London Borough of Barnet,
2 Bristol Avenue,
Colindale, NW9 4EW

23 January 2026
Our ref: 16167876

Thank you for your request received on 23 December 2025, for the following
information:

Under the Freedom of Information Act/Environmental Information Regulations
please could you respond to the requests below. For your convenience | have
provided the context (Parts A & B) behind this request (Part C).

Context:

(A) Engage Barnet portal moved to a new location

Since around November 2025, Engage Barnet consultations ceased to be
listed under engage.barnet.gov.uk, instead they moved to
barnet.gov.uk/engage (although now the old URL migrates users to the new
one).

(B) Lack of service performance of old website - password reset requests not
arriving

In September 2025, users who sent a password reset request to the old portal
did not receive one.

A complaint was made about and the relevant councillor was contacted. Three
months later, no response (from either) has been received.

(C) FOI requests/queries
(1) Why did Barnet Council decide to change the portal location from the old
web location to a new one?

(2) Is the new portal being maintained in-house and if not, who is the new
supplier?

(3) What was the name of the supplier who maintained the Engage Barnet
portal up to Autumn 20257

(4) What were the commencement and end dates of the Council's contract with
the previous supplier and what was the value of the contract (i.e. cost to
Barnet Council) for the duration of the contract?

(5) Did Barnet Council's contract with the former supplier include a service

level agreement regarding the expected response time by which password

reset links should be sent to consultation respondents if so, what was that
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and what remedies did it seek from the supplier in relation to this service
delivery failing?

We have processed this request under the Freedom of Information Act 2000.
Response

The council holds the information requested and it is attached/ the answers to your
questions are below

Under the Freedom of Information Act/Environmental Information Regulations
please could you respond to the requests below. For your convenience | have
provided the context (Parts A & B) behind this request (Part C).

Context:

(A) Engage Barnet portal moved to a new location

Since around November 2025, Engage Barnet consultations ceased to be
listed under engage.barnet.gov.uk, instead they moved to
barnet.gov.uk/engage (although now the old URL migrates users to the new
one).

(B) Lack of service performance of old website - password reset requests not

arriving

In September 2025, users who sent a password reset request to the old portal
did not receive one.

A complaint was made about and the relevant councillor was contacted. Three
months later, no response (from either) has been received.

(C) FOI requests/queries
(1) Why did Barnet Council decide to change the portal location from the old
web location to a new one?

We decided to move our consultation and engagement portal to the council’s own
web pages to help contribute to the council's budget savings and also to align with
the council’s wider agenda to bring /build all micro sites in-house and host on the
councils own web pages.

(2) Is the new portal being maintained in-house and if not, who is the new
supplier?

The new portal is now hosted in house on the council’s website.

(3) What was the name of the supplier who maintained the Engage Barnet
portal up to Autumn 2025?

Granicus

(4) What were the commencement and end dates of the Council's contract with
the previous supplier and what was the value of the contract (i.e. cost to
Barnet Council) for the duration of the contract?

Granicus had the contract from September 2017- October 2025, although the
contract was also reviewed and renewed over that period after going out for
competitive quotes.

The Granicus license cost £14,000 PA in 2017 and ended at £17000 P/A in 2025



(5) Did Barnet Council's contract with the former supplier include a service
level agreement regarding the expected response time by which password
reset links should be sent to consultation respondents if so, what was that
response time?

Yes, we did have an SLA with Granicus, and password reset links were always
adhered to. We have never had an issue with password resets for users who have
registered as participants on the site (please see response to question 6 below).

(6) Did Barnet Council ever ascertain why password reset links did not arrive
and what remedies did it seek from the supplier in relation to this service
delivery failing?

We did not identify a service delivery failure. In one instance that was brought to our
attention, the user had not registered as a participant on the site with the email
address they provided to us, and therefore no password reset email could be sent to
them. We also checked our participant list and could confirm no user with that email
address had registered.

Granicus response was: "The password reset page is designed to just send an email
to the ID that is updated on the tab, but the message shows that they will only
receive the reset link if their ID is used on the site."

Further information

If you are interested in the data that the council holds you may wish to visit Open
Barnet, the council’s data portal. This brings together all our published datasets and
other information of interest on one searchable database for anyone, anywhere to
access. http://open.barnet.gov.uk/

Advice and Assistance : Direct Marketing

If you are a company that intends to use the names and contact details of council
officers (or other officers) provided in this response for direct marketing, you need to
be registered with the Information Commissioner to process personal data for this
purpose. You must also check that the individual (whom you wish to contact for
direct marketing purposes) is not registered with one of the Preference Services to
prevent Direct Marketing. If they are you must adhere to this preference.

You must also ensure you comply with the Privacy Electronic and Communications
Regulations (PECR). For more information follow this Link www.ico.org.uk

For the avoidance of doubt the provision of council (and other) officer names
and contact details under FOI does not give consent to receive direct
marketing via any media and expressly does not constitute a ‘soft opt-in’
under PECR.

Your rights


http://open.barnet.gov.uk/
http://www.ico.org.uk/

If you are unhappy with the way your request for information has been handled, you
can request a review within the next 40 working days by writing to the Information
Management Team at: foi@barnet.gov.uk. Or by post to Records & Information
Management Service, Assurance Group, London Borough of Barnet, 2 Bristol
Avenue, Colindale, NW9 4EW

If, having exhausted our review procedure, you remain dissatisfied with the handling
of your request or complaint, you will have a right to appeal to the Information
Commissioner at: The Information Commissioner's Office, Wycliffe House, Water
Lane, Wilmslow, Cheshire, SK9 5AF (telephone: 0303 123 1113; website
www.ico.org.uk). There is no charge for making an appeal.
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