle routes to link towns or if that is not 

possible ensuring public transport is accessible and affordable. 

A conversation was also had around EVs but many suggested cost was a barrier and queried the 

availability of charging points across North Somerset. A member of the group shared a link to a 

map of EV charging points. 



Summary
• Awareness is already high with very clear science for those who are interested in this. 

• Questions is how we raise awareness for those who are not aware/interested, and should this be 

done via targeting of younger people via schools, colleges?

• Are we comfortable that people in socially disadvantaged areas are aware?

• Participants were mixed on whether it should be the council’s job to raise awareness but were 

clear that the council should be focusing on action and should be leading by example. There 

should be clear news stories of things that we have actually done. 

• Strong appetite for projects linked in to planning and development including ensuring carbon 

neutral standards are met. 

• PV panels wherever possible.

• Improved flood defences.

• Improved public transport offered linked in with measures to encourage walking and cycling 

such as more cycle lanes. 

• A strong theme throughout both groups that North Somerset has a willing and able community. 

Consider how we work with communities and partner with community groups to help facilitate 

and support change. 

• It is worth noting that participants were aware that they held significant 

overall knowledge and that may not be the case for all residents.



Next steps

The feedback and analysis of comments has been considered and, alongside other work, some 

next steps agreed:

• Council buildings are undergoing energy efficiency audits which cover lighting, heating controls 

and insulation. Recommendations from these audits will be reviewed. 

• In December 2020, the council submitted a joint bid with Bristol City Council as lead to the 

Department for Business, Energy and Industrial Strategy (BEIS) £200m Green Homes Grant. If 

successful, the work to improve the energy efficiency of 100 homes in North Somerset will be 

delivered between April and September 2021. 

• The first in a series of new electric vehicle charging points is now ready for use in Kewstoke. Other 

proposed sites which are being explored as part of the new series include: 

Nailsea and Backwell Station car park

Worle Parkway Station car park

Great Western Road car park, Clevedon;

Hutton Moore Leisure Centre, Weston-super-Mare

• Green Business Grants, funded through WECA’s West of England Recovery Fund and the 

European Regional Development Fund (ERDF), of up to £15,000 are now available to small and 

medium sized businesses in the West of England. 

• A number of walking and cycling routes across the area are being improved and several routes 

are being considered for additional improvement. 



Customer Services

• 22 Citizens’ Panel members stated their interest in attending a customer services discussion 

group.

• One discussion group was held and there were 11 ‘active participants’ i.e. directly involved in 

the discussion. 

• 137 comments were made within the discussion group of which there were 45 associated 

‘likes’.

• The engagement score across the discussion group was 188 (the sum of questions, likes, any 

poll responses).

• The group was facilitated by:

• Simone Davey: Customer Services Manager

• Melanie Watts: Head of Finance 

• Emma Diakou: Head of Business Insight, Policy and Partnerships.  



Discussion theme: engaging with the council

We asked participants how they engaged with the council. They said through My Account on the 

website, phone, chat functions, email and FB messenger. Some of these engagement methods 

were due to the pandemic i.e. a shift to methods which are not face to face but it was not clear 

how many had specifically shifted their engagement methods due to that or had already been 

engaging this way. 

Some comments were given about difficulties in being able to engage including:

• Difficulties with MyAccount

• Knowledge of those on the other end of the phone

• Time taken to speak with someone.  

‘People on phone: nice but only know their own thing. unable to give a wider picture. If unable to 

help the door is shut rather than offering direction.’

‘I use e-mail, phone and the website but find when ringing benefits say, on behalf of someone else 

it takes ages to get through.’

Suggestions were made about being able to use apps such as Whatsapp and 

for Live Chat to be more readily available. 



Discussion theme: improving the council’s telephone and online offer

We asked for suggestions on how to improve the council’s telephone and online offer. Suggestions 

included:

• Learning from best practice of other local authorities, ‘do not reinvent the wheel!’

• Making contact details more prominent on the website

• Making the website fully accessible to screen readers

• Reducing waiting times via phone.

There were several comments regarding Live Chat. 

• Members of the group suggested they had trouble easily finding it and would like it to be 

available outside of 9-5 hours. 

‘Other councils I engage with use Chat effectively, not aware that NSC do it. which means, even if 

they do, it is not effective.’

• One participant commented that they would like other Live Chat languages than English. 



Discussion theme: changing face to face services in the town hall

The group were asked ‘what do you think about changing the face-to-face service in the town hall 

to appointment only and how this change could affect people and their ability to access council 

services?’

Responses were varied and included:

• An ongoing need for F-2-F appointments to ensure all requirements are covered: ‘Always need 

to consider face to face options / offering to cover DDA requirements.’

• Concern that some groups within the area would be excluded if F-2-F was not offered: ‘I think a 

lot of the older citizens of NS (not Silver Surfers) struggle to use website based comms, & prefer to 
pick up the phone or speak in person’..

• Issues with reliable internet for some groups and how that might exclude people.

• The need for urgent assistance such as housing/homeless triage which cannot be done outside 

of F-2-F appointments.

Suggestions were made that the first option could be phone/web and then a F-2-F follow up option 

offered if needed. A suggestion was made that it makes sense to book an appointment for specific 

queries but why should that preclude walk-ins? 

One participant commented that they thought that was the point of libraries, to be 

information/support hubs for walk-ins. 



Summary

• Members of the group were already using engagement methods such as phone, web and chat 

where possible, though it was not clear how much of that was due to the pandemic or a natural 

shift over time. There were mixed responses on how easy they found these engagement 

methods.

• There was a strong appetite for an improved Live Chat function via the website with an extension 

of hours outside of the 9-5 office hours. 

• Responses to the idea of offering appointments for face to face engagement were very mixed. 

There was concern from some that this might exclude people without the skills or technology to 

be able to engage online. 

• There were also questions about how an appointment process would work and how that would 

align with the current operating model. Should there be a staged model i.e. web/phone first with 

follow up appointments if necessary. However, there were also comments that some walk-ins 

can be very quick and/or are of an urgent nature and these would still need to be picked up. 



Next steps

The feedback and analysis of comments has been considered and, alongside other work, some 

next steps agreed:

• Review of call wait times and advise up front average wait times on message and website.  Offer 

alternatives such as web chat.

• Update the website with information about web chat on our ‘contact us’ page.

• Look into the options of extending the hours of web chat.

• Propose that a move towards appointment-only face to face appointments remain in the town 

hall post lockdown and Covid restrictions.

• Review the support that local libraries can offer to residents.

• Consider how we might best serve occasional walk-ins.



Waste and Recycling

• 42 Citizens’ Panel members stated their interest in attending a waste and recycling discussion group. 

• Two discussion groups were held. 

• There were 37 ‘active participants’ across both discussion groups i.e. directly involved in the 

discussion. 

• 442 comments were made within the discussion groups of which there were 189 associated ‘likes’.

• The engagement score across the discussion groups was 444 (the sum of questions, likes, any poll 

responses).

• Groups were facilitated by:

• Gemma Dando: Assistant Director

• Colin Russell: Service Manager - Waste and Recycling 

• Catrine Wade and Jessica Fairbrother: Waste Minimisation Officers

• Jo Jones: Finance Business Partner 

• Emma Diakou: Head of Business Insight, Policy and Partnerships.  



Discussion theme: reducing costs

Taking into account the background information provided, we asked how costs could be reduced 

related to waste and recycling. 

• Numerous suggestions were made but a clear theme emerged that the only way to save money 

is to reduce general waste.

• Suggestions included:

• Recycle more food waste

• Encourage more composting including community composting schemes

• Increased upcycle of items in the waste/recycling centre either via community efforts or 

allowing residents to take things

• Reduced packaging of products and lobbying to make that happen across manufacturers

• Easier recycling schemes in apartment/flat areas or perhaps across all streets i.e. a 

centralised place to leave recycling to make routes faster.

• A theme emerged about whether recycling is always collected. Textiles were given by some 

participants as an example with some stating they had often left out textiles but that they were 

not collected. 



Discussion theme: reducing costs cont.

• Some participants suggested that there is an ongoing need for clearer guidance about what 

can and cannot be recycled (example textiles) and that recycling overall needs to be made as 

easy as possible.

• Alongside this, information on what happens to that recycling once it is collected and educating 

residents about this. Linked to this some participants commented on the educational value of 

visits to the waste and recycling centre which gives a better understanding of the whole process 

and associated costs. 

• There was some discussion about the frequency of general waste collections. Some participants 

suggested the only way to encourage more recycling is to reduce the frequency of general 

waste collections. However concerns were expressed at the prospect of reduced frequency 

including amount of general waste produced, whether this could lead to increased fly-tipping, 

and problems with vermin.

• A theme emerged about understanding the challenges around making savings and the 

balance between enforcing rules and educating about them, with mixed views around this. A 

suggestion was made that more should be done to educate residents about 
the costs associated with processing of general waste. 



Discussion theme: the contents of current waste bins

• Participants had been given background information on the average contents of a general 

waste bin. We asked for thoughts on that. There were a number of comments on how much food 

waste is being disposed of in general waste and questions as to why that was the case given 

there are ways to recycle it. 

• One participant had done an informal survey of their street before this session:

‘I did an informal survey today. Sadly 30% of residents I spoke to say they put food in black bin cause it’s too 

much of a hassle to use the brown bins.’

• One participant wondered if the design of the kitchen caddy had discouraged people given it 

could be difficult to open. 

‘Neighbours tell me the new design of the Kitchen Caddy means they don’t use it cause it needs 2 hands to 

open it and they need one hand to hold the waste food. The old Kitchen Caddy was easier to use I’m told. We 

must make it simple for people to use the food waste receptacles. Sadly many people are lazy.’

• There were some comments on the costs of the food waste bin bags and 

whether this was a barrier. Not all participants were aware other types of 

bags such as bread bags could be used. 



Discussion theme: how to encourage more recycling

We asked how we could encourage increased recycling. 

• There was a strong theme that education with children could be key and encourage inter-

generational behaviour change. This could be done through schools. 

• Campaigns such as Slim My Waste were praised and suggestions made to replicate something 

similar in North Somerset. 

• Campaigns to buy local, encourage zero waste shops, veg boxes etc.

• Participants suggested tapping into the new community groups which had been established in 

response to the pandemic. 

• Increased communications generally was a strong theme and taking advantage of all methods 

such as online, posters, through Town and Parish Councils, GP surgeries and activity groups. 

• A suggestion of a single bin for all recyclables was made. 

• A participant commented that sorting recycling might be a barrier and it would be easier if it did 

not need to be sorted in advance. Suggestions were made about following the models of other 

countries. 

• There were comments that standards in North Somerset are already very high 

and it will be challenging to push further. 



Summary

• There was general agreement across the groups that to reduce costs we need to reduce 

general waste. 

• Suggestions were given to increase recycling including reducing food waste from general waste 

and ensuring it is recycled, composting where possible, buying less packaging, encouraging 

manufacturers to use less packaging, and to reuse where possible. 

• The groups identified several possible barriers including a need for more guidance around what 

can be recycled, making the process as easy as possible especially around food waste – are the 

caddies easy to use? Do residents know that they do not need to buy special bags?

• There was a strong theme that we should educate as much as possible including around the 

costs of not recycling and through schools for inter-generational behaviour change. However, 

there was also a theme that there should be enforcement if needed. 

• The group understood the financial issues and there were some suggestions of reduced 

collection frequency for general waste to encourage behaviour change and help with the 

financial challenge. 

• It is worth noting that many participants referred to themselves as ‘the converted’ and 

understood that not all residents would agree with their ideas. 



Next steps

The feedback and analysis of comments has been considered and, alongside other work, some next steps 

agreed:

• With the launch of the new North Somerset Environment Company (NSEC) in spring we are updating our 

service communications. Making use of public feedback we are able to bring focus to areas that need 

attention.

• We want to work with communities to find innovative solutions. A focus will be working with local resident 

groups, town and parish councils. We are keen to further our relationship with schools to provide better 

environmental education and resources. Also to expand our volunteer litter picking scheme across the district.

• We are reviewing our re-use strategy to introduce a re-use network. This will involve the council and 

communities working together to achieve a zero waste circular economy that encourages re-use, repair and 

recycling.

• With the introduction of NSEC we will work closely with our contractor to improve crew training – reviewing 

crew knowledge and focusing on issues such as missed materials and management of collections.

• We are working to improve recycling facilities within flat blocks. This will include the introduction of food waste 

recycling and possibly other materials such as textiles or electricals. Also improving the existing signage and 

systems.

• Our enforcement team we will be forming a new partnership to target fly tipping, littering and waste offences. 

• We will be actively encouraging more home and community composting, with the introduction of the new 

garden waste service in the spring. We will be offering subsidised home composters, educational resource and 

workshops to maintain high levels of interest and quality. 

• Feedback on how we engage with residents to promote recycling, reduce waste and address any barriers will 

contribute towards our Recycling and Waste Strategy for 2021-2030. Our strategy is focused on working with 

residents, as well as changing the way we operate our waste services to reduce residual waste, increase our 

recycling rate and contribute towards North Somerset’s net carbon zero aims.



Voluntary and Community Services

• 40 Citizens’Panel members stated their interest in attending.

• Two discussion groups were held. 

• There were 23 ‘active participants’ across both discussion groups i.e. directly involved in the 

discussion. 

• 351 comments were made across the discussion groups of which there were 171 associated 

‘likes’.

• The engagement score across the discussion groups was 529 (the sum of questions, likes, any 

poll responses).

• Groups were facilitated by:

• Richard Blows: Partnership Service Manager

• Jo Jones: Finance Business Partner

• Emma Diakou: Head of Business Insight, Policy and Partnerships.  



Discussion theme: involvement in community and voluntary action 

• The discussion group was composed of a significant volunteering element with almost all active 

participants involved in some form of volunteering or community activity with some being long 

term volunteers and some starting as a result of the pandemic. 

• Motivations were mixed but there was a strong theme around the mutually beneficial elements 

of volunteering and community activity including the opportunities to meet new people and 

make use of existing skills as well as learn new ones. Examples included:

• Satisfaction from volunteering

• Feeling purposeful

• A feeling of contributing

• Making a positive difference

• Gaining new skills

• Making new friendships

• Giving something back

‘Volunteering is so satisfying - knowing you are making a difference to someone’s day to day lives.’

‘Volunteering makes me feel purposeful and that I am contributing.’

‘Volunteering is never completely altruistic. Volunteers gain so much. New friendships, the feeling 

they are helping others. Learning new skills.’



Discussion theme: involvement in community and voluntary action 

• The group were asked how Covid has impacted their activity and whilst for some it was the start 

of their volunteering journey for others it has changed how they engage in volunteering, with 

many face to face sessions being replaced with online and/or phone contact. 

• There was a strong desire by many for things ‘to get back to normal’ both from a personal 

perspective and for the benefit of clients they may be supporting. 

• We asked how people choose where to volunteer and for most it was a cause they were 

particularly interested in or had perhaps had some involvement with over their life:

‘If it is a cause close to my heart....or if I have specific knowledge of an area where I think I would 

be useful because of that experience.’

• Group members heard about volunteering opportunities through numerous ways including:

• Word of mouth

• Family members

• Prior involvement

• Local community networks



Discussion theme: support

We asked what support the sector needed from the council. 

• There was a strong theme that for new groups it can be difficult to know where to start and what 

support is actually needed. It was not clear where they should go for advice and who can steer 

them. 

• The group asked if there was a lead contact in the council or an organisation in North Somerset 

who helped to coordinate this. 

• There was also a question about understanding how community and volunteering groups fit 

together and can be mutually beneficial as well as avoiding duplication. Again, the group felt 

that it was not clear where that information was and how they could access it. 

‘An overarching infrastructure organisation to coordinate and support community & voluntary 

activity in N Somerset...’

‘New groups sometimes finds that it’s the starting up that can be hard - both organisationally and 

financially.’

‘I think some support to coordinate all the various groups that have popped up would be useful - to 

avoid duplication but capitalise on the skill out there.’



Discussion theme: support

Other suggestions for support were made including:

• Support to establish community centres – though one member questioned whether community 

centres are necessary in the ‘digital age’

• More joined up thinking across the landscape including coordination of volunteer groups

• Increased funding

• Improved information and communications

• Volunteer incentive vouchers

• Volunteer recognition through award schemes

• Regular thanks and support!

Members also commented that the benefits of volunteering should be clearer:

• Opportunities to learn new skills

• Social contact

• Work experience



Discussion theme: prioritisation

We asked group members whether they thought some types of community groups and/or 

volunteering should be prioritised over others in terms of support.

• There was no a strong appetite for this with group members generally feeling that there should 

be space for all sorts of activity and support provided for it. 

• There was recognition that in times of financial challenge it was not possible to give to support for 

all but they questioned who would decide where that support should go? 

• Some group members noted that Covid had galvanised their voluntary and community sector 

and that we should continue to build upon that but has also highlighted how important this 

sector is and it should be supported appropriately. 



Summary

• Members of these groups came from a variety of backgrounds in terms of voluntary and 

community services with almost all volunteering in some capacity. Some had been volunteering 

for some years whilst others had been galvanised due to the pandemic. 

• Ways of volunteering have changed in the last year and there was a strong desire for things to 

get back to normal but also a feeling that the pandemic had highlighted the importance of the 

sector, though there was not necessarily a sense that volunteers felt any more or less valued than 

usual. 

• A theme emerged around how volunteering and community services are coordinated in the 

area both from an infrastructure perspective and via support. Some commented that there is a 

lack of support for new groups especially around set-up and ongoing administration i.e. the 

running of an organisation. 

• Various other suggestions for improvement were also made but there was not a strong appetite 

about prioritisation for support by theme i.e. more support given to one type of voluntary or 

community organisation than others, instead it was felt that support should be given as broadly 

as possible. 



Next steps

The feedback and analysis of comments has been considered and, alongside other work, some 

next steps agreed:

• Work with Voluntary Action North Somerset (VANS) to review the scale and scope of support for 

voluntary & community sector development.

• Work with the sector to review co-ordination, collaboration and information sharing. 

• Work with community partners to ensure that the new types of volunteering opportunities 

generated by Covid are sustained and recognised. 

• Work with health partners to review community-led services and improve pathways to them for 

people seeking support & assistance.

https://www.vansweb.org.uk/


Corporate 

Plan

Information 

Strategy

• This was the first engagement exercise with members of the newly formed Citizens’ Panel. 

• Invitations to join a session were sent to all members. Around 20% (114) responded requesting 

to take part, with some requesting a space at more than one session, which is a very good 

response for an engagement exercise. There were different levels of interest depending on 

the topic with Climate Emergency and Waste and Recycling receiving the most interest. 

• Timescales for this engagement exercise were quite tight given the festive period. Invitations 

to book a space were sent out the Friday before the week of the sessions to allow panel 

members to view the invitation over the weekend and respond. Links to access the session 

were sent out on the Monday for the first session. Some panel members felt this was too short 

notice and would have preferred more time. 

• Given the desire to be as inclusive as possible, a balance will need to be struck in future to 

ensure sufficient notice for invitations but not too much time that people forget about the 

session or lose initial enthusiasm. 

Overall review of this engagement process



Corporate 

Plan

Information 

Strategy

• The tool used for the discussion groups was Slido. This was the first time using this outside of 

internal exercises. Responses to the tool were mixed and very dependent on the subject being 

discussed. For Climate Emergency and Waste and Recycling, responses were very positive with 

a number of comments suggesting the tool worked well and praising its inclusivity. For Adult 

Social Care and Customer Services there were some negative comments with some members 

not keen on the character limit. This may suggest that the topic influences this. Slido clearly lends 

itself to rapid fire discussions where long commentary or responses are not needed. It does not 

work as well for discussions where longer commentary might be needed. The responses to the 

quick polls in Slido were also mixed and once again topic dependent. Given the functionality 

available in Slido this is something to explore in future engagement exercises. 

• Numerous positive comments were received about the engagement exercise overall. With 

panel members pleased to be involved and engaged in this way. 

‘The really good thing with the "new NSC" is its willingness to ask the community for the answers. We 

really are all in this together. Thanks!’

• Panel members themselves were from a wide range of backgrounds with significant knowledge 

of the topics being discussed. Several follow up emails were received from participants with 

significant consideration given to the topics being discussed and were shared for follow up with 

service leads.

Overall review of this engagement process cont.


