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Communications Policy

1. Correspondence/Information to the Town Council
The point of contact for the Town Council is the Clerk, and it is to the Clerk that all correspondence for
the Town Council should be addressed.

The Clerk will deal with all correspondence making the Council aware of important correspondence at
the following Council meeting.

No individual Councillor should be the sole custodian of any correspondence or information in the
name of the Town Council, a committee, sub-committee or working party.

No individual Councillor is required to put personal contact information in the public domain, if a
member of the public requires to speak to an individual Councillor, enquiries should be made to the
Clerk who will then make contact on the member of public’s behalf to enquire if the Councillor is happy
to engage in communication.

2. Communications with the Press and Public

Press reports from the Town Council, Committees, Working Parties etc will be from the Clerk or an
officer in conjunction with the Chairman and Vice-Chairman or; via the reporter’s own attendance at a
meeting.

Members who are asked for comment by the press or members of the public, should ask that it be
clearly reported that it is their personal view, unless they are absolutely certain and have the agreement
of the Chairman or Vice-Chairman they are reporting the view of the Town Council.

Members are encouraged to avoid giving such comments by directing the press either to the Chairman
of the relevant committee or the Chairman of the Council or, preferably, the Clerk.

The Council will be informed of every press release at the earliest opportunity and preferably before the
press report is published.
3. Councillor Correspondence to Other Agencies

All personal correspondence as a Town Councillor to other agencies should make it clear that the views
are the expression of the personal opinions of the writer and not necessarily those of the Town Council.

A copy of all outgoing correspondence relating to the Town Council or one’s role within it should be sent
to the Clerk, and it be noted on the correspondence, e.g. “copy to the Clerk” so that the recipient is
aware that the Clerk has been advised.
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All correspondence to other agencies on behalf of the Council must be sent by the Clerk.

4. Communications with Town Council Employees

The Clerk is employed as the Council as a corporate body and as such no individual Councillor can
instruct the Clerk to carry out a piece of work. The Clerk is the line manager for all other Council
employees and as such all work to be carried out by staff will be instructed by the Clerk only.

Telephone calls should be:
¢ kept to a minimum
e appropriate to the work of the Town Council

Meetings with the Clerk or other officers:-

Where possible an appointment should be made

Meeting should be relevant to the work of the Council

Members should be clear about the matters they wish to discuss

Office opening hours to be adhered to unless by prior agreement with the Clerk.

(Please be aware there may be meetings and or training requirements that would prevent officers
being available during office hours.)

6. Communications with fellow members

If the communication relates to a committee or working party, all members of that committee or
working party and the Clerk or minute taker should be copied in. If the communication relates to a
full Council meeting, all members should be copied into.

Definition of correspondence includes:

Letters, memos and other written documents

Emails, faxes, and other electronic documents

‘Electronic documents’ includes pictures, documents, spreadsheets and data of all kinds generated
by a computer system or software including contributions to websites or similar.

Text Messages and WhatsApp and similar.

Members and Officers need to be aware that any Freedom of Information (FOI) requests or Subject
Access Requests (SAR) also include communication from WhatsApp and Text messages therefore, any
communication should be for information only and not to conduct Council business, all Council business
is restricted to Council meetings only. FOI and SAR can also include information on members devices
therefore email from the Council provided equipment is essential.

8. E-mails

E-mails and replies to e-mails should be given the same consideration as would be given to any
other form of formal correspondence

E-mail is not the appropriate medium for a discussion — that is for a formal meeting.

E-mails should be kept to a minimum

Instant replies should not be expected from the Clerk, reasons for urgency should be stated
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e Matters for information to the other councillors should normally be directed via the Clerk

e E-mails to other agencies should be copied to the Clerk and only when the member has permission
to email an agency directly.

e Members should acknowledge their e-mails when requested to do so.

9. Complaints made to members

If Members have a complaint or receive a complaint about the conduct of the Council, a councillor or
employee from a member of the public, this should be presented to the Clerk in written format, to be
dealt with under the complaints procedure, or via a Town Council agenda item. The person’s name and
address should be on record but in accordance with GDPR policy.

10. Communication Strategy

The Council’s communication strategy is as follows.

Defined in the Action Plan.

Town Councillor Surgeries?

Facebook polls & questions?

Annual resident survey?

Ensure all interested parties are provided with
timely, relevant & accurate information.

Increase knowledge & understand of what LSTC do.
Purpose for communications Provide clear, accessible information & resources.
Promote & ‘story-tell’ about the good work in the
community.

Move the community from doubters to believers.
As defined in the Action Plan:

Social engagement, health & wellbeing (including
Councillor engagement)

Street furniture

Green spaces

Recreation

Highways (Note: the council can only Influence &
holds no accountability or responsibility to highways
therefore signpost to information)

General town centre & infrastructure (maintenance
of)

Transport

Voice of Community:
What are the community telling
us?

Council’s key objectives
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Resources
Literature
Education

Target audience

LSTC Councillors

LSTC Officers

South Norfolk District Council

Norfolk County Council

Residents

Schools

Public services

Local businesses

Travelling public

Media: BBC Norfolk(radionorfolk@bbc.co.uk &
norfolknews@bbc.co.uk), East Anglian Daily Times
(newsroom@archant.co.uk), Eastern Daily Press
(newsdesk@archant.co.uk), Norwich Evening News
(newsdesknorfolk@newsquest.co.uk &
owen.sennitt@newsquest.co.uk as ‘Local Democracy
Reporter’)

Key messages:
What do we want to say?
What do they want to hear?

Council is made up of local people volunteering time
to make LS a better place to live, work & relax.
Differentiate between the services we offer, the
discussions we can influence (how to report a
pothole) & those outside of our span of control (we
can’t fix the pothole).

Advise on key events & activities in the community
as per The Action Plan plus key outcomes from Full
Council & committees; LS by-pass, housing
development, road works, partner/promote the
schools in the community, promote local businesses,
social value exercises.

Come to our meetings - observe or participate.

Job vacancies in the town.

Approach

Face-to-face

Microsoft Teams / Zoom video calls
Print

News media

Social media

Webpage improvement opportunities

Key periods, dates, times &
frequencies.

Key LSTC meetings & committee dates
Progress against the Action Plan.

Key DE&I celebrations (religious, ethnic, PRIDE,
neurodiverse, disability.)

Comms Governance

Establish a Comms Lead, Comms Support & Comms
team.

Set up a Microsoft Teams channel for inter-comms
team instant messaging.

Agree criteria for items that satisfy a
communication: i.e. evidences or supports the
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Action Plan, communicates Councillor activity &
accountability ... etc.

Agree social media moderation: Who can & cannot
post, when should comments be turned off, when
do we warn & when do we block.

Which content goes to social media, which content
goes to press release?

Do we have any stock photo's: the town, the
schools, Doctor's surgery, businesses, people
(individual & Groups)
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