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Executive Summary 

 
The Policy and Strategy Committee approved the council’s communications strategy in 
2019. As part of that strategy, an annual communications plan was to be published looking 
back at the previous year’s major communications activity and setting out the major activity 
for the next 12 months, clearly aligning this with The Plan for North Lanarkshire and other 
significant policy. No plan was published for 2020/21 due to COVID-19. The plan for 
2021/22 is appended to this report. 
 

Recommendations 
 
It is recommended that committee: 
 
(1) Notes the significant communications work undertaken during 2020/21. 

 
(2) Approves the major communications activity planned for 2021/22. 

 
(3) Otherwise notes the contents of the report. 
 

The Plan for North Lanarkshire 

Priority  All priorities 

Ambition statement All ambition statements 



1. Background 
 
1.1 The Policy and Strategy Committee approved a communications strategy for the 

council in 2019. As part of the implementation of the strategy, the Head of Strategic 
Communication is required to present an annual communications plan to the 
committee for approval. 
 

1.2 While the plan was agreed for 2019/20 there was no plan for 2020/21 due to the 
overwhelming impact of COVID-19. The plan appended to this report is for 2021/22. 
 

 
2. Report 
 

 
2.1 It is important to note that the annual communications plan does not contain all 

communications activity for the year ahead. Rather it summarises the very significant 
communications and campaigns which are currently known.   

 
2.2 The plan is essentially split into three significant parts; a summary of activity over the 

last year, priorities for communication over the coming year aligned with the council’s 
overall plan and ambition, and detail of the campaigns to support this. 

 
2.3 While no plan was published for the previous year, the impact of COVID-19 would have 

dominated communications activity in any case. Coronavirus communications 
accounted for more than two-thirds of all communications time over the period. 

 
2.4 In line with the overarching communications strategy, all major activity must support 

an ambition statement and also align with the core narrative which supports the Live, 
Learn, Work, Invest and Visit brand strategy. The council has approved the Plan for 
North Lanarkshire and The Place, The Vision. As such, these are the council’s priorities 
and are therefore the focus for communications activity. 

 
2.5 While the major anticipated campaigns are detailed within the communications plan it 

is inevitable that other issues will arise requiring significant communications input. 
These could be developing national policy which has an impact on the council, 
emerging council policy and unplanned incidents. These will all be dealt with in line 
with the principles of the council’s communications strategy.  

 
2.6 Much of the focus over the coming year will be on recovery from the impacts of COVID-

19 on communities across North Lanarkshire. A new sub-brand – Recover NL – has 
been created and all council activity linked to recovery will be promoted under this sub-
brand as part of a single communications plan. 

 
2.7 All campaigns forming part of the plan for 2021/22 will be evaluated and reported on 

in the next annual communication plan. These evaluations will also be shared and 
discussed with services across the council to ensure they can inform service changes 
or improvements. Evaluations will inform future campaigns and phases of campaigns 
to ensure a robust demonstration of the outcomes which can be achieved by excellent 
communication activity. 

 
2.8 A significant communications resource will support the outcome of the Delivering for 

Communities workstreams, with an ambition to increase the consistency and strategy 
links of output centred around community board activity. 

 



2.9 There will be a continued focus on linking internal communication activity with the 
council’s overall strategy, ensuring staff can be ambassadors for the council’s work 
and feel informed about major priorities. 

  
 

 
 

 

3. Public Sector Equality Duty and Fairer Scotland Duty 
 
3.1 Fairer Scotland Duty 
 
2.1.1 There is no identified detrimental socio-economic impact resulting from the proposals 

contained within this report. 
 
3.2 Equality Impact Assessment 
 
3.2.1 An Equality Impact Assessment is not required. 
   

 
4. Impact 
 
4.1 Financial impact 
  
4.1.1 There are no direct financial implications.  
   
4.2 HR policy / Legislative impact 
  
4.2.1 None. 
 
4.3 Technology / Digital impact 
 
4.3.1 None.  
    
4.4 Environmental impact 
  
4.4.1 None. 
 
4.5 Communications impact 
  
4.5.1 The communications plan gives a focus to all significant council communication 

activity. As such, the bulk of communication resources and time will support the plan 
as the campaigns contained in it represent the council’s priorities. This may mean 
that other initiatives cannot be supported to the same degree. 

  
4.6 Risk impact  
 
4.6.1 Risk management arrangements are in place at a corporate level which also take into 

account communications risk.  
 

 
5. Measures of success 
 
5.1 The proposals in this report will help to ensure successful delivery of the council’s 

priorities and will maintain and enhance the council’s reputation. 
 



 
 

6. Supporting documents 
 
6.1 Appendix 1- annual communications plan 2021/22 

 
 
Stephen Penman 
Head of Strategic Communication 
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As set out in the council’s Communications Strategy, 
this is the annual communications plan for North 
Lanarkshire Council. 
The plan incorporates an overview of the 
communications activity last year (2020-21) and sets 
out our planned campaigns and activity for 2021-22. 

Undoubtedly our work last year overwhelmingly focused on supporting the council’s response to Covid-19. The coronavirus pandemic 
has changed all our lives in many ways and has brought challenges in how the council progresses its ambition for North Lanarkshire.

Throughout the pandemic good communications have supported services that have had to adapt and change as well as providing 
advice and guidance to residents, communities and businesses, to help them cope and recover. 

The pandemic hasn’t stopped the council from continuing its ambitious plans for social and economic regeneration. Now is the time 
more than ever, to support residents and businesses to recover, revitalise and recharge so that North Lanarkshire gets on track to 
being the place to Live, Learn, Work, Invest and Visit.

Our work this year centres around three core areas: Recovery from Covid-19, The Plan for North Lanarkshire and its associated 
Programme of Work and key projects that support The Place, The Vision. 

This plan does not detail all the communications activity over the coming year; that would not be possible. It does, however, set out our 
priorities for the next 12 months. 

Stephen Penman
Head of Strategic Communication
June 2021
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The story
This is North Lanarkshire. 

The place to Live, Learn, Work, Invest, and Visit.

It’s a place where residents, communities and businesses have been 
affected by the coronavirus pandemic but one that can and will recover. 

It’s our vision, our shared ambition. It’s what We Aspire to achieve.

Our ambitious plans are already underway for social and economic 
regeneration and growth that benefits everyone in North Lanarkshire. We are 

already responding to major social, economic and technological change.

We are improving the lives of everyone who lives, learn, works, invests 
or visits here by driving inclusive economic growth, increasing skills and 
generating jobs and training opportunities. In doing this, we will reduce 

poverty and inequality. 

We work in partnership to achieve this and we involve people in 
communities in what we do. We share our ambitions with them. We have 

big ideas and the vision to achieve them.  
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North Lanarkshire is the 
place to visit and play. Our 
tourism sector is growing 
with improved opportunities 
and better attractions and 
events.

We offer distinctive, 
authentic experiences which 
provide value for money 
and are accessible to all. 
Investment is generated 
by achieving the right mix 
of events hosted here, 
bringing additional money 
into the local economy 
and supporting jobs and 
business. We are building 
on our reputation for hosting 
world class events.

This is a place for active, 
healthy lives. A place where 
the right facilities are in the 
places they’re needed. A 
place to enjoy.

North Lanarkshire has 
welcoming, vibrant towns. 
Places where people want 
to live.

We have a history, but a 
much bigger future. 

We have a great mix of 
housing, facilities and 
services. We’re transforming 
our town centres. We’re 
helping people live for longer 
in their own homes. We’re 
improving transport links.

These are happy, 
connected, safe and resilient 
communities. 

All young people in North 
Lanarkshire can achieve 
their full potential. They 
have the tools to make their 
way in life through quality, 
exciting, and challenging 
learning. That means 
improving attainment and 
closing the poverty-related 
attainment gap.

Learners of all ages have 
the skills to take advantage 
of the employment 
opportunities our growing 
economy brings. We have a 
flexible, resilient and skilled 
workforce for the future.

Everyone has access 
to quality learning and 
teaching. We make sure 
our schools are inclusive, 
energetic places which take 
into account the needs of 
all our young people. Young 
people have experiences 
which last a lifetime and a 
voice in their own learning.

We have a dynamic, diverse 
and growing economy 
with a great mix of small, 
medium-sized and large 
businesses.

People in North Lanarkshire 
are connected to 
employment and have the 
support they need to access 
jobs. They have skills 
appropriate to the needs 
of employers. They are 
supported, no matter their 
background, personal needs 
or economic circumstances.

We provide great places 
to work, with engaged, 
ambitious people who 
are ambassadors for the 
services they provide. 

North Lanarkshire is the 
best location for business. 
There are excellent 
transport links across 
Scotland and the UK, a 
strong employment market, 
a skilled workforce and 
flexible land and premises. 
There is an effective digital 
infrastructure.

Businesses have the 
support to grow and 
succeed, to develop new 
products and markets and 
to create and secure new 
jobs. 

Existing businesses have the 
help they need and North 
Lanarkshire is attractive to 
new employers. Residents 
have job opportunities and 
our economy will continue 
to grow in a way that 
benefits all local people.

LIVE HERE LEARN HERE WORK HERE INVEST HERE VISIT HERE
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Corporate Communications 
Production Overview 

2020/21
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Strategic Communication
From the outset, the threat posed by coronavirus to council 
services, residents and businesses was vast and immediate. And 
the council moved quickly to support people. 

Given that it was a new virus, we took on board advice 
from national bodies including the Scottish Government 
and NHS Scotland and interpreted the respective impact 
on services, staff and partners, as well as considered 
the personal and economic impact on residents and 
businesses in the wider community. 

Communications was a key pillar of the council’s 
strategic emergency response and our strategy rested 
on being open and proactive in our communications and 
engagement. We immediately developed a communications 
strategy and quickly re-structured the teams to effectively 
support the delivery of the council’s response both internally 
and externally. 

The nature of the situation led to increased uncertainty for 
members of the public and social groups and providing 
factual information that also offered reassurance was 
essential. Considering the fluid and fast-moving situation, 
our digital channels were crucial to disseminating 
information.

The council had to implement various measures to prevent 
the spread of the virus which in turn had an impact upon 
its services. Our own staff, as well as residents and local 
businesses, were significantly affected and communications 
provided clarity on accessing services and reassurance 
around safety. 

Clearly embedded within communications was the need for 
people to comply with guidance, as by acting together in a 
responsible way, people could help minimise transmission 
of the virus. 

Our teams developed staff guidance, compelling digital 
content, instructional multimedia products and practical 
advice on a range of issues from coping with lockdown, to 
‘easy peasy’ cook recipes for people shielding using items 
from the government-distributed food pack. 

Keeping people engaged was challenging and by working 
in collaboration with colleagues at NHS Lanarkshire, South 
Lanarkshire Council and Voluntary Action North Lanarkshire 
(VANL), we created content and assets such as a series of 
heart-warming ‘My Covid Stories’ that connected people 
across Lanarkshire and inspired community spirit. In the 
early stages, we helped people smile by broadcasting a 
piper from the schools pipe band every Thursday as the 
clap for carers took place.

Our work provided guidance, made things easier for people 
and buoyed staff and communities that at times, felt the 
despondency, strain and the overwhelming grief stemming 
directly from the pandemic. As the vaccination programme 
and community testing progressed, we actively promoted 
the benefits of both, heralding a positive outlook for the 
future.

Even though our own events function was curtailed by 
restrictions, the team effectively collaborated to produce an 
immense amount of work to assist the council’s response 
to Covid-19 but also continued to work on promoting 
exciting projects from The Place, The Vision, including 
developing visionary collateral for town and community hub 
consultations and inspiring video content. 
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Covid-19 Support
Faced with the prospect of managing the long-term impact of coronavirus on services, 
residents and businesses, Corporate Communications immediately developed a strategy 
and re-organised the teams to support the organisation throughout this period. 

As a Category 1 responder under the Civil Contingencies 
Act, the council has legal and statutory obligations to 
provide an emergency response and residents also 
look to the council for leadership and information 
about their services and subsequent changes to their 
lives. Communications is a vital part of fulfilling these 
obligations.

Strategic consultancy was provided through the 3C 
command structure while multi-disciplinary teams were 
set up to offer support to services. 

Disseminating the most up to date information from 
the Scottish Government and NHS Scotland (through 
NHS Inform) providing guidance for managers, head 
teachers, managers of educational facilities and ALEO 
organisations including Culture and Leisure North 
Lanarkshire were daily tasks.

We created a dedicated landing page on the website: 
northlanarkshire.gov.uk/coronavirus. We signposted 
people to service updates, advice for businesses, 
parents/carers, volunteering and health and wellbeing 
advice. This captured conversions with 144,250 total 
page views (1 April 2020 – 31 March 2021) for the 
landing page and 555,630 page views of all supporting 
pages.

We set up a specific team to provide immediate 
response to digital enquiries to ensure people had the 
right information about services and over the year they 
provided around 1,200 Covid-specific responses. 

Remembering that our staff can also act as advocates for 
messaging to the public, it was crucial that we provided 
staff with the latest updates to ensure consistency of 
message and to avoid mis-information.

We communicated factual and practical guidance to staff 
on how to protect themselves and others from the virus 
while allowing them to continue carrying out their role in 
the workplace or to respond to service users. Internal 
communications became critical to provide the most up 
to date information to elected members and staff, many 
of whom were classed as essential workers.

As lockdown restrictions increased, our Brand and 
Creative team developed a suite of safety advice 
materials and signage such as posters, banners, vinyls 
and ground stencils and more than 755 items were 
installed in 155 educational establishments, 50 culture 
and leisure facilities, 20 operational buildings and 
seven corporate office 
buildings. As we moved 
to a period of recovery, 
we developed a further 
39,799 items of print and 
display for these facilities 
and other premises 
currently being used for 
testing and vaccination 
centres. 

Internal Communications 
• We created a visual style for internal communications 

to ensure consistency and clarity across all materials. 
• We issued 225 briefings to elected members, of 

which 88 provided updates on positive cases in 
schools

• We created 11 manager guidance documents and 
eight advice documents for head teachers

• We sent 48 information emails to staff 
• We developed and analysed a survey five weeks 

into lockdown to obtain insight into how staff 
were coping. Completed by around 3,500 staff, 
accounting for the vast majority of employees 
working from home, the results were used to guide 
the development of ongoing working practices and 
support material for staff.
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Support for Services

Although we regularly communicated service 
updates to the public, Education and Families was 
impacted considerably by lockdown restrictions, 
with pupils moving to online learning at the end of 
March last year. We worked closely with colleagues 
in this service to develop messaging and materials 
for education staff, parents and carers, children and 
young people and other stakeholders. 
Being the first local authority to create school hubs to provide childcare for key workers, we 
worked closely on a number of projects including developing a booking facility and communicating 
consistently that this was a key-worker only facility. As schools started a phased return in August, 
we created a colourful animation aimed at primary school children, outlining what to expect when 
they returned, a video for staff and another for young people to explain the safety measures 
implemented in school buildings.  

One of the first positive cases in a school was in North Lanarkshire and we worked closely with 
NHS Lanarkshire, South Lanarkshire and Glasgow City Councils to develop a communications 
strategy and messaging for staff, parents and carers and the wider community. We provided 
communications consultancy at many Problem Assessment Groups with NHS Lanarkshire and 
generated 9,350 letters for staff and pupils self-isolating.
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Campaigns and Media

We created a suite of digital content to keep 
people motivated to comply with restrictions, 
informed about new guidance and to provide 
practical support.
 In addition, a bank of material was created around the themes of personal welfare 
and benefits, business support, mental health and wellbeing, and community safety 
with supporting graphics which were scheduled daily. This was augmented by staff 
success stories, highlighting those employees who went above and beyond to 
support others, pushing the ‘stay at home’ message while carrying out their critical 
work. 

This activity, together with sharing information from credible experts in government 
and public health internally and externally, reinforced that the council was 
providing relevant, essential and practical guidance, helping to engender trust and 
compliance. 

Before our regular supply of PPE kicked in we made a video 
appealing for face masks, which achieved a reach of 146,148 
on Facebook and Twitter and 4,887 engagements. Our 
successful ‘Easy Peasy Cook’ campaign specifically to help 
those families in receipt of school meal vouchers outlined how 
to make healthy, easy low-cost meals or for those shielding 
and in receipt of the food pack. Up to four recipes were 
promoted each week, prompting 18,699 click-throughs to 
download recipes, gaining a reach of 47,843 for most popular 
post (school chicken curry!). 

The series of nine videos for the ‘My Covid Story’ campaign 
centred around personal stories of key workers, residents 
or business owners whose lives had been affected by the 
pandemic. These compelling stories were viewed for a total of 
68,000 minutes. On Thursday evenings, at the height of the 
pandemic, we featured videos of pipers from our NL schools 
pipe band in a #pipeupfortheNHS tribute to key workers, 
which were watched 41,052 times.
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After being awarded a grant from Scotland’s Towns 
Partnership, we created a Think Local campaign to support 
local town centre retailers and facilities re-open in line with 
public health guidelines following the initial lockdown. The aim 
was to encourage communities to frequent local businesses 
rather than shopping online or going further afield. 

• Campaign collateral included exterior bus adverts, six-
sheet advertising units around towns and train stations, 
billboards in specific towns, community advertising through 
posters and railing banners, editorial and advertising in 
local newspapers, as well as digital channels, whilst our 
town-specific digital channels were branded with the 
artwork and relevant messages posted throughout the 
campaign period.

• Eight towns with upwards of 1,300 businesses were 
directly supported. We reached 144,000 local residents 
organically with 148 social media posts, delivered more 
than 9 million impressions through paid digital advertising 
achieving an engagement rate significantly higher (0.36%) 
than the benchmark (0.12%) and driving many thousands 
of people to the online ‘Scotland Loves Local’ advice and 
information site.

• We dealt with 269 pandemic-related media 
enquiries over the last year.

• We generated 1,500 posts or tweets on 
social media including 238 #staysafe and 
110 #thinklocal hashtags used. 

• Our top-performing videos on social media 
were Covid-19-related, with our return to 
schools animation generating 54,382 views 
across social media platforms and a video 
on the latest restrictions pulling in 30,372 
views on Facebook. 

• Our Brand and Creative team created 402 
pieces of digital content including animated 
GIFs, infographics or branded images.

• We produced 39 videos and three 
animations with some highlighting the re-
opening of household recycling centres, 
return to school, restrictions updates, 
business support grants and mental health 
support. 

As part of Volunteers Week we featured the amazing 
work taking place in our communities to support those 
vulnerable people impacted by Covid-19 with our video 
reaching 142,964 people on Facebook alone.

We created a ‘Back in Business NL’ campaign working 
with services to offer practical information and advice to 
local businesses, promoting available grant funding and 
licence extensions and encouraging people to ‘shop 
local’ when restrictions allowed. 
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As Lanarkshire remained one of the NHS board regions with a high number of positive 
cases, we developed a Lanarkshire-wide campaign using specific messaging that was 
unique to our area such as local restriction levels or targeting areas where positive 
cases were particularly high.  These were shared with partners including VANL and 
helped consolidate messaging and build support for compliance across the region. We 
continued to share national campaign assets on digital channels and internally as the 
country moved to various levels of lockdown. 

Later in the year the council started planning its recovery to the pandemic, outlining 
some of the ways the council has continued to deliver outstanding services throughout 
the health crisis. With services, we wrote and produced a Recovery Plan for North 
Lanarkshire, which sets out how the council will recover services and the principles at 
the heart of the recovery process. 

Our end of year sum-up of services clearly illustrated the sheer volume of work carried 
out by staff to keep people safe, well, supported and connected. 
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Campaigns and Media
Our media team dealt with 651 media enquiries (269 Covid-
related) over the year, produced 48 videos to support proactive 
stories, tweeted 2,372 times, compiled 2,170 Facebook posts, 
wrote 55 media statements and 138 releases generating a 
wealth of coverage in traditional and digital media. 

Although responding to the pandemic occupied much of 
our time, we continued to support the  council’s principal 
projects including The Place, The Vision, which sets out 
the plan to invest up to £3.5billion over the next 10 years, 
creating around 12,000 jobs and generating an additional 
£1billion for the local economy. Big, impressive figures. And 
we created a knock-out multi-media presentation to sell the 
story internally and developed bite-sized digital chunks for 
external audiences. 

Our campaign to promote virtual community engagement 
events for the new town hub locations led to more than 
1,500 sign-ups. Our brand and creative team produced 
videos to outline potential hub locations which have been 
watched more than 10,000 times. In excess of 3,000 
people completed the town hub location surveys and 
to top it off, we were finalists in the UK Digital Government 
Awards Campaign of the Year. 

We promoted key milestones in the council’s plans including 
additional projects to deliver more new, affordable homes, 
our plans for the East Airdrie Link road and wider £190 
million Pan-Lanarkshire Orbital transport corridor, which 
supports the preferred site for the replacement University 
Hospital Monklands and the £127.2 million Ravenscraig 
Access Infrastructure (RIA) project, funded by the council 
and Glasgow City Region City Deal. 

Although we highlight a series of handy hints to be 
better prepared for Winter throughout the month 
of December, the weather was not our friend as 
we moved into the New Year. We posted updates 
over the month of January on our channels with the 
council’s gritting actions and warnings about extreme 
weather, as well as explanations on how gritting 
works, generating 16,940 engagements on Twitter and 
Facebook and 5,251 link-clicks. Our digital response 
team also dealt with around 754 direct enquiries about 
gritting activity.

Other highlights include:

• Recruiting 43 trainees this year for the children’s panel 
following our promotional campaign.

• Achieving national UK media coverage following the 
launch of our stunning new 5G immersive classroom, 
which was featured on STV’s Reporting Scotland and 
even the London Evening Standard.

• Attaining national coverage for the Black Lives matter 
campaign, including creating a video featuring the 
well-known academic, Sir Geoff Palmer to promote 
the work of the dedicated working group.

• The online promotion of our first virtual run/cycle event 
which sparked 554 people to take part in a range of 
fitness activities in support of suicide prevention.

• Generating 388 responses to our public consultation 
campaign for new cycling and walking route proposals 
through Ravenscraig as part of the development of 
active travel across North Lanarkshire. 

• Promoting the council’s one-year pilot initiative - 
Lanarkshire Women in Business – which delivered a 
series of events designed to stimulate and increase the 
presence and performance of female-led businesses 
across Lanarkshire. Our digital activity helped drive 
550 women to register for the event series.
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Although limited, we still ran effective campaigns to 
change behaviour, attitude or to take action. 

Our Early Learning and Childcare campaign enhanced 
the ongoing work to promote the 1140 hours expansion 
and generated almost 3,000 childcare applications 
before the February deadline.  Using animated gifs for 
eight weeks through Google and social media adverts 
our ELC landing page was accessed more than 30,000 
times.

Although largely on hold due to the restrictions, we 
used the small window before the second wave of the 
pandemic to run a short campaign reflecting the need 
for shorter journeys and a focus on outdoor pursuits to 
support tourism businesses. Bus advert billboards and a 
radio campaign generated around 10,000 users to the 

Visit Lanarkshire website across the month, nearly 
1,000 click throughs and a 10% open rate on direct 
email.

Our radio, outdoor and digital campaign for fostering and 
adoption in the last quarter of the year saw a four-fold 
increase in visits to our website and enquiries per 
month doubled.

Highlighting where to access support resources for 
people who are feeling suicidal has been more important 
than ever for Suicide Prevention North Lanarkshire over 
the last year. We created a simple, yet effective campaign 
with two creative routes aimed at two different audiences 
(young people and 35-55 year olds) over the crucial times 
of Christmas/New Year and early Spring.

Our new creative concept ‘Let’s Talk’ was incorporated 
into a short film encouraging young people suffering 
from low mood to seek help rather than ‘masking’ 
their feelings. Google adverts generated 700,000 
impressions and STV Video on demand, 250,000 
impressions, enhanced by outdoor billboards. We had 
nearly 6,000 unique visits to the campaign web page 
while the campaign was live, with average dwell time 
being over three minutes. 

Our second current campaign focused on the message 
that suicidal thoughts can be experienced by anyone and 
to date we’ve had nearly 5,000 visits to the campaign 
webpage with average dwell time being two minutes.  
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hardship as a result of redundancy 
or a significant loss of income 
linked to Covid-19. Funds were 
fully allocated and along with the 
Universal Credit Assistance Fund, 
a total of £2,102,032 in financial 
support was given to 6,885 
tenants. This promotion helped 
to drive a 15.3% reduction in 
rent arrears accounting for 
almost £1million, contributing 
to the long-term sustainability of 
tenancies (evidenced by improved 
sustainability figures from 87% at 
the end of 2020 to 90% at the end 
of 2021).

As well as our bi-annual tenants’ 
newsletter, we continued to promote 
opportunities for tenant and wider 
resident engagement, promoting 
virtual consultations, International 
Women’s Day, annual garden 
awards and updating residents 

through newsletters on our tower re-provisioning 
programme.

Encouraging residents and 
businesses to access council 
services online is a priority for the 
council’s DigitalNL programme. 
Our ‘It’s Quicker to Click’ campaign 
generated a behavioural and 
channel shift, moving residents from 
the phone to online booking for 
waste services. To migrate online, 
customers had to sign up to a 
MyAccount and our colourful social 
media and google ads campaign 
generated 36,840 click-throughs, 
driving a 25% increase in 
registrations to 75,120 after seven 
months with the number of weekly 
active MyAccount users rising from 
394 per week pre-campaign to 
2,808. 

We also ran a number of campaigns 
to assist families facing financial 
difficulties. We supported more 
than 35 separate free school meal 
voucher distribution initiatives over the last 12 months 
with more than £9 million being paid to families through 
various programmes over lockdown. Our push to using 
digital channels to access programmes has led to a 40% 
reduction in phone and email traffic to the service.

The week-long Challenge Poverty Week produced a 
reach of around 192,000 on social media, while Talk 
Money Week generated 1,716 click-throughs. Despite 
battling the effects of Covid and the difficulties in gaining 
access to tenant’s homes due to physical distancing 
restrictions, explaining the benefits of gas checks over 
Gas Safety Week led to engineers safely gaining access 
to carry out vital safety checks in more than 93% of 
homes during May and June 2020. We promoted our 
£300,000 Rent Relief Fund for tenants facing financial 

We all 
know 
bin 
issues 
are 
rubbish...

The role of our digital team has 
expanded. 
This started with the launch of the new council website 
which was re-designed to be more user-friendly to 
maximise the digital customer experience and supporting 
the council’s vision to be a leading digital local authority in 
Scotland. The easy-to-navigate interface allows residents 
and businesses to access a hub of information and 
advice about services and enabling them to carry out 
transactions online. 

With 67% of traffic being from mobile phone users, the 
website is fully compatible with a range of devices and 
voice interface. 

Since the re-launch in November 2020, our website 
has received more than 6.1 million page views (4 
Nov 2020 to 26 Apr 2021), representing a 24% increase 
on the same period for the previous year and a 32% 
increase in page views across both old and new 
websites over the year.

The Connect internal communications platform has seen 
a decrease of 26.5% in usage, possibly due to relevant 
information being available the other online platforms 
such as MyNL.co.uk and Yammer.
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Corporate Social Media Channels

01 April 2020
31 March 

2021 Total change % Change

47,156 55,419 8,263 14.9%

35,002 40,860 5,858 14.3%

2,034 3649 1,615 44.3%

6,935 8,366 1,431 17.1%

496 774 278 35.9%

1 April 2020 to 31 
March 2021

Total page views: 
12,608,506

32% 
increase

1 April 2019 to 31 
March 2020

Total page views: 
9,537,177

1 April 2020 to 31 
March 2021

Total page views: 
2,172,112

26.5% 
decrease

1 April 2019 to 31 
March 2020

Total page views: 
2,957,078

The foundation of communicating on a ‘digital first’ basis led to the creation of a 
dedicated digital team to respond to direct messages and enquiries on social media 
following the first lockdown. Together with providing a fast-response service, this service 
has alleviated pressure from calls to the customer service hub and other services and 
has enabled a more joined-up and improved service when interacting with customers. 

The team dealt with 13,400 customer enquiries throughout the year resulting in an 80% 
increase in responses compared to the previous year, underlining the value of having a 
dedicated digital team handling enquiries.

Social Media Direct Messages 

2019/2020 2020/2021 Total Change % Change

Total  2,676  13,400  10,724 80.0%

The team worked with other staff to post compelling content on our corporate 
social media channels, all which helped to increase our online presence as the year 
progressed. In particular, we started using Instagram more frequently and followers 
increased by 44%. We also developed the My Town community social media channels, 
which although new, are growing in strength as we use them to engage with local 
businesses and communities specific to the nine town areas in North Lanarkshire.

InstaInsta

northlanarkshire.gov.uk

Digital
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My Town Social Media Channels

01 April 2020 31 March 2021 Total change  % Change

My Airdrie 3,249 3,376 127 3.9%

My Bellshill 2,952 3,298 346 11.7%

My Coatbridge 3,295 3,724 429 13.0%

My Kilsyth 1,998 2,155 157 7.9%

My Motherwell 2,979 3,361 382 12.8%

My Wishaw 3,402 3,589 187 5.5%

My Airdrie 361 393 32 8.9%

My Bellshill 271 337 66 24.4%

My Coatbridge 234 296 62 26.5%

My Kilsyth 219 255 36 16.4%

My Motherwell 457 516 59 12.9%

My Wishaw 331 426 95 28.7%
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Internal 
Communications
Our work arising from Covid-19 
underlined the importance 
of communicating to around 
14,500 members of staff. 
We now regularly meet with 
colleagues in People and 
Organisational Development and 
Digital NL to better align and 
plan communications for internal 
initiatives, news and events.
• We created 12 We Aspire newsletters on behalf of the 

chief executive, with an average of 3,345 views per issue 
– the most viewed being the May 2020 
issue, with 4,801 views. 

• We issued 204 announcements to staff 
to alert them to news, events, surveys or 
policy changes.

• We promoted a range of initiatives 
including Records Management Week, 
Cyber Awareness Week, Mental Health 
Awareness Week, webinar training 
weeks and International Men and 
Women’s Days.
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Brand and Creative 
The health crisis didn’t stop our Brand and 
Creative team from producing innovative and 
inspiring materials and content. The team 
further developed our corporate branding and 
importantly, improved legally-required document 
accessibility by creating pre-tagged word 
templates for staff to use. 
The team’s skillset also greatly improved. 
An increasing requirement for striking digital 
content quickly mean that the team honed their 
animation skills, turning round GIFs, signage and 
infographics swiftly. 

The team also worked on 14 projects for external 
clients, including a re-brand and advertising 
collateral for North Lanarkshire’s Working and 
designing the annual report and strategy for the 
Scottish Government’s Serious and Organised 
Crime Taskforce. 

Our multi-media production team swung into 
action working on a total of 30 commercial 
projects, of which 16 were animations, 50 videos 
and four websites for internal and external clients 
including NHS Lanarkshire, Dundee City Council 
and the National Parent Forum of Scotland.

Don’t 
hide  
your 
feelings 
behind  
a Mask...

Less  
travel time
more  

TIME
 ...to love Lanarkshire
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How we work
We utilise the full range of communication disciplines: campaigns and marketing; 
strategic consultancy; digital, brand and creative support; PR and media relations; 
internal communications; and major events.

We use the OASIS planning tool to ensure our work 
has a defined outcome that can be evaluated:

Objective: our campaigns will have a clear 
intended outcome.

Audience: we will define the audiences for each 
campaign to ensure we reach the relevant people.

Strategy: before we do any creative work we will 
define the strategy for each campaign which will 
guide us throughout the life of the campaign.

Implementation: our execution will be creative, 
bold and provocative. It will maximise the opportunity 
to change behaviour and achieve the outcome.

Scoring: we will set out how we will evaluate 
our work for each campaign in advance, the most 
significant measures will be those that demonstrate 
the outcome as opposed to reach or awareness-
raising.

We have highly-skilled people. Communication 
techniques in a digital world evolve rapidly, so we 
will ensure our skills are kept up to date, utilising the 
latest technology and sharing knowledge.

Our communications will be:

Community-focused: we will foster a sense of 
community spirit that is supportive. By championing 
certain types of behaviour or attitudes we can 
strengthen communities. We will promote community 
empowerment and participation.

Challenging: our communications can be 
confrontational and inspiring to generate behavioural 
change. If we need to be frank with the public on 
issues, we’ll use forthright language to encourage 
people to address and change their behaviour and 
challenge those around them.

Informative: our work should direct people to 
information so they have improved access to services 
and advice but also demonstrate how services 
make a positive impact on people and communities. 
Encouraging take-up of enhanced services through 
digital offering will be championed as we help people 
to help themselves, assisting to make our communities 
more resilient and capable.

Inspiring: enlightening to residents and businesses 
about what already exists and what we are planning to 
do in North Lanarkshire. We will reinforce our vision for 
the future, vitalise our communities with our ideas and 
work collaboratively.

Creative: we will use the full range of creative skills to 
ensure our messages are compelling, whether through 
video, photography, design or in writing. 

Responsive: we will be quick to respond in times of 
an incident or an issue occurring to assist the public, 
services and partners, as well as being fleet of foot in 
the digital realm.

Practical: whether responding to an emergency 
situation or to assist people in acquiring a service, 
communications needs to provide realistic and 
reassuring advice using language easily understood by 
people.
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Our Priorities for 
2021/22
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A summary of our major activity for 2021-22 is outlined below. 
Our work this year centres around three core areas: Recovery from Covid-19, The Plan 
for North Lanarkshire and its associated Programme of Work and activity for The 
Place, The Vision (One Vision, One Plan report). Although not exhaustive, activity around these 
three strands, together with ongoing work to promote Invest in North Lanarkshire, the digital 
transformation projects through Digital NL and linking associated work with the nine Community 
Boards and Committee activity, represents the backbone for communications over the next 12 
months. 

Recover NL
As the council moves from a period of recovery to 
renewal we will deliver activity that supports the recovery, 
re-opening and redesign of services, carefully easing 
restrictions when it is safe to do so and protecting staff 
and residents as much as possible from any future 
pandemic. 

As we phase out the Culture NL and North Lanarkshire 
Leisure branding, we will continue the campaign for 
the resumption of culture and leisure services such as 
gyms, classes and libraries while supporting the carefully 
managed re-opening of community centres, theatres and 
other live venues for events. As soon as restrictions allow, 
our events team will explore the feasibility of planning 
medium and large-scale events in North Lanarkshire.

We will also communicate changes to staff about the way 
we work, where we work and the relevant policies and 
training in place to support them.

We will promote initiatives and programmes that will 
assist people, businesses and communities get back 
on their feet and access care for those who need it 
most. The council’s activities to create a stimulating 
environment for businesses and communities to start 
afresh and prosper will be communicated in line with 
the council’s Economic Recovery Plan with a focus on 
growth, health and wellbeing and safety. 

We will work with communities and the voluntary sector 
to clean up towns and spaces with environmental hit 
squads and we will work to decrease littering, fly-tipping, 
dog fouling and graffiti. 

Specific initiatives such as ‘drop kerbs’ to improve 
accessibility, upgrading cemeteries and tree-planting 
by school pupils will all form part of the Recover NL 
campaign. We will also continue to promote support 
through our ‘Back in Business’ and ‘Think Local’ 
campaigns to revive high-street footfall and spend. 
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The Plan for North Lanarkshire

Tackling Poverty and Supporting 
Vulnerable People
Our activity will highlight achievements from the 
Child Poverty Action Report and promote actions 
from the Tackling Poverty Strategy, including 
promoting initiatives to address food and fuel poverty, 
homelessness, domestic abuse and gender-based 
violence, while signposting our most vulnerable 
people and families to advice and services including 
through our suicide prevention campaign. We will 
promote opportunities for care-experienced children 
and young people through Keeping the Promise and 
create campaigns to highlight opportunities to foster 
and adopt or to raise awareness of child and adult 
protection issues.

Transforming Homes and Communities
We’ll demonstrate that home really is where the heart 
is by highlighting progress in our new housing supply 
programme and how we’re adding to our stock 
through initiatives such as the Open Market Purchase 
Scheme and achieving affordable housing through the 
Strategic Housing Investment Plan. With resounding 
support from tenants for the tower provision 
programme, we’ll showcase key milestones in this 
multi-year strategy and outline the capital investment 
in our existing housing stock.  

LIVE HERE
Engaging Active Communities
We will work closely with the nine Community Boards 
to assist with communicating local engagement 
plans, highlighting ways for people to get involved and 
sharing messaging on how council-wide programmes 
are effective locally. Promoting shared success locally 
will be key to demonstrating the value of community 
empowerment and participation, and from specific 
programmes such as the Community Investment 
Fund. We’ll promote ways for people and the voluntary 
sector to get involved in Participatory Budgeting, 
ways to mitigate climate change at a local level, and 
highlight action on equalities through the Black Lives 
Working Group and active citizenship to build stronger, 
more inclusive communities. 

Providing people with ways to keep healthy, active 
and to understand the associated mental health 
benefits will be highlighted through improved access 
to physical activity and leisure programmes. We’ll 
promote nature and the outdoors and improve how 
people can get the most from our parks and green 
spaces as well as specific programmes to improve 
mental health and wellbeing to internal and external 
audiences, along with access to culture and other 
opportunities.

Connecting a Digital North Lanarkshire
Transforming the way we provide and deliver services 
through technology enables residents to have 
seamless, easier and quicker access to them and 
is a key focus for DigitalNL. Our work will promote 
these changes, explain new processes and outline 
the benefits while encouraging people to use them. 
We’ll help to illustrate how improvements to the digital 
infrastructure of North Lanarkshire will reap huge 
benefits for businesses and communities, particularly 
through improvement engagement with the council. 

In addition, technology is massively changing how 
people access support and self-care through Making 
Life Easier and other projects to support people at 
home. We’ll promote the benefits of technology, 
providing assistance to access and encourage uptake. 

Critical to improving access to council services is 
the use of data, insight and creativity to ensure that 
Corporate Communications and the Customer Service 
Hub are truly integrated. Insight from the Hub will 
drive outbound communications activity and inbound 
communications, particularly on our digital channels, 
will help the Hub to deal with customer demand.
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LEARN HERE
Early Years and Childcare
We will continue to support the 1140 hours expansion 
as it moves into its second year, promoting the 
application process and development of new facilities, 
as well as the health and wellbeing approach through 
GIRFEC. 

Better Outcomes Through Education
Our revised curriculum is focused on giving 
children and young people the best experience at 
school to better prepare them for when they leave. 
Communications will support new pathways to further 
education, training, or work, promoting the benefits of 
innovative curriculum redesign such as the 32-period 
week and the Digital School. Programmes in primary, 
senior school and CLD to improve access to a diverse 
range of opportunities for all our children and young 
people including ASN will help to improve mental 
health and resilience and reduce inequalities and 
barriers to achievement. 

We’ll work on an action plan to champion 
breastfeeding to give the best start in life and help 
to make the council and wider community a more 
positive environment to breastfeed with improved 
signage and participation. 

Family, CLD and Adult Learning
Programmes to assist youth, adults and families to 
give them the confidence and skills to be productive 
parents, employees or well-rounded young people 
can help reduce inequalities, improve job opportunities 
and capacity to cope. We’ll promote programmes, 
successes and demonstrate their impact. 

WORK HERE
Creating a Workforce for 
the Future
The new Workforce for the Future 
Strategy will create better pathways 
for young people and adults to access 
job opportunities and training through 
academies and apprenticeship 
programmes. We’ll promote how to 
access these programmes and drive 
uptake. 

Upskilling our own workforce through 
LearnNL and helping to communicate 
the benefits of digital change in the 
workplace will form internal campaigns 
with Digital NL. 

The impact of Covid-19 and the 
changes to the way we work can be 
significant and we will ensure that 
all staff have access to support and 
ways to cope with stress. Leaders of 
the Community Planning Partnership 
have committed to tackling the stigma 
around mental health and we will work 
closely with them to develop a tool kit 
for partners through a programme of 
activity.

Work to progress the next stages of 
the Enterprise Strategic Commercial 
Partnership will be supported by 
communications, from assisting with 
marketing support to communicating 
details to staff. 

INVEST HERE
Cited as one of Scotland’s fastest growing economies, we’re not 
letting the impact of Covid-19 stop businesses from flourishing in 
North Lanarkshire. Our planned Invest Here website will be supported 
by a UK-wide marketing campaign to help generate interest in the 
region. 

We’ll outline the ongoing work to improve North Lanarkshire’s 
infrastructure through ambitious City Deal projects and promote key 
milestones and the subsequent benefits to industry sectors.

Support and grants for businesses and future development 
through the Local Development Plan and planning process will 
be communicated through our channels, as well as providing 
communications support for the social enterprise framework and film 
charter. 

VISIT HERE
We will promote our museums, exhibitions and programmes to drive 
footfall and active participation in community arts programmes, 
ensuring that the safety of venues is communicated to the public. As 
soon as it’s viable, we’ll promote live events to generate ticket sales 
and attendance and actively market our venues for events.

Our attractions and hospitality businesses have been hit hard 
by the pandemic and we’ll carry out research to establish what 
the Lanarkshire tourism industry needs. We’ll work with the Visit 
Lanarkshire partnerships to develop the new strategy for the area and 
provide marketing support. 

Our events planning stopped with lockdown and we will review 
the strategy in light of current restrictions. Subsequent activity will 
re-commence if events are viable over the next 12 months, with the 
creation of an events board to support the event strategy. 
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The Place, The Vision

Other activity
Although this summary provides an overview on how we 
will to support the Recovery from Covid-19, The Plan for 
North Lanarkshire and its associated Programme of Work 
and activity for The Place, The Vision, we will also carry 
out activity deriving from emerging policy and decisions 
through the committee and council cycle. 

We have an ambitious long-
term vision through The Plan 
for North Lanarkshire. 

We promote civic activity including civic celebrations 
and commemorative days, including Armed Forces and 
veterans’ initiatives including VJ Day 75 which - due to 
the restrictions last year - will be celebrated in 2021, and 
support for the Lanarkshire Lieutenancy. We also provide 
communications support for democratic participation in 

We want to tell the story of how our towns and 
communities are changing, how we’re creating 
better connected, more integrated places where 
residents, communities and businesses will flourish, 
develop and prosper. How we are overcoming 
the challenges facing us manifested through high levels of deprivation, 
inequalities and poverty. The 10-year programme that will create up to 
12,000 jobs, invest up to £3.5 billion and generate an additional £1billion 
for the local economy is bolstered by five clear programmes of work: 
Town Visions, Town and Community Hubs, Country Parks for the Future, 
Connecting North Lanarkshire: A Blueprint and Communities Decide. 

We will support all of these themed programmes from public 
consultations through to key milestones when tangible results are in 
place. We’ll communicate a consistent and relevant story about the 
progress we’re making and the real impact that these changes are making 
on residents and businesses. 

We want our own staff, residents and businesses to fully understand our 
vision for North Lanarkshire. That strengthened support for our vision will truly 
make North Lanarkshire the place to Live, Learn, Work, Invest and Visit. 

elections and support launches, opening and attendance 
at external events. 

We will manage media activity appropriately, ensuring 
we protect the council’s reputation. We will continue 
to provide brand and creative services commercially to 
partners. 
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Corporate Communications Plan 2021-22

Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Recover
NL

Service 
recovery 
and redesign

Reopening of 
services and 
venues

Communicate details of re-opening 
or changes to services, explain safety 
measures implemented and the benefits of 
services, classes etc.

Commence phasing out of CNL/NLL 
branding. Create RecoverNL brand and 
develop campaigns to drive membership 
and attendance at Active and Creative 
Communities venues and services and event 
planning.  
 
Develop a RecoverNL creative for use across 
all relevant campaigns.

Safety is a priority and measures are 
in place. 
We are re-opening services in a 
phased, considered way to minimise 
transmission.  
Some services may have changed or 
adapted but we'll provide authentic, 
valuable experiences which will be 
as good or better and create events 
to attract people and buoy the local 
economy.

 Brand use on marketing 
materials. Increase in 
memberships, participation, 
tickets, class attendance, 
sign ups, improvement and 
engagement through digital 
analytics 

Service 
redesign, asset 
rationalisation 
and workplace 
change

Communicate changes to how and where 
we work and policies, training and advice 
in place to support staff and managers.

Internal communications activity to outline 
policy, workplace or service changes and the 
impact on staff.  
 
Creative ways to promote support available 
for staff and managers. 

Change and redesign offers a renewed 
approach to how we work, bringing 
growth, success and efficiency

Web analytics, sign-ups, 
click-throughs, staff surveys 
to indicate understanding and 
change 

Supporting 
businesses

Promote support available for 
businesses and how to access it and 
key developments from the Economic 
Regeneration Delivery Plan (ERDP) 
Encourage residents to shop local and 
explain the benefits to the local economy.

Create Back in Business and Think Local 
campaigns as well as periodic promotion of 
funding.

We're supporting existing businesses 
and attracting new ones by improving 
our physical and digital infrastructure 
to make North Lanarkshire the best 
location for business. 

Number of grant applications, 
increased footfall in town 
centres, hospitality venues 
and retail spend, digital 
analytics 

Environmental 
intiatives

Explain what the council is doing to 
improve the environment to assist in the 
recovery of the region.

Create news and campaigns to support 
individual activity under the Recover NL 
creative.  Spot polls to test recognition

We're making North Lanarkshire 
welcoming, vibrant places to live and 
addressing public concerns.

Digital engagement and 
analytics, media coverage, 
public recognition of activity, 
reduction in littering, dog 
fouling and grafffiti. 
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Corporate Communications Plan 2021-22

Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Engaging Active 
Communities

Working with 
Communities 
Model and 
supporting 
governance 
structure

Provide communication support for 
Community Boards.  
Provide support for community 
programmes including community 
participation, empowerment and 
grants. 

Create reporting tool for engagement activity. Supportive 
PR and campaign support for community initiatives 
including community participation, budgeting and 
volunteering.

People and communities have a 
signifcant part to play in our plans for 
North Lanarkshire.

Increased engagement 
and participation 
in activities, digital 
analytics, uptake, 
agreed actions. 

Community 
Investment Fund

Demonstrate how the CIF will 
impact on communities. 

Promote five-year investment targets and visually outline 
the changes to communities. 

Budget from CIF will help to transform 
towns and communities. 

Media and digital 
coverage, digital 
analytics for 
engagement. 

Climate Change Provide communications and event 
support for ACT21 events.  
Encourage a change in behaviour 
and attitude among staff, residents 
and businesses to make changes 
to mitigate climate change. 
Offer tips to make behavioural 
changes.  
Outline what the council is doing to 
meet its net zero commitment.

Plan, manage and deliver three ACT 21 events.   
Develop campaign to change public behaviour with 
polls/survey.  
Promote council activity from Carbon Management Plan.

This council is committed to achieving 
net zero carbon emissions.  
Here's what we're doing and here's what 
you can do to stop damage to the planet. 

Reduction in carbon 
footprint, engagement 
with digital content, 
change in behaviour/
attitude, increase in 
people taking action. 

Equalities Demonstrate that North Lanarkshire 
has inclusive, diverse and open 
communities. Promote programme 
to foster positive and diverse 
relationships.

Make use of BAME research to drive diversity through 
digital content.  
Promote the work from the Black Lives Matter working 
group.  
Promote the effective inititiaves internally to address 
equalities including Equally Safe at Work among others. 

Racism and discrimination is not 
acceptable by the council or in the wider 
community. We will do everything we 
can to promote our diverse culture and 
positive relationships.

Change in attitude/
survey results, media 
and digital coverage and 
analytics. Understanding 
among staff. 

Serious and 
Organised Crime 
and Counter 
Terrorism

Ensure staff, businesses and 
residents are aware of the ipmact 
of SOC. 
Highlight trends in CT and assist 
public to be aware to CT.

Support UK SOC initiatives both internally and externally.  
Highlight current trends to staff and public and tips to 
make people aware of activity and how to report it. 
Provide marketing assistance for national groups.

SOC has a devastating impact on 
communities.  
The integrity of the council is paramount 
and policies are in place to support this.  
CT is a very real threat to public 
organisations, businesses and 
communities. Be alert. 

"Production of 
campaign materials.  
Digital engagement and 
analytics. "

Active 
Communities 

Highlight how being physically 
active can have positive health 
and mental health and wellbeing 
benefits through our Active NL 
framework or our country parks. 

Deliver a range of campaigns to increase participation 
from a range of audiences in active programmes.  
Develop an Outdoor Parks campaign so people can 
make the most of our parks for mental and physical 
health through the seasons.

Being active has enormous benefits 
on your physical and mental health. 
It doesn't need to be gym-based 
when there's outdoor facilities on your 
doorstep.

Programme activity 
participation (ACC), 
footfall at parks, 
engagement online, 
digital metrics.

   

LIVE 
HERE
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LIVE 
HERE

Corporate Communications Plan 2021-22

Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Tackling 
Poverty and 
Supporting 
Vulnerable 
People

Homelessness 
and related 
support

Highlight council initiatives and 
demonstrate how they are working 
to increase participation and reduce 
homelessness. 

Regular release of information and content to 
media, on social media. 

Support is available through 
housing and specific initiatives 
such as Rapid Rehousing 
Transition Plan. 

Uptake in RRTP. Number of individuals/
families assisted through money advice 
centre.  

Food and Fuel 
Poverty

Explain benefits of switching fuel provider Promote fuel switching campaign and promote 
practical advice to most vulnerable people

Switching fuel provider can save 
you money each year.

Number of people who have switched. 
Amount of cash saved. Take-up of 
funds and reduction on rent arrears.  

Child Poverty Highlight council activities to tackle child 
poverty and signpost people to support 
available. 

Creat content and campaigns to highlight 
council support. 

Support is available to those 
who need it. 

Uptake in council support but reduction 
in overall grant support. Grant 
applications and calls to FIT.  

Domestic abuse, 
gender-based 
violence and 
prostitution

Highlight the support that is available to 
staff and residents. 

Promote support and create content through 
awareness days such as 16 Days and 
International Women's Day and internal 
programmes such as Equally Safe to 
demonstrate council action. 

Domestic abuse is any form 
is not acceptable. Support 
is available. Gender-based 
violence impacts on equality in 
the workplace and the council is 
taking steps to address this.

Click-throughs to support and digital 
analytics.  
Changes to workplace arrangements 
to support equality. Participation in 
programmes such as Equally Safe.  

Suicide 
Prevention North 
Lanarkshire

Promote how to get support if feeling 
suicidal and provide tips for family and 
friends who are worried about someone to 
improve capacity. 

Create suicide prevention NL campaign for 
target audiences. Create digital content and 
web presence. 

Talking will help. Support is 
available. 

Reduction in the number of suicides. 
Calls to helplines, engagment and  
digital analytics, recall of advert.  

Keep the 
Promise, child 
and adult 
protection, 
fostering and 
adoption.

Highlight how services can support care-
experienced young people.  
Promote the work to highlight Children's 
Rights.

Contribute to awareness days by creating 
digital content. Create campaign with young 
people to highlight children's rights. 

Care-experienced young people 
make a significant contribution 
to society.  
Services can support them in a 
range of ways. 
Children have rights  which 
should be respected. 

Creation of content and digital 
analytics.  
Creation of campaign and evaluation.

   

LIVE 
HERE
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Corporate Communications Plan 2021-22

Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Connecting a 
Digital North 
Lanarkshire

Transforming 
Services

Highlight the benefits of online services and 
encourage uptake as sprints go live.  
Promote self-help and home care 
improvements to improve their health and 
quality of life. 

Create campaign to encourage sign-up to 
MyAccount and use online services. Promote 
new product/service and explain benefits to 
live at home with greater independence to 
drive uptake. 

It's quicker and easier to go 
online. Smarter services with 
improved access. 
Digital solutions keep people 
safer at home. 

My account registrations, online 
services take-up, reduction in 
calls to CSH, take up of services. 
Reduced hospital admissions, 
impact on unoffical carers.  

Workplace 
Change

Demonstrate how digital transformation 
will positively impact on services and how 
staff work, enabling a more flexible, agile 
workforce.  

Range of internal communications activity 
aimed at staff to generate uptake and improve 
understanding and to highlight training 
opportunities. 

Improved efficiency of workload, 
services, timescales and 
processes through digital 
technology.  Better home 
and team working through 
technology.

Improvement in staff digital skills 
(via survey), impact on workload, 
uptake of training sessions, use 
of software, digital analytics of 
communication platforms.  

Driving Digital 
Locally

Highlight latest infrastructure and digital hub 
developments and subsequent positive impact 
on businesses and communities.  
Facilitate improved access to digitally-
enhanced engagement with communities. 

Create content and news around benefits 
and access through digital processes and 
technology including immersive classroom 
and 5G rollout.  
Prompt communities to participate with 
engagement programmes using digital means.

Improved connectivity improves 
digital access, speeds up 
business processes and 
improves lifestyle.  
Improved ability for community 
participation.

Media and digital coverage, 
business uptake, participation in 
community programmes through 
digital access.  

Transforming 
Homes and 
Communities

New Supply 
Programme

Explain how the council will deliver 5,000 
new homes by 2025 by highlighting housing 
initiatives and new developments. 

Promotional activity at key milestones in 
programme and SHIP to generate media/
social  media coverage and interactions. 

Council is using innovative ways 
to develop more homes for 
people in NL. 

Digital media engagement 
and analytics, positive media 
coverage and impact on housing 
registrations, increased tenant 
satisfaction. 

Tower Strategy Highlight new demolition and development 
activity. Support engagement with tenants to 
generate buy-in and any practical advice for 
tenants. 

Media and community relations campaign to 
support housing activity. 

NL's long-term housing plan 
offers modern, sustainable 
homes to meet the demand of 
communities. 

Support for elements of tower 
strategy, media coverage, social 
media interactions, tenant 
satistfaction, calls to action etc. 

Housing 
Investment 
and Tenant 
Participation

Explain how ongoing capital investment 
supports long-term housing strategy. Highlight 
investment activity and benefits including 
safety and sustainability for tenants, providing 
them with accurate information and beneficial 
advice to keep homes safe and secure. 

Promotion of programme activity. Production 
of Tenants' News bi-annually and other 
initiatiives with tenants to demonstrate that 
they have a say in housing. 

Safety of housing and people 
are a priority for the council. 
While we redesign our homes 
from towers, we need to ensure 
the existing towers are safe, 
in good condition and are 
sustainable for our tenants.

Social media interactions, tenant 
satisfaction and feedback, 
positive media and digital 
engagement, tenant participation 
survey results. 

   

LIVE 
HERE



communications plan 2021 - 2022

29

Corporate Communications Plan 2021-22

Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Early 
Years and 
Childcare

Early Learning 
and Childcare

Promote 1140 hours extension and 
application process.  
Highlight investment in ELC and 
the positive outcomes through this 
journey for children. 

Continue 1140 hours campaign and promote 
positive investment in ELC facilities, recruitment 
and curriculum. 

We want to give children the best start 
in life through our ELC. There's more 
hours for childcare, freeing up time 
for parents. 

Application figures, digital 
engagement, positive 
feedback. 

Better 
Outcomes 
Through 
Education

Curriculum 
Redesign and 
Future Fridays

Change views on importance of 
achieving positive destinations 
through highlighting the value of 
programmes such as Future Fridays 
and influence participation.  
Highlight the progress of the Digital 
School and other technology-driven 
changes.

Create campaign to showcase Future Fridays and 
outline the benefits for children and young people 
from participating. Explain benefits of curriculum 
redesign for parents/carers.  
Create innovative content to assist with access to 
the Digital School and other programmes. 

We are creating pathways for children 
and young people to either go on to 
further education, training or a job and 
to enhance their employability. 

Particiption in Future Fridays, 
digital engagement and 
analytics, positive media and 
digital coverage. 

Developing the 
Young Workforce 
(DYW) - 
employability

Highlight NL programmes in media/
social media to demonstrate 
successes and encourage take-up. 

Promote milestones in our programmes via media 
and social media channels to engage with parents, 
carers and pupils. Use case studies and creative 
content to illustrate success. Direct people to 
appropriate websites. 

Our programmes are devised to meet 
the needs of all young people and 
the future employment requirements 
of NL. 

Coverage, social media and 
website interactions. Take 
up in programmes, work 
placements, apprenticeships 
etc. 

Mental health, 
wellbeing, 
resilience and 
breast feeding

Help improve mental health and 
wellbeing of children and young 
people through engagement, advice 
and programmes.  
Inclusion of communications support 
for breast-feeding action plan for 
North Lanarkshire.

Provide marketing materials and PR support. 
Continue campaign aimed at young people. 
Create action plan to support breastfeeding plan.

By supporting children at school 
and providing them with the tools to 
consider their mental health, as well 
as signposting them to support, they 
will be more resilient and their mental 
health will be improved.  
Breastfeeding gives infants the best 
start in life.

Delivery of programme in 
schools, increase in referrals, 
engagement with campaign, 
calls to helplines etc.  
Increase in breast-feeding 
figures, digital engagement, 
partner involvement, signage 
in council buildings and wider 
community.

Family, CLD and 
Adult Learning

Communicate opportunities 
and successes of family and 
adult learning and encourage 
participation.

Promote opportunities and successes through 
digital channels and create content. 

Adult learning can build confidence 
and ability to play active and 
productive roles in family networks. 
CLD projects can tackle inequalities 
and give people skills and 
opportunities for life and work. 

Digital analytics, uptake and 
participation in programmes. 
Impact on inequalities - 
number of people getting into 
work etc.
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Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Creating a 
Workforce for 
the Future

Workforce for 
the Future 
Strategy

Outline how our plan is assisting in 
creating pathways for career progression 
and demonstrate value. Provide marketing 
support for North Lanarkshire's Working.

Promote key successes such 
as NL Academy, apprenticeship, 
youth and adult programmes. 
Develop and deliver a campaign 
for North Lanarkshire's Workign. 

We are creating an environment and 
opportunities from school to training and 
careers that will enchance the labour 
market. 

Jobs figures, applicants/
registrations for programmes, 
digital analytics. NLW campaign 
results through registrations, 
calls, digital analytics. 

Employee 
learning and 
development 
programmes - 
Learn NL

Provide support for Learn NL content 
creation and promote to staff and 
encourage participation in programmes. 

Copy and graphics support, 
internal communications. 

By enhancing staff learning and 
development, upskilling in digital etc, we are 
developing staff that will support the shared 
ambition to deliver NL. 

Improved awareness through 
online engagement, uptake of 
programmes, improved survey 
responses. 

Employee 
engagement and 
mental health 
and wellbeing

Ensure staff are aware of all health and 
wellbeing programmes. Assist in the 
delivery of a programme to tackle stigma 
and discrimination around mental health 
and wellbeing from Leaders.  

Creative content for internal 
communications. Assist with staff 
surveys. Develop a programme of 
activity for Community Planning 
Partnership Leaders.

Staff should know how to access support 
and feel supported by manager.  
We are taking action to reduce barriers 
and stigma around mental health in the 
workplace.  

Digital engagement, participation 
in programmes, improved staff 
survey responses. Creation of 
toolkit and activity for partners. 

Workplace 
Change

Demonstrate how digital transformation 
will positively impact on services and how 
staff work, enabling a more flexible, agile 
workforce.  

Range of internal communications 
activity aimed at staff to 
generate uptake and improve 
understanding and to highlight 
training opportunities. 

Improved efficiency of workload, services, 
timescales and processes through digital 
technology.  Better home and team working 
through technology.

Improvement in staff digital skills 
(via survey), impact on workload, 
uptake of training sessions, use 
of software, digital analytics of 
communication platforms.  

Enterprise 
Strategic 
Commercial 
Partnership

Provide support to the team progressing 
the project and communicate key 
milestones and the benefits to NL.  

Media, copy and graphics 
support, internal communications. 

This is one the largest public sector 
contracts in the UK and will bring jobs and 
significant economic benefits to the council 
and communities. 

Successul bid, support from staff, 
media and digital coverage and 
interactions.  

   

WORK 
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Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Improving 
the Local 
Economy

Invest Here Support Invest Here website through 
marketing campaign to drive 
interactions. Support any changes to 
grant/loans scheme via promotion to 
encourage applications. 

Website development, photography, case 
studies, marketing campaign, PR. 

NL is the best location for business 
and businesses have the support to 
grow and success, to develop new 
products and markets and to create 
and secure new jobs. 

Website analytics, referrals, 
enquiries, applications, coverage, 
social media interactions. 
Increase in development 
opportunities, lets through NLP. 

Business 
Support

Promote support for businesses 
and key planning decisions. Provide 
communications support for the social 
enterprise framework and film charter. 

Media relations to support grants, 
programmes and planning. Marketing and 
PR support for the development of the film 
charter and social enterprise framework. 

We are creating a sustainable 
environment for businesses to flourish 
and develop here. 

Grant applications, registrations, 
digital analytics, marketing 
output for film and social 
enterprise, uptake and 
interactions. 

City Deal/
Infrastructure

Explain and evidence how the overall 
Citydeal investment across all projects 
in NL will benefit communities and 
businesses. Promote key milestones 
for each project to generate positive 
feedback and coverage. 

Media relations to promote milestone 
projects and create social media content. 
Provide a narrative to allow residents and 
businesses to understand how the three 
projects will benefit communities and NL. 

The key projects will deliver the 
tranport infrastructure needed to 
improve connectivity between towns 
and communities, providing greater 
economic development opportunities, 
supporting  existing businesses and 
stimulating growth. 

Positive media coverage and 
social media engagement. 
Generate interest/enquiries from 
future investors to Enterprise 
team and Business Gateway.
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Brand theme Campaign Work 
Programme Communication Objectives Planned Activity Key Messages Outcomes

Tourism, 
Recreation 
and Events

Visit Here Promote our museums and exhibitions and 
communicate them as must-see attractions 
to a local and wider audience. Support arts 
programme to drive participation. 

Deliver campaigns to support our museums, 
generate attendance and participation in 
arts programmes. Provide marketing and PR 
support for live events, once able to do so.

There's so much to do right on your 
doorstep. 

Footfall, visits, 
registrations, ticket 
sales, programme 
uptake, digital analytics. 

Visit Lanarkshire Determine the needs of the Lanarkshire 
tourism businesses following the pandemic 
through research. Work with Visit Lanarkshire 
to review and update strategy to help increase 
tourism expenditure, increase visits and attract 
interest from event organisers. Encourage 
business participation in tourism programmes.  

Manage research into the needs and wants 
of Lanarkshire tourism businesses and 
develop marketing collateral to support the 
results. Work with Visit Lanarkshire to review 
and update strategy and provide campaign 
material to support recovery through Covid. 

Despite the impact of Covid-19, 
Lanarkshire is open for business and 
offers distinct authentic experiences, 
excellent quality, value for money and 
accessible for all. 

Research results and 
develop updated strategy 
from that. Activity to 
support increase in 
expenditure, visits, stays.  

Events Strategy Review event strategy in light of Covid-19 
and identify realistic target markets to be 
proactively pursued to host events in NL in 
the form of an action plan through the events 
board.

Review event strategy, identify relevant 
people to sit on event board, host quarterly 
meetings that culminate with an action plan. 

NL has a range of assets that can 
support large-scale, multi-faceted 
events, supported by infrastructure 
that can handle accommodation, 
retail and transport requirements. 

Event strategy 
developed, event board 
set up and members 
identified. Detailed action 
plan created. 
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Brand theme Work Programme Communication Objectives Planned Activity Key Messages Outcomes

THE PLACE, 
THE VISION

Town Visions Support community and stakeholder 
engagement to help generate positive 
outcomes for the eight town centre vision plans 
and the Economic Regeneration Delivery Plan. 
Provide ongoing support to engage with the 
public and improve access to information about 
vision for town centre. 
Track economic regeneration projects to help 
tell the NL story to illustrate the significant 
change.

Develop overall communications strategy to 
support all elements  of The Place, The Vision. 
Communications support to help explain the 
vision for each town vision to inspire and 
garner community and staff support. Foster 
understanding that the needs of communities 
have changed and these transformations are 
being made to meet them. 
Create communications collateral to support 
public consultations and progress. 

Our vision for each town centre should 
instil a sense of pride and community - 
these are places where there is a great 
mix of housing, facilities and services, 
where there are improved transport 
links, where people are living happily, 
are connected and safe. 

Increase in interactions through 
digital analytics. Approval of 
plans. Positive feedback from 
community and stakeholder 
engagement for projects through 
surveys, polls and comment. 
Inspirational digital content to 
demonstrate the vision for each 
town that helps to engender 
support for projects.

Town and 
Community Hubs

Promote the benefits and progress of our our 
eight town hubs, inspiring acceptance and 
understanding for the approach. Generate 
ways for communities to be involved in 
decision-making through to agreement on 
locations and plans.

Provide communications support for 
consultations and surveys, bringing the visions 
to life through creative collateral. Communicate 
progress using inspiring content. 

Schools are at the heart of towns and 
communities and we will combine, 
co-locate and integrate education with 
other services and partners to make 
them vibrant centres for communities 
where residents have a place on how 
they operate.

 Participation figures in 
consultation events and surveys. 
Improved interactions through 
digital analytics. Approval of 
plans, hub locations and interest 
in decision-making.  

Country Parks for 
the Future

Explain how our parks are being developed for 
the benefit of communities. Highlight ways for 
communities to be involved in positive action 
and physical activity and the subsequent 
benefits to individuals and families. Coverage 
in media and digital channels will help to 
increase park visits. 

Create bespoke action plans for activity 
programmes such as our Active Outdoors 
campaign to get people using our parks. 
Highlight key changes and milestones to parks 
through our digital channels. 

Our parks are changing to encourage 
people and communites to actively 
use them to improve their health 
and wellbeing. Our Active Outdoors 
camppaign will illustrate that walking, 
nature and being outside can improve 
mental health, wellbeing and social 
engagement. 

Increase in the number of 
people participating in action 
programmes and events. 
Increased visits to parks. 
Interactions with Active Outdoors 
campaign including QR codes, 
click-throughs etc. Increased 
social media engagement. 

Connecting North 
Lanarkshire: A 
Blueprint

Communicate what our Open Space strategy 
means for people, allowing further access to 
green networks and connected people to our 
towns, homes and hubs.

Highlight progress in open spaces and green 
networks through programmes such as Active 
Outdoors, development in alternative travel 
and how we are enabling more connected 
communites through our changed infrastructure 
such as cycling routes and reducing carbon 
emissions such as pupil tree-planting.

We want to create a network that 
connects our towns, hubs, green spaces 
and parks to make North Lanarkshire 
a safe, active, attractive and healthier 
place to live.

Digital engagement an analytics, 
increased use of alternative 
travel, increased footfall at 
parks and open spaces, less 
commuting, less cars on our 
road networks, reduced carbon 
emissions. 

Communities 
Decide

Provide communications support for  the 
nine community boards and local outcome 
improvement plans. Demonstrate how 
communities can be involved in local decision-
making. 

Develop communications reporting tool for 
boards.  
Ongoing communcations support for 
consultatations, community grants, participation 
etc. 

We have an ambitious plan for North 
Lanarkshire but we can't do it alone. 
Communities are key to helping us 
deliver this plan. Be a part of it. 

Delivery of reporting tool for 
boards. Digital analytics, survey 
participation etc. 
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