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Purpose of the Report

1.1 The purpose of this report is to provide the Scrutiny Panel with an overview of the work of
the Corporate Communications service of the council.

2. Corporate communications

2.1 The Corporate Communications service provides the council with expert and professional
support in media relations, public affairs, marketing, graphic design, digital media, social
media, internal communications, photography, advertising and event management.
Appendix 1 gives an overview of the services provided.

2.2 Corporate Communications is a service within the Chief Executive's Office, which also
includes Information & Research, Corporate Development and Corporate Service
Improvement.

3. Performance

3.1 The service has consistently met or exceeded its specific performance indicators as
determined by the Policy and Resources Committee. The table below sets out performance
as measured by these indicators. At the time of writing this report the final 2013/14 outturn
was not available and this table sets out performance in quarter three.

Indicator 2013/14 target 2013/14 performance
(quarter three)

Press enquiries − % 98% 100%
responded to within agreed
deadlines
Media articles in local 90% 93.6%
newspapers − % ofnon−negative

coverage

3.2 The service consistently returns a low level of sickness absence. The Chief Executive's
Office projects an average number of working days lost per full−time employee of 1.78
against a 2013/14 target of 4.78.

3.3 The budget underspend for 2013/14 is projected at £42,000 for the Chief Executive's
Office. The service has met all savings targets as agreed by the Council.

4. Resources

4.1 The establishment of Corporate Communications is currently 19.64FTE against a budget of
19.84FTE. This will reduce to 17.84FTE to meet agreed savings targets in 2014/15 and
further to meet savings targets for 2015/16. For comparison purposes, since 2009/10 the
service has reduced in size by 5FTE (more than 20%).



4.2 The service budget for 2013/14 is £1.05million. This will reduce in 2014115 and 2015/16 as
a result of savings required to meet the service target but the final confirmed budget for
2014/15 was not available at the time of writing.

5. Recommendation

5.1 The Scrutiny Panel is requested to note the contents of this report.
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Head of Corporate Communications

For further information please contact Stephen Penman, Head of Corporate Communications
on tel. ext. 2591
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The role of corporate communications
Corporate communications is a specialist service within the council. I t has
responsibility for all types of communications activity across the council and
works with all services to ensure communications activity is appropriate, timely
and demonstrates best value.

Media and public affairs (4.3FTE)
The team deals with media releases and media enquiries, as well as contributing
to communications plans and strategies for major events and initiatives. The
team works closely with journalists and broadcasters, locally and nationally, to
ensure that the council's reputation is protected and enhanced.

They contribute to our external and internal publications and assist with the team
briefing system and any other publicity requirements, as well as providing help to
publish our website.

Reputation and contingency management is a key part of what the team offers,
and a 24−hour on−call media service is in place.

The team deals with around 1000 media enquiries per year and issues around
350 media releases.

Marketing (3.54FTE)
Communicating effectively with our customers is vital to ensuring we maximise
their access to and engagement with North Lanarkshire Council's range of
disparate services. It's also critical for wider management of the council's
reputation and profiling with all its audiences. To ensure we are both efficient and
effective with all our marketing and communication activity, we need to develop
and deploy the right mix of media with clearly identified and targeted customer
groups.

Marketing is a specialist service designed to enhance service delivery and achieve
tangible results while meeting the needs of our customers.

Marketing's role is to facilitate the research, planning, project management and
effective implementation of all aspects of the marketing communication mix for
the council's services, in line with each service's business performance objectives
and the council's wider corporate objectives.

The marketing team guides services on the range of marketing communications
tools available, with tools designed to differentiate services in the marketplace or
to remind, inform and persuade identified customers about each service.

Examples of marketing communications tools supported by corporate
communications include:

• Print: brochures, publications, flyers, outdoor posters, banners,
distribution

• Mailing: direct mailing, mailshots, fulfilment
• E−marketing: website content, micro site, e−blast, e−mailing, e−advertising.

Advertisement: press, broadcast media, outdoor, online, merchandising.
Sales Promotion: media competitions, co−promotion, advertorial, media
partnerships

• Exhibitions: trade fairs, events, conferences, point of sale engagement
• Personal Selling: face to face, business & media partnership opportunities,

sponsorship
• New Media: social networking, blogging, social broadcasting



These tools can be used in isolation, but the key to successful marketing is to
develop a blend of multi−media to maximise impact with each target audience.

The marketing team tailors a mix that can push appropriate messages to as many
customers as possible while minimising wastage and controlling resources.

Campaigns demonstrate a clear return on investment. For example, the Fostering
and Adoption recruitment campaigns run since 2009 have resulted in the
recruitment of 131 new carers being recruited (against a target of 60), with a
maximum cost saving as a result of £2.2million as set against the cost of
provision from the independent sector for an expenditure of £170,000.

Graphic design and event management (7.8FTE)
Graphic design's role is to deliver a high−quality, efficient and effective design
support service to North Lanarkshire Council and other partners and stakeholders.
I t is a professional creative support team with an abundance of talent, experience
and skills in various mediums of promotion including event management.

The team produces print, display and Flash animation graphics, highly complex
animation software bringing graphics alive for any type of audio visual
presentation. The team maintains excellent relationships with commercial printers
and specialist display companies and is extremely knowledgeable in print−buying
techniques to ensure best value for the council's services.

I t is important that whatever is being produced exceeds client expectations,
appeals to the target audience and conveys the correct messages in an accessible
way. Graphics works with a design brief to deliver the end product. Some
examples of what graphics design and arrange include:

Print: posters, flyers, publications, advertisements, brochures,
newsletters, stationery, folders, information packs
Display: interior/exterior signage, banners, outdoor posters/billboards,
point of sale displays, free−standing exhibition stands, stage sets, vehicle
livery, pop up displays.
Promotional Items: merchandising − promo goods, clothing. Other:
arrange CD/DVD branding and duplication, illustration, image
manipulation, design for web, E−advertising, Flash animation presentation
screen graphics.

North Lanarkshire Council offers an in−house event support service within
corporate communications. The team tailors and delivers events, including
offering practical advice and delivery, marketing and public relations. The events
team also works closely with other council services and arms'−length bodies, for
example with Culture NL, who provide technical support, and Environmental
Services to provide catering. Event support includes theme development, room
layout, stage set design, table arrangement, floral dressing, organising catering
and technical support, stage management, entertainment, script, presentation
content and graphics, event print and additional display elements.

The team is also highly regarded by external partners and has produced major
events for CoSLA, West Lothian Council, East Dunbartonshire Council and Scottish
Adult Learning Partnership.

Photography (1FTE)
In−house photography is provided by Jacqueline Bradley, delivering a substantial
saving on previous freelance arrangements. iacqui provides photography and



audio−visual support for press releases, in−house publications, marketing
materials and the council's websites and social media accounts.

Advertising and administration (1FTE)
The service oversees the placing of public notice and other advertising as well as
media monitoring. They provide national and local newspaper clippings relating to
North Lanarkshire Council to all services on request.

www.northlanarkshire.gov.uk (1FTE'
The North Lanarkshire Council website is designed to meet the needs of changing
public sector, social, technological and fiscal environments. In 2013, 2.2 million
people visited the site, viewing 7.7million pages.

Since its launch, this council's priorities and our users' needs have sharpened and
the site has the technology, the structure and the scale to support the service
developments and communications challenges ahead.

For this council's services, the website is more than a communications tool; it is a
vehicle for service delivery. For corporate communications, the site is part o f an
integrated framework which will support the council's communications and
reputation management needs.

This website is about more than communication; it is about service delivery,
service development and service improvement. Its objectives are:

• To offer the people, businesses and partners of North Lanarkshire an
excellent online service and information resource.

• To reduce costs and optimise services.
• To engage better with our service users.
• To improve, manage and extend North Lanarkshire Council's reputation.

The service also leads on the delivery and development of Connect, the council's
intranet.

Social media
Corporate communications leads the development of our social media channels,
an increasingly important vehicle for promotion of council services and
engagement with our customers.

The council operates a number of social media accounts. The primary corporate
accounts are @nlcpeople (and @nlcwinter) with around 15,000 followers, and
facebook.com/nlcpeople, with around 8,200 likes.

Delivery of corporate priorities
The service is fully engaged in delivering corporate priorities such as aspects of
North Lanarkshire's involvement in the Commonwealth Games.


