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The study aimed to identify what additional research is needed to establish what approaches
can be used to initiate greater awareness and activity concerning health and safety in those
segments of the public that are difficult to access (DAPs).  It reviewed approaches that
theoretically could be used and those currently used; identifying how effective they are and
where there are uncertainties about their impact.

The research priorities outlined include examination of:

● the key characteristics of each DAP since diverse and customised approaches may be
needed to achieve and maintain access;

● the relative value of direct personalised approaches for access to socially excluded groups
compared with direct general approaches or the use of linked or independent intermediaries;  

● how to establish and maintain networks to cascade information to DAPs and collect
feedback from them;  

● how to inform young men in their workplace about health and safety issues;

● the efficacy of accessing micro-firms through relationship marketing;  Web-based, interactive
information provision directly and/or linked with other bodies; linked intermediaries;  or
utilisation of management standards;

● routes of access to participants in the informal economy;

● the relative efficiency of approaches dependent upon content of message and response
required.

This report and the work it describes were funded by the HSE. Its contents, including any
opinions and/or conclusions expressed, are those of the authors alone and do not necessarily
reflect HSE policy.
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STAKEHOLDER PARTICIPATION METHODS – SCOPING STUDY

OBJECTIVES OF THE SCOPING STUDY

HSE commissioned this scoping study to examine the current state of knowledge about stakeholder
participation methods and consider where further research might be fruitfully undertaken. Research
has already been initiated to identify and evaluate the effectiveness of mechanisms in general for
involving stakeholders in decision-making and policy development. Consequently, it was believed
that any further analysis and research would profitably be focused upon the methods that can be
used to enhance awareness of, and participation in, effective health and safety practices by sub-
sections of the public that have proven in the past to be difficult to inform or engage. This serves the
strategic objective of the HSE which is to increase the engagement of others and promote full
participation in improving health and safety.

The objective of the Scoping Study was to identify what research would need to be done in order to
establish the approaches that could be adopted to initiate in those segments of the public that are
currently difficult to access, greater awareness and, ultimately, activity in relation to health and
safety.

The Scoping Study was not required to provide an exhaustive literature review on participation
methods, this is being done through other studies, instead it sought to establish what data are
available on:

•  the characteristics of those segments of the public that are difficult to access for health and
safety

•  the approaches that have been used thus far to access them and, if they have failed, why they
failed

•  the nature of the data that currently exist on the awareness and activity with regard to health and
safety in these difficult to access publics (DAPs)

The study explored:

•  the range of approaches that theoretically could be used;
•  what approaches are used by others (government departments, local authorities, NGOs,

community groups, commercial organisations, etc.) to reach and influence DAPs;
•  some of the barriers to HSE using specific approaches;
•  how effective these approaches are and where there are significant gaps in our knowledge about

the impact of approaches that are used.

In all of this it was necessary to bear in mind that DAPs are heterogeneous. Approaches that work
with one type of DAP may not work with another. The significance of their heterogeneity is
explored below.

Based on this work, this report outlines the research priorities that might be pursued by HSE in this
area.
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WHAT DOES ACCESS ENTAIL?

Gaining access in this context might entail two significant components:

•  ensuring that the target segment of the public is made aware of some message;
•  ensuring that the target segment of the public is so engaged by that message that it changes its

behaviour (i.e. modifies its participation profile).

While access always implies the first component, the second may sometimes not be necessary.
Getting a public to listen (awareness) and getting a public to act (compliance) involve different, if
largely complementary, processes.

WHAT ARE DAPs?

Our review of the literature suggests that it would be wrong to believe that certain parts of the
public are inevitably or intrinsically difficult to access. There are several key factors that determine
whether a segment of the public will be difficult to access:

•  who is trying to access them - the actual and perceived characteristics of this source such as its
power to offer rewards or punishments; its motive for attempting to gain access; and its
trustworthiness will markedly affect level of access (whether in terms of awareness or
compliance);

•  the nature of the message - both in terms of its content (the information it provides) and in
terms of its structural characteristics (for example, its complexity of language; the medium of
its transmission - particularly whether face-to-face or not; the extent to which it is embedded in
other larger information provision or entertainment; and, the extent to which it is repeated);

•  the nature of the response required - for instance, awareness and compliance are substantively
different response requirements; similarly, requiring continuance of current behaviour
preferences is quite different from requiring adoption of new behaviours.

Consequently, it is counterproductive to think that certain social categories (e.g. the disabled; the
unemployed; the ethnic minorities; etc.) should be indelibly characterised as difficult to access.
Some segments of the public will be difficult to access by specific sources, transmitting particular
messages that require certain types of response. The process that makes a segment of the public
difficult to access is complex and it is possible to intervene in it so as to reduce the barriers to
access.

WHAT ARE THE MOST IMPORTANT DAPs FOR HSE?

Given its remit and strategic objectives, HSE is currently determined to improve its access to
segments of the public that are considered disadvantaged or socially excluded. Social exclusion is
recognised to be a contested concept (Burchardt, Le Grand and Piachaud, 1999). It is often argued
to be a generic term which hides diversity (e.g. in relation to ethnicity, Bhopal and Donaldson,
1998; in relation to disability, Gerrish, 2000; or in relation to ageing, Modan, Kovar and Weeks,
1998) and distracts from recognising the diversity required in approaches to access.
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Empirically, however, the main indicators of social exclusion currently used are: low income, low
wealth (i.e. capital or savings), lacking paid employment (includes unemployed and the retired),
absence of political engagement, and social isolation. Few individuals in the UK are excluded on all
these indicators in any one time period and it as been argued that there is no distinct group of
socially excluded people. It is consequently necessary to consider how access to specific sub-groups
of socially excluded or disadvantaged people might be achieved.

The HSE recognises that it is less effective than it might be in gaining access to and encouraging
participation from certain parts of the public:

•  ethnic minorities;
•  employees of micro businesses (those with less than 10 workers) and those in the informal (or

"black") economy;
•  people with some form of disability (e.g. physical or learning disabilities);
•  women (it is, of course, a hotly debated issue as to whether women can be said to comprise a

socially disadvantaged group: Jackson, 1999);
•  younger men (16-24 year olds) in the workplace.

ACKNOWLEDGING THE HETEROGENEITY WITHIN HSE TARGET DAPs

A major obstacle to identifying how to improve access lies in the fact that, even within each DAP
that HSE wishes to target, there is enormous diversity and heterogeneity. In reality, there is no such
target public as "the ethnic minorities" - there are many different racial, cultural and religious
groups that comprise the so-called ethnic minorities of the UK. Of course, the need to introduce a
more fine-grained approach to defining the target DAP is even more evident when one considers
women or younger men as the focal categories. In fact, from the literature review conducted for this
scoping study, it was considered inappropriate to try to summarise research on accessing women.
Gender in itself is not a major determiner of the effectiveness of modes of access. It may be that
only by greater specificity in definition of each of the target DAPs will it be feasible to determine
the strategies that are most likely to improve access. It can be anticipated that no single strategy will
be generally effective.

Since there has been no clear delineation to date of the characteristics of the diverse constituencies
that comprise the DAPs of interest to HSE, a prime element of research required in this area will be
the systematic specification of the key components of each DAP.

POTENTIAL ACCESS APPROACHES TO DISADVANTAGED OR SOCIAL EXCLUDED

GROUPS

It was acknowledged above that the viability of any particular access method will be dependent not
only on the target public but also upon the content of the message and the type of response required.
However, here we will summarise the range of potential access approaches without detailed
reference to the content of the message or the type of response required for which they might be
optimum. There is insufficient existing data to make a commentary on optimum approaches for
particular contents or responses feasible. A prime element of research required in this area will be
the examination of the relative efficiency of different approaches to access dependent upon content
of message and response required.
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Access methods may be broadly classified into:

•  the direct;
•  the mediated.

Direct Approaches

The direct approaches entail communication of some sort between the organisation wishing to gain
access and the individual targetted. This communication may be personalised or it may be general.

The personalised approach seeks out specific individuals (i.e. named people). It may entail the use
of letters, leaflets, telephone contacts, or face-to-face contacts. Direct approaches that seek out
specific individuals must first identify them. There has been some research that has shown how to
identify individuals who are members of particular groups or social categories. The most frequently
used involves classifying people on socio-economic grounds according to the area in which they
live (using Small Area Statistics associated with post codes) and then using the Electoral Register to
name individuals. Another method now used if the object is to target members of a particular ethnic
group is to select from the Electoral Register (Hughes, Fenton and Hine, 1995) or from the Family
Health Services Agency lists individuals who have names that are typical of that group (Harland et
al, 1997).

The general approach seeks to contact individuals directly but not in a manner that requires them
to be personally identified. So, for example, an open letter delivered to all residents of a particular
housing estate might constitute a general but direct approach. Similarly, leaflets distributed by the
organisation wishing to gain access to all users of a Citizens Advice Bureau or all those collecting
benefit from a particular Post Office  communication through the mass media would fall into this
category. For accessing disadvantaged groups, this type of localised approach has been
recommended. The argument is that disadvantaged groups are "geographically focused"
(Winchester and White, 1988), for example in certain inner city areas, and strategies that seek
access according to location will contact individuals who fall into one or more of the marginalised
groups resident in that area.

The use of advertising through the mass media is also a form of direct general approach. There is no
empirical evidence concerning the effectiveness of such advertising by HSE with DAPs.
Evaluations of impact of such government-authored advertising campaigns reveal great variability
in their effectiveness for DAPs. Impact is highly dependent upon the content and structure of the
message used.

The personalised direct approach has regularly been found to be more effective both in stimulating
assimilation of information and in motivating changes in behaviour (e.g. participation) than the
general direct approach. Being identified by name appears to reduce the willingness to dismiss or
ignore messages. It may be particularly important for members of groups who believe that their
opinions are normally disregarded by those in authority.

The value of direct personalised approaches is however limited if the target recipient has either poor
fluency in the language used or poor literacy (Okazaki and Sue, 1995). Since some of the DAPs of
interest to HSE may have these characteristics, this is important. Most methods for overcoming
poor literacy skills or limited fluency require mediated access.
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Research is required to examine the relative value of direct personalised approaches to access in
the context of HSE's objectives.

Mediated Approaches

Mediated approaches entail the organisation that wishes to gain access doing so either through or
in collaboration with one or more other parties.

Ever since the seminal work of Katz and Lazarsfeld (1955) it has been recognised that the public
rarely gain information that then influences their behaviour direct from an official or public source.
It is mediated through “opinion leaders” (Brosius and Weimann, 1996; Weimann and Brosius,
1994; Weimann, 1991). This is the so-called two-step flow of information where certain
individuals, the opinion leaders, identify emerging issues in the mass media and elsewhere and then
diffuse these to others via their personal networks. Nowadays, it is thought that opinion leaders
operate to set the public agenda, to focus attention and legitimate concern (Burt, 1999; Shaw et al,
1999; Yin, 1999; Geller et al, 1996; Zhu et al, 1993).

In order to access publics that are difficult to reach, it is valuable to use such opinion leaders: in
local communities, in trade associations, in the media, and so on. The question for HSE is how to do
this in a reliable and cost-effective way. There are two obvious ways to do this:  using linked
intermediaries and otherwise independent intermediaries. There is a need for systematic research
which evaluates these and other two-step flow methods of information provision.

Independent intermediaries:  Mediated approaches through independent intermediaries have been
the generally preferred route for accessing disadvantaged or socially excluded groups. The typical
mediator is some service provider or representative. So, for instance, Bond (1999) showed how low
income families could be accessed through their primary health care team. Cowley and Billings
(1999) proved that health visitors could be used. Imrie (1999) showed that disabled people could be
accessed through pressure groups that had emerged to represent them. Humphrey (1998) argued that
access could be achieved effectively by routing through sub-groups within large organisations, for
instance through the "self-organised groups" for women, black members, disabled members, and
lesbian and gay members within the public sector unions NALGO and UNISON. Community
groups, churches and voluntary associations can be used in similar ways. Women's groups, mother
and toddler groups, etc., are frequently used when access specifically to women is required.

This approach to accessing DAPs, if used by HSE, would essentially entail the "cascading" of
information. Cascading through mediators only works effectively if:

•  they are willing to co-operate;
•  they pass on the message and return any response accurately.

There is evidence to suggest that these two conditions are met most readily when:

•  the organisation trying to gain access has a good understanding of the cultural expectations of
the mediator (Nevid and Maria, 1999);

•  the organisation trying to gain access shows respect for the mediator organisation and its
clientele (Crane and Carswell, 1992);
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•  the partnership between organisations is planned and is expected to be long-lived. Kitchin
(2000) with reference to disabled people suggests that the target group should be involved as
consultants and partners in the development of the contact strategy. Rodgers (1999) suggested
much the same with regard to people with learning difficulties.

This suggests that HSE should be examining how to establish networks that will cascade
information to DAPs and also collect feedback from them. Research is required to identify how
such networks can be established and maintained.

Linked intermediaries:  Access through the workplace is one option for HSE for some DAPs.
Where otherwise difficult to access segments of the public are employed by large companies this
may be the case. However, SMEs cannot be used in this way. SMEs - particularly the smaller micro
firms - are themselves DAPs for HSE. Some issues concerning access to micro-firms are considered
below.

It is possible however to use larger companies as conduits for access to DAPs. For instance, it may
be most effective to access young men (16-24 years old) through their workplace. Young men are
an important target group for HSE because they suffer high rates of injury at work. Various studies
have shown that they are more likely to be characterised by a constellation of risk factors related to
job injury (i.e. poor job tenure, greater exposure to physical hazards, higher workloads, job
boredom, on-the-job substance abuse, and dislike of their workplace, Frone, 1998). There are no
empirical studies available that examine how best to access young men in employment or
specifically assess how to influence their health and safety behaviour. There is a requirement for
research that examines how to inform young men in the workplace about health and safety issues
such that they are more likely to adopt good practice.

OVERCOMING INERTIAL BARRIERS TO ACCESS

It was noted above that SMEs are themselves difficult to access for government departments and
agencies (MAFF, DETR, DTI, and the Environment Agency are all reporting this). Particularly
difficult are those firms that employ very small numbers (the micro firm with up to 9 employees). In
1999, in the UK, there were 2.3 million of these micro businesses (i.e. about 60% of all businesses)
employing 56.3% of all employees. They represent an important target for access.

The obstacles to achieving access to micro firms have rarely been researched. The focus has been
on SMEs more generally. That work has concluded that the sector is very heterogeneous and thus
requires a highly differentiated approach to access (e.g. Holliday, 1995; Hillary, 1995; Eden, 1996;
Petts et al, 1999). Some progress has been made in developing a coherent picture of SME
operations with the establishment of the SME Research Database (published by DTI and the Small
Business Research Trust). This includes studies of ethnicity, gender, culture and benchmarking. It
focuses more on business performance and practice than business studies which have addressed
issues such as health, safety and environment. It includes nothing specific and substantive as yet on
SME/government department relationships. It says nothing about micro firms which often have
been excluded from research looking at SMEs because of the known difficulties of identifying them
let alone accessing and involving them.

There is limited information concerning how micro firms understand the role of HSE and its
requirements. There is however survey evidence that suggests that small businesses are ill-informed
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and unwilling to act unless threatened by strong external forces such as prosecution or customer
demands (Hillary, 1995). Most organisations report difficulty in establishing contact with the small
business sector, even those offering free services (Rowe and Hollingsworth, 1996). Th er e i s
ev id enc e t ha t e xte rn al adv ic e may no t b e s ee n a s u se ful  by  SMEs  ( Ch ris tie  e t a l, 19 95) ; s ee kin g a dv ice 
is  u sua lly  r ela ted  t o c omp ul sio n ( Cu rr an & Bl ac kbu rn, 19 94)  wi th  re gul at ory  co mp lia nce  r equ ire me nts 
in  t hemsel ve s n ot ne ces sar il y s uff ic ien t a n inc ent iv e, and  t he maj or ity  of  SMEs  d o not  kn ow wh ere  t o
ge t adv ice  ( Hil lar y, 19 95) . It see ms  th at th e e con omic and  s ub- cul tu ral  de ma nds  up on  mi cro  f irms a ct 
as  a  ba rri er  to  ac ce ss:  it  i s i ner ti a r ath er  th an a str ong  p osi tiv e mot iva ti on to re sis t a cc ess  th at  is  at  work 
(Ram, 1 994 ; Br ys on and  Da ni els , 1 99 9; Po ut zio uri s and  Ch it ten den , 199 6).

Th e que sti on  is : wha t meth od s will  o ver come the se in ert ial  b arr ier s to acc es s. It ha s bee n s ug ges ted 
th at , i n t he  sa me wa y t hat  d isa dva nt age d g ro ups  ma y be acc es sed  di re ctl y o r ind ire ct ly, smal l
bu si nes ses  may be ac ces sed  e ith er di rec tly  o r i ndi re ctl y. Di rec t met hod s t ha t h ave  b een  su gg est ed
in cl ude :  info rma ti on pro vi sio n t hr oug h I T and  re la tio nsh ip  ma rke ti ng. In di rec t met hod s p ro pos ed
in cl ude : c on tac t t hr oug h l in ked  in te rme dia ri es and  t hro ugh  i nde pen de nt int er med iar ie s.

Di rect Met hods

Info rma tio n Pro vis io n Thro ug h I T:  Small  fi rms a re vi ewe d b y gov ern me nt as a wea k l in k i n t he 
UK’s  co mpe ti tiv e p os iti on th rou gh th e l ow ac ces s t o the  In te rne t ( Ca bin et Of fic e, 19 98;  19 99 ). In
co mp ari son  with  ot he r ma jo r e con omies  on ly  15 % o f mic ro fi rms  ha ve  th eir  o wn web  s ite s o r mak e
fr eq uen t u se  of  el ec tro nic  d ata  ex ch ang e (4 2% in  th e US) . Fo r fir ms wi th 10- 99  emplo ye es the  f igu re
ri se s t o 3 9% (5 0% US) a nd fo r f irms 100 -25 0 emp loy ee s t he di spa rit y has  la rg ely  di sa ppe are d – 7 0%
of  UK f irms (72 % -  US). In  May 199 9, th e Gov ern men t ann oun ce d a  ta rg et to ac hie ve 1.5M SMEs 
wi th  ac ces s to the  I nte rne t by 200 2, wi th 25 % o f g ov ern men t ser vic es  to  be  a vai lab le  el ect ro nic all y.
Th e Inf ormat ion  So ci ety  In it iat ive  l ed by th e DTI is  ev ide nc e o f t he  dr ive rs  to  in cr eas e in te rne t a cc ess .
Wh at  is  ev id ent  fr om th e c ur ren t e xp eri enc e of bus in ess  su pp ort  bo di es suc h as Gro un dwo rk is  th at fo r
so le  tr ade rs  an d mic ro fir ms  in  pa rt icu lar  t he int er net  co ul d p rov id e a  re ad y p oin t of eas y and  in fo rma l
ac ce ss to in for mat io n a nd he lp, ac ce sse d i n the  “c omfor t o f home” as  mu ch as  th e wor kpl ace , whe re th e
bu si nes s man age r d oe s n ot ha ve to fe el thr ea ten ed by  hi s o r her  la ck  of  kn owled ge.

Th e In te rne t i s bei ng us ed alr ea dy as a too l b y some g ov ern men t dep art me nts  to  i nfl uen ce  SMEs . The
En vi ron men t Age ncy  l aun chi ng  (i n Dec emb er 19 99)  it s new Ne tRegs  In te rne t s it e f or small  bu si nes ses 
re fe rs to th e "compe lli ng ev ide nce  t hat  ma ny  small er  bu sin es ses  ar e bot h u na war e o f the ir
en vi ron men ta l r esp on sib ili ti es and  a ppr ehe ns ive  ab ou t c ont ac tin g r eg ula tor s for  ad vi ce". The  in te rne t
to ol , t he fi rst  of  i ts typ e in the  UK, is de sig ned  t o g ive  p rac tic al  se cto r- spe cif ic  ti ps on  wa ter , was te an d
ai r iss ues . It has  r esp ond ed  to  re se arc h whi ch has  s tre sse d the  de ma nds  fr om small  b usi nes se s f or
se ct or- spe ci fic  as  o ppo sed  t o g ene ri c i nfo rmati on an d a dvi ce  as  co mp ani es ha ve nei th er the  t ime  no r the 
re so urc es to  ad apt  g ene ric  i nfo rma ti on to th eir  sp ec ifi c r eq uir eme nt s ( Pe tt s e t a l, 19 99) . Exa min at ion  by 
th e Env iro nment  Ag en cy of gu ide s o n env iro nment al le gis lat io n i den ti fie d t ha t t hey  g ene ral ly  pr ovi de 
li st s o f l eg isl ati on  wi th on ly a b ri ef ove rv iew of  what  ea ch  me ans . The  En vi ron men t Age ncy  c onc lud ed 
th at  pe rha ps  mo st of  th e e nv iro nme nt al man ag eme nt pr od uct s whi ch it pr odu ced  were  ut il ise d b y onl y
20 -3 0% of SMEs . The ne w I nte rn et si te   atte mp ts to tr ans lat e rel eva nt  le gis la tio n i nt o p rac ti cal 
gu id anc e i n lay  te rms f or a spe cif ic  se cto r  (www.env iro nment -ag en cy.gov .u k/e pns /n etr egs .h tml ).

Th e sit e h as  co mme nc ed wit h the  in fo rma tio n for  th e pri nti ng  se cto r sel ect ed  on  th e bas is of  it s b ro ad
ge og rap hic al  sp rea d, po ten ti al env ir onment al  ri sk, t her e b ei ng a r an ge of small  an d lar ge fi rms , a nd  th e
su pp ort  of  t he tra de  as soc ia tio n. Th e f ull  e ffe cti ve nes s o f the  si te  await s ev al uat ion  whic h t he 
En vi ron men t Age ncy  i nte nds  t o d o whe n i t h as  a lar ge  en oug h sample  o f u ser s to con ta ct (no te  it 
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de ci ded  no t to hav e a f ormal  re gis tr ati on re qui remen t f or th e s ite  a s t his  may det er  us ers . The ref or e,
us er s a re gi ven  th e opt ion  t o l eav e the ir e- mai l a dd res s i f the y wis h t o b e not ifi ed  of  up da tes ).

The use of  Web-based information provision for SMEs needs to be examined further by HSE.
Wh et her  smal l c omp an ies  wo ul d u se in te rne t s ou rce s i n rel ati on  to  he al th and  s afe ty in for mat io n d oes 
no t app ear  t o h ave  b een  ad dr ess ed di rec tly . It  h as bee n dif fic ul t t o a sc ert ain  whet her  a ny of th e
si gn ifi can t number  o f i nfo rmati on so urc es av ail abl e on the  i nte rne t for  bu si nes ses  a nd sma ll  fi rms  i n
pa rt icu lar  h ave  be en  ev alu at ed in an y d eta il  in  te rms o f t he  na tur e of use rs , r eas on s f or us e a nd th e
ex te nt to wh ich  in fo rma tio n acc ess ed  on  we b pag es is  ac tua ll y o bta in ed and  u sed .

HSE is cur re ntl y u nd ert aki ng  a maj or  “r oot  a nd bra nc h” rev is ion  of  i ts web  p age s, wi th new h ome 
pa ge , c ont ac ts pag es , d own lo ada ble  r ese arc h rep ort s and  is  d isc uss in g i nte rn all y a  n ew str at egy  fo r
de ve lop men t of its  web sit e inc lud in g t he co nce pt of  empower ing  th e cus tomer . Co mb ine d wit h t he
En vi ron men t Age ncy ’s  wo rk an d a lso  t he eth os  of  th e new Smal l Busi ne ss Ser vi ce the re  wo uld  a ppe ar
to  b e c ons id era ble  s cop e f or  impro vi ng acc es s b y s ma ll bus in ess es th rou gh th e u se of  co mmo n
pr in cip les  o f mark et ing  in fo rma tio n and  us in g t he sa me too ls  fo r a ll owi ng pe opl e t o fin d t he ir way 
ar ou nd inf or mat ion .

There are always problems in determining the impact of Web-based information provision. Even if
the site is accessed it is difficult to assess whether the information on it is comprehended or used.
Research specifically to explore the value and limitations of developing Web-based, interactive
information provision directly and/or linked with other bodies perceived to be accessed and used by
SMEs would be timely.

Relationship Marketing:  An alternative to the anonymity of the Web access to information
might  be on the basis of a confidential telephone hotline, operated by HSE but ensuring anonymity.
This idea was supported by representatives of two trade bodies that we approached. This approach
could begin to engender a change in the way HSE is viewed by SMEs. It could serve to emphasize
the role of HSE as supporter of SMEs not merely as regulator.

In  r ece nt ye ars , c ommer cia l mar ket in g l ite ra tur e h as  be gun  t o e xpl or e t he impor tan ce  of  es ta bli shi ng  a
re la tio nsh ip  be twe en  a compa ny and  i ts cli en ts in ma int ain in g l oya lt y a nd ac hie vin g cre dib il ity  an d
in fl uen ce. This  ap pr oac h la be lle d “ re lat ion sh ip mar ke tin g” is  wo rth  e xpl ori ng  in  th e con tex t of
impr ovi ng HSE c ont ac ts wit h SMEs .

Marketing is no longer simply about developing, selling and delivering products. It is now
progressively more concerned with the development and maintenance of long-term relationships
with customers (Gummesson, 1994). The 1990s represented the era of personalized marketing, in
which knowledge of individual customers was used to guide highly focused market strategies.
Symptomatic of this approach were membership clubs associated with products, after sales follow
ups to test satisfaction, the provision of ancillary advice and   support to product users, and loyalty
bonuses. The object of the exercise is to add value to the initial purchase. The customer buys not
only the product but the relationship too and is likely to return for more products and the
maintenance of the relationship (McKenna, 1991; Ravald and Gronroos, 1996; Sheth and
Parvatiyar, 1995).

Relationship marketing is based on concern, trust, commitment and service. It is the foundation for
achieving support and compliance from customers – even difficult customers. There is probably a
lesson here for HSE in pursuit of difficult to access publics. The relationship marketing approach
would require HSE:
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•  to be explicit in showing concern for SMEs and to make every effort to understand the
expectations of its SME customers;

•  to be seen to be fair, helpful and competent in dealings with SMEs;
•  to provide a service to SMEs which is reliable and responsive.

On e imp lic at ion  of  t his  ap pr oac h wou ld be th at HSE woul d n ee d t o cu st omi se it s me ss age s f or  th e
se ct or and  t ype  of  b usi nes s it wis he d t o a dd res s. Ea rli er st udi es ha ve sho wn  th at bu sin ess es  pa y s ca nt
at te nti on to  in for ma tio n u nl ess  it  i s n arr owly dir ec ted  at  t hei r o wn  co nce rn s. Gen er ic inf or mat ion  –  fo r
in st anc e, de sig ned  t o b e r ea d b y a ny  se cto r of ind us try  – te nds  to  h ave  lo w imp act . In SMEs  th ere  i s a 
st ro ng deman d f or in dus try -s pec ifi c inf ormat ion  (Pe tt s e t al  , 19 99)  whic h t ra nsl ate s inf ormat ion  so  t hat 
it  d ire ctl y rel ate s to the  a cti vit ie s, ope ra tin g a nd  pr odu ct ion  me th ods , p ot ent ial  a cci den t cha rac te ris tic s,
et c, of  a sp eci fic  t ype  of  b usi nes s. As  id en tif ied  e arl ier  t he Env ir onment  Agen cy is  re spo nd ing  to  t his 
wi th  it s n ew Ne tRegs  in te rne t s er vic e. Th e b usi ne ss sup po rt ser vi ces  of fe red  th ro ugh  bo di es suc h as
Gr ou ndwork  b ut als o the  DTI’ s Envi ro nme nta l Tec hno lo gy Bes t Pra cti ce  Pr og ramme ha ve pro ac tiv ely 
bu il t o n t he  impor ta nce  of  c onv eyi ng  me ssa ge s i n t he  la ngu ag e o f t he  re cip ie nt. Fo r SMEs   th is is th e
la ng uag e o f pro fit . Thi s s ug ges ts th at not  o nly  th e env iro nment  bu t als o h ea lth  an d saf ety  h ave  to  b e
so ld  no t a s imp ort an t i ssu es  in  th ei r o wn ri ght  bu t ind ire ct ly thr ou gh mes sa ges  wh ic h s how t he bus in ess 
be ne fit s.

Su ch  an  ap pr oac h h as  impli ca tio ns fo r a ll of  th e c ommun ica ti on met ho ds and  a lso  fo r the  re so urc es of 
th e commun ic ato r. Ho wev er, t her e i s no dou bt  th at it  wi ll de al mor e eff ect iv ely  wi th  th e r es our ce
de fi cie nci es  of  smal l f irms in ter ms  of  th ei r a bil it y t o t ra nsl ate  g ene ric  i nfo rma ti on int o compan y- 
sp ec ifi c r eq uir eme nt s. Suc h tra nsl at ion  is  c lea rly  r eso urc e int ens iv e, it is  co nse qu ent ly impor tan t to
es ta bli sh th e d egr ee  of  sp ec ifi cit y tha t i s req uir ed . For in sta nce , it mig ht  be  th ou ght  th at  th e p ro vis ion  o f
he al th and  s afe ty in for mat io n t o mic ro fir ms  wi th a hig h p ro por tio n of eth ni c mino ri ty emp lo yee s i n
th ei r n ati ve  la ngu ag es mig ht  ha ve si gni fic an t i mpa ct , y et th is nee ds  to  be  e val uat ed .

Without a better appreciation of what SMEs expect, it will be difficult for HSE to use relationship
marketing techniques. There is a requirement for research to explore SME expectations of HSE.

In direc t M ethod s

Inde pendent Int ermed iar ies :  In the same way that independent intermediaries are used with various
disadvantaged groups, it may be possible to use them with small businesses. Th e ind epe nd ent 
“mid dle  ma n”  is  no w a re co gni sed  mean s f or  pr ovi di ng sma ll  bu sin es ses  wi th  in for ma tio n. In  th e
en vi ron men ta l f iel d for  ex ample  th e Ene rgy  Tech nol og y Supp or t Unit  h as pro vi ded  su ch  a rol e for 
go ve rnment .

Or ga nis ati on s t hat  h ave  a sp eci fic  f ocu s o n sma ll bu sin ess es  an d t he  en vir on men t, su ch as Gr oun dwo rk ,
Bu si nes s Lin k, and  a  nu mbe r of ini ti ati ves  with in un ive rsi ti es fun de d t hro ug h th e Eur ope an Re gio nal 
De ve lop men t Fu nd   stre ss  in for ma tio n p ro vis ion  t hro ugh  n etwork s and  bu si nes s c lu bs whe re  fi rms  c an
le ar n b est  p rac tic e fro m o ne  an oth er . Akin  t o t he "Budd y" sy ste m s up por ted  b y HSE, t he rat io nal e i s
th at  ma nag er s will  b e more  l ike ly to  li ste n to a mes sag e i f it comes  "f rom s ome one  l ike  th em" who ca n
pr ov ide  pr ac tic al ev ide nce  o f t he bu sin ess  b ene fit s fro m t he  co nte xt  of  a si mil ar bu sin ess . Inf ormat ion 
is  i n e sse nc e "ba dg ed" in  r ela tio n to bes t pra cti ce  by  me an s o f a  p eer  gr ou p.

Th e Bus ine ss  Li nk se rvi ce wa s i ntr od uce d b y gov ern me nt in 19 92 to pr ovi de a nat ion al  ch ain  o f “ one -
st op -sh ops ” for  th e pro vis io n o f b us ine ss su ppo rt se rvi ces  i n Engl an d. The  i dea  wa s to pro vi de a s in gle 
po in t o f e nt ry for  SMEs  to  a wi de and  i nte gra te d r ang e of adv ic e, sup po rt and  i nfo rma ti on ser vi ces . By
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th e end  of  1 996  a na tio nal  n etwork  o f i nde pe nde nt bu sin ess -s upp ort  ce nt res  ex is ted  (2 60  ou tle ts  fo rm
90  p art ner sh ips ) wit h a  na ti ona l b ra nd but  o per ate d a l oca l lev el. Howe ver , Bus ine ss  Li nk is  to  be 
re pl ace d i n Apr il 20 00 by th e Smal l Bus ine ss  Se rv ice  wh ic h will  h ave  a la rge r-s ca le reg io nal  ne twork .
Impo rta ntl y, DTI i s str ess in g t he ne w Smal l Bus ine ss  Se rvi ce  as  a ca tc h-a ll ga teway fo r c omp an ies ,
wi th  de man d- led  in fo rma tio n pro vis io n. HSE migh t b e abl e t o use  th is  bu t i t is unc le ar how t o d o t hi s
op ti mal ly an d s ome  e xpl ora ti on of al ter nat iv e meth od s woul d be timel y.

It  h as bee n sug ges te d t hat  with out  a  si gni fi can t a nd  pr oac ti ve campa ign  by  g ove rnmen t b odi es  to 
ad ve rti se th eir  ad vi ce and  i nfo rma ti on ser vi ces  to  c omp ani es  up -ta ke  is  no t goi ng to  impro ve . Howe ve r,
th e opp ort un iti es to  us e o th er se rv ice s a s a c ommon  ga teway  to  in fo rma tio n is a p ot ent ial  majo r
de ve lop men t whi ch go ver nme nt  de par tment s a nd  ag enc ie s c oul d ca pi tal ise  u pon . The  En vir on men t
Ag en cy has  b een  in ve sti gat in g t he po ten tia l to use  t he ban ks  an d o th er pro vi der s o f fin anc ia l
in fo rma tio n to sma ll  bu sin es ses  as  a  wa y o f commun ic ati ng. As f ina nc ial  se rv ice s a re  kn own  t o b e o ne 
of  t he few e xte rna l sou rce s of adv ic e whic h sma ll fi rms  us e (Br ys on & Da ni els , 1 99 8) and  most  fi rms
re qu ire  so me  fo rm of  ba nki ng  se rvi ce , t he po ten tia l to use  t his  as  a  se con da ry pro vi der  of  i nfo rma ti on in
a co mmo n f or mat  se ems p ote nt ial ly va lua ble . Re se arc h i s req uir ed  to  as se ss whe th er thi s cou ld wo rk
fo r hea lth  a nd saf et y i nfo rmati on.

In  a  qu ite  d iff ere nt  gu ise , the  co nc ept  of  c ommuni ca tin g i nd ire ctl y by per so nal ly re lev ant  e xample  i s
al so  ev ide nt  wh ere  g ove rnmen t d epa rt men ts ha ve use d pop ula r TV and  r adi o pr og rammes  a s c han ne ls
fo r inf ormat ion  (e .g . t he Ar che rs by  MAFF) . The  ma ss  me dia  c oul d b e a v ery  e ffe cti ve  me ans  o f
pr omoti ng sp eci fic  mess age s whe n c ampai gns  a re run ni ng (e.g. in  re la tio n t o saf ety  o n f arms) ,
ho we ver , g iv en the  d iff icu lt y o f e ns uri ng me ssa ge up tak e t he  me dia  may onl y eve r b e a s eco nd ary 
co mmuni cat io n meth od  al ong si de oth er  mo re fo rma l c ommun ica ti on met ho ds. Ne ve rth ele ss , it  h as
be en  su gge st ed by re pre sen ta tiv es of  tr ade  a sso cia ti ons  th at  HSE s ho uld  pr oa cti vel y use  po pu lar  TV
an d rad io pr og rammes  a s a  me an s o f c ommun ica ti on. Re se arc h ( Br eak wel l and  Ba rn ett , 2 00 0) has 
sh own t hat  p opu lar  medi a r ep res ent at ion s o f hea lth  h aza rds  a re ass oc iat ed wi th inc re ase d a wa ren ess 
an d con cer n eve n i n pub lic s tha t h av e n o r ea son  to  b e e spe ci all y i nt ere ste d in the  h aza rd. I t s eems tha t
ha vi ng the  i nfo rma ti on pro vi ded  in  t he con te xt of a TV soa p, et c., r esu lts  i n t hem p ayi ng at ten tio n to
in fo rma tio n tha t t he y woul d oth erwis e s ele ct ive ly di smi ss. HSE mig ht  wi sh to  ex plo re  ho w t he  po pul ar 
me di a c oul d be use d to inf or m o the rwise  di si nte res te d p ubl ic s a bou t hea lth  a nd saf et y i ssu es . This 
ap pr oac h wou ld pos si bly  no t be add re sse d t o the  bu si nes s man age r s o muc h a s to the  e mpl oye e. Th e
ca pa cit y o f the  empl oye e t o act  as  a  di rec t cat aly st  fo r c ha nge  in  work  pl ac e p rac ti ces  is  l itt le
un de rst ood . The re is , h owe ve r, res ea rch  su gg est ing  t hat  if  t op- down and  bo tt om- up pr ess ure  f or cha ng e
ca n be tri gg ere d s imult ane ou sly  th e rat e o f cha nge  c an be ve ry rap id . The sa fet y c ul tur e l it era tur e
wo ul d s upp or t t his  i n t he co nte xt of  he alt h and  sa fe ty pra ct ice s. It  is  th er efo re wo rth  co ns ide rin g the 
in di rec t met hod s o f commun ic ati on wi th the  work for ce .

Th e sup ply  c hai n h as  be en su gge ste d as a f ur the r s ou rce  of  i nfl uen ce  up on small  fi rms. In fa ct, wo rk 
wi th  SMEs  in  Wa le s ( Ba yl iss  et  a l, 199 7)  fo und  t hat  wi th  th e e xc ept ion  o f writ te n mate ri al, th e top  si x
so ur ces  of  e nvi ron me nta l h el p were  a ll or ga nis ati on s with  whom th ey  we re ob lig ed to  ha ve so me for m
of  r ela tio ns hip  (f or  ex amp le , wast e man age me nt con tr act ors ). Su ppl ie rs and  c ust ome rs  we re an 
in si gni fic an t s our ce  of  ad vi ce, fi nd ing s t ha t d o n ot  fi t wit h s ugg es tio ns th at sup pl y c hai ns  sh oul d be
us ed   to c ha nne l i nf ormati on  to  an d inf lue nc e t he pr act ice s of sma ll  bu sin es ses  (Th ob urn  an d
Ta ka shi ma, 1 993 ). Su ppl y c ha ins  ma y  be come imp ort an t i n s pe cif ic se cto rs (e .g. au to mot ive  -  Pe tt s e t
al , 199 9). Alth oug h it has  b een  su gg est ed th at sup pl y c hai ns  ar e l ik ely  to  b eco me mo re imp or tan t a s
pr es sur e p oi nts , man y s mal l fir ms ha ve ver y loc al ma rke ts wi th a wid e r ang e of cus to mer s a s opp ose d
to  a  si ngl e lar ge an d i nfl ue nti al cu sto mer .
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Re se arc h i s req uir ed  to  ex amine  ho w sup ply  c hai ns an d s ub- co ntr act ua l a rra ng eme nts  migh t b e use d
to  o pen  ac ce ss to mi cro  fi rms. It wo uld  se em impor ta nt to es tab lis h how mi cr o f irms cur ren tl y g ain 
th ei r h eal th  an d s af ety  in fo rma tio n and  wh at  so urc es  wo uld  b e l ike ly  to  be  a ttr act iv e t o t he m i n t he 
fu tu re. Th is  sh oul d inc lud e exa min at ion  of  h ow sma ll  bu sin es ses  of  d iff ere nt  si zes  a nd man ag eme nt
ar ra nge men ts  di ffe r in hea lt h a nd sa fet y i nf ormati on  ac qui si tio n a nd  us e. Th e l ink  b etween  a war ene ss 
an d tra nsl at ion  in to  ef fec ti ve pra ct ice  al so  re qui re s more  d eta ile d un de rst and in g a s i t is evi de nt tha t
id en tif ica ti on of ap pro pri at e meth od s o f c ommun ica ti on has  t o b e r el ate d t o the  ob je cti ves  o f
co mmuni cat io n. If th e o bje ct ive  is  mere ly to  en sur e tha t p eo ple  ar e awa re of  le gis la tiv e r eq uir eme nt s
ap pr opr iat e met hod s wou ld di ffe r f ro m wher e commun ic ati on to  en sur e man age me nt pra ct ice  ch an ge
is  t he obj ec tiv e.

HSE may  be  i n a  po si tio n t o acc ess  micr o f ir ms thr ou gh oth er  in dir ec t meth od s. One  s uch  ap pr oac h
wo ul d b e th e use  of  mana gemen t s tan da rds . Ma na gement  s tan dar ds  su ch ISO 9 000  ( Qua lit y Sta nda rd )
an d 140 01 (Envi ron me nta l Man age men t) , e xte nd ed by OHSAS 18 00 1 i n May  19 99, t hat  li nk  he alt h
an d saf ety , env iro nment al ma nag eme nt  an d t he  qu ali ty  st and ar d a re po ten tia ll y a  me an s t o e nc our age 
fi rms t o i de nti fy he alt h a nd  sa fet y iss ues  a ffe cti ng  th e c ompan y, to  in tro du ce man ag eme nt an d work in g
pr ac tic es to  op ti mis e c ompli anc e and  to  main tai n inf ormat ion  ac qu isi tio n. Ho wev er , s mal l fir ms ar e
kn own t o h av e a  mu ch  po ore r tak e-u p of man ag eme nt st and ard s tha n l ar ge fi rms ( e.g . Ch it ten den  e t a l,
19 97 ). The  c ost s o f ope rat in g a  ma na gement  s yst em an d t he fo rma lit y of a man age men t sys tem
ap pr oac h t o qua lit y may  cl as h with  t he cul tu re of th e i nfo rmall y a nd  pe rso na lly  ma na ged  smal l f irm.
Th e mi no rit y o f sma ll fi rms  wh o reg ist er  or  us e ISO 90 00  do  so  l arg ely  t o s ign al  in for ma tio n a bo ut
th ei r f irm i n t he ma rke t p la ce. Ho we ver , t he  ef fec t of the  s upp ly ch ain  on  t he tak e- up of ma nag eme nt 
sy st ems , p ar tic ula rl y I SO 14 001  ha s bee n v ie wed  as  s ign ifi ca nt. Ma ny  ma jor  c omp ani es  (e .g. Roll s
Ro yc e) are  n ow loo ki ng to re duc e t he ir sup pl y c hai ns  an d a re  ou tso ur cin g p ro duc tio n. Th is co uld  pu t
mo re  pr ess ur e o n c ompan ies  t o p rov e bes t p ra cti ce if  th ey ar e t o r emain  co mp eti tiv e. Th e n ew
st an dar ds co uld  ha ve  a sig ni fic ant  i mpa ct on  pe rfo rmanc e t hr oug h t he  su ppl y cha in.

In  r ela tio n to bot h ISO 90 00  an d a ls o I SO 14 001  th er e h as be en rec og nit ion  t hat  fo r bus ine ss es alr ea dy
ap pl yin g a  h igh  st an dar d o f qua lit y thr oug h inf ormal  me tho ds  sh oul d not  ha ve  to  ap pl y f ormal  sy ste ms 
wh er e t hes e are  no t nee ded . The  DTI is now p romoti ng  a mor e inf ormal  - 5-s te p p roc es s -  by  whic h
fi rms c oul d be acc ou nta ble  b ut not  n ece ssa ri ly acc re dit ed in  re lat io n t o t he ir env ir onment al 
ma na gement  s yst em. I t may be  th at an  eq uiv al ent  in  r ela tio n to hea lt h an d  sa fet y mig ht be  us efu l.

Th e val ue of  ma nag ement  st an dar ds (f ormal an d i nfo rmal)  to  e nha nci ng  ac ces s to mic ro  fi rms  s hou ld
be  e xpl ore d.

Li nk ed Int er med iar ie s: HSE may choose to use linked intermediaries to access small businesses –
specifically through other arms of government with which the SME must interact. An obvious
example might be connections through Customs and Excise concerning VAT. Every quarter, firms
with a turnover of greater than an amount (fixed in each budget) receive documentation from
Customs and Excise that arranges their VAT payments. This regular contact might provide a route
for more general information provision. The number of firms registered in 1997 for VAT was 1.6M.
In that year, 182,000 new registrations occurred. Even if only new registrations received additional
information, since these are most likely to be micro or small enterprises, it would represent a major
systematic avenue for first contacts for HSE with enterprises that might otherwise be invisible to
them.

The viability of access through linked intermediaries to micro firms (and other DAPs)  needs to be
evaluated.
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MOTIVATED RESISTANCE TO ACCESS

Since HSE is not just a provider of information but also a regulator, it is possible that some DAPs
are motivated to resist access. They are difficult to access not as a result of disadvantage or social
exclusion or because of inertia but because they choose to be. Those who are on the verge (or part)
of the informal (or hidden) economy may fall into this category. They are especially inaccessible to
governmental organisations. Yet the scale of this sector is considerable (though estimates are much
debated; Thomas, 1999; Tickamyer and Wood, 1998). HSE has identified participants in the
informal economy as an important category that it needs to access.

It seems unlikely that any of the methods considered above would easily overcome motivated
resistance to access. Some sociologists, social anthropologists and economists have attempted to
gain access to the informal economy for research purposes (Pahl & Wallace, 1985). None have
reported marked success. Typically they have used "snowball" approaches. Finding one person
active in the informal economy they have used that person to contact others, and so on. These
approaches have opened access to very limited networks. Furthermore, they have shown
considerable transience in the participation in the informal economy. Individuals who are accessible
to researchers move into it for short periods (between more formal periods of paid employment).
The nature of the work they get in any one spell in the informal economy will be very diverse: they
move from one type of work to another. They have no consistent firm or groups of firms from
whom they gain work. Of course, it may be that this picture of transience and unpredictability is
characteristic of only a subset of the informal economy - those that allow access researchers access
to themselves. There may be a hidden stable informal economy. However, if transience is
characteristic of the bulk of this market, there are very evident problems for HSE in achieving
access.

It is possible that an effective way for HSE to influence practice in the informal economy is to gain
access to participants during those spells when they are active in the formal economy. This has not
been examined.

Research is required that examines how participants in the informal economy can be accessed by
HSE. Research should examine whether health and safety practices acquired during employment in
the formal economy transfer with the personnel involved into the informal economy.

SUMMARY RECOMMENDATIONS and RESEARCH REQUIREMENTS

The objective of the Scoping Study was to identify what research would need to be done in order to
establish the approaches that could be adopted to initiate in those segments of the public that are
currently difficult to access (DAPs), greater awareness and, ultimately, activity in relation to health
and safety. A number of areas were found to require further research:

•  The review leads to the conclusion that a prime element of research required in this area will be
the systematic specification of the key characteristics of the sub-groups that for HSE comprise
each DAP since it is anticipated that diverse customised approaches will be need to achieve and
maintain access.
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•  It is suggested that approaches to access could be divided broadly into the direct and indirect
methods. Research is required to examine the relative value - in the context of HSE's objectives
- of direct personalised approaches for access to disadvantaged or socially excluded groups as
compared with direct general approaches or the use of linked or otherwise independent
intermediaries.

•  Current data on access to disadvantaged and socially excluded groups suggests that HSE should
be examining how to establish networks that will cascade information to them and also collect
feedback from them. Research is required to identify how such networks can be established and
maintained.

•  Access to young men that are in employment may be done through their workplace. There is a
requirement for research that examines how to inform young men in the workplace about health
and safety issues such that they are more likely to adopt good practice.

•  In relation to accessing micro-firms a series of questions emerge:

•  What are micro firm expectations of HSE;
•  How can HSE develop and use a relationship marketing strategy;
•  What is the value and limitations of developing Web-based, interactive information provision

directly and/or linked with other bodies;
•  What is the  viability of access through linked intermediaries to micro firms (for instance,

through fi na nci al se rvi ce pr ovi der s, th rou gh  su ppl y cha ins  o r s ub- co ntr act ua l a rra ng eme nts ,
th ro ugh  ot he r g ove rn men t o ff ice s s uc h a s VAT);

•  Wh at  is  th e val ue of  ma nag ement  st an dar ds (f ormal an d i nfo rmal)  fo r enh anc in g a cce ss .

•  Research is required that examines how participants in the informal economy can be accessed
by HSE. Research should examine whether health and safety practices acquired during
employment in the formal economy transfer with the personnel involved into the informal
economy.

An important element of all research required in this area will be the examination of the relative
efficiency of different approaches to access dependent upon content of message and response
required.
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