Appendix 1

Communications Review
Terms of Reference

Title

Review Of Council Communications With The Public

Objective

To examine Council communications with the public and make recommendations that will lead to
improvements in the way that the Council communicates information to the public.

Scope

e Consider information the Council is communicating to the public, the methods used, and
what the communication is intended to achieve

e Examine information the Council sends to every household (Council Tax Bill, Electoral
Registration Form, Council News), the Council’'s website, and leaflets and publications in
reception areas

e Examine unintentional communications, e.g. the look and feel of reception areas, “word of
mouth”, the use of the Council logo, telephone and email responses

e Research best practice in communications including possible alternatives to existing
arrangements

e Seek public views on what communications work best for them — including being mindful of
the specific needs of minority groups in the area

e Consider what forms of communication best meet the needs of the public whilst achieving
the Council’s goals in communicating

o Make recommendations to the Council Executive for improvements in communications and
which could inform a communications strategy for the Council.

Note: Internal Council communications are excluded from the scope of this review and may be
the subject of a future review

Context

Bath & North East Somerset has been rated as a ‘Good’ council by the Audit Commission in
their Comprehensive Performance Assessment. In a recent Audit letter the council was
identified as ‘one of the highest performing authorities in England’. The public continue to have
high levels of satisfaction with individual services — Which? voted Bath & North East Somerset
the best council for recycling and Haycombe Cemetery is the country’s best cemetery. However
customer satisfaction levels for ‘the council’ are low with only 60% of the population being
satisfied (14% were dissatisfied leaving 24% neither satisfied nor dissatisfied) - year 2000/01
figures. This year’s figures are awaited.

Constraints

e This review must be managed within the Panel’'s budget which is £4000.

e Project management resource from Corporate Performance Unit is available at up to 2 days
per week ending in mid-June.

e Support from Communications and Marketing Team support of up to 1 day a week until mid-
June.

e Research resource from Corporate Performance Unit is available at up to 1 day per week
ending at Easter.
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o Whilst the Council is responsible for the management of the Avon Pension Fund, the
communications function of this is entirely separate from the Council and is, therefore,
excluded from this review

Other resources available for the review
e Panel members
o Democratic Services support for public meetings

¢ Information to support the review may be requested from relevant services

Initial Outline Plan

Jan o Officer research & planning
¢ Informal Panel discussion and agreement of scope and objectives
Feb e 12" Feb Panel meeting — agree scope and objectives
¢ Panel receive presentation on Council communications
o Panel agree activities in relation to the review
Mar/Apr e Main period for review activities
o Examination of Council communications
o Investigation into what people want from Council communications
o Look at examples of best practice
o Panel Workshop
Apr ¢ Informal Panel meeting — to be arranged
e Panel reflect on learning points from activities
May e 20" May Panel meeting - Panel agree recommendations and conclude
review
Same day as|e Panel members present review findings and recommendations to Leader of
Panel agree the Council and Deputy Leader. Invitees also to include other Council
recommendations? Executive Portfolio Holders, Directors, Heads of Service

Initial Risk Assessment

The scope of the review is potentially very large. Officers have discussed this and have specified
the resources available for this review in this document. Officers can advise the Panel as the
review progresses.

The term “communications” is open to a range of interpretations. For particular review activities it
may be necessary to define what is meant by the “communications” under consideration.

Organisation

Overview & Scrutiny Panel: Corporate Issues & Partnerships
Panel chairman: Clir Martin Veal (deputies: Clir Tim Warren and Clir Keith Kirwan)
Lead Director: Sarah Berry (Corporate Director)

Project Team
Mike Carne, Corporate Performance Projects Manager
Julia Dean, Acting Communications and Marketing Manager




