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For further information regarding the contents 
of this document or to discuss how actions and 
outcomes will be measured please contact:

Coordinator Community Engagement
Central Highlands Regional Council 
E: enquiries@chrc.qld.gov.au 
P: 1300 242 686 

Disclaimer:

All images within this document have been approved for 

use by both the person depicted and the photographer.

Information contained within this document is based upon 

information available at the time of development.  

Central Highlands Regional Council
respectfully ackNowledges the Traditional
Custodians of the lands across the Central 
highlands and respects the Elders, past,
present and emerging for they hold the
stories about the rivers and mountains,
The Traditions, the cultures and hopes of
Australia's first nation peoples.
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Introduction

The Community Engagement Action 
Plan (2020-2022) links directly to the 
recommendations outlined in the Central 
Highlands 2022 (CH2022) Community 
Plan Refresh Community Engagement 
Report, which was endorsed by council in 
January 2020. 

This document is an organisation-wide 
plan for improving how council engages 
with the community and integrates 
received feedback into it's operations. 

Central Highlands Regional 
Council is committed to 
listening to the community 
and prioritising actions 
that support a sustainable 
future for our region. 

The plan outlines council’s engagement 
process and methods, and identifies 
the activities to achieve effective and 
inclusive community engagement. It is 
important to council that we capture the 
knowledge, experience and aspirations 
of our the diverse Central Highlands 
community. 



Community Engagement Toolkit Provides tools and templates to support 
community engagement activities. 
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COMMUNITY ENGAGEMENT REPORT 
AND ACTION PLAN 2020-2022

Provides a review of council’s community 
engagement, with recommendations for 
improvement and endorsed implementation. 

2020-2022

Community Engagement
a strategic approach

Community Engagement Policy Overarching document that sets the standards and 
principles of community engagement at council. 

CORPORATE PLAN 2017- 2022
Outlines council’s commitment to deliver actions and 
strategies to ensure the region is socially, economically
and environmentally sustainable. 

COMMUNITY PLAN 2022 refresh
A region-wide plan that provides a long term
‘road map’ setting out the aspirations of the Central 
Highlands communities.
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Community engagement is a planned process 
undertaken by council with the specific purpose of 
working with communities, organisations and other 
stakeholders to support informed decision-making or 
develop actions relating to an opportunity, problem or 
outcome. 

Under the Local Government Act 2009, the actions 
of the mayor, councillors and local government 
employees must reflect the five local government 
principles. 

Council’s purpose for conducting engagement 
activities may be to:    

We are a council committed to
continuous improvement, a
sustainable future and efficient 
investment in our communities. 

Local Government Principles 

Why
does council engage?

1

3

2

4

5

Transparent and effective processes, and 
decision-making in the public interest.

Democratic representation, social inclusion 
and meaningful community engagement. 

Sustainable development and management of assets 
and infrastructure, and delivery of effective services. 

Good governance of, and by, local 
government.

Ethical and legal behaviour of councillors and 
local government employees. 

Prioritise projects

Inform decision-making

Comply with legislation

Reduce risk

Identify or respond to a problem or opportunity

Support actions relating to an opportunity, challenge or outcome

Understand public opinion

Build relationships

Improve a proposal
Communicate information Develop capacity

Change behaviourGenerate support

Gain social licence

Source: Local Government Act 2009 Chapter 1 Section 4

Council encourages community to actively contribute 
to council decisions and actions by creating an 
environment in which community feedback is 
welcomed, considered, and responded to. 
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Council's 5 Steps for planning, delivering and evaluating
engagement success. 

Engagement
process

step STaff resources tasks

1. Plan

Prepare a community engagement project plan to:

■ Understand context

■ Define project scope

■ Map stakeholders (internal and external)

■ Set the purpose

■ Define project roles

■ Shape influence

Prepare a communications and marketing plan to:

■ Plan promotional activities, tools and messages

■ Plan how stakeholders will be reached

2. implement

Use the implementation checklist to:

■ Select and book appropriate venues (consider accessibility)

■ Coordinate IT, support staff, resources and equipment

■ Arrange hospitality, transport and accommodation, if required

■ Manage the budget

3. record

Record data on council's engagement register including:

■ Date and time of engagement activities

■ Project delivery roles

■ Engagement statistics (attendance, submissions received etc.)

4. review
Use review and evaluation form to ensure:

■ The Engagement is finalised and tasks are complete

■ Stakeholders have been included in the communication loop 

5. integrate

Integrate findings into operations:

■ Task allocation and follow up e.g. Customer Request Management (CRM), project 
    development, budget allocation, procurement etc

Project plan template

Communications plan
template

Implementation
checklist

Engagement register

Evaluation form

Integrate feedback
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■ Utilise findings to inform continuous improvement for council’s community   
   engagement process
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Council’s process has a strong focus on 
communication and ‘closing the loop’. 
This approach ensures that outcomes 
are communicated effectively to 
stakeholders. This model is utilised 
by councillors, council officers, and 
consultants acting on behalf of council.

Council’s community
engagement process enables 
council to receive feedback 
through eight engagement 
methods. 

Engagement
approach

Emphasis is placed on ensuring 
community feedback is integrated 
effectively into the operation's of council.
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Council will be guided by the following principles, which align with those of the
International Association for Public Participation (IAP2).

Engagement
principles

Opportunity – create genuine 
opportunities for members of the Central 
Highlands community to participate in 
matters that interest and affect them. 

Inclusiveness – offer inclusive processes 
and practices that increase citizen 
access to local government information 
and broader involvement in policy 
development, planning, and
decision-making. 

Integrity and transparency – provide 
open and accountable engagement 
practices and processes that genuinely 
inform decision-making and deliver 
satisfactory outcomes for community. 

Affirming diversity – incorporate the 
diverse opinions and perspectives 
of citizens into policy development, 
planning, and decision-making to assist 
effective and sustainable outcomes. 

Timeliness – apply appropriate timelines 
to the engagement process ensuring 
citizens have reasonable time to consider 
and respond to matters. 

Adding value – by government and 
citizens working productively together, 
value is added through improved and
better-informed policy development and 
program and service planning. 

Reaching out - provide new and more 
effective ways to involve citizens in 
planning and decision making processes 
that will encourage local government 
to move beyond traditional networks. 
This will enable council to tap into the 
significant diverse knowledge and 
expertise of our citizens.

Mutual respect - listen and understand 
the views, concerns, and experiences 
of citizens, so that council's decisions 
are better informed and strengthen 
government community relationships.

Source: Central Higlands Regional Council Community 
Engagement Policy
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Engagement
flowchart
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This section identifies the eight methods of engagement utilised by council. 

Engagement
methods

1

3

2

4

Community
Consultation

Engagement on 
council projects

Customer
Service

Informative, efficient and inclusive community consultations 

Council encourages residents to come along to an annual open community 
meeting in their local area. Here they have an opportunity to ask questions, 
raise concerns, and receive updates on council projects. For those who can’t 
make it, feedback and questions can be submitted online via the Have Your 
Say, Central Highlands website. 

Listen to community and be guided by local priorities  

Council is committed to making decisions that reflect community goals and 
priorities. Council actively seeks feedback on projects, plans, and policies. 
This enables council to bring together the needs of community, other 
stakeholders, and the requirements from government to achieve balanced 
decision-making. 

Provide service excellence to our community  

Council provides a diverse range of services to customers. The customer 
service team can be engaged with face-to-face at seven locations across 
the region or via phone, email, app, online form, or post. As an organisation, 
council is committed to providing service excellence as outlined in the 
customer service charter. 

Build community relationships and support local priorities

CRGs were established to help shape the future of our region. These groups 
are supported by council as they guide implementation of the Central 
Highlands 2022 Community Plan Refresh. This plan is comprised of a
region-wide plan setting out council’s vision, outcomes and goals, and 13 
place-based strategic directions. 

Community
Reference 
Groups (CRGs)
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5

7

6

8

Regional
Engagement

Community 
Funding
Programs     

Participatory 
budgeting 

Engage with and support a range of networks for a strong, connected 
community 

Council hosts and participates in SIGs, including committees, advisory 
groups, and networks structured around key interest areas. Council values 
sharing information and collaborating with community sectors, services 
providers, industry, and other levels of government. 

Engage broadly to inform regional and placed-based strategic directions   

Council utilises a range of methods to support an inclusive community-wide 
engagement process. Face-to-face and online engagement methods provide 
opportunities for council to hear from the broader community. Regional 
engagement activities assist council in obtaining information for future 
planning, advocacy and decision-making.  

Financial assistance for community led projects   

Council is committed to supporting local, community-led projects by 
providing opportunities for community groups and organisations to acquire 
grant funding. Council officers are available to support local stakeholders 
with each step in the application process. 

Include our community in the budgeting process 

Council is committed to trialling new engagement methods to involve 
community in decision making. Council will explore the feasibility of using 
participatory budgeting within a specific framework, enabling residents to 
identify, discuss and prioritise budget allocation using online tools. 

Special Interest 
Groups (SIGs)
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activitIES: The tasks we will complete.

Performance measure: How we measure success. 

TARGET: When we will complete the task by. 

ResponsibILITY: Role or team responsible. 

Community
engagement action plan
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Informative, efficient and inclusive community consultations 

Community
consultation

1

activities performance Measure Target* Responsibility

1.1 Facilitate community consultations across 
the region. 

Face-to-face meetings are held each year throughout 
the region with specialist/technical staff in attendance 
where possible 

Annually Customer service and 
area support team 

1.2 Compile a council update to present at 
community consultations.

Minimum of four updates per calendar year Annually Communications team

1.3 CRG representatives to be invited to present 
an update at community consultations.

Invitations issued to each CRG for the consultation 
hosted in their area  

Annually Community engagement 
team
Customer service and 
area support team
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Provide service excellence to our community 

Customer
service

activities performance Measure Target* Responsibility

2.1 Provide customer service in accordance 
with customer service charter.

Provide reporting of Customer Service performance 
against adopted standards and benchmarks

Ongoing Customer service team
Whole of council

2
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Listen to community and be guided by local priorities  

Engagement
on Council projects

activities performance Measure Target* Responsibility

3.1 Explore Technology One for opportunities 
to:

■ enhance engagement

■ improve integration of feedback

■ improve internal communication on 
engagement projects.

Feasibility study on Technology One capabilities September 2021 Community engagement 
team

3.2 Promote engagement resources to support 
effective planning and marketing by:  

■ Promoting engagement toolkit  

■ Finalising community projects process.   

Create engagement flow chart for projects September 2020 Community engagement 
team
Culture and capability 
team

Complete templates December 2020

Promote engagement resources at four toolbox 
meetings

Annually

3.3 IAP2 training IAP2 training module completed by councillors and 
relevant officers

December 2021 Community engagement 
team
Office of the CEO 

3.4 Establish template for outsourcing 
engagement activities.

Template available on The Vine June 2021 Community engagement 
team 

3.5 Establish a framework to set boundaries 
and support contractors conducting council 
engagement work. 

Complete framework document and distribute to 
officers

June 2021 Community engagement 
team 

3
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Build community relationships and support local priorities

Community
Reference Groups (CRGs)

activities performance Measure Target* Responsibility

4.1 Provide administrative support at quarterly 
meetings for 13 CRGs.

Council support for up to four meetings per year for 13 
CRGs

Quarterly Community engagement 
team

4.2 Organise community-led CRG meeting 
schedule to align with community consultation 
schedule.

Annual CRG meeting schedule published on Have Your 
Say, Central Highlands website

Annually Community engagement 
team

4.3 Improve readability of minutes template. Implement changes to meeting minute template June 2020 Community engagement 
team

4.4 Share relevant media releases at each CRG. Update provided at CRG meetings Ongoing Community engagement 
team

4.5 Advertise CRG purpose and meeting dates 
to encourage attendance and awareness in the 
broader community. 

Promoted as per communications plan Annually Community engagement 
team
Communications team 

4.6 Publish CRG meeting minutes and Terms 
of Reference on the Have Your Say, Central 
Highlands webpages.

CRG meeting minutes and Terms of Reference 
published

Ongoing Community engagement 
team

4.7 Councillors nominate to join selected CRGs 
(each CRG to be jointly represented by two 
councillors).

Councillors attend CRG meetings Ongoing Councillors

4.8 Showcase CRG achievements. Regional Round Up presentation at quarter four meeting Annually Community engagement 
team
CRG members 

4.9 CRG projects to be developed in alignment 
with project delivery flow chart.

Update CRG members on project delivery process at 
one meeting per year

Ongoing Community engagement 
team

List of community projects updated Ongoing Community engagement 
team

4.10 Encourage CRGs to participate in 
opportunities for learning and development.

Promote two training/workshop opportunities Annually Community engagement 
team

4
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Engage with and support a range of networks for a strong,
connected community

Special
Interest Groups (SIGs)

activities performance Measure Target* Responsibility

5.1 Attend/host SIG meetings, for example: 

■ Service provider networking

■ Sports

■ Arts and Cultural

■ Youth

■ Roads

■ Disaster management

■ Indigenous 

■ Health

■ Environment

■ Landholders

10 network meetings per calendar year Annually Whole of council 

5
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Financial assistance for community led projects 

Community
funding programs

6

activities performance Measure Target* Responsibility

6.1 Provide support to community groups and 
organisations with grant processes.

Community grants program, two rounds per calendar 
year

Biannually Community engagement 
team

Regional Arts Development Fund (RADF), three rounds 
per calendar year

Triannually Arts and cultural team
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Engage broadly to inform regional and placed-based strategies  

Regional
engagement

7

activities performance Measure Target* Responsibility

7.1 Undertake inclusive engagement across 
the region to obtain feedback to update 13 
strategic directions and regional matrix.

Implement communications plan to promote regional 
engagement opportunity 

Ongoing Community engagement 
team
Communications team

Community engagement 
team

Update regional matrix Ongoing Community engagement 
team

Update 13 strategic directions      6 annually, 
from 2021



Community Engagement Action Plan 2020-202222

Include our community in the budgeting process 

Participatory
budgeting

activities performance Measure Target* Responsibility

8.1 Present a proposal to council for a trial of 
participatory budgeting using online tools. 

Project proposal presented to council January 2022 Finance team

8
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Activities outlined below will support the effective implementation of council’s eight 
engagement methods.  

Administrative
processes

activities performance Measure Target* Responsibility

AP1. Review and report on the Community 
Engagement Action Plan.

Report progress to council Biannually Community engagement 
team

AP2. Update engagement toolkit to improve 
usability.

Improved engagement templates and forms available 
to officers

August 2021 Community engagement 
team

AP3. Induct CRG members into council’s 
workplace health and safety system, as 
required.

Induct members, as required Ongoing Community engagement 
team

AP4. Maintain CRG and service provider 
network contact lists.

Up-to-date contact lists maintained Ongoing Community engagement 
team



 Central Highlands 
Regional Council

65 Egerton Street, Emerald, QLD  T. 1300 242 686
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