Telephone hotlines

A Telephone hotline is a separate line for the public to pose questions and voice
concerns and viewpoints about planning issues. It is usually a local phone number and
can be installed as a temporary or a semi-permanent measure. A temporary line is

used when there is a need to obtain major public input in a limited timeframe. Recorded

information about the planning project can be provided outside the office hours of the
contact person. The confact person who is responsible for replies should be local and
well aware of different issues related to the forest or woodland planning process. A
Telephone hotline may contribute to information gathering if a telephone log is kept
for documentation. The phone number should be adequately publicised to ensure
full use of the technique. Websites and e-mail can be used in a similar way to provide
information for, and receive feedback from, interested community members.
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A pro forma being used to record the views of a telephone caller in a forest office (Buchan Forest District).

Resources and requirements

Skills

« The contact person should have good knowledge of planning issues and related
topics.

« Skills are needed in dealing with complaints in a non-defensive manner.

Equipment

- Telephone line and an answering machine for calls outside staffed hours.

« At least one staff member should be available for answering the phone during
office hours.

Level of engagement

INFORMING:
CONSULTING:
INVOLVING:
PARTNERSHIP:

Strengths

« The hotline provides easy and
quick access to information
for members of public.

 Updates on planning activities
are easy to provide.

« The system promotes an
image of ‘accessibility’.

« Itis a useful way to control
information flow.

Weaknesses

* The designated contact
person must have good
knowledge of the subject and
be prepared for prompt and
accurate responses.

www.forestry.gov.uk/toolbox




This toolbox is designed to
assist Forestry Commission staff
when they are considering
which tools they could use to
involve the public in the forest
and woodland planning
process. For more information
please visit the website at:
www.forestry.gov.uk/toolbox

Time

+ The Hotline can be set-up quite quickly, but time should be reserved for publicising.

« Telephone Hotline hours should be designed to be as convenient as possible for the
public.

Useful sources of information

Books

* Public Involvement Guide — A desk guide to Public Involvement. USDA Forest Service
(1998). Northern Region, Public and Governmental Relations.

* Public involvement in environmental permits: a reference guide. US Environmental
Protection Agency (2000). Available from: www.epa.gov

Web
« The International Association for Public Participation: www.iap2.org
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