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Annex 5 Consultation response document
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	1. Name

	Keith Dugmore



	2. Please provide an email address and/or telephone number so that we are able to contact you if we need to clarify any points

	a) Telephone number
	020 7834 0966


	b) Email address
	dugmore@demographic.co.uk



	3. If you are representing a group or organisation, please provide details

	a) Organisation name
	Demographics User Group (DUG)


	b) Organisation address
	8 Hugh Street, London SW1V 1RP
www.demographicsusergroup.co.uk 



	4. Type of group or organisation (to assist in monitoring the range of users the consultation has reached.) Please tick one or more boxes

	Central Government Department

	
	Charity
	

	Government Agency

	
	International Organisation
	

	Local Government

	
	Media
	

	Higher/Further Education

	
	Other (please specify below)
	

	NHS

	
	

	Private/ commercial organisation

	X
	


PTO:
	5. Please provide any comments you have on the proposed strategy, where possible please reference the section the comments refer to

	Introduction

The Demographics User Group (DUG) represents the views of major commercial companies – Barclays, Boots, Co-operative Group, E.ON, John Lewis, Marks & Spencer, Orange, Nationwide, Sainsbury’s, Tesco, The Children’s Mutual, and Whitbread – which make extensive use of statistics and related geographical and other information published by government. DUG is an active member of the Statistics User Forum (SUF). 

DUG welcomes this consultation paper as a small step in the right direction, but believes that much more radical change is required if the ONS is to respond effectively to all its customers’ needs for “statistics for the public good”.

ONS’s Strategic Aims
We welcome ONS’s aims, as outlined at the end of Section 2.2
ONS’s current modes of engagement (2.3)
We were amazed that the classification of users doesn’t identify businesses as a distinct category. DUG has now had dialogue with ONS for 12 years, and there are also other significant types of business users (economic stats, international trade, etc.).
The tables detailing each engagement approach are valuable in that they are revealing about the differences between user sectors. Major policy customers tick all the boxes, whereas other sectors have significant gaps in the degree of engagement.
This confirms that ONS is still focussed on central government customers, rather than seeking to implement the 2007 Act’s “Statistics for the public good”. Reference to the Annexes deepens this concern:

· Annex 2 list “Key accounts”, most of which are central government departments.

· Annex 3 compounds the message. We learn that the ONS Board Executive directors already have 'key account' relationships with key stakeholders, and that “Deputy Directors are responsible for maintaining working relationships with major policy customers and stakeholders. Information is fed back to the relevant member of the Executive Committee.”
What needs to be done to develop a real user engagement strategy
The consultation document spells out some good aims for ONS. However, it then gives an internal view of the current processes, and suggests that these will be continued, subject to resource constraints (which will no doubt be severe).
A critical external view would highlight:

· The need for estimates of the size of ONS’s market and potential market – by sector; by expertise / time (Specialist / Mainstream analyst / The Public); and by broad type of product / resource.
· How well is each of these markets being reached?
· Is engagement more successful for some products (e.g. the Census) than others, & why?
· Proposals for improving engagement with those segments that are poorly served.

· A recognition that, to improve understanding of its customers, ONS will need to shift some resources from statistical production into engaging with customers – and then actually responding to their needs – even in times of budget cuts.
Better user engagement as just a step towards necessary cultural change
In its response to UK Statistics Authority (interim) Monitoring Report 7 “Strengthening User Engagement”, DUG expressed the view: 

“Cultural change: setting the tone that customer service is the top priority. Most users of statistics are very understanding of statisticians’ professional pride in doing the best possible technical job, avoiding errors, and warning of potential misuse of statistics. But this emphasis can be to the detriment of maximising their use by both existing and new users. The importance of top management setting a new tone – finally laying to rest risk aversion, which has been a top priority since 2003 – cannot be overstated. Such a change of tone could also be reinforced by UKSA / ONS appointing a Director of Customer Services, and having small teams dedicated to customer knowledge (user engagement), improving access, and UK-wide statistics. We believe that it would be helpful to draw on the experience of commercial companies.”
It would also be good to think that ONS and UKSA are working together on this vital issue.


Interested parties are invited to respond using this template by the closing date via email or by post to:





Email: � HYPERLINK "mailto:stakeholderconsultation@ons.gov.uk" ��stakeholderconsultation@ons.gov.uk�





Stakeholder Consultation


Office for National Statistics


Room 1.301


Government Buildings


Cardiff Rd


Newport 


NP10 8XG
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