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Why is public trust so hard to achieve
 in organizations full of talented, 

caring people?



We thought defining community engagement
was the starting point. 

We were trying to solve 
the wrong problem. 

It wasn’t





Meaningful participation is designed before it begins
Standard Operating Procedure for Engagement (SOP-E) Design Elements



SOP-E in Practice: Charlotte’s FY2027 Budget
A  R E A L  E X A M P L E  O F  H O W  W E  P L A N ,  M E A S U R E  A N D  A D A P T .  



Government manages work.
The public remembers 

experiences.





What if…..
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What if…..



Thank you
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