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CORPORATE IMAGE,
COMMUNICATION AND CUSTOMER
SERVICE STRATEGY

OBJECTIVES OF THE STRATEGY

Kempsey Shire Council’s Corporate Image, Communication & Customer
Service Strategy will aim to:-

1. Corporate Image Objectives

a) create a positive and professional image for Kempsey Shire Council
through clearly defined roles for Councillors, Management and staff and
clarification of Department responsibilities relating to corporate image,
communication and customer service within Kempsey Shire Council.

b) provide guidelines to ensure consistency in activities, communication and
customer service within Council.

c) take advantage of public relations opportunities to build bridges within the
community

d) reinforce the importance of issues and crisis management and planning.

2. Communication Objectives
a) improve the level of internal and external communication within Council

b) consult with the community, identify opportunities and methods for
effective consultation, encourage public participation and provide feedback to
the community.

c) develop a strong and cooperative relationship with local and regional
media and enhance management and staff's media skills

3. Customer Service Objectives

a) develop a strong customer service focus within Kempsey Shire Council.

This strategy describes methods by which these objectives can be achieved
and maintained. Central to the success of this Strategy will be a range of
techniques that will involve the community in Council’s policies, services and
activities.
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It is of interest that in our day-to-day dealings with the public, we have the
opportunity to advance the image of Council to all stakeholders. The most
comprehensive strategy will fail if day-to-day dealings with our stakeholders
are less than optimum.

The way in which we answer and respond to phone calls, letters, faxes and
emails, combined with our face-to-face contact with customers, has the
greatest impact on how Council is perceived in the community. Common
courtesy, the ability to listen with interest, a genuine effort to offer help to
the customer and using simple English are just some of the methods that can
be used to ensure Council’s corporate image is protected and enhanced.

Opportunities continually arise for Councillors, Management and staff to be
actively involved with residents on joint projects that will benefit the
community. This is an extremely positive method of enhancing Council’s
image in the community, as it is highly visible and emphasises the fact that
Council works for, and cares about, its community.

The real essence of public relations and corporate image is common sense
corporate interaction with the customer i.e. communication - constant,
consistent and truthful information disseminated as a genuine act of service.
Paramount to this communication process is a strong belief amongst
management and staff in Council’s Mission Statement and a thorough
understanding of Council’s Vision and Values.

In short, the success of this strategy is reliant on people (Councillors,
Management, staff and our stakeholders) and all forms of communication
which will result in the organisation developing a genuine customer focus.

ACKNOWLEDGEMENTS

Gutteridge, Haskins and Davey Pty Ltd, NSW Ombudsman “Better Service and
Communication — Guidelines for Local Government”, Department of Local Government
“Complaints Management in Council’s, Practice Note No.9, 1994, Local Government
and Shires Association, Bankstown City Council, Hastings Council, Warringah Council,
Dubbo Shire Council, Rockdale City Council, Hurstville City Council, Maclean Council,
Tallaganda Shire Council, Parkes Shire Council, Mudgee Shire Council, Sutherland
Shire Council and Queanbeyan City Council, members of the LGPRA, IAP2 and
members of IAP2, Rodney Gray, Employee Communication & Surveys, and officers of
other Local Government Areas who have responded to emails and phone calls
requesting information on the numerous subjects covered in this strategy.
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OVERRIDING PLANS, STRATEGIES AND PRINCIPLES

The following plans, strategies and principles all have an impact and relate
directly or indirectly to the Corporate Image, Communication and Customer
Service Strategy.

Corporate Strategic Plan

Goal 1. To facilitate sustainable economic development in the Shire

Goal 2: To build civic pride and foster effective social and community
relations

Goal 3: To ensure Kempsey town is a viable and vibrant economic hub

Goal 4: To adequately plan and fund the Shire’s infrastructure needs

Goal 5: To position Kempsey Shire in the region to actively participate
in regional activities

Goal 6: To position Kempsey Shire to reap the benefits of its attributes

Goal 7: To provide value for money services in the Kempsey Shire.

Management Plan 2006/06

Governance Goal

To direct and control the affairs of the Council in accordance with the Local
Government Act and to create, implement and review the Council’s policies
and objectives and facilitate communication between the community and the
Council.

Council’s Vision

“The beauty of the natural environment and the country and coastal lifestyles
are both preserved and enhanced by an economy of high productivity and
employment”

Council’s Mission Statement

“We will work with the community to provide high quality services and
facilities through excellence in leadership and with consideration for the
needs of the environment and of future generations”
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Council’s Values

Trust We earn trust by being honest, respecting differences and by
encouraging open communication.

Co-operation We achieve the best for our community through effective
teamwork.

Service We value our community by providing quality professional
service to all.

Innovation We encourage creative and visionary thinking to achieve
sustainable outcomes.

Pride We take pride in Kempsey Shire Council’s contribution to our
community.
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Integrating Council’s Values into the Organisation

The values of an organisation are used to indicate the type of conduct that is
expected of employees when carrying out duties on behalf of Council and
what customers can expect from the organisaton.

Council has adopted the above values as a result of a recommendation from
the Values Working Party, a group of staff members who worked through a
consultative process to arrive at five values which reflected the aspirations of
staff and the organisation.

In adopting a values based organisation, the following steps occurred:-

Leadership commitment

Values audit & development of aspirational values

Build cohesion in leadership team

Review mission, vision in relation to values

Build ownership across the organisation. (Launch of values at a
motivational breakfast - business cards highlighting values distributed;
Media campaign relating to the values; Inclusion in Code of Conduct;
Values Screensaver, mousepad and mug distributed to staff
throughout the organisation; Informal breakfast held to reinforce
values in the workplace; Included in each edition of the Community
Newsletter and Inbiz, the staff newsletter; Directors provide General
Manager with values implementation progress on a monthly basis).
This can also be achieved by:

uhwn e

a. Leadership Forum to lead by example “walking the talk”

b. Strong communication including feedback

C. Celebrate ‘values’ development and adoption with cross
organisational launch

d. Communicate the aspirational values using various visual aids -
posters, mugs/cups, screen savers

6. Integrate values into all HR practices

There are a number of other initiatives that can be introduced
organisationally which will further drive the initiative. These include:-

e The review of existing policies, plans and procedures to incorporate values

e The adoption of a checklist for use with the development of all new
policies, plans and procedures which includes a section - “alignment to
values”

e The acceptance of the need for the Strategic Team to ensure that values
are included when reviewing policies, plans and procedures prior to
making recommendations to Manex.

e The need to revisit the mission statement and vision to include the values.
If this is undertaken, it is essential to gain consensus across the entire
organisation for any suggested change.
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KEMPSEY SHIRE COUNCIL
CORPORATE IMAGE, COMMUNICATION AND CUSTOMER SERVICE STRATEGY 2006/07

CORPORATE IMAGE

If image is important for the individual, it is essential for an organisation
such as Kempsey Shire Council. Image should be treated as an asset and
should be planned, developed analysed and managed along with other
valuable assets.

The right image greatly enhances an organisation’s sphere of influence and is
as important as other assets such as capital, plant and technology.

"The greatest risk to your professional image is the failure

to factor image into your business decisions”.
Marilyn Mondejar

Many people believe that corporate image is simply the name of an
organisation and their logo. It is however, much more than this. It is what
makes an organisation special and unique; it expresses an organisation’s
approach to business, its culture and importantly, its values.

"Corporate reputation and building the brand no longer just matter,
they are absolutely essential.”

David Komansky, Chairman of Merrill Lynch,
addressing the World Economic Forum in Davos

Corporate image is reflected in everything Council does and it ties the
different elements of the organisation together in a unifying way. It can
clearly identify the fact that we are the level of government closest to our
community and that we are endeavouring to provide the best service
possible in an equitable and cost effective manner.

Corporate image is a way of building recognition and loyalty amongst
ratepayers and residents of Council and can make employees feel a part of
the team.

It is the perception people have of Kempsey Shire Council based on a
combination of various communication and personal experiences.
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CORPORATE IMAGE DEFINITIONS
There is often confusion when trying to define corporate image. These

definitions have been taken from an article by Kenneth Ohlsson based on
extracts from “The Corporate image” by Nicholas Ind.

CORPORATE CORPORATE CORPORATE

IDENTITY IMAGE COMMUNICATION

“"Corporate Identity

is the accumulation of a company’s history and its strategies. It is not easily
changed. Most identities evolve gradually over time, but a significant event
such as a corporate takeover can change the identity radically. This will
include visible symbols such as names, logos, symbols, signs, offices,
advertising, letterheads and business cards.

Corporate Image

is the picture a company’s audiences have of it. It will be determined by all a
company’s actions. The problem a company faces is that different audiences
will interpret a message in different ways. The management of the corporate
image is thus an ongoing task.

Corporate Communication

is the process that translates corporate identity into a corporate image. The
identity needs to be communicated to employees, customers, suppliers and
shareholders if it is to have any value. The role of design within this is to
visually signify what a company stands for.”

Council has many stakeholders, all of whom will form an image of our
organisation from the communications they receive.

Wherever possible, Council should aim to provide clear, concise and pertinent
information to all stakeholders on a regular basis.
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INTERNAL CORPORATE IMAGE

Creating a Positive and Professional Image for Kempsey Shire
Council

Public relations enables the community to gain an impression of Council and
this perception will be the basis for, and the influencing factor in, establishing
the Council’s corporate image.

Within Council, there is an understanding of the concept of public relations
and how it is tied to the projection of the organisation’s image. Councillors,
management and staff are fully aware that effective communications and
sustainable relationships with all Kempsey Shire Council stakeholders are
integral to the success of this overall strategy.

Everyone in the organisation has a role to play in public relations and the
enhancement of Council’s corporate image

The establishment of an image and awareness of Kempsey Shire Council will
be based on the provision of a regular flow of information to the community
about Council, its activities and aspirations. Media releases will be issued
regularly, advertising will be undertaken, newsletters will be produced and
the website will be continually updated advising of Council decisions,
activities and achievements.

The development of an image should revolve around many things including:-

o community events such as Australia Day, Local Government Week etc

o civic ceremonials/protocol including naturalisation ceremonies and civic
receptions

o staff training to help develop a customer service “culture”

community awards, including Certificates of Merit for sporting and
cultural achievement and Staff Excellence Awards

school education programs

Council’s involvement in community activities and events

the preparation of professional submissions

the use of Council’s identified corporate colours

the correct use of Council’s logo

the wearing of Corporate uniform by staff

the wearing of a name badge by staff in all encounters with the public
the preparation of cost effective, informative and interesting
publications. Surveys and the invitation for public comment, where
appropriate, should be included in some of these publications to
evaluate stakeholder interest and to promote community involvement
o the availability of presentation folders to selectively present
information on request.
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Developing Clearly Defined Roles for Councillors, Management and
Staff Relating to Corporate Image, Communication and Customer
Service

i) The Role of the Mayor and Councillors in Corporate Image,
Communication and Customer Service

The Council as an entity, and each individual Councillor, have important roles
to play in raising the profile of Council and achieving good public relations.
The following guidelines are submitted:-

1 Councillors should respect the role of the media to inform the public
and therefore should not expect the media’s view to be always positive
and in accordance with those of Council.

2 Councillors should be mindful of the public nature of their meetings
and of the expectations the electors have in respect of their chosen
representatives. The Council Chamber is the foundation of the
corporation’s image; failure to achieve a high level of image in this
area will be detrimental to the corporation.

3 The Mayor and the General Manager are jointly responsible for media
liaison and are the primary spokespersons on matters of Council
activity.

i) The Role of the General Manager and Directors in Corporate
Image, Communication and Customer Service

The General Manager and Directors should rate the enhancement of Council’s
corporate image highly in the day to day running of the organisation and its
functions.

1 The General Manager and Directors should note public relations
opportunities (i.e. opportunities to inform the customer of what is
happening) on a weekly or even daily basis. They should discuss
public relations and issues which may impact on the corporate image
of Council with one another at Manex meetings, particularly in relation
to the decisions and policies of Council.

2 The Mayor and General Manager are jointly responsible for media
liaison and are the primary spokespersons on matters of Council
activity.

3 Council operates an open access policy. Directors (or in their absence,

section Managers) may supply information to the media when
requested in accordance with Council’s various codes, policies and
resolutions.

4 The General Manager and Directors should be aware that all staff
members are a critical component in achieving a corporate image of
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which they can be proud. They are the front line in public relations for
Kempsey Shire Council and, as such, it is vital that Directors keep staff
members under their control fully briefed on policy directions and
decisions of Council. Regular team meetings have been set in place to
ensure that this communication flow exists. Staff members should be
encouraged to strive for excellence in every facet of their work and
should be consulted, not only on ways to improve work performance,
but also to enhance the corporate image through effective public
relations in the work place. A quarterly Staff Excellence Award is in
place to encourage this.

5 Directors should also ensure that knowledge, confidence, a positive
attitude and an appearance that reflects the corporate image are
attributes that all staff embrace; not just those in regular contact with
the public.

6 The General Manager and Directors should ensure that information and
objectives are conveyed to staff on a regular basis through informal
discussions with work groups, monthly team meetings, Inbiz, memos
on pay slips and/or by displaying information in staff rooms and on
staff notice boards. The intranet is a valuable tool and can be used as
a comprehensive data base of all policies and procedures and an easy
access point for forms and general or specific information.

7 The development of the Knowledge Management System has
enhanced the opportunity for the General Manager and Directors to
provide consistent information to staff.

Staff should be constantly encouraged to make suggestions aimed at
improving policies and work practices. The General Manager should submit
regular reports to Council on prevailing levels of staff morale and the
resultant effect on public relations.

ifli) The Role of the Customer First Manager in Corporate Image,
Communication and Customer Service.

1 To prepare, develop and review the Corporate Image, Communication
and Customer Service Strategy
2 To manage and oversee the implementation of the Strategy

iv) The Role of the Communications Officer in Corporate Image,
Communication and Customer Service

1 To have input into the development and review of the Corporate
Image, Communication and Customer Service Strategy

2 To implement those sections of the Strategy and Action Plan which are
the responsibility of the Communications Officer

3 To receive information from the Council and the various Departments

that will, through its dissemination, improve and enhance the
corporate image of Council.
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4 To liaise with Directors regarding all aspects of public relations and the
gathering, dissemination and publication of all appropriate information
that will enhance Council’s image

5 To arrange, with the co-operation of Council and each Department,
programs and promotional events/publications/advertising to enhance
the image of Council.

v) The Role of Staff in Corporate Image, Communication and
Customer Service

Staff members are at the forefront in liaison with Council’s stakeholders.
Each and every action that is performed by staff members is deemed to be
an act of Kempsey Shire Council. Therefore, the way that staff deal with
customers at the counter, in the field, on the telephone and in response to
written or electronic requests will reflect on the organisation. As staff
members are dealing with Council’s stakeholders every day, they are in the
best position to recommend changes to Management which will benefit both
the customer, in the form of superior levels of service, and Council, by way
of time and cost savings.
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Clarifying Department Responsibilities Relating to Corporate Image,
Communication and Customer Service within Kempsey Shire Council

An awareness by the public of the various functions of each Department is
essential for an understanding of the services and facilities provided by
Council. Each of these functions may be an opportunity for a small or large
public relations campaign, which in turn will impact on how Council is
perceived in the eye of the stakeholder. Each Department should identify and
convey to the Communications Officer their specific corporate image and
public relations requirements.

Opportunities exist to gain additional exposure for large or successful

projects, details of policy initiatives, innovations or events that may be
considered “best practice” in Local Government.
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CONSISTENCY

Providing Guidelines to Ensure Consistency in Council’s Activities and
Communication with all Stakeholders

Consistency is important in the image building process as it sends a message
of reliability that will develop a sense of trust in the Council within the
community. Consistency results from the persistent and repeated use of
proven methods such as:-

Council’s Logo

The correct use of Council’s logo - one of the following formats can be used
depending on the intended purpose.

Design 1 Design 2

KEMPSEY

Shire Council

This logo is significant as it represents the bond between Council and its
community:-

The role of servicing the community requires a strong bond of cooperation
between the people and their Council. The symbolism of the logo depicts the
interlocking of two components into a solid unit conformed in strength and
purpose. The background lineals represent community services, activities
and aims and a paralleling of aspirations and ideals with service delivery. In
a broad sense, the design enhances the contention that Local Government
gains it strength of objective from its closeness to the people.

For general use, this logo is shown at the size recommended for use on an

A4 sheet of paper. An exception to this would be if the logo forms a part
of a page layout where the logo becomes integral to the design.

KEMPSEY

Shire Council
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Corporate Colours

The use, where applicable, of Council’s corporate colours in advertising,
signage, street furniture, buildings and Council owned items.

Corporate Colours for printing are:-

- Maroon Pantone 202

- Ecru (cream) Pantone 1205 for solid blocks of cream
PMS 1215 for signage powder coating

- Sky Blue Process blue for lineals in logo or PMS 285

Pantone 279 for solid blocks of blue
Corporate Colours for painting are:-
- Dulux Indian Red
- Dulux Cream
- Dulux Greek Isle

Uniform

The wearing of corporate uniform by all staff and a name badge by staff in all
encounters with the public.

Fonts

The use of consistent fonts in correspondence and fonts and layouts in
advertising and publications:-

The font VERDANA is the preferred font for correspondence. Either Verdana
or Arial font may be used in advertising and contact with media. Arial is a
more compact font and using it for longer advertisements may result in cost
savings for Council.

Templates

The development of templates for reports, letters and memos ensures
consistency in the written word.

Advertising

Advertising continues to be an important means of informing the public of
statutory requirements and what is happening in Local Government. It is also
a front line tool in effective image building.

The weekly Council advertisements, in both the Macleay Argus and Macleay

Valley Happynings, are an essential component in the communication
process.
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Standardisation of advertising styles to reflect Kempsey Shire Council’s
corporate image is necessary. Council’s brand, the corporate logo, must
appear on all advertisements. The use of the same layout and typography
enhances the recognition that comes through regular and visually consistent
advertising.

An Advertising Strategy has been developed which covers all aspects and
requirements of Kempsey Shire Council’s advertising and includes samples of
advertising layouts. This document is included in the Corporate Image,
Communication and Customer Service Strategy.

Print media advertising, television advertising and internet exposure must be
linked by common visuals (logo, typography and, where appropriate,
colours).

Signage

Signage must be linked to all other visual aspects of Council’s functions.
Consistency, good design and functionality in the presentation of all forms of
signage applicable to Council’s operation will assist in attaining instant
recognition of Council and enhancement of its image.

A Style Manual has been developed which provides guidelines for all Council
signage.
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CODE OF CONDUCT POLICY
C 24-8

The Code of Conduct is a large document which prescribes the expected
conduct of councillors and staff. It can be downloaded from the intranet.
Subjects covered include:-

OCoONOTUTA, WN

Introduction

Definitions

Purpose

Key Principles and Organisational Values

General Conduct Obligations

Staff Responsibilities

Councillors Responsibilities

Statement of Business Ethics

Conflicts of Interest

Access to Information

Gifts and Benefits

Use of Council Resources & Equipment

Alcohol & Other Drugs

Equitable Treatment

Discrimination and Harassment

Outside Employment or Business by Staff

Public Comment on Council Matters

Interaction between Councillors and Council Staff
Councillor Access to Council Buildings

Corruption, Maladministration, Serious & Substantial Wastage
Improper & Undue Influence

Breaches of the Code of Conduct

Councillor Misbehaviour

Role of the General Manager in relation to the Code of Conduct
Role of the Mayor in relation to the Code of Conduct
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MEDIA POLICY

“Councillors and Staff: Interaction and Provision of Information To".
(C24.1)

Objective:

To effectively communicate and promote Council’s policies and decisions to
the community it serves.

Procedure:

e The Mayor and General Manager are jointly responsible for media
liaison and public relations and are the primary spokespersons on
matters of Council activity.

e Council will operate an open access policy for media enquiries, with
the Mayor, the General Manager and Directors (or in their absence
senior departmental Managers) to supply information when
requested, in accordance with Council’s various codes and policies.

e Staff members shall refrain from offering any personal comment or
opinion on matters of policy.

Public Comment on Council Matters (Code Of Conduct C24.8:17)
Only the General Manager and Mayor may make media comment about
Council matters. The General Manager may specifically authorise other staff
to make comment within areas under their management. Councillors are not

permitted to make public comment on behalf of the Council unless
specifically authorised by the Mayor or by resolution of the Council.

Refer Council Policy C24-1
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STYLE MANUAL

The Style Manual is maintained and kept by the Director Shire Services. The
manual contains information on signage, design and construction styles and
colours for corporate signage and building.
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EXTERNAL CORPORATE IMAGE

PUBLIC RELATIONS

Public relations is a discipline of management that can greatly enhance the
communication process and, therefore, the image of Council. For
stakeholders to form an image of Kempsey Shire Council and to gain an
appreciation of the organisation as a service provider and resources
manager, a commitment to effective and sustainable communication with
residents and visitors is required. The Macquarie Dictionary states that public
relations is :-

"The practice of promoting goodwill among the public for a company,
government body, individual or the like; the practice of working to
present a favourable image.”

Public relations helps to build an awareness of, and creates an identity for,
Kempsey Shire Council through the effective dissemination of information
and communication. It is one of the most important tools in building a
positive corporate image. On a day-to-day basis, management and staff have
many opportunities to offer superior customer service and enhance the
corporate image of Kempsey Shire Council.

Our organisation has developed a Mission Statement, Vision and a set of
Values which provide clear guidance to councillors, staff and residents on the
role of Council, our goals and our desire to work for and with our community.
These three statements lay the foundations for everything we do, including
the importance of the communication process in achieving understanding and
consensus.

Positive dealings with ratepayers, residents, the business community,
visitors, government and non government organisations, local government
authorities and, importantly, other staff are seen as crucial in determining
their perception of our organisation. To be effective, information flow
between Council and the community must be two way. Opportunities exist
to access this information in normal day-to-day activities including:-

o liaison with the Mayor, Councillors, Management and staff

. attendance at Council and Committee Meetings

o advertising, the Mayoral Column, media releases and media comment

o Council’s website and intranet

o the Annual Report, community newsletters, school education Kkits,
Local Government Week and other promotions

o public speaking opportunities, community consultation meetings, focus
groups, works inspections and surveys

. staff meetings and information sessions

o letters, facsimile, email, telephone calls and counter enquiries
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Providing Comprehensive Information on Kempsey Shire Council and
the Role of Local Government to Schools and Educational Facilities
within the Shire

A better understanding of the workings of local government, in particular
Kempsey Shire Council, can be created through providing information and
educational material to school groups.

A program of school tours of the Civic Centre can be arranged during which
presentations are made on the role and functions of Council. If schools
cannot come to the Civic Centre, arrangements can be made for a staff
member and/or a Councillor to go to the school or educational facility and
deliver a similar presentation. Likewise, field trips on specific subjects can be
arranged.

A “Project Material” section on Council’s website has been developed and will
be expanded in the future.

An excellent video tape, “It’s Your Council”, has been produced by the Local
Government and Shires Association targeting infants and primary school
students. N.B. Presentations can also be made to Service Clubs and
community groups upon request.

Local Government and Shires Association has also produced a comprehensive
education kit for Local Government studies, “Councils at Work”, which has
been distributed to all Schools in the Shire.

Local Government Week is the ideal time to target schools as the Local

Government and Shires Association updates handouts specifically for this
week and provides project material.
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CRISIS AND ISSUES MANAGEMENT

Reinforcing the Issues Management Procedure for Kempsey Shire
Council

Identifying issues that may impact significantly on the residents and
ratepayers of the Shire enables planning of a response before the event thus
making Council’s communication with all stakeholders more effective. In
dealing with issues, it is vital that decisions taken are consistent with Local
Government regulations, be well researched, balanced and the interests of
the majority of stakeholders are considered.

“"Issues Management is the process by which the organisation can
evaluate issues that may impact significantly on it. The issues can then
be assigned priorities for appropriate corporate response.”

Directors, in consultation with their staff, need to:-

o Identify, in advance, issues that may impact significantly on residents
and ratepayers. All forms of media, correspondence and other forms of
communication should be monitored to gauge public feeling and
highlight issues that are likely to impact in a negative way on Council.

At Manex, these issues should be raised and a strategy should be
planned to ensure that Council is proactive and ensures that the issue
does not become a crisis. By doing this, it will highlight Council’s
professional management, and ensure that the majority of issues that
could prove detrimental to Co