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part three: involving community stakeholders

1 introduction

In order to develop information resources that
meet identified needs, it is vital to talk to potential
users, members of both the target community and
organisations.

During our work, we talked to community
stakeholders and held focus groups, drawing on
our extensive experience of facilitating community
engagement, because we thought this was the
most appropriate method of engagement for our
project. Appropriate involvement of community
stakeholders in your project may go beyond this,
of course.

This part is not intended to replace existing
guidance on community or user engagement
published by other organisations. Rather, it
provides useful tips for involving community
stakeholders, and tools you can use to conduct
your own focus groups.

Our focus groups were held with Russian speakers
and we have included the bilingual materials we
used.

© This part should be read in conjunction with
part two which includes a section on involving
organisational stakeholders, and a plan for
developing an information resource that includes
engagement with target users.

To get the best out of it, this part should be
read in conjunction with @) part one,
©) part two and @) part four.

We use this symbol ) to indicate where you
should consult other sections or chapters.
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2 our approach

As explained in part two @, involving migrants is
crucial to developing information resources which
meet needs and reflects current thinking about
what welcome information should be provided,
particularly as we found little evidence of their
involvement in welcome information resource
production.

We recommend engaging with migrants using
participatory approaches to get the best results. As
part of this project, we organised two focus
groups involving migrants, with the assistance of
two migrants’ support organisations, KLARS
(King's Lynn Area Resettlement Service) and
Keystone Development Trust’s migrant-run META
project in Thetford, Norfolk.

The two focus groups comprised 1) people who
had recently arrived in the UK and 2) those who
had lived in the UK for over six months. They
advised us of the subjects that it would be most
useful to have in welcome information resources,
what the resource should look like, and their
experiences of seeking and receiving information.

There was a strong consensus of opinion about
the top 20 topics () see the section in part two)
and the first level of content. Further work would
be required to develop and test the lower, more
detailed, levels of content. There was evidence
that a tiered approach to providing information
might be most appropriate, with more detailed
information and a wider range of subjects made
available outside welcome information resources.
This may well be through a national, regional or
county-wide coordinating resource.

working in partnership

We recommend working with a migrant support
organisation as they are the people on the ground
with the requisite local knowledge and the trust of
the target community. You will need to provide
them with the information they need to set up the
focus groups and resource them to set up the
groups for you. The purpose of working in this

way is to make the best use of local knowledge in
choosing an appropriate venue trusted and used
by the target community, and to respect the role
played by local community support organisations.
It also provides an existing route into the local
community which helps to ensure that the focus
groups are well attended, and access to a local,
qualified interpreter from the community,
someone with whom participants would be
familiar.

In our case, the cost of the venues, refreshments,
vouchers and interpreters was borne by Fens Rural
Pathfinder; naturally, commissioning organisations
should bear these costs. You should consult the
community support organisation on the best time
to hold the focus group, which in our case
transpired were 7-9pm on a Sunday and a
weekday evening. The materials should all be
translated into the target language — do not
assume that stakeholders will be sufficiently
proficient or confident to participate in English in
this kind of setting.

Through local migrant support organisations, we
organised focus groups which were held in venues
used by migrants (a community café and a support
organisation-owned venue). Material was
provided in their languages of choice. Everything
we said was translated by an interpreter. We
allowed extra time in the programme for the
translation to be given. Refreshments were
provided. The sessions were structured and
interactive, so that participants had time and
space to work together and to make their
comments, whilst each section of the programme
had a logical output that would tell us what we
needed to know.

At the end, people’s time and travel were
acknowledged by our giving each participant a
£15 voucher for a local store; the vouchers were
purchased by the support organisations to ensure
that the stores were the most appropriate ones.
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participation

The focus group should be designed to be as
interactive as possible, in line with good practice in
community action research. You will need to use
an experienced facilitator with good facilitation
skills. After a very brief explanation of the project
and reason for the focus group, each section of
the agenda (included in this section) consists of
pair or small group work facilitated centrally by the
facilitator but otherwise self-organising by
participants supported by the interpreter. This
means that participants are provided with the
materials they need to tell you what they want to
say about information, and the agenda should be
kept flexible in order to create the space for
participants’ input in the areas they feel are more
important.

We found that the most effective group work
happens in a single-language group that takes
place independently of other local organisational
activity (such as information talks or English
classes) so that people come to the session
reasonably fresh, do not have to leave early, and
the results are as unbiased as possible.

It was clear that participants had definite views on
how information resources should be provided
and what they should contain; we therefore
recommend that producers give consideration to
working directly with migrants in the design and
dissemination planning phases of welcome
information production. There may be potential
for migrants to develop welcome information
resources for themselves, for example in a social
enterprise; however, the best environment for this
kind of development would be with well-
developed and appropriately supported
community organisations.

Attendance and participation levels in the focus
groups were high, as was the quality of
information gleaned. By working through support
organisations, we were able to make
arrangements that made sense locally in terms of

time and place, and it provided an opportunity for
the support organisations and migrants to be paid
for the consultation in which they participated. We
believe it also demonstrated that the work of
support organisations is both valuable and valued.
@ The focus group materials and details of how to
use them are reproduced below.

aim and objectives

The aim of the focus groups is to involve up to 12
migrants (in each group) in shaping the generic
information resource. The objectives of the focus
groups should be to:

e prioritise information subject areas (employment
rights, housing, etc)

e find out where and how migrants were getting
the information they needed

e find out what works from the users’
perspectives.

what we did

The first part of the session consists of a series of
cards in English and the target language () we
have included in this part tested specimens in
Russian and English), with a subject on each card,
eg, rights at work, welfare benefits, etc, colour
coded according to the macro subject area.
Participants are asked to prioritise these by
numbering them, with 1 being the most important
(you should check that the number one would be
viewed as being most important in the
participants’ culture). Ask people to work on the
priorities in twos or threes in order to maximise
participation levels. The results should then be
collated, and the most popular six subjects
identified, discussed, and agreed. Later you can
use the numbers people have written on the cards
to determine which subjects are in the top 20, top
40, etc. To reduce printing costs, ask the first
group to number the cards on the left-hand side;
analyse the responses and cut off the numbers so
that you can re-use the cards for the second focus
group. Take spare blank cards so that people can
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write down any subjects that you have not
provided.

The next part of the session asks people where
they are getting the information they need and
whether these sources are effective. Participants
fillin an information sheet in their own language
(these can be translated by the interpreter and
senton to you after the event). €) We have
included the information sheets we used in the
focus groups.

Finally, participants are asked to create a list of six
words that best describes their ideal information
resource. Participants are given the option to
respond in their own language or English, or to
draw a picture or diagram. Responses in
languages other than English can be translated for
you later by the interpreter. ) We have included
the task sheets we used in the focus groups.

In the second focus group we chose to test the
theory that more established migrants (in the UK
for over six months) might have a different view of
the information needs of new arrivals, as they
would be reflecting on their past experience from
a position of greater knowledge. We found that
the results were different from the views of new
arrivals, and so you could consider emulating this
approach. The format and organisation of the
focus group is the same as the earlier one. To get
comparable results, you should test with people
from the same or similar cultural background as
before.

Aim for a maximum of two hours as participants’
might be tired from shift work and in any case
have to fit the focus group into their schedules.
Moreover, the best quality input is often achieved
from a relatively brief intervention while people
are fresh and focused. In each case provide
refreshments and comfort breaks, and be
prepared to start late and/or finish early depending
on the group.

One of our concerns was how comprehensible the

subject area designations would be to participants
in translation. Only one of the subject areas
appeared to have been interpreted in different
ways; this was ‘social care’ which appeared to
have been interpreted as meaning social security.
We therefore omitted social care from the analysis
of priorities.

dialogue and feedback loop

At the end of each focus group, explain to
participants what will happen to their feedback.
Communicate the outcome of the work through
the community support organisation you use, as
there is sometimes little if any follow-through after
a focus group has taken place, which may
contribute to the impression that communities are
consulted but not necessarily listened to.
Participants should be given store vouchers in
acknowledgement of their time (we suggest
£15-£20), purchased locally by the support
organisation to ensure that the vouchers are the
most relevant.

The tools we used and tested are set out below.
@) See the section on Copyright in part two.
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3 tips for involving community
stakeholders

e Work with local support organisations to help
you set up focus groups with community
stakeholders.

¢ Acknowledge the help of, and dignify, support
organisations by resourcing them to set up focus
groups and by taking their advice on the best
time and place to do group work.

¢ Acknowledge the participation of community
stakeholders by providing appropriate vouchers
for local stores (these could be purchased on
your behalf by the support organisation).

* Work with single-language community focus
groups and have an interpreter present.

e Use participative methods in focus groups rather
than structured questionnaires, and use an
experienced facilitator. Invite people to draw as
well as write, if they prefer.

e Utilise existing opportunities for engaging with
stakeholders.

¢ Get help and advice from your steering group (or
use an existing multi-agency grouping).

e |f there are other agencies developing welcome
information in your region, consider bringing
them together to share learning and test draft
resources; this will reduce the number of
consultations taking place with stakeholders.

e Consider setting up a community panel of
migrants or another mechanism to test the
resource and give you feedback on its
effectiveness when in use.

¢ Use qualified people to translate your materials
and interpret for you; do not assume that
migrants will have the requisite proficiency or
confidence in English to participate in that
language, even if they have been in the UK for
some time.

e Ensure that stakeholders and the organisations
that have helped you are aware of the outcomes
of the consultation; this shows respect,
demonstrates to them the value of stakeholders’

participation, and shows that organisations
listen and act on what they learn.

e Beyond consultation, you may wish to engage
community stakeholders with the appropriate
skills in designing or writing the resource or in
preparing a web-based resource. There are also
community-based consultants and evaluators
you might wish to work with.
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4 focus group materials

organisers’ equipment and preparation list

bring to the venue:

migrant support organisation

information resource developers

12 x photocopies translated agenda
12 x photocopies translated presentation
40 copies of ‘information form’

five x sheet for ‘words’ exercise

preparation:

e ensure the support organisation has organised
an accessible venue with appropriate
refreshments

e set out four tables (one for facilitator and
interpreter, three tables for four participants at
each table)

e set up PowerPoint projector
e set up flipchart

¢ on each table put the agenda, post-its, pens,
tape, glue.

pens
post-its

A3 paper

tape + glue

copies of organisers’ agenda
lap top

screen

projector

cable

six copies of presentation
flip chart + paper + pens

copies of subject cards
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organisers’ agenda
information resource focus group
location, date, time

18.35
18.45

19.00
19.10

19.15
19.30

20.00
20.10

20.20

welcome and presentation

card game
With neighbour make a list of priorities, no. 1 being the most important.
Distribute card game sets.

full group session —agree on priorities

Explain ‘Where is the information’ exercise
Give each table six information sheet forms. Each priority goes on one sheet. Ask people to work
in groups of up to four.

comfort break

where is the information
Work in groups of four and discuss where they got the information, or if they did not get it, write
down what was (not) useful or helpful. Encourage honest responses!

feedback

words
Ask them with their neighbour to write down six words that would describe their ideal pack.
Distribute words sheet, one per participant.

Thanks and close
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participants’ agenda
information resource focus group programme
location, date, time

18.35
18.45

19.00
19.15
19.30

20.00
20.10

20.20

welcome and introductions

card game
With your neighbour make a list of priorities, no. 1 being the most important.

full group session —agree on priorities
comfort break

where is the information?
Work in groups of four on where you got the information, or if you did not get it, write down what
was (not) useful or helpful. Let us know your experiences!

feedback

six words
With your neighbour write down on the sheet six words that would describe your ideal
information pack.

feedback, thanks and close
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prioritise the subjects: card game exercise in pairs
subject area cards, English and Russian version
(colour-coded according to macro subject area)

They are designed to be printed and cut into strips.

Adult education and training
School places
O6pa3oBaHue a5 B3POC/IbIX U
MecTa B LKoNe ans pebeHka
CTaXXMPOBKa
English language learning Childcare
13y4eHne aHTrINMCKOro A3bika [prcMOoTp 3a pebeHKoM
Pre-school places : :
Family services
[eTckme goLKOoNbHble
Ycnyru onisa cemMbl
yyepexaeHus
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Keeping in touch with family
[opaep>XnBaHme CBA3M C CEMbEN

Domestic abuse
BbiTOBOE OCKOPbHNEHNe

Rights to bring your family to
the UK
[1paBO Ha Bbe3 [ Ballen CeEMbI B
bpuTaHunio

Local area background
[MpenBapuTenbHas MHPoOpMaLmA
O MEeCHOCTW

Local area map
KapTa MmecTHOCTH

British seasons and weather
BpuTaHcKkMe BpemeHa roaa u
noroza

British time and holidays
BpuTaHckoe Bpemsa 1 Npa3aHnKm

Computer access
HoCTyn K KOMMbloTepy
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Driving in the UK
BoxxaeHue B bputaHun

Welfare benefits and social
security
[ocypapcTBeHHOe Nocobue 1
coLyanbHoe obecnevyeHume

Telephones and mobile
phones
CTaumoHapHble 1 MOBUIbHbIE
TenemoHbl

National insurance and tax
Homep counanbHoro
CTPaxOBaHWA U HaNoM

Public transport — buses
OOLLECTBEHHDIN TPAHCMOPT —
aBTOOYChI

Pensions
[leHCcnn

Public transport —trains
OOLLLEeCTBEHHbIN TPAHCMOPT —
noesaa

Sending money home
OTcbinaHwe geHer JOMOW
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Money, bank accounts, credit
and debt
[leHbrn , GaHKOBCKMeE CYeTa,
KpeauT 1 3a[0/>KEHHOCTb

Lost and found property
YTepAHoe 1 HangeHoe
MMYLLIECTBO

Shopping
[okynKu

Community groups and
centres
OOBLLMHbI M LIeHTPbI X CODpaHms

Recreation and leisure
facilities
MecTa ona otabixa v
Pa3BeYEeHHUN

Meeting places
MecTta BCTpeH

Racial harassment
PaccncTkoe npecnenoBaHme

Returning home
Bo3BpalleHre gjomon
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Sexual harassment
CeKkcyanbHoe JoMaraTenbCTBO

Libraries
BnbnnoTteku

Religion, belief and worship
Penvrus, Bepa n borocnyxeHue

Where to get advice and
information
[ 0e Nony4YnTb COBET U
MHDOPMaLNIO

Interpreters
[lepeBOgYMKN

What to do if someone goes
missing
Y10 fenatb ecsiv nponan
4enoBek

Dentists
CTomaTonormm

Doctors
JlokTopa
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Drugs, alcohol and tobacco
HapKoTukn , ankorosb
KypeHume

Hospitals
bonbHMLIbI

Help for people who are ill or
disabled
[TomMOLLb OOSIbHBIM U MHBaNMAAM

Staying safe
OcTaBaTbcA B 6e30MacHOCTH

Mental and emotional health

Fire safet
y Mcrxmnyeckoe 1 eMouMoHaibHOe

[MoykapHan 6e30nacHOCTb

300POBbe
Social care Sexual health
CoupanbHasA NOMOLLb CekcyasibHOe 300p0OBbe
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Getting ajob Housing in the UK

[ony4nTb paboTy KunnuvHble ycnosmA B bpntaHnm
Volunteering Homelessness
J[lobpoBosnbHas paboTa be3gOMHOCTb

Housing: overcrowding and
Trade unions repairs
Mpodcotosbl KnnuiHble ycnoBus:
nepeHaceneHmne 1 peMoHT

Household services (waste British political system and
disposal, recycling etc) voting
KomMyHanbHble ycnyru (BbIBO3 1 BpuTaHckaa noanTnyeckas
nepepaboTka Mycopa) CUCTeMaA Y rof10CoBaHMeE
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British culture and diversity
bpuTaHcKasa KysbTypa 1 ee
Pa3HOBUOHOCTb

Statutory organisations
3aKoHOoZaTeNbHble OpPraHn3aLmm

Discrimination
HnckpnmMmmnHaymA

TV licences
TeneBn3noHHasA NULEH3UA

Rights to live and work in the
UK
[MpaBmna NpoXXmnBaHMs 1 PaboTbl
B bpntaHun

Information for women
NHbopMaLma ana XeHLmH

State services and emergencies
[OCynapCTBEHHbIE aBapUiHble
CNY>KObI

Information for women
Translation to come
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where is the information? exercise in small groups
information sheet English version (one sheet per subject)

priority

where did you get the
information?

e was it helpful, useful,
accessible,
understandable?

e if not where did you
look/ask?

e tell us your experiences!

e ifyou think you do not
need thisinformation, let
us know.

have you got any suggestions
about sub-headings? (For
example a sub-heading to
housing could be homelessness)

priority

where did you get the
information?

e was it helpful, useful,
accessible,
understandable?

e if not where did you
look/ask?

e tell us your experiences!

¢ if you think you do not
need thisinformation, let
us know.

have you got any suggestions
about sub-headings? (For
example a sub-heading to
housing could be homelessness)
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priority

where did you get the
information?

e was it helpful, useful,
accessible,
understandable?

if not where did you
look/ask?

tell us your experiences!

e if you think you do not
need thisinformation, let
us know.

have you got any suggestions
about sub-headings? (For
example a sub-heading to
housing could be homelessness)

priority

where did you get the
information?

e was it helpful, useful,
accessible,
understandable?

e if not where did you
look/ask?

e tell us your experiences!

¢ if you think you do not
need this information, let
us know.

have you got any suggestions
about sub-headings? (For
example a sub-heading to
housing could be homelessness)
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where is the information? exercise in small groups
information sheet Russian version (one sheet per subject)

MpuopuTteT

l'oe Bbl nonyymnnm
nHopmauyuio?

Bbino nn>To NonesHo,
MPakKTUYHO, AOCTYMHO U
MOHATHO?

Ecnu HeT, rge Bbl nckanun/
cnpawmsanu?

Packa>knte Ham o BaLLem
JINYHOM OIrlbITe.

Mo>anyncra, ckaxkxmte Ham
€c/I BaM He HY>Ha
onpeperieHHas
nHcopmauus.

Ectb vy Bac kakume-nnbo

NpeaoXeHVa HacYET nogpasaena.

(Hanpuwmep, nogpasgenom s
SKUNbA MOXKET ObITb O€340MHOCTb)

Mpuoputet

'Ae Bbl noay4mnnn
nHdbopmauyuio?

Bblno nn 3To nonesHo,
NPaKTUYHO, AOCTYMHO U
MOHATHO?

Ecnw HeT, rge Bbl uckanun/
cnpawwmvsann?

Packa>kmte Ham o Baluem
JINYHOM OnbITE.

Mo>kanyncra, CKa>knte Ham
€C/IM BaM He Hy>KHa
onpegeneHHas
nHbopmMaums.

Ectb vy Bac kakme-nmbo

npenaoxeHMA HacyéT nogpasnena.

(Hanpumep, nogpasnenom ans
SKUSIbsi MOXKET ObITb 0€3J0MHOCTb)

20
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Mpuoputet [Ae Bbl noay4mnnu ® Bbl10 JIN 3TO MONE3HO,

nHcbopmauyuto? MPakKTUYHO, AOCTYMHO U
MOHATHO?

e Ecnu HeT, rae Bbl ickanu/
crnpawmsanu?

e Packa)>kute Ham O BalLLuem
JINYHOM OrnbliTe.

e [Toxkanymncra, ckaxkmte Ham
€C/I BaM He Hy>KHa

onpepeneHHas
nHcopmauus.

Ectb vy Bac kakme-nnbo

npeaoxeHna HacHéT nogpasaena.

(Hanpwuwmep, nogpasgenom ans

SKUNbA MOXKET ObITb O€340MHOCTb)

Mpuopwutet 'ae Bbl NoAy4mnn ® Bbl10 SN 3TO MOSIE3HO,

nHcopmauuio? NPaKTU4YHO, AOCTYMHO U

MOHATHO?

e Ecnun HerT, rge Bbl uckann/
cnpawwmvsann?

e Packa>kmte Ham O Ballem
JINYHOM OnbITE.

e [To>kanymcra, ckaxkmte Ham
€csI BaM He HYy>KHa
onpepeneHHas
nHdopmMaums.

Ectb vy Bac kakme-nmbo
npeanoXeHna HacuéT nogpasaena.
(Hanpwumep, nogpasgenom ans
SKUSIbsi MOXKET ObITb 0€3J0MHOCTb)
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six words to describe the ideal information resource
exercise in pairs
(English and Russian versions)

Words
Write down six words which describe your ideal welcome pack

cnoB
HanuwnTe 6 CJ1OB,KOTOpPbIE XapaKTepn3yoT I/I,D,eaﬂbeIVl nakeT-ripurnalleHne

22
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