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1. Background

Historically, decisions and policies were formulated by local government without
consulting communities and community interest groups and imposed on the community,
with the result that implementation was not as effective as anticipated.

With the adoption of the Constitution of the Country on 8 May 1996 a complete
transformation of the local government system evolved. In terms of the Constitution, local
government is a sphere of government in its own right and no longer a function of national
and provincial government. Local government has also been given a distinctive status
and role in building democracy and promoting socio-economic development. It requires
from local government to involve communities and community interest groups in local
government matters.

The Local Government White Paper spells out the framework and programme in terms of
which the existing local government system will be radically transformed. It establishes the
basis for a system of “developmental local government” which is centrally concerned with
working with local citizens and communities to find sustainable ways to meet their needs
and improve the quality of their lives. The definition of developmental local government
as contained in Section B on page 17 of the White Paper on Local Government reads as
follows:

“Developmental Local Government is local government committed to working with citizens
and groups within the community to find sustainable ways to meet their social, economic
and material needs and improve the quality of their lives.”

The Municipal Systems Act gives effect to the vision of “developmental local government”
as envisaged in the White Paper on Local Government. This Act elaborates the core
principles, mechanisms and processes that are necessary to enable municipalities to
move progressively towards the social and economic upliftment of communities and
ensure universal access to quality services that are affordable to all. The Act extends
the definition of municipality to include residents and communities within the municipal
area, working in partnership with the municipality’s political and administrative
structures. This relationship is fundamental to sound and effective governance, and the
long-term sustainability of local government. The Act establishes a simple and enabling
framework for the core processes of planning, performance management, resource
mobilisation and organisational change, which underpin the notion of developmental local
government. By linking these processes into a single, integrated cycle at local level, the
Act undoes the complex, fragmented, top — down, overregulated approaches of the past.
In seeking to maximise resident’s knowledge of municipal plans and targets and giving both
Council and residents tools with which to evaluate and

compare municipal performance, the Act creates a bottom-up process of driving
development, improving performance and facilitating change.

National Communication Strategic Framework (NCSF)

The National Communication Strategic Framework (NCSF) is a framework approved by
Cabinet on 26 February 2025 for the period 2024-2029, aimed at consolidating and
enhancing government-wide communication, supporting the Medium-Term
Development Plan, and improving public trust and citizen participation.



The NCSF is informed by the communication environment and provides a framework
that sets the tone and direction for all national government departments, provincial
departments, municipalities and government entities to develop their own
communication strategies and plans for the medium-term period.

Objectives of the NCSF are as follows:

e lllustrate efforts towards economic recovery, employment support and relief;
economic transformation and driving investment.

e Demonstrate government’s commitment to reduce poverty, tackle the high cost of
living, and decisively deal with social challenges.

e Promote the building of a capable, ethical and developmental state that responds to
citizen’s needs.

e Promote national unity and solidarity among all South Africans.

e Demonstrate how the 7th administration works in unity to continue to advance South
Africa’s development.

From the aforementioned new local government legislation, it is clear that there should
be a shift from governing to governance. Umsobomvu Municipal Council considered its
approach to communication and citizen involvement in local government matters and
developed this communication strategy accordingly. In addition, the spirit of community
involvement is captured in Council’s vision, that is:

“A Developmental Municipality in South Africa”

Flowing from the vision, the need for a communication strategy was identified which should
enable Council to interact with the broader community as outlined in the objectives of
the Umsobomvu municipal Integrated Development Plan (IDP) Strategy, that is to:

e Develop a capable and capacitated institution to respond to community needs
Strengthen community participation

Enhance Good Governance processes and accountability

Provide appropriate services to all households

Ongoing maintenance of municipal infrastructure

Enhance municipal financial viability

Provide quality and sustainable municipal infrastructure within available resources
e Facilitate economic growth in the municipal area, and

e Environmentally conscious in the delivery of services.

The Communication strategy for the Umsobomvu Municipal Council Communication is
an integral part of management and the promotion of dialogue and interaction
contributes to an organisation’s success. In this context, dialogue means two-way
interaction and sharing of information between equal parties. Through communication,
relationships with citizens and “role-players” are nurtured; thereby improving the
understanding of community needs and enabling the Municipality to respond.

The Local Government: Municipal Structures Act, 1998 (Act 117 of 1998), Local
Government: Municipal Systems Act, 2000 (Act 32 of 2000), the Promotion of Access
to Information Act, 2000 (Act 2 of 2000), Municipal Finance Management Act, 2003,
Intergovernmental Relations Framework Act, 2005, Organised Local Government Act,
1997, Media Development and Diversity Act, 2002, the Comtask report, and the
Constitution of South Africa, 1996 (Act 108 of 1996), place unique obligations on local-
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government communicators and demand high levels of transparency, accountability,
openness, participatory democracy and direct communication with the people in improving
their lives. This forms the basis and mandate of this strategy, to underpin the municipals
IDP strategic objectives outlined above.

The involvement of the people as agents of social change is significant in implementing
government’s Program of Action (POA) in general and that of local government in
particular, through the IDP process. The challenges of local-government service delivery
are inextricably linked to the concrete building of partnerships.

The communication system should enable local government to communicate in an
efficient, co-ordinated, integrated and coherent fashion. Building capacity, both human
and capital, in the local government sphere is fundamental to ensuring that government’s
central message as outlined in the national Government Communication Strategy (GCS),
is communicated in an integrated, consistent and co-ordinated manner.

The Pixley ka Seme District Municipality is responsible to ensure institutional
arrangements are in place for the co-ordination of an integrated and coherent system of
communication in the entire district, so that information reaches all municipal
communicators and that the districts program of action is effectively communicated and
supported at the Umsobomvu municipal level. This is critical stemming from the lessons
of the COVID-19 pandemic lessons and is supportive of the “District Development Model”
concept adopted by Cabinet, the 2019 Presidential Co-ordinating Council (PCC), the
March 2020 extended PCC and at various MINMEC's.

Aim of the communication strateqy

The aim of the Communication Strategy is:

“To encourage a culture of community participation in governance and to improve
Council’s public image.”

Underlying principles

Emanating from the aim, there are five principles central to the communication Strategy.

The first principle is ensuring “governance”. In terms of the national definition of
“‘governance”, the Umsobomvu Municipality is required to govern with, rather than for
people. Thus, Council is to be viewed as a facilitating body and not a governing body. For
this to be achieved dialogue between Council and citizens through ward committees and
collective decision-making must be promoted and enabled. This requires the
strengthening of the link between Council, ward committees and the community.

The second principle of “participation” requires both Council and citizens to be actively
involved in and contribute to the affairs of Council and the Municipality. Through
dialogue, citizens and Council will be able to share expertise, experience and
information and contribute to the creation of an interactive local authority. In this
interaction, Council and citizens are considered equal. Council should endeavour to
enable participation wherever possible and avail itself and its personnel to engage in
discussions with citizens.



1.1

“Citizen”, being the third principle, allows for a broad definition of role-players and
stakeholders. The term includes the internal (i.e., Councillors, personnel and municipal
trade unions) and external public (i.e., individuals or organisations operating outside
Council e.g., ward committees, delegations, VIP’s, etc.). This strategy should enable
Council to interact with all role- players in an efficient and effective manner.

The fourth principle refers to the manner in which communication occurs. It is envisaged
that communication, involvement and interaction become a “culture” within Council. In
this context “culture” means that the necessity and importance of communication is
recognised and is an integral part of Council’s operations. With the acceptance of the need
for involvement, the value and importance of communication is appreciated and
understood by all role- players. This culture cannot be enforced; it develops and evolves
within the organisation and its personnel.

The last principle being “public image” is an important factor for successful
communication. Image refers to the public perception of Council and may either attract
or deter citizen involvement and participation.

Research shows that a favourable public image promotes participation. However, it must
be noted that in this strategy, it is anticipated that Council’s image will be improved
through communication.

Encouraging a culture of community participation through governance.

The concept of governance requires Council to be more transparent and democratic.
Effective communication is an essential component of governance, it is therefore critical
that Council improves its communication efforts. In so doing, consideration must be
given to two concepts enabling governance, namely availability of information and
accessibility of the organisation.

Information

Research shows communication to be an interactive process whereby information is
exchanged between the source and receiver. Information refers to the actual content of
the message and in Council’s case, is varied. Communication conveys messages and
enables the sharing and creation of new ideas, in turn allowing various parties to reactand
in so doing, fulfill their functions and responsibilities. As communication cannot occur
without the existence of information, it is critical that it is readily available and in a format
allowing interaction. The quality of information is important for effective
communication. To achieve effective community involvement in Council affairs, it is
essential that communities are provided with necessary information. Without this,
Council cannot expect communities to become involved and provide a meaningful
contribution. The active provision of information to communities and personnel will
encourage Council to be accountable for its actions. Increased accountability and
willingness to share information encourages participation; allowing for improved
understanding and informed decision-making.

This in turn results in decisions beneficial to all parties. Information is a critical resource,
and the optimal utilisation of other resources is dependent on the quality of the
information. To ensure effective communication, information shared with communities
should be of a high standard. This requires information to be up-to-date and presented in
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a format that is understandable and appropriate to the receiver. To enable Council to
communicate effectively, attention must be given to the actual information and the way
in which it is disseminated. Information is currently shared by various means e.g., legal
notices, advertisements, brochures, pamphlets, etc. Council should share information
through methods indicating sensitivity to the needs and requirements of the receptive
audience, in a timeous manner and appropriate format. Wherever possible, it should be
simplified and presented in the appropriate medium and language.

Accessibility

Communication occurs when parties wish to share information. Its effectiveness is
dependent on the level of accessibility that exists between parties. It is a critical
component as it facilitates interaction and dialogue. The exchange of knowledge and
ideas allows for the integration of concepts and thoughts; resulting in informed decision-
making. In defining this concept, Council should have easy access to the citizens of the
Municipal and vice versa. Citizens should be able to access municipal departments, its
personnel and Councillors. Council would like to create an environment whereby the
process of governance (which is translated into programmes and services offered by
the organisation) is accessible and available to all citizens of Umsobomvu. To
accomplish this, Council should eliminate barriers currently preventing access to the
decision-making process, the administration and role-players. Barriers exist in many
forms and include entrenched procedures, policies and even attitudes of personnel. In
accordance with the concept of governance, Council intends improving the decision-
making process by making it more accessible. Improved accessibility will encourage
interaction; contributing to improved understanding and informed decision-making. To
promote and encourage the concept of governance, access to municipal departments
and personnel should be facilitated. Communication cannot be effective if there are
insufficient linkages with role-players to promote and facilitate access to all interest
groups. This requires Council to clarify linkages with citizens and organised interest
groups.

Improving Council’s communication

To enable Council to take on its role as a facilitating body, it is essential that Council
continuously evolves and amends the way in which it operates so as to embrace
technological advancements and a growing sophistication of societal needs. As it is
imperative that Council communicates this message to citizens and personnel, it is
essential that communication is addressed. Communication occurs on two levels,
internal (e.g., personnel and Councillors) and external (e.g., media, citizens, role-players,
etc.). Therefore, the concept of governance should be incorporated into both levels. The
formulation of strategies for internal and external communication was guided by the notion
that citizen participation in governance requires the provision of information and
accessibility to the administration and role-players.

Internal Communication

Internal communication addresses those systems and procedures used to
communicate information with personnel and Councillors. Research shows that if internal
communication is ineffective, it does not enable the projection of a positive image; which is
critical for successful communication. An effective organisation depends on, amongst
others, informed personnel. This means that personnel are knowledgeable on the functions
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of the organisation and the areas where transformation is occurring. Informed personnel
have a positive mindset and are better equipped to provide an improved service. Because
of varying functions and responsibilities, communication needs of personnel will vary
throughout the organisation and cognisance should be taken.

Clarify the Role of Councillors and Personnel

Councillors and personnel play an important role in facilitating communication and
promoting access to local government. Through monthly ward committee meetings,
Councillors can assist in communicating Council decisions and policies. They should
be empowered to liaise with citizens regarding Council projects and initiatives citizens
should know about. Personnel should provide Councillors with the necessary support (be
it administrative or technical) in preparation for and at the meeting.

Personnel play an important role in assisting with communication and improving the
accessibility of Council to citizens. Attention should be given to those personnel directly
involved with citizens, namely front-line personnel, Community Liaison Officers and
Public Relations Officers. The respective roles should be clarified.

Encourage Meetings to Promote Dialogue

All existing channels of communication should be used to disseminate information.
Through meetings, dialogue can be promoted and the interaction of management with
Councillors, personnel with management and personnel with Councillors, encouraged.
Such sessions should be used to inform personnel, management or Councillors on
changes that are occurring and provide immediate feedback on matters of concern or
relevance. “Face-to- face” discussions should be encouraged. Councillors should be
regularly informed of the progress on projects, changes and activities initiated by
personnel. Improved interaction amongst Councillors and personnel will strengthen
working relationships and enhance Council’'s effectiveness. Interaction can be
improved with the involvement of ward Councillors in meetings or discussions on ward-
based projects and with personnel assisting portfolio Councillors with portfolio tasks.

Council to Disseminate Information via Municipal Newsletter

Council should prepare and produce a quarterly Municipal Newsletter. Research shows
this to be effective in communicating with personnel. Information such as Council
resolutions, projects, personnel appointments,

promotions and general departmental news can be disseminated through these means.
In addition, it can be used as a forum to address personnel queries and concerns.

Establish Departmental Chatterboxes

Departmental chatterboxes will enable personnel to submit queries and concerns. These
concerns will be addressed by management who will inform personnel of the actions
taken, either via the internal newsletter or the appropriate channel. In this way interaction
of personnel with management can be encouraged. Departments should regularly
inform Councillors by submitting items to the Portfolio Committee.
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Dissemination of Information via the Municipal Website and the Intranet

The dissemination of information should be timeous. The municipal website and the
intranet can be used to effectively disseminate information to a large majority of
personnel. With this, Council can be assured that personnel receive information not
distorted by rumours and misinterpretations caused by the internal “grapevine”. The
extension of the internal computer system to Councillors offices should be investigated.

Improve Systems of Referrals

Accessibility to the organisation can be promoted through an efficient system of referrals.
Common points of referrals are the switchboard, public counters, ward councillor offices,
secretaries and personnel. At these points, citizens should be given accurate
information on the division responsible (and preferably a contact name) for that subject.
To provide this service, personnel should be trained and informed of the various functions
of the organisation. In addition, personnel should be available to assist citizens in their
preferred language be it Xhosa, English or Afrikaans. Consideration should also be
given to improve signage within departments. Signage should direct citizens to public
counters and should also be able to assist citizens once they are referred to a division
within the department.

External Communication

Council needs to identify additional ways in which information can be shared with
citizens. Currently information on Council matters is disseminated through various
channels e.g., media reports, Community News, radio talk shows, Council agendas,
pamphlets, posters, billboards and publicity campaigns. However, for Council to
encourage participation in governance, concerted efforts need to ensure that relevant
information (e.g., the achievements of Council, projects, policies, etc.) is shared in an
efficient and effective manner. In addition to considering the way in which Council
communicates with the external environment, consideration should also be given to the
importance of image. This is often a factor influencing a person’s decision to become
involved and contribute to the organisation. Strategies enabling accessibility and the
effective provision of information are indicated below.

Improve Council’s Image

Before strategies to improve or amend the image of the organisation can be developed
and formulated, the current image should be determined. Through a “perception survey”
both the external and internal image of the organisation can be assessed. These studies
will not only identify the existing image but also determine the attitudes and perceptions of
citizens and personnel. Those areas requiring attention will be identified and strategies
developed accordingly. Regular perception surveys should be conducted to assess the
effectiveness of communication.

Training of Front-line Personnel

In order to improve the quality of information given to citizens, the role of front- line
personnel is essential. They play an important role in the promotion of Council’'s image,
and it is at this first point of contact that the image and service should be improved. Front-
line personnel should be trained in public relations and service orientation skills and
empowered with knowledge of Council and services rendered. This knowledge should
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2.2.7

also include the names of contact people within the organisation.

Dissemination of Information via the Municipal Website

A single municipal website for the Municipal be developed and maintained, containing
information such as Council agendas and minutes, Council policies, press releases,
information on the responsibilities and structure of municipal departments together with
contact names, tender notices, personnel vacancies, tourist attractions, business
opportunities, etc. The municipal website can be used to effectively disseminate
information locally, nationally and internationally. The possibility should be investigated to
install computers and internet facilities at decentralized information centres and libraries
where citizens can access the municipal website for information or register complaints.

Provision of Information on Departments

Knowledge of the organisation will encourage citizens to interact. Information on the
responsibilities and structure of the organisation, together with contact names should be
co-ordinated in a document (such as “The A-Z Services Guide”). It should be distributed
at all points of public access such as clinics, libraries, post offices, etc. and be available
within Council. Ideally this document should be printed in Xhosa, English and Afrikaans.
In conjunction with the booklet, other methods of informing citizens, such as open days
and exhibitions should be utilised.

Creation of Decentralised Information Centres

For information to reach all citizens in the Municipal, it must be readily available and
accessible; hence the creation of decentralised information centres. In addition to
providing advice and dealing with complaints, these centres will distribute all public
material and brochures published by Council.

At these centres, the effectiveness of “complaint books” should be investigated. These
will allow citizens to register complaints regarding municipal problems and concerns.
These entries that are signed and dated by citizens, will be referred to the appropriate
department. This will encourage dialogue with citizens and alert Council to urgent
concerns.

Dissemination of Information via Newsletters to Account Holders,
accompanying Municipal Accounts

The newsletter to account holders, accompanying monthly municipal accounts, can be
used to effectively disseminate the following information to all citizens of the Municipality:

e Explain credit control policies and procedures to account holders;
¢ Inform account holders about:

Service charges/rates increases New services
New projects, policies, etc.

Launching and official opening of new projects

Through the launching and official opening of new projects communities are made aware
10
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of new developments. Currently the launching and official opening of new projects is
done on an ad hoc basis and in most instances funds are not available for this purpose.
This should be done in a planned and organised way. Projects which must be
launched/officially opened must be identified well in advance, a programme must be
drawn up, funds must be provided on the budget and the launch/official opening of new
projects must be done according to the programme.

Monthly Ward Meetings

An effective way of communicating with communities is through monthly ward meetings
through ward committees. Through interaction at these meetings, ward Councillors
cannot only discuss and clarify Council matters but also encourage communities to
voice their concerns and needs. Information received from these meetings should be
relayed to the relevant department for attention and ultimately to Council via
submissions to be included in agendas. Personnel should assist ward Councillors with
preparation and be available to attend meetings.

Community Participation in the Formulation of Policies

Whilst citizens are unable to participate in the decision-making of Council, opportunities
exist for involvement in strategy formulation and major projects. Through interaction at this
level, Council gains an improved understanding of needs and concerns. These can be
incorporated into policies, allowing Council to be more effective in the implementation of
its functions. It is widely believed that participation facilitates implementation. Specific
issues such as the annual budget, IDP and major projects should allow for citizen
involvement. Participation inspires people to adopt policies or decisions as their own;
encouraging support and commitment.

For citizens to be involved and contribute to strategy formulation, Council should include
key “role-players” in the process. However, the level of involvement may vary according
to the complexity and nature of the subject. In some instances, involvement may be
limited to liaison or could involve representation on task teams or steering committees.

Involvement should not be limited to strategy formulation but extend to the normal
operations of Council. In the preparation of committee items, consideration should be
given to the potential implication a decision may have on interest groups. Role-players
should be given the opportunity, where appropriate, to provide input and be involved in
consultation processes prior to recommendations being submitted to relevant committees.

2.2.10 Ensuring that Decisions, Policies and Implications are Understood

2211

Barriers are often created by a lack of understanding of Council decisions. It is critical that
decisions, policies and the implications thereof be explained to citizens. Councillors and
personnel (such as Community Development Officers) should fulfill this role of
communicating crucial decisions to the affected community via wards, ward committees
and public meetings.

Clarify the Role of Ward Committees

Ward committees can enable interaction between Council and the citizens of the
Municipal. However, for interaction to occur, it is essential that the role of ward
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committees be clarified. The role would have to be defined in conjunction with
ward committees. The potential exists for ward committees to play a meaningful role in
strategy formulation. As ward committees has a wide representation, it is in the fortunate
position of being able to monitor changing citizens needs. This information could be
relayed to Council and used in the formulation of policies and strategies. Ward
Committees could also be represented on steering committees and play an active role in
the formulation of policies and strategies.

Ward committees can assist sharing information with citizens. Due to the network and
membership of the ward committees, it is an effective way of communicating the
intensions of Council to a wider audience. To assist ward committees in fulfilling this role,
Council could provide initial support to establish structures or processes required to
facilitate involvement.

2.2.12 Database of Organised Interest Groups

A database of all organised interest groups in the Municipal will enable Council to
establish linkages and interact and communicate as and when required. This database
will provide a listing of all organized groups with information on the area or field of
interest, membership numbers and contact names. This information should also establish
whether these organisations would be interested in becoming involved in Council affairs.
This database should be made available to all personnel and Councillors, thereby
enabling them to communicate with the relevant interest groups. Interaction with the
organised interest groups will facilitate informed decision-making.

2.2.13 Strengthening Linkages with Ward Committees

To ensure dissemination of information, Council will strengthen its linkages with ward
committees. Through these linkages, Council can target ward committees with relevant
information and develop partnerships. Ward committees can assist in communicating
Council’s intentions amongst its members.

2.2.14 Establishment of Networks and Working Relations

The presence of networks often enables timeous communication and interaction.
Councillors and personnel should endeavour to establish networks with people at
provincial, national and international levels. The active use of these networks will be of
benefit to Council. This information on contact people should be captured in a database
and made available for use throughout Council.

2.2.15 Use of Appropriate Equipment and Material in Communication

When information is shared with the external environment, it should be done in a manner
indicating sensitivity to the needs of the receptive audience. Information should be
presented in a format that is understandable and not complicated. In addition, the
appropriate equipment e.g., loud-hailers, billboards, etc. should be made available for
communication purposes. The use of notice boards, located at strategic points (i.e.,
shopping centres, taxi/bus ranks, clinics, etc.) to share council news, should be
investigated.
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Process to improve Council’s communication

To ensure effective citizen participation in governance, the UM must prepare itself and its
citizens. Council is currently not in the position to implement effective participation in
governance. This can only be achieved if Council establishes a favourable image and
develops the necessary skills. For this to occur, Council must first rectify the internal
communication, develop the skills and amend the image before attempting to take on
new communication responsibilities. This is supported by research that states that it is
only once the internal communication system is improved, that these principles can be
extended into the external environment.

An approach allowing Council to prepare itself and its citizens for participation in
governance, is detailed below. This process has both an internal and external focus, with
the initial focus being addressing internal communication. As the implementation of
individual strategies within each focus area may vary, it is not possible to allocate
timeframes. Hence situations may occur where certain aspects of the process are
implemented concurrently.

Internal Focus: Preparing Council for its New Role in Communication

The intent of this internal focus is to prepare Council for its new role in governance and
through communication, improve the quality of service rendered. Particular attention will
be paid to preparing and enabling Council and its personnel to adapt to this new role.
This phase allows Council to

address and make the necessary procedural and structural changes to enable participation
and interaction. Specific objectives for the internal focus are detailed below. The
strategies enabling the fulfillment of these objectives are listed accordingly.

Objective 1: Improve communication within Council by making the lines of
communication more direct.

Strategies:

Encourage meetings to promote dialogue.

Council to disseminate information via Municipal Bulletin.

Establish departmental chatterboxes.

Dissemination of information via the municipal website and the
intranet.

Y VYV

Objective 2: Afford all personnel the opportunity to contribute towards transforming
and restructuring the organisation.

Strateqy:

» Clarify the role of Councillors and personnel.

Objective 3: Improve accessibility within the organization Strateqy:

» Improve systems of referrals.

13



3.2

Focus: Opening the New Channels of Communication

During this phase, Council will address its public image and open new channels of
communication. As the focus is on external communication, this allows Council to
implement strategies having a direct impact on the external environment. It is during this
phase that attempts enabling citizen participation in governance be communicated
externally. As participation in governance demands responsible and informed citizens,
Council will inform citizens of their rights and responsibilities. During this time, clarity on
the expectations of both citizens and Council in terms of communication and participation
in governance will be obtained. The opportunity can be used to develop networks and
linkages with organised interest groups and explain the political process and Council’s
responsibilities.

Obijective 1: Council to project a favourable public image.

Strategies:
» Improve Council’s image.
» Training of front-line personnel.
» Dissemination of information via the municipal website
» Provision of information on the departments.
» Creation of decentralised information centres.
» Dissemination of information via newsletter to account holders,
accompanying municipal accounts.
» Launching and official opening of new projects.

Objective 2: Council to communicate effectively and efficiently with citizens,
organised civil society, other spheres of government and the international
community (with an interest in Umsobomvu)

Strategies:

Monthly ward meetings.

Clarify the role of ward committees.

Establish a database of organised interest groups.
Strengthening linkages with ward committees.

Establishment of networks and working relations.
Strengthening linkages with media.

Use of appropriate material and equipment in communication.

YVVVYVYYY

Obijective 3: To enable participation in governance

Strategies:

» Community participation in the formulation of policies.
» Ensuring that decisions, policies and implications are understood.

Through the process of preparing the organisation and opening the communication
channels, both citizens and Council (its Councillors and personnel), will be better
equipped to effectively manage and participate in governance. Council will become

14



increasingly transparent and democratic and with time, participation and effective
communication will become part of civic culture. Note: Additional strategies may be
identified through the implementation of these focus areas.

Implementation of the communication strateqy

The way in which Council communicates will not change unless a structure within Council
is made responsible for the implementation of this strategy. The responsibility of this
structure would be to initiate and co-ordinate implementation and continually review the
effectiveness of Council’s communication. As communication is an essential component
of the overall management function, it must receive the attention it deserves. With the new
environment within which Council now operates, communication and democracy is
becoming increasingly important and should be a dedicated function within the
organisation.

Effective communication requires co-ordination, and the responsibility thereof should be
centralised in a unit with dedicated functions. Currently Council does not have a unit
dedicated to the co-ordination of its communication. It will have to ultimately have a Public
Relations Division, located in the office of the Municipal Manager or the Corporate
Services department. As research has shown that public relations are merely one aspect
of communication, it is essential that the role of this division and its capacity and ability to
implement the strategy be investigated.

Conclusion

The need for Council to review its communication efforts is a matter of urgency. This
review will not only be of benéefit to the functioning of the organisation but will also make
a significant contribution to the improvement of Council’s image. This in turn will enable
Council to make a concerted effort in enabling citizen participation in governance. As
citizen participation in governance is dependent on effective communication, Council
must first improve its internal communication and then address external communication. To
this end, a process with an internal and external focus is suggested.

As governance and democracy is an important aspect of the municipality,
communication must be valued. It is therefore critical that in conjunction with the
importance of communication, that a dedicated structure be responsible for its co-
ordination. Although the organisation currently does not have a Public Relations Division,
terms of reference will have to be developed to form such a division and allow it to
adequately address communication. It is therefore necessary that the role of a Public
Relations Division be aligned in terms of the strategy with the aim of creating a new
communication unit or structure; and being responsible for the implementation of the
Communication Strategy for Council.

GUIDELINES ON THE INTERACTION WITH THE MEDIA

STRENGTHENING LINKAGES WITH MEDIA

In an effort to improve the dissemination of information, Council should improve and
strengthen its interaction with the media. The following are recommendations of research
done by the Kuper Research and the Media Observatory, a project of the University of the
Witwatersrand’s Journalism Programme on ways to interact with the media:
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Avoid an adversatrial relationship

There needs to be an alignment of government communication and the media behind
common objectives. A ‘them’ and ‘us’ mentality is counterproductive. The culture needs
to be one of information-sharing, trust and respect.

Understand the needs of the different media types

Part of the professional standards required from government communicators is that they
need to know the different platforms they can harness to deliver a message.

Understand the importance of journalists’ deadlines

Be accommodating and assist in meeting the deadlines. Understand the
immediacy of daily newspaper, radio and television news deadlines.

Be accessible

Government communicators have to be accessible to the media to share information
and for them to meet their deadlines. Ministers and decision-makers should be more
available to the media.

Consistent professional standards

Government communicators should consistently reflect professional standards in their
work.

Don'’t be ‘over-bureaucratised’

Government communicators should try to ‘de-bureaucratise’ the process through frequent
and structured interactions between their principals and the media.

Government spokespersons are not bodyquards

It is not the job of government communicators to protect their principals but to rather
be their ‘voice’.

Media are not a ‘loudhailer/echo’ for government

Government communicators need to understand that the media are not loudhailers or there
to echo government messages. They are also not ‘vultures waiting to disseminate
negative news’.

Contact and recoqnition

The media want more contact and recognition at the senior level of government.
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Truthful vs economical

Government communication is not seen as untruthful but rather ‘economical’ with the
relevant information.

WHAT MUST A LOCAL GOVERNMENT COMMUNICATOR DO?

Local Government communicators can contribute to the building of healthy local
government-media relations in the following ways:

Know the strategy positions of the municipality

Bear in mind that South Africa is a democracy. This means that the public’s
access to municipal information through the mass media is an important right;

Be professional, efficient and enthusiastic;

Know the journalists who work in your field and avoid limiting your relationship to that
of a voice over the telephone;

Develop an understanding of the different kinds of media and customise your service
to journalists to suit each medium;

Make time to visit newsrooms to understand the news process and how decisions
about what is newsworthy are made;

Find out about deadlines since each newspaper, radio station or television station has
its own deadlines. As a general rule, print media will have longer deadlines than
broadcast and online media. This means that a radio journalist will be working on
hourly or even half-hourly deadlines compared with the print journalist who may have
a day or longer to write an article.

What local government communicators must not do:

be unaware of what your department is doing;

lie to the media;

make promises you know you cannot keep;

be pompous and rude with journalists;

show a lack of respect for media deadlines;

make sexual advances towards journalists;

do not alert the journalist about a press release you have sent, especially if it was via e-
mail;

keep sending long press statements and treat the media as the PR wing of the
municipality;

be constantly unavailable;

send inaccurate information;

make inconsistent statements.
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MEDIA STATEMENTS, ADVISORIES AND FACT SHEETS

Whethertimes are good or bad, you will issue a media statement or media release at some

point.

We write media statements to publicise our programmes, inform the public and put
something on record.

On an average news day, our media statements compete with hundreds of other stories.

Most media statements feed the rubbish bins of the newsrooms they are sent to. In this
day of e-mail, most media statements enjoy the status of junk mail.

Ten points to remember!

PO~

o

No

10.

Your writing must be accessible, clear and direct.

Your first paragraph must be punchy but avoid going over the top.

Talk to the journalist before you fax or e-mail the statement.

You should seek to inform and arouse the interest of both the editor and the journalist
who is going to write the story.

Your statements must be newsworthy. Check this with the journalist because
what is newsworthy to you may not be as exciting to a journalist.

Give your statement a title, not a headline.

Your typing should allow space for editing. Statements typed in double spacing
are preferred.

Never print on both sides of the page.

Provide all your contact details and where additional information can be
obtained, e.g., website address.

In terms of lay-out, try to put all the information on one page and any variation
of the following structure:

* subject;

* name of the department;

+ the information you are communicating;

* inthe case of events, state the venue or place;

* give the date;

* indicate the benefits of your programme or project;
+ identify the beneficiaries;

* contact person.

Media advisories

In most instances, advisories are issued (as the name suggests) to inform media of an
upcoming event or announcement on which a communicator/ministry would like coverage.
They are designed to entice media to an event/ announcement by simply stating the
date, time, venue etc. of such and event or announcement.

Nonetheless, such a communiqué should cover the conventions of the media release.
Include a date/contact names/ telephone numbers/ e-mail addresses/ fax numbers and so
on for the purpose of queries to be directed to a communicator.
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Although an advisory should not be longer than a page in length, the tail should also
include the term ‘-end-* to indicate that the communiqué does not continue.

Facts sheets

The facts sheet is often the written equivalent of the background briefing. In terms of
circulation, it should go to media before any briefing, but can be sent out as a standalone
which serves to ‘set the record’ or ‘to set the record straight’ depending on the context.

. A fact sheet should capture facts and figures, but not be release with a media
release as it is a background document. Media should be familiar with the
contents before any briefing, thus making response to simple, established
information a straightforward process. Often, however, such information may be
the preserve of government officials and taken for granted.

. The fact sheet rearticulates on record the responses to complex issues and,
(preferably) addresses responses to what might be looming matters. However,
this should not be done in a polemical style.

. These are usually long and often complex documents and should therefore be
clearly marked as ‘Fact Sheet’ or ‘Background Document’ and conform to the
convention of larger documents described above. Although not necessarily for
media release, they should indicate if an embargo does or does not apply.

MESSAGE PRESENTATION STRATEGIES:

Local government communication exists to ensure that the public is constantly informed
about service delivery and the challenges facing the municipality. In the process, local
government communicators are delivering a service that is as

important as the delivery of houses, water or electricity. It is therefore important that
government messages are constructed in a way that would capture the public’s
attention.

A badly constructed message can be as bad as denying citizens their right to information.

How can | avoid badly constructed messages?

. organise a brainstorming session with the communication team and relevant
Officials;

. identify key messages;

. identify target audiences;

. identify appropriate media and journalists.

HANDLING A COMMUNICATION CRISIS

Since we may not be able to prevent crises all the time, there are a few things we can do
once it has arisen:

. do not lie;

. do not issue statements if the municipality has not made decisions about what to
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say;

. if the crisis is going to impact on the municipality as a whole, develop an
interdepartmental or municipal-wide approach;

. do this while approaching members of Council and management to co- ordinate
the process;

. have a central point from which statements will be issued and co-ordinated;

. develop a parallel process for managing the parties who will be directly affected

by the process.

TECHNIQUES: HOW TO HANDLE AN INTERVIEW

How should you behave?

e The first thing you need to do is to look/sound as if you want to be there! As
uncomfortable as the situation might be, as nervous as you may be feeling, cultivate
‘coolth’. Look as if you have no problem being on the spot because you have nothing
to hide and will answer all difficult questions.

e Don’t contradict aggressively - there is a way of looking mildly appalled at the
rudeness of the interviewer and holding up your hand indicating that you need to
speak but speak as you are doing this. Correct them with excruciating politeness.
It will make them look as if they have not done their homework.

e No surprises - the only way to do this is to have your ‘ducks in a row.” This will

mean some serious advance planning and research. You don’t want any surprises.
YOU must be in control of the interview.

What to say and what not to say

¢ Anticipate - if there has been a problem in the department or you have had a
personal crisis and you know you will be grilled about it... bring up the subject
first. If it is appropriate, express dismay at what has happened and move right
along to what has been done.

e |If the interviewer challenges the rate at which the problem is being tackled, jump
right in and list the reasons why caution is necessary, and that the outcome will
be communicated immediately. Take charge but do not take over! You will annoy
the interviewer!

e Do not volunteer too much information. You can come across as ‘too clever by half'.

¢ Indicate you know more than they do. This is a game of opportunity and playing
‘poker’. Often, just a facial expression is enough to communicate disbelief and
mild amazement.

e Never reveal future plans that your colleagues or peers have discussed in
confidence because you feel pressurised to say something during a period of
‘silence’. Interviewers use these hanging silences to play on your nerves and to
force you into saying more than you should. Wait politely for them to continue.
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6.

If the question is tough and you are a bit taken aback, don’t ask the interviewer
to repeat the question. If the audience has understood it, you should have too,
and your request will just look like a delaying tactic. Buy time. Ask them to clarify
points so you can marshal your thoughts.

Do not keep using the interviewer's name! E.g., ‘Les, I'm glad you asked that
question. Les, let me tell you...” Also, don’t thank them for asking the question. It
is ‘old hat’ and a time waster.

Body language

If the interviewer says: ‘You are reported as saying...” to put you on the spot,
listen carefully. DO NOT NOD, it will be taken immediately as an affirmative. You
may be nodding to indicate that he or she should go on and you will eventually
correct them, but it doesn’t come across that way.

Listen quietly and sit still. Tilt your head as if you are quizzical about the source.
Correct elements of the accusation and speak about the context. Admit, if you
have to, to some of the facts. Do not be defensive.

Concentrate and keep some eye contact. If you look down or up to the right, you will
look as if you are avoiding being untruthful. Project warmth and smile gently
whenever possible. Concentrate as if he or she is giving you instructions on how
to land a plane when you have no idea how to fly!

Don't cross your arms while you listen. Practice keeping them folded quietly in your
lap, hands unclenched. The camera often focuses here, giving the

interviewer a visual clue as to your state of mind. If you have a pen in your hand,
don’t fiddle with it either. All these movements are a dead giveaway to your inner
turmoil! The close-ups can reveal a sweaty upper lip and brow. Remember, studio
lights are hot. Try and be as cool as possible in your choice of clothing.

Effective Date

This policy comes into effect on the date of approval by Council.

7.

Approval

This policy is hereby approved for implementation.
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