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Overview
SLR Consulting:

 Range of environmental sustainability 
services and solutions: 
 Decarbonising, DD, market analysis

 Sustainability reporting

 Waste and closure planning / engineering

 Permitting (ESIA), environmental 
monitoring and compliance

 Land quality and remediation

 Several require stakeholder engagement

 SLR operates globally with presence in 
Namibia

Presentation Content: 

1. Why Stakeholder Engagement

2. How Expectations Form

3. Everyone has Expectations

4. Why Manage Expectat ions

5. How to Manage Expectat ions

6. How to Meet Expectat ions

7. Sum m ary 



Why Stakeholder Engagement
 Many reasons:
 Responsible corporate citizen

 Regulatory requirement

 Improving chances of stakeholder cooperation / buy -in

 Reducing risk of delays due to unaddressed concerns

 Obtaining specific stakeholder input / outcome (agreement, design, suppliers)

 Risks: 
 Inviting unrealistic expectations on and from project

 Creating gate keepers and dominant voices

 Surfacing tensions or opposition to the project

 Generating stakeholder fatigue and disengagement without clear outcomes

 We are all stakeholders at times



How Expectations Form

 Expectation = what people consider most likely to happen in future when faced with 
uncertainty

 Expectations are formed based on: 
 Past experiences 

 Perception of similar projects (could be [un]realistic, [un]representative)

 Information provided by media and other stakeholders

 Personal / community needs and aspirations

 Expectations are stakeholder -specific and varied 
  (for any one and across stakeholders)

 Expectations are often emotional and less rational



Everyone has Expectations (Examples)

Stakeholders

No direct influence, 
limited understanding, 
possibly affected

• Fully understand project

• Influence project design

• Gain tangible benefits 
(personal / community)

• Get individual attention

• Advance other interests 
(status, rights)

Warrant  e ffort  of ge t t ing 
involved

Maxim ise future  opportunit ies

Authorities

Some understanding 
and influence, 
decision-maker

• Alignm ent  be tween 
stakeholders and proponent

• Minim al negat ive  socie tal 
im pacts

• Maxim al socie tal benefits

Straightforward decision-
m aking

Broad acceptance  of outcom e

Proponent

Specific objectives, 
technical understanding, 
influence over project

• Predictable  engagem ent  
process 

• Address all stakeholder 
concerns

• Buy in from  stakeholders

• Clear im plem entable  
outcom es

Reduce  risks to project

Reasonable  e ffort  and cost



Why  Manage Expectations

 Expectations affect project acceptance now and/or later:

 Expectations ≥ Baseline/Reality = Cooperation now and later

 Expectat ion < Baseline  = Opposition now (fear off loss)

 Reality < Expectat ion = Disappointment / opposition later (negat ive  at t itude  towards project )

 Misalignm ent  often due to lim ited inform at ion and understanding of project  capabilit ies

  More  like ly where  a project  is:

 First  of it s kind (lim ited stakeholder experience)

 Prom inent ly discussed in socie ty (raising expectat ions of im pact  /  benefit  potent ial)

 Perceived to threaten exist ing live lihoods /  resources (fear of loss creates opposit ion)

 Perceived as a sole  solut ion in the  absence  of other opportunit ies (outsizing it s im portance)



How to Manage Expectations – Before Engagement

Expectations are stakeholder-specific – solutions must be too

 Understand stakeholders:

 Dynam ics (social, polit ical, econom ic)

 Expectat ion, hopes and needs (through engagem ent , surveys e tc)

 Capacity and capability to engage

 Group stakeholders based on their capacity, capability, expectat ions, project  fam iliarity and 
potent ial im pact  

  Fewer groups allows m ore at tent ion on each group

 Determ ine purpose and desired outcom e of engagem ent  for each group

 Tailor engagem ent  st rategy: Match m essage, engagem ent  m ethod, t im ing and frequency to 
stakeholder group and desired outcom e 



How to Manage Expectations – During Engagement
1) Set the scene with stakeholders:
 Discuss each party’s role  and expectations in re lat ion to project  

 Discuss specific  objectives of this engagem ent  (inform at ion, specific  
input , approval, future  involvem ent , com pensat ion…)

 Discuss engagem ent  method preferred by stakeholder group

 Be t ransparent about  what  can and cannot  be  delivered – 
com m unicate  constraints

2) Agree  and record clear com m itm ents and realist ic  
t im elines - break those  into interim  steps



How to Manage Expectations – During Engagement
3) Adhere to good engagement principles: 
 Transparent  and consistent com m unicat ion 

 Use m essages and messengers that  stakeholder groups can relate 
to (are  fam iliar with)

 Repeat key inform at ion at  every opportunity, break down 
com plexity (with exam ples people  can re late  to)

 Em ploy cultural sensit ivity, personal em pathy and act ive  listening 
skills

 Build trust with stakeholders – over time

4) Periodically re-evaluate  engagem ent  – are  object ives being 
m et , does form at  st ill work



How to Meet Expectations
 DELIVER on agreed objectives, commitments and timelines
 Report  to stakeholders on progress in m eet ing com m itm ents

 Explain if and why som ething has changed /  cannot  be  m et

 Show stakeholders how their input  is used

 Jointly  t rack it em s for addressing in future  

 Track and discuss any changes in expectat ions and object ives

 Joint ly decide  adjustm ents to engagem ent  process over t im e

Expectations management in action: 

Stakeholders’ views and react ions are  varied – depend on personal or cultural background, 
experiences, circum stances and aspirat ions (even within the  sam e com m unity)
 Do not  expect  stakeholder engagem ent  to result  in uniform  /  perm anent  opinions
 Rather aim  to build t rust  and enable  inform ed and const ruct ive  part icipat ion



Conclusion

 Projects happen within societal context

 Various forms of stakeholder engagement are almost always 
required 

 Beware of pitfalls

 Meeting expectations is critical to achieving constructive partnership with stakeholders 
– requires: 

 Managing expectat ions through appropriate  com m unicat ion and realist ic  com m itm ents

 Meeting expectat ions through delivery on com m itm ents (or joint  adaptat ion)

 Build t rust  and enable  ongoing inform ed and const ruct ive  part icipat ion
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