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London Office of Technology and Innovation 
outcome-based framework



Population of 150,852

District council

Reigate, Redhill, Horley & Banstead Villages

450 full time staff

About Reigate and Banstead



There is diversity in resident’s 
socioeconomic circumstances 

Mosaic Segmentation Model (2024)





Part of our Data & Insight Team (Transformation project)

(D&I Manager, Data Insight Analyst, Data Analyst and Co-ordinator, 
GIS Analyst, Research Officer).

Consultation 
Officer

Research 
Officer

The role developed from a consultation administrator to one offering corporate 
oversight, broader and higher-value research outputs and enablement of self-
service approaches.

Consultation toolkit was a Research Officer deliverable

The Data and Insight Team



First steps

Got to know internal 
stakeholders and 
captured their needs

321

Reviewed previous 
consultations and 
evaluations

Researched 
consultation practices 
in other LAs



Colleagues lacked confidence in their survey and technical abilities1

Turnaround times and bureaucracy2

Fragmented consultation activity between service areas3

Issues identified



Colleagues lacked confidence in their survey and technical abilities1



Short educational videos that users can dip in and out ofCall to action form to be completed to get access to survey software

Process to assess if project is 
suitable for the toolkit

Broken down into short sections: concepts, 
applied example and smart survey tutorial Engaging content to demonstrate concepts

Information 
available in 

document form

Templates and 
checklists

Covers industry survey 
consultation best practice



2 to 4 weeks turnaround (dependent on service area)

Research Officer is available to provide support (technical, further feedback, data analysis if needed)

Turnaround times and bureaucracy2

Research Officer gives feedback 
and has a meeting with the toolkit 

user

User makes the survey live, 
distributes, monitors and 

exports results



Consultation / Survey forward plan is available to all Heads of Service

Fragmented consultation activity between service areas3



User testing was key

Beta version was tested by Community Development
in their consultations

People should want to use it: the toolkit needed to be 
user friendly, engaging and meet need



In the last 12 months

20 completed self 
service surveys / 
consultations

321

Across 8 teams Approach was emulated 
in RBBC’s 
Communication’s Toolkit



Redhill Football Club Community Facility

What residents think about the Redhill FC 
facility and how it could be best used.

We wanted to 
know

To help scope plans for physical improvements 
and new activities at the Redhill FC facility.

Why

The survey increased awareness of the 
community facility and gave a range of ideas 
for activities that people would be interested in 
attending.

Impacts

Voluntary and Community Sector Partnerships

Ideas from VCS to inform how the council should 
work in partnership.

We wanted to 
know

To hear directly what VCS partners needed from 
us and to support ongoing partnership working.

Why

The VCS plan reflected the feedback we heard 
and demonstrated to the sector our collaborative 
approach.   

Impacts

Sandcross Lane Pump Track

The views of young people who have used the 
BMX pump track.

We wanted to 
know

To form part of an impact evaluation (for the 
grant used to fund build pump track).

Why

Funding has been sourced for new benches 
(being installed soon).

Impacts

Food Clubs and Cost of Living

How to improve our food club offer (and other 
ways RBBC can support residents with the cost 
of living).

We wanted to 
know

A rapid evaluation of existing food club and food 
bank provision was needed in response to the 
cost of living crisis.

Why

Results informed food club provision offer to help 
alleviate food insecurity within the community.

Impacts



Staff Travel

How staff travel to work and their travel 
preferences.

We wanted 
to know

To calculate RBBC's scope 3 carbon emissions 
and understand barriers to more sustainable 
travel.

Why

RBBC’s scope 3 carbon emissions have been 
estimated and initiatives to encourage 
sustainable travel to work have been 
proposed.

Impacts

Anti-Social Behaviour in Redhill

People's views on PSPOs and their experiences of ASB in 
Redhill.

We 
wanted 
to know

To understand how RBBC can best implement PSPOs that 
address resident concerns and experiences of ASB in Redhill.

Why

The findings supported the renewal of a 3 years PSPO and 
RBBC's successful application to the safer streets fund. This 
funding meant that RBBC could commission qualitative 
research to capture the views of groups not reached by the 
survey.

Impacts

R&Be Active Summer Holiday Survey 2023

To ask parents for their feedback on the 
summer activity booking system, sessions, 
value for money and inclusivity.

We wanted 
to know

To evaluate the summer holiday activity 
program.

Why

The service area was able to shape their 
programmes of events based on resident’s 
enjoyment and feeling of value for money.

Impacts

Borough News Magazine

Readers feedback on the borough news magazine.

We 
wanted 
to know

To understand how to improve the RBBC e-news magazine, 
including frequency, format and content.

Why

Suggested a wider geographic range of content and topics.Impacts



Get to know internal 
stakeholders across service 

areas

Reflections

Be realistic 
about what you 

can achieve

Look at what other councils 
and partners are doing

Seek regular feedback from a 
diverse range of 

stakeholders

Be iterative

Be collaborative

Be patient –
momentum will build



IAP2 Spectrum of Public Participation

Where we areWhere we were



Planned future content

How to write semi structured interview / focus group guides

Workshop resources

Free text analysis

Reaching underrepresented groups

Participatory models and 
best practice case studies

Conducting interviews 
and focus groupsWhat is a representative sample?



Thank you!

Michael Broad (Research Officer)
michael.broad@reigate-banstead.gov.uk

michaelgbroad


