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Shire of Moora

COMMUNICATIONS PLAN

2011-2016

A Brilliant Opportunity
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The Role of the Communication Plan

The purpose of the Shire of Moora Communications Plan is to guide Councillors, staff and community members on the style and manner in which we communicate with Shire stakeholders.

It defines our visions, Customer Service Charter target audiences, communication channels and how we will measure that we are communicating effectively into the future. To achieve this it is important all Councillors and staff read and understand this plan and use it to guide how we operate daily.

To ensure the plan is In keeping with community sentiments, it will be review every two years with input from key stakeholders.

This plan is designed to assist the Shire of Moora to achieve its Mission and Vision.

MISSION STATEMENT

To identify and stimulate growth through create leadership and a willingness to get things done.

VISION

The Moora Region will be a place of brilliant opportunity over the next twenty years. Sustainable growth will result in a vibrant healthy wealthy and diverse community.
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Our Communication Principals
The Shire of Moora will communicate with residents, partners, the media, staff, councillors and other stakeholders to:
· Maintain a culture of communication

· Encourage open, honest and accountable two-way dialogue

· Provide professional, accurate and timely communications

· Keep information free from jargon and easy to understand

· Make sure information is available in appropriate formats so that no one is excluded from accessing it

· Promote a consistent corporate identity

Target Audience
It is recognised that Shire communications are targeted to a wide variety of audiences. It is important to understand the motivation of each audience when communicating with them. What drives their contact with the Shire? How can we best deliver what they are looking for from the Shire of Moora?

Detailed below are the internal and external target audiences of the Shire of Moora communications.

	Type
	Target Audience
	Description
	Motivation

	
	
	
	

	Internal
	Councillors
	9 Elected Members of Council

	To enable informed decision-making


	
	Council Staff
	All employees and contractors
	To build a competent and confident team


	External
	Residents of the Shire of Moora
	People living in the Moora district
	To enquire about and access the shire’s services and facilities

	
	
	
	

	
	Residents of neighbouring shires
	People living in Coorow, Danadaragan, Badgingarra, New Norica, Gillingarra

	To take part in  events and use the services within the shire

	
	Service providers
Visitors

Local businesses

Ministers and politicians
Community organisations
	Businesses and individuals who supply goods and services to the shire
Tourists and people who drive through the shire

Established businesses in town, farming businesses as well as home-based businesses throughout the shire

State and Federal politicians and ministers; local state government representatives

Local community groups, sports clubs, churches etc
	To create a supportive business relationship
To have an enjoyable visit and a fond memory of the shire; to use the services of businesses within the shire

To operate a profitable business

To update readers/listeners on what’s happening in the Shire of Moora

To get support for their activities and access our facilities


Communication Mediums
An audit of existing communication mediums has revealed a wide and varied range of methods to reach target audiences. When dealing with each target audience consider what communication medium can most effectively deliver the message. Below are the existing mediums. As new methods become available they will be included.

	Medium
	Description
	Volume
	Internal
	External

	
	
	
	
	

	Council Information Bulletin
	Fortnightly update on events, projects and progress for Councillors
	Fortnightly
	X
	

	
	
	
	
	

	Documents and Reports
	Significant documents such as Strategic Plan, Annual Plan, Annual Budget etc
	
	X
	X

	
	
	
	
	

	Emails
	Enquiries, business emails etc
	Huge
	X
	X

	
	
	
	
	

	Electronic Newsletters
	Regular newsletters for Moora Performing Arts Centre, BeActive, Community
	Approx 200 addresses
	
	X

	
	
	
	
	

	Focus Groups
	To provide community input onto council’s decision making processes
	
	
	X

	
	
	
	
	

	Front Counter Enquiries
	About our services and facilities, as well as general enquiries about the Shire 
	Numerous
	
	X

	
	
	
	
	

	Invitation to meet Council
	Sent to all new residents and businesses
	
	
	X

	
	
	
	
	

	Media Interviews
	Only given by the CEO and Shire President about important events initiatives and issues
	
	
	X

	
	
	
	
	

	Media Releases
	Brief statement to media for important events, issues to announcements
	8-10 per year
	
	X

	
	
	
	
	

	Messages on Hold
	5 minutes of pre-recorded shire information updated monthly
	
	
	X

	
	
	
	
	

	Notice Boards
	At the shire office and satellite towns – used to advertise legally required notices
	
	
	X

	
	
	
	
	

	Postal Mail
	Letters, statements, invoices, rate notices, reports, advertising
	>1500 items/year in, >1000 letters out
	X
	X

	
	
	
	
	

	Phone Calls
	Enquires, business calls etc
	>15,000 calls out/year
	X
	X

	
	
	
	
	

	Public Events
	Australia Day Awards, Christmas Street Party
	Several times a year
	
	X

	
	
	
	
	

	Public Meetings
	To inform and receive feedback from the community
	3-4 times/year
	
	X

	
	
	
	
	

	Radio
	Advertising events
	
	
	X

	
	
	
	
	

	Shire Information Packs
	For new residents, planning and building applications, rates information
	
	
	X

	
	
	
	
	

	Signage
	Shire and town welcome signs, street signs, signs on buildings
	
	
	X

	
	
	
	
	

	SMS Messaging
	Used for Harvest Ban and Fire Weather information
	
	X
	X

	
	
	
	
	

	Shire Brochures
	Advertise shire attractions and services to visitors
	
	
	X

	
	
	
	
	

	Staff Meetings
	Fortnightly meetings
	
	X
	

	
	
	
	
	

	Surveys
	Electronically or posted to residents and or businesses within the shire
	
	X
	X

	
	
	
	
	

	Website
	www.moora.wa.gov.au
	20,000 hits per year
	X
	X

	
	
	
	
	


Key Messages
The matrix below can be used to ensure that all communications and activity emanating from the Shire of Moora are consistent and focused around the same key messages. These messages should be inherent to all communications in some form. This structure is born of the idea that strong brands make strong impressions in people’s minds and lives. Strong impressions are formed if brands are:

· Constructed out of ideas that are deliverable by the brand

· Relevant to consumer motivations

· Genuinely distinctive from what competitors are offering

	Objective
	Target Audience
	Motivation
	Channels
	Key Message

	1. Improved customer satisfaction
	Residents
Service Providers

Local Businesses


	· To enquire about and access the shire’s services and facilities
· To create a supportive business relationship

· To operate an efficient business


	· Postal mail
· Phone calls

· Messages on Hold

· Website

· Newsletters

· Emails

· Documents and reports

· SMS

· Public meetings

· Focus groups

· Notice boards

· Shire information packs

· Invitation to meet Councillors

· Public events

· Surveys

· Front counter enquiries

· Radio

· Postal mail

· Phone calls

· Website

· Emails

· Documents and reports

· Shire information packs

· In person meetings

· Postal mail

· Phone calls

· Website

· Emails

· Documents and reports

· Public events
· In person meetings


	How can we help you?

	2. Increased awareness
	Residents and local businesses
Residents of neighbouring shires

Visitors

Local Media


	· To enquire about and access the shire’s services and facilities

· To take part in the shires events and use the services of the shire’s businesses
· To have an enjoyable visit and a fond memory of the shire; to use the services of the shire’s businesses

· To update 

readers or listeners on what’s happening in the shire
	· Postal mail

· Phone calls

· Messages on Hold

· Website

· Newsletters

· Emails

· Documents and reports

· SMS

· Public meetings

· Focus groups

· Notice boards

· Shire information packs

· Invitation to meet Councillors

· Public events

· Surveys

· Signage

· Media Releases

· Front counter enquiries

· Radio

· Postal mail

· Phone calls

· Messages on Hold

· Website

· Newsletters

· Emails

· Notice boards

· Shire brochures

· Public events

· Signage

· Media Releases

· Front counter enquiries

· Website

· Signage

· Notice boards

· Shire brochures

· Public events

· Front counter enquiries

· Phone calls

· Emails

· Media releases

· Interviews


	There’s more to us than what you think:
We deliver on strategic and community objectives.

	3. Positioning

	Residents
Residents of neighbouring shires

Visitors

Local Media

Ministers and Politicians

Community organisations


	· To enquire 

about and access the shire’s services and facilities
· To take part in the shire’s events

· To have an enjoyable visit and a fond memory of the shire

· To update readers/listeners on what’s happening in the shire

· To build a positive relationship, be aware of the shire’s needs and celebrate the shire’s achievements

· To get support for their activities and access our facilities
	· Postal mail

· Phone calls

· Messages on Hold

· Website

· Newsletters

· Emails

· Documents and reports

· SMS

· Public meetings

· Focus groups

· Notice boards

· Shire information packs

· Invitation to meet Councillors

· Public events

· Surveys

· Signage

· Media Releases

· Front counter enquiries

· Radio

· Phone calls

· Messages on Hold

· Website

· Emails

· Notice boards

· Shire brochures

· Public events

· Signage

· Media Releases

· Front counter enquiries

· Website

· Notice boards

· Shire brochures

· Public events

· Signage

· Front counter enquiries

· Phone calls

· Emails

· Media Releases

· Interviews

· Phone calls

· Emails

· Media Releases

· In person meetings

· Phone calls

· Messages on Hold

· Website

· Emails

· Notice boards

· Shire brochures

· Public events

· Signage

· Media Releases

· Front counter enquiries


	We listen, we plan and we deliver 

	4. Equip staff
	Councillors
Staff
	· To enable informed decision making
· To build a competent and confident team
	· Website

· Newsletters

· Emails

· Documents and reports

· SMS

· Invitation to meet Councillors

· Public events

· Surveys

· Signage
	Our staff and councillors are our shire’s ambassadors.


Action Plan

In our commitment of improving communications, below are listed the major communications initiatives planned for the 2011-12 financial year. This activity list is continually reviewed and updated, and measurement of the success of these initiatives is detailed in the following section.

	Action
	Description
	Timing
	Responsible Officer
	Contributors

	Develop and review Communications Plan
	· Present to 

Council

· Review and

Update


	Once off
Biannually
	Manager Community Economic Development
	Managers and Councillors

	Update and improve website
	· Improve site to enable better access

· Monitor for accuracy


	Ongoing
Monthly


	Community Economic Development Officer
	All Staff

	Advocate spread
	· Make more

Interactive

	Monthly
	Community Economic Development Officer
	Managers
BC

YC

	Use shire projects to prompt media releases
	· Develop a vibrant shire image by advertising projects and appropriate council agenda items through media releases
	As Required
	Chief Executive Officer
	Managers

	Make use of email or web surveys
	· Solicit community input into important shire initiatives and take results into account in decision making process
	As Required
	Manager Finance Corporate Services 
Manager Community Economic Development 
	Managers

	Monthly
Electronic newsletter to all residents
	· Develop a monthly newsletter about major events and projects in the shire

	Monthly
	Community Economic Development Project Officer
	All Staff


	Establish email distribution list and keep up to date
	· Develop email listings for specific target groups.
	Ongoing


	Community Economic Development Project Officer

	Corporate Services

	Establish residential distribution list and keep up to date
	· Develop database of all residents within the Shire
	Ongoing
	Community Economic Development Project Officer 
	Corporate Services

	Facebook
	· Monitor for accuracy

· Regular load shire updates


	Ongoing
	Community Economic Development Officer
	All Staff

	Community Notice Boards
	· Monitor for accuracy

· Place and remove notices in a timely fashion

· 
	Ongoing
	Manager Community Economic Development
	All Staff

	Quarterly

Electronic newsletter to all businesses
	· Develop a quarterly newsletter advising businesses of latest business information


	Monthly
	Community Economic Development Project Officer
	All Staff




Measurement

To understand of the communications plan is positively impacting the Shire’s achievement of the vision and mission is to measure the outcomes of change in behaviour.

The outcomes and methods of measurements are listed below.
	Method
	Target

	Biannual community survey
	Monitor community attitudes and satisfaction on a broad range of issues to assist Council in planning for future developments and activities, including customer service and communication activities.


Training:
Councillors and staff are to be trained in appropriate consultation techniques. Training is focused to acquaint staff and councilors with the principals of good communication techniques.

Attachments

1.
Customer Service Charter

2.
Councillor Information Bulletin
3.
Local Politicians

4.
Media Contacts

5.
Media Release Template

6.
Newsletter Templates

BeActive


MPAC Club


Community 


Business 

7. 
Compliments and Complaints

Attachment 1:

Customer Service Charter

Councillors and Staff are committed to the following core values in providing innovative and effective leadership to a diverse community. These values are applied to Councillor and Staff decision making.

· Provide friendly, helpful and patient service

· Display competency, enthusiasm and professionalism in the work we do

· Provided prompt, informative and efficient responses

· Seek to create and embrace opportunities for change

Operationally, this means management and staff will:

· respond to customer enquiries by phone within 24 hours

· respond to customer enquiries by letter within 10 business working days

· action Council outcomes within timeframes set on Council Status Report

· be responsible and accountable for external and internal enquiries and requests ensuring they are followed up and completed in a timely manner

· prioritise tasks in line with strategic and operational plans to achieve Council outcomes

Attachment 2:

Councillor Information Bulletin – Date

The Councillor Information Bulletin is provided as a means of keeping Councillors (and staff) informed on the diversity of projects and issues that are occurring. It is not intended that there be lengthy debate on the topics reported on at Briefing Sessions, but rather that Councillors selected the particular topics they require discussion or more information on and advise the Chairman of the Briefing Session of these.

Councillors are encouraged to seek further information on any topics reported on from the reporting manager prior to meetings.
Subject
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:
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Attachment 3:

Local Politicians

Barry Haase Federal Member – Durack

Geraldton: PO Box 1781 Geraldton WA 6530


Ph: (08) 9964 2195  Fax: (08) 9921 7990

Broome: PO Box 1856 Broome WA 6725


Ph: (08) 9192 7216  Fax: (08) 9192 8860

Electorate Local Call: 1300 301 876

Hon Grant Woodhams MLA  - Moore – The Nationals

Unit 3,5 Chapman Road Geraldton WA 6530


PO Box 1487 Geraldton WA 6531


Email: grant.woodhams@mp.wa.gov.au

Website: www.grantwoodhams.com.au
Hon Brian Ellis MLC – Member for the Agriculture Region


Cnr Durlacher & Sanford Streets Geraldton WA 6530


Ph: (08) 9923 9211


Website: www.brianellis.com.au
Legislative Council: The Nationals

Hon Philip Gardiner MLC


Ph: (09) 9651 1015  Fax (08) 9651 8009


Email: Philip.gardiner@mp.wa.gov.au

Website: www.philipgardiner.com.au
Hon Mia Davies MLC


Ph: (08) 9324 3155  Fax: (08) 9324 3166


Email: mia.davies@mp.wa.gov.au

Website: www.miadavies.com.au
Hon Max Trenorden MLC


Ph: (08) 9622 2871  Fax: (08) 9622 1668


Email: max.trenorden@mp.wa.gov.au

Website: www.maxtrenorden.com.au
Attachment 4:

Media Contacts

Radio & TV:

ABC TV Perth


GPO Box 999 Perth WA 6848

GWN Bunbury


Roberts Crescent Bunbury WA 6230



Ph: 9721 4466  Fax: 9792 2932

WIN TV Perth



PO Box 99 Tuart Hill WA 6939

Red FM/Spirit FM/WA FM

Ian Kennedy General Manager
50 Hasler Road Osborne Park WA 6017
Ph: 9482 9500  Fax: 9482 9454
Email: admin@redfm.com.au

ABC Mid West & Wheatbelt



245 Marine Tce Geraldton WA 6530



Ph: 9923 4111  Fax: 9923 4199


Spirit FM – Geraldton



Jason McCarthy Station Manager



PO Box 128 Geraldton WA 6530



Ph: 9921 2244  Fax: 9921 7700



Email: jason.mccarthy@spiritradio.com.au

Spirit FM – 621 Southwest



Joanne Neil Station Manager



PO Box 601 Bunbury WA 6230



Ph: 9791 6700  Fax: 9792 5768



Email: Joanne.neil@spiritradio.com.au

ABC 720 Perth



30 Fielder St East Perth WA 6000



GPO Box 9994 Perth 6848



Ph: 9220 2700  Fax: 9220 2727

6PR & 96fm



Martin Boylan – Acting General Manager



Level 1/169 Hay Street East Perth WA 6004



Ph: 9220 1400  Fax: 9325 2806



Email: martinb@6pr.com.au
PRINT – 


Central Midlands & Coastal Advocate 



Merrel Pond – Editor



Julie Walsh - Sales



PO Box 333 Moora WA 6510



Ph: 9651 1992  Fax: 9651 1373



Email: editor.advocate@ruralpress.com

The West Australian



Nick Sertis – Digital General Manager



GPOD162 Perth WA 6840 


Ph: 9482 3111


The Farm Weekly



Ray Chan – Editor 



GPO Box 1268 Victoria Park East WA 6981



Ph: 9361 5000  Fax: 9361 5055



Email: farmweekly@ruralpress.com

Bullsbrook, Bindoon & Gingin Advocate



John Byrne – General Media



Unit 1, 200 Rokeby Road Subiaco WA 6008



Ph: 9381 3991  Fax: 9388 9376



Email: sales@hoganmedia.com.au

Australia Senior



John Sutherland – General Manager



PO Box 130 Wyong NSW 2594


Ph: 1800 001 987  Fax: (02) 4353 4620


WA Caravan & Camping



PO Box 1517 South Perth WA 6951



Ph: 9221 6362  Fax: 9225 7740



Email: info@caravanwa.com.au
Attachment 5:
Media Release Template
[image: image2.jpg]da brillhhant opportunIty




MEDIA RELEASE

EDITH WASS WINS RATES PRIZE DRAW

Shire President, Cr Sheryl Bryan drew the winner of the $500 cash prize for the early payment of Shire rates on Tuesday 2 September 2008. The winner was Mrs Edith Wass who was most exited and surprised when informed of her name being drawn from the rates database. The prize was open to all ratepayers who paid their rates in full within 21 days.

Ratepayers are reminded that rates are due and payable no later than Monday 15 September 2008 using any of the payment options available.
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Shire President, Cr Sheryl Bryan draws the rates prize winner watched by Shire of Moora Customer Services Officer Nicole Beard.

Attachment 6:

Newsletter Templates

Copy of a Moora Performing Arts Centre Newsletter template

Copy of Moora Newsletter template – to be released

Copy of Moora Business Newsletter template – to be released

Copy of Be Active Newsletter template
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Attachment 7: 


Compliments & Complaints 

Complaint resolution is an important part of our continuous improvement process. If you have been in contact with us and are satisfied or dissatisfied with the service we have provided, let us know.

We will listen to your concerns and attempt to resolve them fairly, efficiently and effectively.

We will use the information you provide to identify opportunities to improve our service to you.

The step by step process below outlines how your complaint will be handled.

1. If your complaint can be handled at the first point of contact, then every effort will be made to ensure this happens.

2. We will work with you to resolve your complaint as soon as possible.

3. If your complaint cannot be resolved at the first point of contact, we will refer it to a supervisor or manager for resolution where appropriate.
4. Complaints made in writing or passed on through a supervisor or manager will be given to the Chief Executive Officer. The Chief Executive Officer will convene a review committee of relevant staff to review the complaint.

To contact the Shire of Moora:


Residential Address: 34 Padbury St, Moora WA 6510


Postal Address: PO Box 211 Moora WA 6510


Phone: 9651 0000


Fax: 9651 1722


Email: moorashire@wn.com.au

Website: www.moora.wa.gov.au

Facebook link: 

http://www.facebook.com/pages/Shire-of-Moora/155080271179513



Community Initiative





Sustainable actions and policies








Progress and change





Accountability for decisions and actions





Merit based decision making





Engagement with the community








Acting with integrity





A look at what’s coming in 2008





What’s on at the 


Moora Performing Arts Centre?








A look at what’s 


coming in 2011
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A look at what’s coming in 2008





Did you know you can join the MPAC Club for $30.00 a year and receive some great          benefits!!                             


For further information, please contact the       Moora Performing Arts Centre and Events             Coordinator,           Marita Harris on            08 9651 1401 or       0419 868 152.





PERTH THEATRE TRUST AND PERTH CONCERT HALL IN ASSOCIATION WITH                          ROYALTIES FOR REGIONS PRESENTS


VIENNA PHILHARMONIC ORCHESTRA


FRIDAY 30TH SEPTEMBER 2011, 7.40 PM


Book your complimentary tickets at the Shire of Moora on 08 9651 1401                                             or www.trybooking.com/SOT


** Limit of 4 tickets per person **


Conducted by CHRISTOPH ESCHENBACH


Soloist Baritone MATTHIAS GOERNE


PROGRAM


SCHUBERT b-minor Symphony‚‘Unfinished‘


MAHLER Des Knaben Wunderhorn featuring Baritone Matthias Goerne


BEETHOVEN Symphony No. 8


Schubert’s beloved Unfinished Symphony with its delicious melodies and rich emotion opens this  beautiful program. This great work stands within a realm that is perfectly     balanced with the selection of Mahler’s masterful songs from Des Knaben Wunderhorn performed by Baritone Matthias Goerne. Beethoven’s Eight Symphony joyously completes the evening’s performance.


**For pre-show meals and functions please phone: The Drovers Inn on 9651 1108,    Wheatbelt Gallery on 0429 372 637, Moora Hotel on 9651 1177 or the Moora Motel on 9651 1247.  
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