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Inadequate (Places-L0-04) 

 

This paper will be considered in public 

1 Summary  

1.1 This paper provides the Committee with an update on Places for London’s Level 
0 Enterprise Risk Places-L0-04. This risk is defined as ‘Stakeholder 
management is inadequate, which may prevent Places for London from liaising 
with and influencing all relevant stakeholders effectively, leading to missed 
opportunities, and strategic objectives and targets not being met’. 

1.2 The overall control effectiveness rating is Adequately Controlled and the top 
three mitigations for Places-L0-04 are: the appointment of a strategic 
communications partner; the development of a comprehensive communications 
plan; and adding further structure to our approach to stakeholder relationship 
management.  

1.3 A paper is included on Part 2 of the agenda which contains supplementary 
information that is exempt from publication by virtue of paragraph 3 of Schedule 
12A of the Local Government Act 1972 in that it contains information relating to 
the financial or business affairs of TfL. Any discussion of that exempt 
information must take place after the press and public have been excluded from 
the meeting.  

2 Recommendation  

2.1 The Committee is asked to note the paper and the exempt supplementary 
information on Part 2 of the agenda. 

3 Current Status 

3.1 In line with the Enterprise Risk schedule, Places-L0-04 was reviewed by the 
Places for London Executive in September 2025 ahead of this update to the 
Committee.  

3.2 Since the update to the Committee in October 2024, the overall control 
effectiveness rating remains Adequately Controlled. Internal stakeholder 
management processes have been strengthened by the Places Delivery Group. 
External stakeholder engagement was improved by the appointment of a Head of 
Procurement and Commercial and exemplified by the establishment of a 
partnership between the London Borough of Lambeth, Network Rail and Places 
for London for the regeneration of Waterloo. We have also seen enhanced 
Greater London Authority (GLA) and borough-level engagement, and increased 



 
 

involvement for Places for London at UK Real Estate Investment and 
Infrastructure Forum and London Real Estate Forum. An example of the success 
of this approach is the London Borough of Barnet planning committee approval in 
July to Places for London and Ballymore’s proposals for a comprehensive 
redevelopment of Edgware town centre. Our approach recognises the need for 
appropriate separation between Places as developer and TfL, the GLA, the 
Mayor and the Boroughs in their statutory and planning roles and the need to 
balance that separation with stakeholder engagement. 

3.3 The overall risk level has improved from Medium to Low reflecting the stronger 
controls we have in place and the actions we have taken over the last 12 months. 
The consequences of this risk materialising are largely reputational, particularly if 
we do not effectively manage stakeholder expectations or mitigate the impact of 
inadequate stakeholder management on informed decision-making and 
delivery. There could also be financial implications where there are cost increases 
due to delays or inefficiencies. 

3.4 The Target risk level is Low. The risk levels and the control measures to address 
this risk are regularly reviewed. 

4 Mitigations – Controls and Actions 

4.1 We already work closely with the TfL Communications and Corporate Affairs 
team and will continue to do so. We are also in the process of procuring a 
strategic communications partner. We currently work with a range of agencies on 
a project-by-project basis but believe a single strategic communications partner, 
with an overview of the whole business, will be able to spot gaps and 
opportunities and help our stakeholders understand the full breadth of what we 
do.  

4.2 A key deliverable of the partnership will be the development of a comprehensive 
communications plan and the resources needed to execute the plan. The 
communications plan will address Places for London’s business and 
communications objectives and set out the approach to engaging the wide range 
of stakeholders who have an interest in the business including the Mayor, the 
GLA, London boroughs, our customers, the wider property industry, partners and 
communities. The plan will align with the Places for London and TfL marketing 
strategy and brand principles. 

4.3 Since the last update to the Committee on this risk, we have introduced measures 
which provide more structure to our stakeholder engagement including the 
development of formal stakeholder maps and engagement plans for each of our 
projects. The next step is to introduce a more centralised approach to record 
keeping and relationship tracking through a customer relationship management 
system. This will also enable us to better tailor our communication and 
engagement for specific individuals or groups of stakeholders. 

4.4 We will continue to build on the work we are doing to engage our tenants through 
the annual Customer Conference and the ‘We Make Places for London Awards’ 
as well as our online customer forums. This is having a positive effect with 
Customer Satisfaction rising from 58 to 64 per cent and Customer Trust rising 
from 61 to 69 per cent. 



 
 

4.5 We recognise we can do more to engage with communities and this will be a key 
focus over the next 12 months.  

4.6 All identified controls and actions for Places-L0-04 are set out in the Appendix to 
the paper on Part 2 of the agenda. Progress against these actions will be 
reviewed and reported to the Committee in 12 months in line with the Enterprise 
Risk schedule. 

5 Key Causes and Consequences 

5.1 The key causes of this risk have been identified as: 

(a) misalignment of objectives between Places for London and its stakeholders 
– stakeholder expectations and requirements have not been understood and 
formally agreed, for example, a stakeholder may think short-term, while 
Places for London takes a long-term approach; 

(b) the full range of stakeholders is not documented or understood, therefore it 
is possible that all relevant stakeholders are not consulted – this is 
particularly relevant when external events such as changes in local or 
regional government lead to groups of new stakeholders with new or 
different priorities; 

(c) inadequate resources are allocated to stakeholder management and Places 
for London is not able to liaise with all relevant stakeholders;  

(d) there are too few or too many stakeholders; and 

(e) a lack of a joined-up approach for engaging with key stakeholders.  

5.2 The likely consequences of this risk materialising are: 

(a) stakeholders who are not adequately engaged may not provide timely or 
accurate information to Places for London, leading to inappropriate or late 
decisions being made by management; 

(b) stakeholders may have unrealistic expectations regarding targets, objectives 
and priorities, as they have not had sufficient time to consider all the 
relevant information; 

(c) decisions may take too long to agree, as stakeholders are not consulted in a 
timely manner and/or too many stakeholders are consulted; 

(d) stakeholder management is informal and there are duplicate meetings with 
the same stakeholders; 

(e) delayed delivery and increased costs stemming from inefficiencies; and 

(f) negative media coverage which is not accurate or truly reflective of the 
situation, and related handling of difficult situations including negative 
reactions or feedback from customers or tenants.  

 



 
 

List of appendices to this report: 

A paper containing exempt supplementary information is included on Part 2 of the 
agenda. 
 

List of Background Papers: 

None 
 
Contact Officer: Lisa-Jane Risk, Head of Operations, Places for London  
Email: LisaJaneRisk@tfl.gov.uk 
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