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Customer Feedback
Market Research
Social Research
Complaints Department
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So What os Ne
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Highly Complex Policy

Less Deferential Citizens

Public Sector Loosing Legitimacy
Ri se of OWI ckedbo
New Ways to Reach Citizens

Busy People/Competition for Time
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AVOIDIENGAGEMENT

A Classic Opinion Data

Nothing Can Change

Classic' Soclal Research Data
No Senior Buy-In
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WHEN TO ENGAGE

Need Buy-In

Want Debate/Deliberation
Need Culture Change
Want Informed Opinions

Need Legitimacy
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Want New Relationships






HOW TO ENGAGE

A

Go To Them: FB, Community
Centres

360°: online, face-to-face

New Leadership: Opening-up Not
Closing Down

HAZARD: outsourcing
HAZARD: use bespokerorgs:









Deliberation as a means
to consensus building

: . Some scope for Strong focus on
No deliberation deliberation deliberation

Quantitative social/market
research
(e.g. opinion polls)

Deliberative approaches

(e.g. citizensd juries, citjzensod |panel

reconvened deliberative workshops, participatory appraisal,
citizen summits, and scenario planning)

Qualitative social/market research

(e.g. qualitative interviews and focus Consensus building approaches
groups) (e.g. consensus building dialogue and

consensus conferences)

Electronic approaches
Electronic approaches cover all aspects of the spectrum, from quantitative and qualitative research to consensus building (e.g. online
consultations, online discussion forums, and computer-facilitated workshops)
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