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We are passionate about the future of our City and meeting the needs of our growing and diverse population. 
This requires community and stakeholder input. It also requires a commitment from Council to actively seek, 
listen to and, where appropriate, act on that input.

Council has endorsed the City of Busselton Community Engagement Framework to facilitate a robust, 
transparent and strategic approach to engagement. The Framework is centred on the objectives and principles 
of the City of Busselton Community Engagement Policy. 

The Community Engagement Framework is intended to be a living document. It will be reviewed and adjusted 
over time to suit the needs of our community and stakeholders and changes to the way we communicate and 
engage.

Council thanks community groups and individuals who helped develop the City’s Community Engagement 
Framework. We hope that it helps people understand how Council engages with the community and other key 
stakeholders.

Council’s goal is to work in partnership with community members and other key stakeholders to jointly 
determine and direct the future of the City of Busselton.

The City of Busselton Community Engagement Framework (the Framework) acknowledges Council’s desire to 
engage in a way which:

• Is transparent and based on a clear and logical process.
• Is undertaken on a case-by-case basis with reference to the contextual factors that may affect the project 

or decision. 
• Meets community expectations for honest and respectful interaction.
• Informs the decision making process to achieve outcomes that are financially, socially and environmentally 

sound.
• Encourages a diversity of voices in order to gain a better understanding of different viewpoints.
• Establishes and maintains constructive working relationships with the community and all stakeholder 

groups.

Council’s Commitment

Introduction
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Engagement Snapshot
This Framework provides high-level direction on meeting 
the objectives of the City of Busselton Community 
Engagement Policy. 

These objectives are:

• Stakeholders are informed of matters that affect 
them.

• Stakeholders are provided with sufficient 
information to make informed comment on 
matters affecting them.

• Stakeholders can easily comment on and access 
information at project milestones.

• Comments received are given due consideration by decision makers.
• Stakeholders who provide comment are informed of the outcome.

A reference to stakeholders in this Framework encompasses:

• Community members, group of individuals that have an interest in the business of the City of Busselton; 
and / or

• Any individual, group of individuals, organisations, or political entities with a stake in the outcome of the 
decision.   
 

The levels of engagement included in the Framework are based on established approaches outlined in the 
International Association of Public Participation (IAP2) and used broadly across the Australian Local Government 
Sector.  Using these approaches the City is seeking to engage with stakeholders in a meaningful way, so that 
decisions contribute to the building of a place where environment, lifestyle and opportunity thrive.

Informed by community feedback received during the development process, the City of Busselton Community 
Engagement Framework outlines:

• What engagement means at the City of Busselton 
• Why the City engages.
• Who the City engages with.
• When the City engages. 
• How the City engages.

Noting the importance for participants to understand how their input has been considered, the Framework also 
provides guidance on how the feedback loop will be closed. 

This Framework applies to the City of Busselton Council, Officers and consultants engaged by the City.  It 
should be read in conjunction with the City’s Community Engagement Policy.
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You Told Us
The Framework has been developed with input from 
the community. Most specifically:

• The results of consecutive biennial Community 
Satisfaction Surveys which look, in part, at 
engagement and the relationship between 
community members and the Council. 

• The outcomes of a City of Busselton survey 
undertaken in 2019 seeking feedback on a range 
of communication and engagement issues.

• Three community engagement workshops held 
in May 2021.

These community engagement workshops provided 
valuable insights into the community’s engagement 
aspirations. 

For engagement to be considered ‘meaningful’ the 
community’s expectations were that it should:

• Improve the City’s relationship with the 
community and its understanding of the 
community. 

• Improve understanding among the community 
and increase informed discussion.

• Lead to better decision making.
• Add to community acceptance / respect for 

decision making processes and decisions.
• Build a sense of place, connection and 

ownership.

The community also told us that ‘quality’ engagement 
needs to:

• Be authentic, transparent and built on two-way 
respect.

• Not rely on a one-size-fits-all model but be 
responsive to context.

• Be undertaken early in the project life and during 
the life of the project – particularly if the project 
spans many months or years.

• Use a range of platforms to encourage diverse 
participation.

• Be underpinned by clearly defined proceses.
• Use engagement methods that suit the issue and 

the stakeholders.
• Be based on plain speaking language.
• Be adequately resourced.
• Close the feedback loop.

To develop a greater understanding of engagement 
levels (as per the International Association of Public 
Participation (IAP2) and their most appropriate use, 
participants’ workshopped a series of typical City of 
Busselton engagement projects. They discussed the 
various levels of impact on stakeholders and the extent 
to which stakeholders could or should influence the 
outcomes.

Key insights from this discussion were:
• Impact and influence will be assessed people 

differently based on understandings, priorities 
and values.

• Different stakeholders need to be involved 
at different levels and at different times. 
Those impacted more, need to have greater 
involvement but others should also be given 
opportunity to contribute.

• The level of engagement should be balanced with 
the overall cost of the total project i.e. don’t 
spend more on engagement than the project 
costs.

• Early involvement will increase stakeholder buy-
in. 
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How Your Feedback Has Shaped 
the Framework
Community feedback has shaped the content of the 
Framework in the following ways:

• The principles outlined in this Framework 
reflect the community’s views around quality 
engagement and meaningful engagement. They 
also align with the objectives of the City of 
Busselton Community Engagement Policy. 

• The section of the Framework entitled Who We 
Engage With has been informed by community 
discussion around the diversity of groups and 
individuals interested in and/or impacted by 
Council decision making and the importance of 
hearing a diversity of voices.  

• The section of the Framework entitled When we 
Engage reflects community acknowledgement 
that the decision to engage and to what level, 
will be contextual and therefore undertaken 
on a case-by-case basis.  It also reflects 
the understanding that in some instances 
engagement will be statutorily driven or not 
needed at all

• The section entitled How We Engage, addresses 
community expectations for transparent 
engagement which is backed by thorough 
planning and delivered using appropriate 
methodology. This section also highlights the 
importance of providing feedback to engagement 
participants and reviewing engagement initiatives 
to ensure continuous improvement.  
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What Engagement Means at the City of Busselton
 

Engagement is a process, not a result.  Engagement is not about meeting community expectations all of the 
time, but about achieving broad stakeholder acceptance of the engagement process followed and the resulting 
outcome. To this end, engagement at the City of Busselton will endeavour to be underpinned by clear process, 
shaped by context, transparent, respectful, and timely.      

Depending on the nature of the project or proposal, the impact on stakeholders and the extent to which stake-
holders have opportunity to influence the final decision, engagement may be undertaken for the purpose(s) of: 

• Informing stakeholders.
• Consulting with stakeholders.
• Involving stakeholders in decision making.
• Collaborating with stakeholders about a particular decision.
• Empowering stakeholders to make a final decision.

Why We Engage

Engagement encourages greater stakeholder satisfaction with the City and helps to ensure Council’s decision 
making, is open and accountable and that Councillors and officers understand local issues and needs.

It should be noted that in fulfilling their responsibilities under the Local Government Act 1995, City of Busselton 
Councillors are not bound to act in accordance with the wishes of a particular group or groups.  The role of the 
Councillor is to represent the best interests of all electors, ratepayers and residents. This requires Councillors to 
form their own views based on all the information and issues put to them including professional advice, undertaking 
independent research and being informed through Council debate. 

Engagement at the City means connecting with community groups, organisations and individuals 
for the purpose of exchanging information, building shared understanding and making informed 
decisions. 

The City undertakes engagement so our community and stakeholders are aware of and can 
participate in the development of policies, plans and services that shape or contribute to their 
lives, at an appropriate level. 
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Who We Engage With

City of Busselton stakeholders can be categorised into broad groups as indicated below. The role each group has 
in the decision making process depends on their level of interest and / or influence in the engagement initiative 
and the extent to which they will be impacted by the outcomes. 

• Residents, Ratepayers and Service Users (e.g. program users, renters of Council facilities, visitors) 
• Hard to reach stakeholders
• Directly affected Stakeholders (e.g. commuters, private property / business owners, community groups)
• Decision Makers (e.g. Council / State or Federal Legislators)
• Project Partners (e.g. service providers, community groups like GeoCatch)
• State Government Agencies / Regulators (e.g. DFES, Heritage Council, Busselton Water)
• Businesses (e.g. local business operators, Chambers of Commerce)
• Land Developers 
• Peak Body / Industry Groups / Local Government Associations and Networks (e.g. Regional Arts WA; 

WALGA)
• Traditional Owner Groups (e.g. Wadandi Bibulmum Elders, Undalup Association)
• Special Interest Groups (e.g. Residents’ Groups like PGLA, FAWNA, Friends of Meelup)
• Key Influencers (e.g. parliamentarians, technical experts)
• Media (e.g. local press, social media, radio and online outlets)
• City of Busselton Employees

More information about stakeholder influence and impact is provided in the section entitled Choosing the Most 
Appropriate Level of Engagement. 

A Stakeholder Identification Table supports this Framework and forms part of the Engagement Toolbox. The 
table helps identify each group’s potential role in decision making as well as considerations for determining their 
level of influence on any given project.  This is a useful reference tool when developing an engagement plan. 

Identifying the people who need to be involved in an engagement initiative is a critical step in 
the engagement planning process. It is important to include those people who are impacted by 
the proposal as well as those who are capable of influencing the outcomes of the proposal.
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Hard to Reach Groups 

Hard to reach groups identified in the City of Busselton may include:

• Culturally and linguistically diverse communities
• Indigenous peoples
• People with a disability
• LGBTIQ community 
• Youth
• Families with young children
• Absentee landlords
• FIFO workers

The engagement approach may need to be tailored to provide these groups with the best opportunity to 
participate.

Stakeholder groups considered hard to reach are identified in a Hard to Reach Stakeholder Identification 
Table which forms part of the Community Engagment Toolbox. The table provides information on why certain 
stakeholders are considered hard to reach as well as potential strategies when developing an engagement plan.

When We Engage?
The City of Busselton Community Engagement Policy documents the instances when the City will, as a general 
rule, engage with stakeholders. 

Table 1A provides guidance on the type of instances when engagement should be undertaken. 
Table 1B provides a sample list of some of the common engagement scenarios at the City of Busselton. This is 
not a conclusive list and serves as a guide only.

To make sure engagement is inclusive, hard to reach groups must be specifically considered when 
identifying stakeholders. Hard to reach groups may not engage as much as others due to social 
and physical isolation, language barriers, low digital proficiency, lack of time, and physical or 
cognitive disability. 
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Table 1B – Sample List of Common Engagement Scenarios at the City of Busselton 

Development Applications Naming Places 
Local Planning Scheme Amendments Tenders / Expressions of Interest 
Local Planning Policies Removal of Trees / Vegetation 
Structure Plan  Local Law Review 
Town Planning Scheme Amendments Items on Council Agenda 
Precinct Structure Plans Closure of Road / Public Places or Spaces 
Strategic Planning Documents Bushfire Notice 
City of Busselton Planning Updates Harvest / Vehicle Movement Bans 
Allocation of Marketing and Events Funding Participatory Budgeting  
Reconciliation Action International Relationships 
Advisory Groups established to Assist Council Working Groups established to project design 
Changes in City of Busselton Facility Operating Hours High Profile Capital Works Projects 
Minor Capital Works (where there is scope for 
disruption) 

Award and Recognition Opportunities 

Upgrades to Public Open Spaces / Places Community Satisfaction Survey 
Allocation of funding through community bid process Public Notices 
New Events / Event Applications Advice of Council Meetings 
#This is not an exhaustive list. 

 
 



How We Engage 

Table 2 provides an overview of the five levels of engagement. It also provides:

• Indicative guidelines on the timing of implementing the different engagement types.
• Council’s commitment relative to each engagement type.
• The role of the stakeholder relative to each engagement type.
• Application examples applicable to the City of Busselton.
• Examples of the various tools that may be suitable to each engagement type (City Officers can source 

more information on engagement tools in the Community Engagment Toolbox).

The five levels of engagement range from low to high level as indicated in Figure 1 below.

The City of Busselton Community Engagement Framework is based on the International 
Association for Public Participation (IAP2) participation spectrum. 
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Once stakeholders have been identified, it is important to analyse their level of 
interest in the project, the extent to which they are impacted by the outcome and 
their ability to inform or influence the decision.  
 
This analysis will guide selection of the appropriate level(s) of engagement, noting that the 
level of engagement can change depending on the stage of the project and the stakeholder 
/stakeholder group. The five levels of engagement outlined in Table 1 range from low to high.  
This is indicated in Figure 1 below. 
 

Figure 1 
 
Five Levels of Engagement 
 
 
 
 
Increasing influence on the decision  
 

Inform Consult Involve Collaborate Empower 
Low Medium High 

 
 
As a general rule, the City will use the level (or levels) of engagement which correlates best 
with the level of influence a stakeholder or stakeholder group has on the outcome of a 
decision.  The more a stakeholder group will be affected by the proposed project, the more 
important it is for them to be included and encouraged to participate in the engagement 
process. 
 
Inform is the lowest level of engagement reflecting a one way communication flow. In this 
instance stakeholders do not generally have the ability to influence the decision and/or will 
not be significantly impacted by it. Empower is the highest level of engagement whereby 
Council may, within the bounds of the Local Government Act 1995, determine to defer 
decision-making responsibility to stakeholders. 
 
When analysing the level of impact on stakeholders, the following factors need to be 
considered: 
 

• Cultural significance of the project or proposal.  
• Proximity to the project or proposal. 
• Change in service provision or access / use.  
• Proposals that may significantly alter the form or functionality of land or buildings 

within town centres, foreshores and other areas of significant public interest 
(generally in the form of development applications). 

• Special interests (e.g. environmental groups). 
• Financial implications (cost to stakeholders) of the project or proposal. 
• Size of stakeholder group. 
• Impact on lifestyle / amenity. 
• Safety and wellbeing. 

 
When analysing the level of influence stakeholders may have on the outcomes of an 
engagement initiative, consider the following: 
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Choosing the Most Appropriate Level of Engagement

Table 3 summarises, in broad terms, when each engagement level may be most appropriate.

When considering the most appropriate level of engagement, consideration must also be given to a range of 
factors including:

• The level of stakeholder interest, influence and 
impact.

• Political sensitivities surrounding the issue.
• Timing of required decision making and 

stakeholder availability.
• The level of social, economic or environmental 

impact as it relates to the goals and objectives 
outlined in the City’s Strategic Community 
Plan under Environment, Lifestyle and 
Opportunity.

• Legislative requirements.
• Resourcing and budgetary limitations.
• The required scope of engagement (broad or 

targeted).

Choosing the right level (or levels) of engagement for a particular project will vary depending 
on the nature and the complexity of the project or proposal, as well as the level of stakeholder 
impact and influence.
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Assessing Stakeholder Impact and Influence

As a general rule, the City will use the level (or levels) of engagement which correlates best with the level of 
influence a stakeholder or stakeholder group has on the outcome of a decision.  The more a stakeholder group 
will be affected by the proposed project, the more important it is for them to be included and encouraged to 
participate in the engagement process.

Inform is the lowest level of engagement reflecting a one way communication flow. In this instance stakeholders 
do not generally have the ability to influence the decision and/or will not be significantly impacted by it. 

Empower is the highest level of engagement whereby Council may, within the bounds of the Local Government 
Act 1995, determine to defer decision-making responsibility to stakeholders.

When analysing the level of impact on stakeholders, the following factors need to be considered:

• Cultural significance of the project or proposal. 
• Proximity to the project or proposal.
• Change in service provision or access / use.
• Proposals that may significantly alter the form or functionality of land or buildings within town centres, 

foreshores and other areas of significant public interest (generally in the form of proposed changes to 
planning controls).

• Special interests (e.g. environmental groups).
• Financial implications (cost to stakeholders) of the project or proposal.
• Size of stakeholder group.
• Impact on lifestyle / amenity.
• Safety and wellbeing.

Once stakeholders have been identified, it is important to analyse their level of interest in the 
project, the extent to which they are impacted by the decision and their ability to inform or 
influence the outcome. 
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When analysing the level of influence stakeholders may have on the outcomes of an engagement initiative, 
consider the following:

• Extent of impact.
• Size of stakeholder group. 
• Expert knowledge (including cultural knowledge).
• Legal power or authority.
• Funding provider e.g. Lotterywest.
• Industry / peak body backing.
• Public profile / popularity. 

Plotting stakeholder impact and influence on a simple Stakeholder Analysis Matrix is a useful way to determine 
the most appropriate engagement level for each stakeholder or stakeholder group. The Stakeholder Analysis 
Matrix forms part of the Community Engagement Toolbox.

Assessing Stakeholder Impact and Influence (cont.)
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Plan, Do, Report and Review – A Four Step Process
At the City of Busselton engagement is four step process:

1. Plan: Prepare a Stakeholder Engagement Plan. 
2. Do: Prepare for engagement and engage. 
3. Report: Close the feedback loop.
4. Review: Assess the effectiveness of the engagement imitative.

Planning to Engage
The City of Busselton Stakeholder Engagement Plan is a key operational document underpinning the 
Community Engagement Framework. It guides the engagement planning and implementation process should be.

Used by officers at the City of Busselton, with leadership, advice and support from the Public Relations Team. It 
provides a series of planning prompts including: 

• The purpose of the engagement initiative.
• Stakeholder identification and impact / influence assessment. 
• Negotiable and non-negotiable aspects of the engagement initiative.
• Key messages.
• Tools and techniques.
• Timeframes.
• Activity planning.
• Engagement risks.
• Reporting outcomes.
• Reviewing effectiveness.

In addition to planning for each individual engagement initiative, the City will incorporate engagement planning 
into its corporate and operational planning processes.  This will enable early identification and broad planning 
and coordination of community engagement initiatives, noting that early engagement was identified by the 
community as a key outcome for quality engagement. 

Undertaking Engagement
Regular check-ins are required during the engagement process to identify and address any issues. Key 
considerations are whether engagement is reaching the intended demographics and whether the data being 
produced is actionable.   
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Engagement Reporting 
Once the engagement initiative has been undertaken the feedback data needs to be analysed to identify themes 
and perspectives that will inform decision making.

Internal Reporting

Engagement activity will generally be captured in an engagement report.  

Key elements to include in an engagement report include:
• Identify stakeholder groups engaged.
• Outline the approach taken including information on the methodology 

employed and how participation was promoted (advertising).
• The number of responses.
• Weighting of responses (if applicable).
• Key issues raised.
• Recommendations for City action in relation to information received. 
• Methods used to feedback to participants.
• Overall statement of evaluation on the effectiveness of the 

engagement initiative.
• Powerful statements (as a quote) that encapsulates the views of 

stakeholders and community members.

Report Back to Participants

Closing the feedback loop is a critical step in the engagement process as it maintains the trust between the 
City and community members. It also encourages future participation. The report back to the community is an 
opportunity to tell people what was heard, what is going to be done and why.

Feedback is generally provided at the end of the engagement initiative but in some instances it may be important 
to feedback at various stages of the program. 

Feedback to participants should include:
• An acknowledgment of their participation.
• An update on the process.
• Information about how their views were considered (along with other input such as technical, financial 

and legislative requirements).
• A copy of the engagement outcomes report.
• Further consultation opportunities if applicable.
• 

Feedback may be provided via the City’s Your say Busselton website, email, mail or phone, dependant on the 
nature of the engagement. Offciers will need to consider the most approraite form.

Review
Reviewing the effectiveness of each engagement activity undertaken will enable City Officers and Councillors to 
improve stakeholder and community engagement practice. 
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• Timing. 
• Inclusiveness.
• Facilitator’s skills (if applicable).
• Clarity of the information provided.
• Effectiveness of promotional tools used.
• Appropriateness of methodology.

• Response rates.
• Participant satisfaction.
• Adequacy of resource allocation.
• Lessons learnt.



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Identify Issue / Project / Proposal 

CONSIDER 
Will the community be impacted? 
Does the project meet with any of the 
stipulations for engagement outlined in 
Table 1 of the City of Busselton 
Community Engagement Framework? 

NO YES 

PLAN 
Meet with the City’s Public Relations Team to discuss planning and 
implementation of the engagement initiative. 

PLAN 
Complete the Stakeholder Engagement Plan Template. 
1. Outline Purpose  
2. Determining Negotiables / Non-negotiables 
3. Stakeholder Mapping 
4. Identifying Key Questions & Key Messages 
5. Setting Timeframes 
6. Identifying the appropriate level of Engagement 
7. Determining appropriate methodology 
8. Activity Planning (Actions, Roles, Responsibilities) 
9. Risk Assessment and Reporting / Reviewing  

PLAN 
Seek manager / director / Council approval as may be required. 

DO 
Implement the engagement actions outlined in the ‘Activity Plan’ section of 
the Stakeholder Engagement Plan. 

REPORT 
• Report back as delegated within set timeframes.  
• Report back to stakeholders within the set timeframes and using the 

methodology identified in the ‘Reporting’ section of the Stakeholder 
Engagement Plan.  

• Clearly indicate how stakeholder feedback has been considered in the 
decision making process and whether there will be future engagement 
opportunities. 

REVIEW 
• Evaluate the success of the engagement against the objectives detailed 

in the Stakeholder Engagement Plan.  
• Consider the number of responses, the quality of responses and the 

extent to which all target groups have participated.  
• Ask – what worked well, what didn’t work well? 

THINK AGAIN 
• Do you think the 

community would be 
interested in the 
decision or project? 

• Is the decision or 
project likely to 
receive negative 
feedback once 
implemented? 

• Will the decision or 
project attract 
negative media 
attention? 

• Are you sure you have 
considered all the 
stakeholders? 

 
If you have any doubts 
please speak to the Public 
Relations Team. 
 
 

The following Flowchart simplifies the City of Busselton Engagement process.
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The Framework informs City Council, Officers and consultants engaged by the City on the processes involved in 
planning and implementing engagement initiatives. It underpins both the City’s and the community’s commitment 
to creating a harmonious environment through open, honest and respectful dialogue.

The structure and process outlined in the Framework and supporting appendices align with principles and 
objectives of the City of Busselton Community Engagement Policy and are based on the IAP2 engagement 
model. The Framework reflects the community’s values around quality engagement. It also reflects an 
understanding that context will determine when engagement is undertaken and at what level; how it will be 
undertaken and with whom.

The Framework will be administered by the City of Busselton Public Relations Team and regularly reviewed to 
meet the changing needs of stakeholders and developing engagement trends and technologies.
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useful public workshops which helped us, as a community establish our engagement values and aspirations.

Most importantly we acknowledge the support of community members who provided input into the 
development of the Framework and, in doing so, showed great optimism for the future of engagement in this 
City.

References 
Stakeholder Identification Table

Hard to Reach Stakeholders

Engagement Tools at the City of Busselton

Stakeholder Analysis Matrix

City of Busselton Stakeholder Engagement Plan

Conclusion
This Framework sets out the City’s commitment to engage with stakeholders and community 
members on decisions which impact and/or interest them.  
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