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MANAGEMENT BOARD 

 
Strategy for Public Engagement 

 

Paper from the Director General Information Services  
 
Purpose 
 

1 This paper sets out a draft strategy for public engagement for the 
period 2011-2015. It has been developed by the Group on Information 
for the Public (GIP) and adopts a bicameral approach. A parallel paper 
is being submitted to the House of Lords Management Board.  

 
2 The paper: 

a. Flags a number of policy issues. Most of these will be picked up 
as part of the review process being conducted within the savings 
programme i.e. the dividing line between what we do ourselves 
and what others do and prospects for income 
generation/partnership funding. The role of the Speaker’s 
Advisory Council on Public Engagement raises a broader policy 
question of the interplay between external and Member 
influences on our work. 

b. Shares an early draft of GIP’s work on strategy for public 
engagement and provides information about activities currently 
underway. This will be progressively developed within the 
framework of the strategy for the House of Commons Service 
2010-15. 

 
Action for the Board 
 

3 The Board is invited to note the draft strategy and consider the policy 
issues arising from it.  
 

Background 
 

4 The draft strategy reflects the considerable emphasis on public 
engagement that now exists between the major political parties and 
across both Houses. It has drawn on speeches made by both 
Speakers on the subject as well as the House of Commons Reform 
Committee report Rebuilding the House and the House of Lords 
Information Committee Report Are the Lords Listening.   

 
The draft strategy  
 

5 The strategy is built around the aim stated in the Strategy for the 
House of Commons Service 2010-15: the House of Commons will be 
valued as the central institution in our democracy.  
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6 The draft provides a strategy rather than a plan. Detailed planning will 
need to take account of the financial situation and reflect the levels of 
resources available. The strategy does not imply any particular level of 
funding and has been put together on the expectation that funds 
available will be lower than current budgets for 2010-11. 
 

7 In considering implementation, a number of significant policy issues will 
need to be considered. These include: 
 

a. The boundary between what we do ourselves and what we 
encourage and support others to do. A key element of our web 
and outreach efforts is already to focus on using the resources 
of others to achieve our goals e.g. hosting web forums for Select 
Committees. Can we go further? 

b. Are there mechanisms to draw in funding from or through 
partners who share our objectives? The education service has 
already worked actively with the BBC for example on projects 
like Schools Question Time. The limits of this approach need 
careful thought. There are sharply divided views within GIP on 
whether anything that could be described as sponsorship could 
work in a parliamentary context, but this has been an approach 
popular with many museums, galleries and other visitor 
attractions, for example.  

c. Are there opportunities to raise additional income? Saturday 
opening will be a start in testing this area but there may well be 
potential in the retail services provided through the Department 
of Facilities outlets and the bookshop. 

d. The role of the Speaker’s Advisory Council on Public 
Engagement 

 
8 The approach adopted by the draft strategy is to proceed through a 

series of campaigns involving and linking together the efforts of our 
onsite, outreach and online services. The Management Board may in 
particular have views on the nature and sequencing of the proposals 
for campaigns. These are currently listed as: 

 Public participation in legislation 

 Engaging those in formal education 

 Involving the voluntary sector 

 Demystifying Parliament 

 Parliament and the Cultural Olympiad 
 

9 The strategy is designed to build up to 2015 as year of celebration of 
Parliament as the heart of our democracy to celebrate 750 years of 
Parliament and the 800th anniversary of Magna Carta 

 
 
John Pullinger 
June 2010  
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DRAFT 4.0 – WORKING DRAFT for discussion by the Management Board 
 

PUBLIC ENGAGEMENT – PARLIAMENT’S STRATEGY FOR 
2011-2015 

 
A central priority for the 2010-2015 Parliament will be to engage the public. This 
process of engagement will be broader and deeper than achieved in the 2005-2010 
Parliament. 

Context 
 

The House of Commons Reform Committee Report Rebuilding the House 2008-09 
(HC 1117, paragraph 232) stated that “the primary focus of the House’s overall 
agenda for engagement with the public must now be shifted beyond the giving of 
information towards actively assisting the achievement of a greater degree of 
participation”. 
 
The House of Lords Information Committee Report Are the Lords Listening? Creating 
connections between people and Parliament 2008-09 (HL Paper 138-I, page 5) stated 
“that the House of Lords can and should do more to communicate our activity to the 
world outside and to make it easier for people to understand our work”. 

Goal 
 
By 2016 the public should recognise that: 

 Parliament is the heart of our democracy: respected, effective, efficient and 
informed; 

 Parliament holds the government to account: it is not the same as 
government and provides checks and balances to its power; 

 Parliament’s work matters to everyone: it is relevant to our concerns and 
welcomes our participation. 

Who will Parliament engage with? 
 
Parliament needs to engage with all citizens. Over the period 2011-2016 it will: 

 Maintain its efforts to reach all schoolchildren; 

 Extend these efforts to reach others involved in formal education, including 
those in further, higher, adult and lifelong learning; 

 Give an emphasis to engaging with adults who want to change things but do 
not know enough about Parliament to engage effectively; 

 Also focus on those adults who are “politically contented” but do not yet 
actively engage with Parliament either because they have little knowledge or 
interest or because they do not yet see the benefits to them of doing so; 

 Continue to reach all other groups through its main programmes of activity. 
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How will it engage? 
 
It will reach these groups through a series of campaigns involving its main continuing 
programmes of activity: 

 Education service; 

 Visitor service and onsite facilities; 

 Online and broadcasting services; 

 Outreach and media services; 

 Information office services, publications (including the Official Report) and 
public petitions. 

 
These programmes will facilitate engagement between the public and: 

 Individual Members of both Houses; 

 Committees; 

 The legislative process; 

 Other business of both Houses including debates, questions, motions. 
 
The programmes of activity will seek to mobilise all potential advocates and 
partners: everyone working in Parliament and others in the wider community. 
 
The key milestones over the period 2011-2016 will be: 

 2011 – complete first annual set of campaigns 
o Public participation in legislation 
o Engaging those in formal education 
o Involving the voluntary sector 
o Demystifying Parliament 

 2011 – release of online Parliament and Democracy game 

 2012 – complete second annual set of campaigns 
o Parliament’s contribution to the Cultural Olympiad 

 2012 – website fully integrates all procedural content produced at source; 
realisation of vision for “open data” 

 2013 - education centre open 

 2013 – complete third annual set of campaigns 

 2014 - outreach programme fully extended to formal education and other 
priority groups 

 2014 – complete fourth annual set of campaigns 

 2015 – anniversary year to celebrate 750 years of Parliament and 800 years 
since Magna Carta 

 2015 – engagement online largely through spaces on the internet beyond 
www.parliament.uk 

 2015 – complete fifth annual set of campaigns 

 2016 – visitor experience in and around Westminster fully overhauled 

 2016 – programme evaluation 
 

http://www.parliament.uk/
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The programmes of activity  

This section sets out for each programme of activity the aims for 2010-11, 

a look beyond 2010-11, core activities, key risks and resources. Some of 

these programmes of activity are entirely connected with public 

engagement but others, such as the Official Report have a much broader 

range of objectives. 
 

Many of the activities require joint working across two or more departments and 

across House of Commons and House of Lords. Examples include Online Services 

working with PICT and the Information Office, Online Services, Outreach Service 

and Media and Communications Service and other services working with DCCS. 

Education Service 

 

GIP lead   Aileen Walker 

Team lead   [s.40] 

 

Aims for 2010/11 

Maintain and continue to improve quality and reach of the core visits programme.  

Adapt and update existing resources and commission new resources to reflect the 
new Parliament.  

Move range of successful pilot projects to core business.  

Develop strategically useful partnerships with relevant organisations based on 
growing maturity of the service.  

Complete build of democracy computer game and implement social media 
components to existing resources to grow the audience outside of the school 
environment. 

Continue to develop articulation of democratic engagement for young people, 
working with appropriate partners.  

Begin required business case work for the Education Centre (due sept 2013) as per 
procurement timetable. 

Further embed teacher training focus in Education Outreach and explore the 
devolved supplier model for direct school delivery to pupils. 
 

Beyond 2010/11 

Bench mark and collaborate with international Parliament education programmes. 

Parliament’s Education Service is core provider and centre of expertise for 
democratic engagement for young people inside and outside formal education. 
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Continue required work and preparation for the Education Centre (due Sept 2013). 

Capitalise on success of online games and resources, successfully incorporating safe 
and appropriate use of social media. 

Continue to develop range of beneficial partnerships to ensure maximum reach of 
parliament to young people. 

 

 

 

Core activities 2010/11 

 

Activity Status 

Continue enhancement of year-round educational visits 
programme for students aged 7-18 (KS2–KS5)  

 Receive at least 38,000 students on the core*1 programme;  

 Complete Impact assessment project with Institute of 
Education, incorporating findings into visits programme. 

Ongoing 

To deliver a programme of educational outreach activities, 
primarily focusing on teacher training and special school events 
including annual teachers’ institute  

 Deliver sessions to 1000 teachers and/or trainee teachers; 

 Run 4  Teachers’ Seminar days per year and pilot 3 Trainee 
Teachers’ Seminar Days; 

 Provide 15 workshops for SQT and 8 regional teacher days; 

 Coordinate, programme and administer the Speakers’ 
School Programme. 

Ongoing 

 

Support the aims of Education Service by extending audience 
engagement through partnerships, projects and high profile 
events 

 Embed Speakers School Council Award scheme; 

 Roll out national film competition; 

 Complete General Election 2010 film tender and delivery; 

 Complete new printed publications including 2010 election 
update; 

 Cement relationship with Youth Parliament. 

Ongoing 

To deliver online content that positions the education channel as Ongoing 

                                                
1
 Core visits includes:  workshops delivered to school groups booked directly through 

Member’s Offices (known as Member Assists) 

              



Management in Confidence MB2010.P.61 

 

a leading resource for the teaching and learning of citizenship, 
and a world class parliamentary education website 

 Receive 500,000 visits and 2 million views;  

 Development of a large-scale Parliament and democracy  
‘serious game’; 

 Integrate social media component into MP for a Week and 
other appropriate resources. 

 

 

 

Key risks 
 

 Staff turnover in key positions; 

 Continuing over demand from schools to visit leads to reputational damage; 

 Vulnerability of and continuing restrictions on space used for education visits 
delivery. 

Resources 

Staff  

23 FTE (includes 2 Web Centre staff) 

Budget: 

Staff   £920,000 
Running costs   £675,000 
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Visitor Services (and other onsite facilities) 
 
GIP lead   Aileen Walker    
Team lead(s)   [s.40] 
 
Aims for 2010/11 
Develop and market a rich and varied programme of tours, visits, talks, exhibitions, 
displays and other activities in line with Parliament’s public engagement strategy. 
Investigate potential of audio/visual guides for specialist tours. 
 
Investigate charging and revenue raising mechanisms to offset costs, alongside a 
marketing strategy.  
 
Introduction of improved training for in-house guides (to achieve Institute of Tourist 
Guiding Level 2 qualification). 
 
Introduce year round Saturday opening. 
 
 
Beyond 2010/11 
Continue to build on the above programmes. 
 
Ongoing training structures for guides to ensure up to date knowledge including 
National Curriculum. 
 
Integration of c35,000 annual school age visits arriving via Members’ Tours into 
Education Service programmes. 
 
Build on working relationships with nearby partners and other interested parties to 
explore shared areas of interest e.g. pedestrianisation. 
 
Work to identify new methods of public interaction via access to the Estate. 
 
Core activities 2010/11 
 

Activity Status 

Provide a proactive, professional, informed welcome to all 
visitors to Parliament 

Ongoing 

Administer tours for Members through the Central Tours Office, 
and improve training for in-house guides 

Heavily 
oversubscribed 

Run a successful Summer opening programme using Blue Badge 
Guides, and introduce year round Saturday opening – both on a 
break-even basis  

Planning on track 

Introduction of Saturday Opening Scheduled to start 03 
July 2010 

Provide tours of the Clock Tower Oversubscribed 
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Key risks 
Return of Houses in September hitting commercial opening revenue leading to 
shortfall in funding for guide training improvements. 
 
Staff turnover, especially if financial considerations lead to freeze in backfilling 
vacancies (more time consequently spent on less pleasant duties e.g. standing 
outside in all weathers). 
 
Resources 
Staff 
46 FTE 
 
Budget 
Staffing costs £2,033,000 
Other costs £172,000 
Receipts £700,000 
 
Staff and budget covers Central Tours Office, Visitor Assistants team, Visitor Services 
Management and Clock Tower team. 
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Broadcasting Service 
 
GIP lead   Timothy Jeffes 
Team lead   Timothy Jeffes 
 
Aims for 2010/11 
Ensure accurate provision of broadcast coverage of the proceedings of both Houses 
from both Chambers and selected Committees to key users both internal and 
external. 
 
Prepare for new broadcasting arrangements to follow the ending of the current 
PARBUL arrangements in 2011. 
 
Improve viewer experience and functionality of audio visual content on the 
Parliamentary website. 
 
Undertake first step of capital refurbishment programme replacing the broadcast 
cameras in both Chambers. 
 
Beyond 2010/11 
Consideration of new ways to increase public and broadcaster access to 
Parliamentary coverage of proceedings.  This is to follow on after the ending of the 
current PARBUL licencing regime. 
 
Continue the rolling programme of technical broadcast infrastructure refurbishment 
to maintain high quality coverage of proceedings. 
 
Core activities 2010/11 
 

Activity Status 

Ensuring continuous broadcast coverage of Parliamentary 
proceedings in compliance to the Rules of Coverage 

Ongoing core business 

Preparing for operation, licensing and distribution arrangements 
for broadcast coverage after July 2011 

Discussions taking 
place with 
stakeholders 
internally and 
externally 

Preparation of licence variations to permit Parliamentary 
coverage to be embedded on public end user sites. 

Ongoing development 
with PARBUL 

Improving key aspects of Audio Visual search and navigation 
within the Parliamentlive audio visual content.  Development of 
embeddable viewer for other Parliamentary web pages. 

Ongoing development 
with web hosting 
contractor 

Refurbishment of Chamber cameras as first part of programme 
to update Parliamentary technical infrastructure 

Replacement during 
August recess 2010 
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Key risks 
The consideration and development of new broadcasting arrangements needs to be 
done in time for procurement process to ensure new contracts in place by July 2011 
when the current PARBUL contracts end. 
 
Resources 
Staff   

Broadcasting Unit: 2FTE   
Parliamentary Recording Unit: 3.5FTE 
 
Budget 

£1,015,000  Operational   
£882,000 Chamber camera replacement 
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Online Services 
 
GIP lead   [s.40] 
Team lead   [s.40] 
 
Aims for 2010/11 
Ensure clear and useful delivery of high quality business (procedural, legislative and 
research) information to key internal and external audiences. 
 
Deliver a programme of content development initiatives which engage target 
audiences and enhance user experience promoting the work of Parliament as the 
heart of democracy. 
 
Strengthen links between Parliament and the public and increase reach of 
parliamentary information through the effective use of online engagement initiatives 
and social media channels. 
 
Effective management and strategic development of our online platform, tools and 
technology with support and training provided to staff across Parliament. 
 
Ensure the parliamentary intranet increases the provision of services for members 
and staff available online, improves customer experience, streamlines business 
process and reduces transaction costs (measured through cashable/non-cashable 
savings). 
 
Deliver employee engagement initiatives aimed at supporting staff through change, 
use digital channels to help staff to remain engaged and motivated. 
 
Beyond 2010/11 
Online channels provide cashable savings for Parliament as provision of online 
information fully expands and spread and reach to other channels beyond our own is 
significantly enhanced. 
 
Core activities 2010/11 
 

Activity Status 

Migration/ integration of other content and services to 
Episerver CMS including Forums, Image Gallery, Bookshop, Bills 
and Calendar, FYMP 

Programme of work 
currently being planned 
with LBi and PICT 

Ensure that Episerver CMS can integrate feeds/services from 
products delivered by the procedural data programme and 
CPIMF programme including Hansard and business papers 

Framework principles 
have been agreed with 
PICT, each feed will 
have to be developed 
for each product 

Develop and roll out continued training programme for staff 
across both houses on Episerver CMS and deliver continuous 
support for users on how to use digital channels more 

Discussions have taken 
place with PICT who 
will deliver the training 
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effectively with the Web Centre 
from June 2010 
onwards 

Procurement and implementation of standards monitoring tool 
for parliamentary website and intranet 

Pilot is in place and 
planning for 
procurement has begin. 

Implementation of faceted search across the website and 
intranet 

Requirements to be 
scoped in detail but 
implementation due in 
September 2010 

Development of Topics on the website to include other business 
content 

Work has been scoped 
and needs to be 
timetabled 

Development of a content strategy to ensure that all online 
activity is delivering to the objectives of each house and the 
editorial model in place can effectively support it; 
recommendations will involve changes to information 
architecture on the website; will include a policy on archiving 
online material and other online standards and rules; will cover 
dynamic content as well as written content and images. 

This exercise will build 
on work already 
undertaken by the 
Lords and should be 
complete by end 
December 

Improve design and user experience on publications pages 
working with TSO. 

Discussions have taken 
place with TSO and 
work due to begin in 
early June 

Develop designs and solution for linking Hansard and audio-
visual material. 

Designs are under 
development 

At least 12 content initiatives  on the website and intranet, 
working in cross functional teams on exhibitions, key 
parliamentary events, including podcasts and tours and other 
dynamic content, mobile apps etc 

On-going 

Development of engagement initiatives including forums, 
personalised content, audio video and social media; 
development of partnerships with other organizations such as 
BBC Democracy Live and Facebook; development of social 
media guidelines to support colleagues across parliament in 
how to use these tools effectively and in line with agreed 
policies 

Engagement strategy in 
draft which includes a 
number of 
recommended 
activities 

Embedding video player in key pages across the website  to give 
broader access to footage from the chamber and committees in 
context 

The player has been 
embedded. As business 
in both houses gets up 
and running then the 
player can be 
embedded in multiple 
players including 
committee inquiry 
pages 

Work with Broadcasting Service to improve the user experience Initial discussions have 
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of parliament.tv and integrate more closely with main 
Parliament website. 

taken place. Scope and 
timing to be agreed. 

Development of digital newsletters for internal circulation, 
promoting intranet content  

Discussions already 
underway with OCE 
and Lords internal 
communications team 

X number of transactional services for staff and members 
available online on the intranet and on mobile devices 

On going 

 
 
Key risks 
The roll-out of devolved editorial responsibility to staff across both houses requires 
that strong rules and controls are in place that are owned and managed by the web 
centre. Without strong governance and support at a senior level for the rules and 
controls the quality of the website and the intranet will be undermined and 
deteriorate risking damage to Parliament’s reputation. 
 
The website and intranet, and the content that feeds both sites, rely on resilient and 
robust hosting and support and a level of management expertise. PICT are currently 
looking to provide a strategic hosting solution that will ensure these things are in 
place, however if it is not delivered this year, some of the benefits we are looking to 
achieve will not be realized. 
 
Resources 
Staff 

Web Centre: 18 FTEs plus 2 FTEs based in the Education Service  
 
Budget 

Staff costs £939,688 
Other costs £1,639,969 
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Outreach and Media Services 
 

GIP lead(s)   Aileen Walker/[s.40] 

Team leads(s)   Clare Cowan/[s.40] 

 
Aims for 2010/11 
 
Parliamentary Outreach 

To ensure that Parliamentary Outreach is embedded and recognised as a core 

parliamentary service adding intrinsic and cost effective value to all parliamentary 

business. 

To continue to work with select committees and facilitate outreach strategies for 
individual committees  to ensure specific targets for engagement are met, including 
online engagement through spaces beyond www.parliament.uk 

To work with organisations who wish to increase levels of civic participation by 
ensuring that they know how to engage with Parliament and feel empowered to do so. 

To implement a “training the trainer” programme that will enable third parties to 
deliver parliamentary training courses, thereby significantly increasing the reach of 
the service. 

To contribute to the development and implementation of new ways of the public 
participating in parliamentary processes, in line with the proposals set out in the 
Wright Report and the Coalition Government document of May 2010. 
 

Media and Communications Service 

MCS works to both CT1 provide advice and services that enable the House and its 

Committees to conduct their business effectively and CT3 promote public knowledge 

and understanding of the work and role of Parliament through the provision of public 

information and access. 

Develop proactive media and communications strategy to support new Management 

Board strategy. 

Further develop  service provided to Select Committees by encouraging the 

development of a media and communications strategy for each inquiry – to include 

print, broadcast and online (including social media), and integrated with any 

outreach plans. 

Identify and implement best possible arrangements for media support for Speaker 

and Commons Commission . 

Provide content for every National Council for Training of Journalists course. 
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Provide media and communications support to ensure best possible publicity in 

print, broadcast and online media for work programmes in Education, Outreach and 

Visitor Services. 

Deliver further improvements in quality of visual communications across the House 

service, including drafting and agreement of photography policy. 

Ensure Lobby journalists and others are regularly briefed on business/procedure in 

the Chamber, through programme of topical procedural briefings or other means. 

Provide media and communications support for International Directorate - NB new 

area (if required) 

Beyond 2010/11 

 

Parliamentary Outreach 

Outreach programme fully extended to formal education sector (further, higher, 

adult education) and other priority groups. 

Core activities 2010/11  

 

Parliamentary Outreach 

Activity Status 

Working with other parliamentary departments to aid the 
evidence gathering and subsequent dissemination of 
Parliamentary activities including Select Committee inquiries, 
Public Bills and Westminster scrutiny of EU legislation. 

On-going. Various 
successful inquiries 
managed and first public 
bill workshop to take 
place in June 2010. 

Publishing web pages which highlight the regional relevance of 
Parliamentary activities and facilitate engagement with its 
processes 

On-going. Outreach staff 
being training in CMS to 
ensure increased 
topicality of pages. 

Implementation of a “training the trainer” programme which 
will enable accredited third party partners to deliver 
parliamentary training services 

Pilot organisations 
receiving training before 
full roll-out in September 
2010.  

Delivering training sessions in partnership with a variety of 
organisations including those with a remit to increase civic 
participation and community engagement 

On-going. Significant 
increase in commissions 
over past 6 months. NB 
spend to save. 



Management in Confidence MB2010.P.61 

 

Media and Communications Service 

 

Activity Status 

Provide media and communications advice and support for all 
House Departments and Committees, including all sections in 
the Public Information Directorate. 

On-going.  Support to 
PID recent new 
development: going well, 
new post has 
demonstrable impact. 
Speaker/HoCC = new; 
otherwise hope to 
reduce focus on 
corporate/domestic 
issues. Actively manage 
FOI releases.  

Implement programme of service improvement and innovation 
agreed with COMG including: more active management of 
Chairmen/ Committee Members’ expectations; encourage more 
strategic approach and better planning/review cycle in each 
Committee; more systematic best practice dissemination etc. 
See separate document. 

Improvements identified 
and to be discussed. 
Liaison Committee 
discussion July. 

Implement new arrangements for news on www.parliament.uk 
– both Select Committee and Chamber/WH/other. 

New responsibilities 
provisionally agreed with 
CO and Web Centre, all 
MCS staff CMS trained. 
Need to start testing in 
practice.  

Continue to extend reach of photographic service and raise 
quality of visual communications. 

Ongoing.  

 
Key risks  
 

Parliamentary Outreach 

 IT not working; 

 Too much demand.  
 

Media and Communications Service  

 IT not working; 

 Excessive demand, including out of hours cover; 

 Different approaches to Media and Communications in different Departments 
could cause conflicting requirements; 

 No control over end product (inherent risk, no mitigation); 

http://www.parliament.uk/
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 Unable to deliver better coverage explaining the House because of 
filming/photography restrictions required by the House as a working 
building/secure environment. 

 

 

 

Resources 

Parliamentary Outreach 

Staff 

13 FTE, plus staff assistance from other parliamentary departments. 

Budget 

Staff costs  £574,400 

Other costs £640,000 

Media and Communications Service 

Staff 

11 FTE, 6 of which in DCCS. 

 

Budget 

Staff costs £223,400 

Other costs £129,600 
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Information Offices 
 
GIP lead(s)   Aileen Walker/[s.40] 
Team leads(s)   [s.40] 
 
Aims for 2010/11  
 
Commons Information Office 
To establish the Information Office as the core content producer for the website on 
House of Commons Information. 
 
To provide better information on the work of the House with respect to delegated 
legislation and EU scrutiny. 
 
To provide a professional information and Enquiry Service. 
 
To progress with the “WIB on the web” project, exploring the technological 
possibilities offered by the Procedural IT developments. 
 
To progress on a more coherent set of documentation across the Parliamentary 
estate and more consistent use of Commons, Lords and Parliament logos. 
 
Lords Information Office 
To promote the work of the House of Lords and provide advice and press liaison to 
House management. 
 
To promote the work of the House of Lords via online media. 
 
To produce high quality, accurate, impartial and timely information material, both in 
print and online. 
 
To provide a professional information and Enquiry Service. 
 
To ensure that all bicameral services support the promotion of the role and work of 
the House of Lords, and deliver value for money. 
 
To promote the work and expertise of the House of Lords to target audiences. 

 
Beyond 2010/11  
 
Commons Information Office 
To explore how the Information Office might provide information through non-
traditional channels. 
 
Lords Information Office 
To further promote the work and role of the Upper Chamber of Parliament to the 
public. 
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Core activities 2010/11 
 
Commons Information Office 
 

Activity Status 

Providing an enquiry service for the public at large to ask 
questions on the work, history and membership of the House 
of Commons 

On-going. Looking at 
how the service balances 
between ‘live’ and 
‘offline’ enquiries. 

Maintenance of information about the House of Commons on 
the Parliament website. 

On-going.  Large number 
of pages recently 
delegated to the office 
subsequent to new CMS.  
Re-think of the hardcopy 
publications and how 
those relate to the 
online information.  

Working with the Lords Information Office on those aspects of 
Parliament that involve both Houses.   

Ongoing.  IT based 
projects increase rather 
than the need to 
produce coherent 
information 

Distribute PopVox (new voters’ guide) On-going. 

Working with PICT to identify where IT innovation might allow 
the public more accurate and timely access to information on 
the work of the House of Commons. 

On-going. 

 
Lords Information Office 
 

Activity Status 

Developing an online communications strategy for the House 
of Lords, including new content development. 

Scheduled for October 
2010 

Supporting the online initiatives identified in Are the Lords 
Listening? 

Scheduled for March 
2011 

Reviewing the House of Lords suite of publications. Developing 
and revising the range of collateral following the election. 

Ongoing 

Working with PICT to implement Enquiry Service software to 
monitor enquiries and consolidate key information in a single 
repository and in searchable form. 

Ongoing 

Supporting the recommendations identified for bicameral 
services in Are the Lords Listening? 

Scheduled for March 
2011 

Developing outreach plans for the House of Lords, which are 
implemented through the Outreach Service’s business plan 
and monitoring delivery. 

Ongoing 

Developing plans for the House of Lords, which are Ongoing 
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implemented through the Education Service’s business plan 
and monitoring delivery. 

Reviewing priority stakeholders Ongoing 

Develop new marketing plan Scheduled for October 
2010 

Develop and align the Lord Speaker’s outreach programme 
with the work of the Parliamentary Outreach Service. 

Scheduled for October 
2010 

Commission stakeholder evaluation of external 
communications. 

Scheduled for March 
2011 

 
Key risks  
 
Commons Information Office 
 

 PICT IT development not flexible enough to meet exploratory nature of 
information projects 

 Offices from across the Parliamentary service not buying into coherent 
publication plans 

 Procedural IT developments being too limited in their ability to deliver 
information 

 
Lords Information Office 
 

 Dependencies on key staff and singleton posts within a small office, which 
covers a wide range of activities. 

 Failure to maintain control over costs and expenditure of shared services. 
 
Resources  
 
Commons Information Office 
Staff 
13 FTE, plus staff assisting from other House of Commons departments 
 
Budget 
Staff costs  £422,300 
Other costs £865,400 
 
Lords Information Office 
Staff  
12 posts 
 
Budget 
Staff costs £474,296 
Other costs £340,149 
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Reporting Services 
 
GIP lead   Vivian Widgery 

Team leads(s)   Lorraine Sutherland, Vivian Widgery, [s.40] 

 

Aims for 2010/11 and beyond 

 

Activity Status 

Carry forward phase 2 of the Hansard reporting suite update 
to replace Microsoft Office 2003 applications  

Continuing 

Work with the Web Centre on improving presentation of 
Hansard reports on the internet  

Continuing 

Make PDF files of Hansard reports available on the intranet 
and Internet  

Continuing 

Upgrade annunciator servers and replace matrox cards to 
provide added resilience to service 

Continuing 

 

Activity Timetable 

Provide reporting services for regional grand and select 
committees  

Ongoing 

Undertake trial of the use of tablet PCs to replace paper logs 
in Committees  

Ongoing 

 

Core activities 2010/11 

 

Activity Measurements 

Produce timely and accurate edited verbatim 
reports of the proceedings of the House  

House and Westminster Hall copy sent 
to printers and the production unit 
within three to four hour rolling 
deadline and available on the internet 
soon after; 
No more than one “significant” error in 
15 columns of debate 

Produce written questions and answers for 
inclusion in the Daily Part  

Minimum of 70% of written  answers 
received by the stipulated time 
processed on day of delivery 

Produce written ministerial statements, 
petitions and ministerial corrections for 
inclusion in the Daily Part  

All written ministerial statements 
processed and made available on the 
internet on day of receipt, and printed 
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by the following morning 

Provide accurate annunciator services to the 
House  

Information displayed is reliable and 
accurate; security and safety alerts are 
displayed swiftly 

Process corrections for the bound volume  All reports proof read and corrections 
sent to the production unit for 
processing within 10 working days; 
all changes made within 40 days and 
sent to printers for production of the 
bound volume. 

Take over management of Select Committee 
reporting 

Working with House of Lords OR, take 
in-house the management of all Select 
Committee reporting, with Commons 
OR reporting up to 20% of all Commons 
SCs 

Produce timely and accurate edited verbatim 
reports of the proceedings of General 
committees  

Committee reports sent to printers and 
production unit in time for publication 
overnight or by next Committee sitting 
day; 
No more than one “significant” error in 
15 columns of debate 

 

Key risks 

Loss of staff and/or expertise 

Resources 

Staff 

 Editor: 1; House section: 24; Committee section: 38; Admin: 12; Annunciators: 3 
 
Budget 
£10,657,000 
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What will success look like? 
 
Progress towards the goals of the strategy will be measured in three ways: 
 
Levels of public knowledge and favourability towards Parliament as measured in 
the annual surveys of political engagement. In each of the metrics of this survey 
covering the goals of this strategy success requires there to be a statistically 
significant improvement. These are the outcome measures for the strategy. 
 
Impact of Parliamentary programmes and campaigns. Each programme will set out 
its goals in advance for future evaluation: 
 

 Education Service – workshop quality ratings  

 Parliamentary Outreach – feedback on session 

 Website usability scores 

 Website customer satisfaction surveys 

 Visitor satisfaction surveys 

 Association of Leading Visitor Attractions (ALVA) industry benchmark surveys  

 Open House survey 

 Information Offices stats for enquiry targets being met 
 

These are the quality measures for the strategy. 

The number of people who engage. The overall ambition is to double the number of 

people who engage personally with Parliament as an institution over the lifetime of 

the Parliament.  

 Education Service visits  

 Educational Outreach teacher training sessions/student sessions 

 Education web pages (visits, views, downloads) 

 Transport Subsidy Scheme  

 Visitors on Members’ Tours 

 Visitors to the HC/HL galleries 

 WH information desk visitors 

 Summer Opening visitors 

 Open House Weekend - visitors 

 Parliamentary Outreach – sessions and number of attendees 

 Parliamentary Outreach – number of contacts made 

 Information Offices enquiry stats 

 New voters’ guide (Popvox) – guides issued 

 Popvox website stats 

 Website stats: (visitors, visits, views) 

 Website stats: social media channels (YT, Facebook, Twitter, Flickr) 

 Website stats: Find Your MP (visitors, emails sent via FYMP service) 

 Website stats: HCIO factsheets (visits, downloads) 
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Some programmes may aim to reach more than double e.g. the Education Service 

plans to increase reach from 40,000 schoolchildren visiting Parliament to 
100,000 visiting whilst the overall number of visitors is likely to rise by much 
less given the physical constraints of the building. These are the reach 
measures for the strategy. 
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