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Report of: Head of Policy and 
Performance 

Contact Officer: Elizabeth Baker 
Telephone No: Ext 4463 
Portfolio Leader: Corporate 

Improvement 

Key Decision:  Yes 
Report Track:  Cabinet 20/12/12 

 

CABINET 

20 DECEMBER 2012 

COMMUNICATIONS SURVEY 2012 

 

1 Purpose of Report 

1.1 This report informs Members of the results of the 2012 communications survey. 
The survey was an action in the Communications Improvement Plan approved 
by Cabinet on 17 November 2011. 

 

2 Recommendations 

2.1 That Members note the results of the 2012 Communications Survey. 

2.2 That Members approve the implementation of the 2013/14 Communications 
Improvement Plan in Appendix 1. 

 

3 Key Issues and Reasons for Recommendation 

3.1 The 2012 communications survey was carried out over six weeks from 23 July to 
31 August. Two separate surveys were conducted: one for Council employees 
on the effectiveness of internal communications; and one for residents on the 
Council’s external communications. 

3.2 Satisfaction with Council communications has increased both internally and 
externally in the last 12 months. The full results from both the internal and 
external surveys are attached as annexes to this report and a summary is 
provided in Section 5. 

3.3 A 2013/14 Communications Improvement Plan is set out in Appendix 1. 
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4 Relationship to Corporate Priorities 

4.1 This report supports the Council’s Corporate Priority of Transformation and in 
particular the service aims of: 

(i) Provide services which meet the needs of the community 

(ii) Improve the effectiveness of communications with our residents 

 

5 Report Detail  

5.1 The first Council communications survey was carried out in 2011 and informed 
the new Communications Strategy (approved by Cabinet on 20 October 2011) 
and a Communications Improvement Plan (approved by Cabinet on 17 
November 2011). 

5.2 A number of improvements were set out to improve Council communications 
internally and externally, informed by the 2011 survey and socially modelled 
Customer Insight data. 

5.3 Residents could take part in the 2012 external survey either online or by 
completing a paper copy.  

The survey was advertised prominently on the homepage of the Council’s 
website and the Council’s Twitter and Facebook social media profiles were also 
used to encourage local people to get involved.  

Press releases were issued and paper copies of the survey were available at all 
Council receptions and other public places across the District, including libraries, 
the Museum of Cannock Chase and leisure centres.  

Consultation was also carried out at events across the District in the summer, 
including the Paralympic Flame celebrations, Party In The Park and the Museum 
of Cannock Chase summer family day. The surveys are included in Appendix 2. 

5.4 There were 570 responses to the external survey. This equates to 1 in 73 
households in the District. In 2011 there were 357 responses, so a 60% increase 
was achieved this year. 

 The number of online responses from residents increased dramatically from last 
year, from 8 in 2011 to 140 in 2012.  

Residents’ satisfaction with Council communications increased in 2012: 

63% said they are ‘satisfied’ or ‘very satisfied’ with Council 
communications, up from 59% in 2011 

5.5  Internally, there were 98 responses from Council employees, compared to 99 
responses in 2011. 
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 Satisfaction with internal communications also increased among Council 
employees: 

67% are ‘satisfied’ or ‘very satisfied’ – up from 50% in 2011 

5.6 Employees and residents were asked about the effectiveness of the 
communications channels used by the Council. The tables below summarise the 
main findings. A more detailed analysis of the survey results is available in 
Appendix 3. 

5.6.1 External survey results: 

EXTERNAL 
SURVEY 

Communications  
channel 

% received 
information 
from/about 
the Council 
in this way 

  % of 
people 

who found 
it useful 

  

 2011 2012 Change 2011 2012 Change 

Website 56.6 42.3 

 

93.6 95 

 

Newspapers 79 39.1 

 

93.6 91.5 

 

Radio 11.8 6.1 

 

95.2 94.3 

 

Television 14.6 11.2 

 

96.2 100 

 

Other online 20.4 19.6 

 

98.6 97.3 

 

Twitter 5.9 9.3 

 

95.2 92.5 

 

Facebook 17.1 15.3 

 

98.4 96.6 
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EXTERNAL 
SURVEY 

Communications  
channel 

% received 
information 
from/about 
the Council 
in this way 

  % of 
people 

who found 
it useful 

  

 2011 2012 Change 2011 2012 Change 

YouTube 4.5 4.4 

 

100 88 

 

Flickr 2.8 3.2 

 

100 88.9 

 

Forums and public 
meetings 

26.3 16.5 

 

89.4 96.8 

 

Printed literature 74.5 56.8 

 

95.5 94.1 

 

Chase Matters 72.3 43.5 

 

90.3 94 

 

Council offices 36.4 38.2 

 

93.1 95.9 

 

Noticeboards 38.1 27 

 

96.3 94.2 

 

Call centre 22.4 34.7 

 

81.3 97.5 
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5.6.2 Internal survey results: 

INTERNAL 
SURVEY 

Communications  
channel 

% who 
received 

information 
in this way 

  % who 
found it 
useful 

  

 2011 2012 Change 2011 2012 Change 

Chief Executive’s 
briefings 

81.8 68.4 

 

60.5 89.6 

 

Chief Executive’s 
blog 

97 90.8 

 

63.5 67.4 

 

Team meetings 84.8 81.6 

 

88.1 96.3 

 

Joint Consultative 
Committee 

7.1 5.1 

 

71.4 100 

 

Noticeboards 62.6 74.5 

 

75.8 86.3 

 

Payslip inserts 69.7 46.9 

 

68.1 78.3 

 

Core Brief online 90.9 92.9 

 

75.6 87.9 

 

Core Brief – 
manager briefing 

74.7 51 

 

75.7 94 

 

Intranet 89.9 87.8 

 

78.7 93 
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INTERNAL 
SURVEY 

Communications  
channel 

% who 
received 

information 
in this way 

  % who 
found it 
useful 

  

 2011 2012 Change 2011 2012 Change 

Communications 
emails 

97 98 

 

88.5 90.6 

 

Pop-up messages 
on computer 
screens 

18.2 61.2 

 

77.8 60 

 

 

 

6 Implications 

6.1 Financial  

The costs associated with implementing the measures contained within the 
2013-14 Communications Survey Improvement Plan will need to be contained 
within approved budgets. 

 There are no further financial implications as a result of this report. 

6.2 Legal  

 There are no identified Legal implications arising from this report. 

6.3 Human Resources 

Effective communication with employees is essential to ensure that all officers of 
the Council receive timely and accurate information about the organisation, its 
finances, its objectives and vision for the future and any practical information 
necessary for the effective delivery of day-to-day services. Effective 
communication also has a significant role to play in improving and enhancing 
staff morale and engaging employees into a common sense of purpose. 

The findings overall in terms of staff communication are encouraging in terms of 
satisfaction levels with the content of communications methods and the attached 
action plan aims to improve further on that performance. 
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6.4 Section 17 (Crime Prevention) 

There are no identified implications in respect of Section 17 (Crime Prevention) 
arising from this report. 

6.5 Human Rights Act 

There are no identified implications in respect of the Human Rights Act arising 
from this report. 

6.6 Data Protection 

There are no identified implications in respect of the Data Protection Act arising 
from this report. 

6.7 Risk Management  

There are no identified Risk Management implications arising from this report. 

6.8 Equality & Diversity 

The Council's communications activity is guided by the 2011-14 strategy, which 
states that effective communications targets the right message to the right 
people using the appropriate format. The 2012 Communications Survey and 
associated Improvement Plan do not have a negative impact on the Council’s 
equality and diversity responsibilities 

6.9 Best Value 

The Communications surveys were designed and carried out in accordance with 
Best Value Guidance to “include Council Tax payers, users of the service under 
consideration, local businesses and organisations, and those who appear to the 
authority to have an interest” in the provision of local services. There are no 
implications with regard to social value or the funding of other bodies. 

 

7 Appendices to the Report 

Appendix 1 

Appendix 2 

Appendix 3 

Appendix 4 

2013/14 Communications Survey Improvement Plan 

Copy of the 2012 external communications survey 

Copy of the 2012 internal communications survey 

Analysis of the 2012 communications survey results 

Previous Consideration 

Communications 
Improvement Plan 

Cabinet  17 November, 2011 

Communications Strategy 
2011-14  

Cabinet 

 

20 October 2011 
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Background Papers 
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APPENDIX 1 

External 

Communications 

Improvement Plan 

2013-2014 
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WEBSITE 
 

 

2012 COMMUNICATIONS SURVEY 

 

42% got information about the Council from our website (56% in 2011) 

95% found it useful (94% in 2011) 

 

Our website is the most preferred channel for people to receive information in the future, as it was in 2011 

 

 

OWNER: Information Manager 

 

OBJECTIVE TIMESCALES 

Design and implement a plan to improve the website’s content, functionality, design and 

style  

Design plan by June 2013 

Implement throughout 2013/14 

Design and implement a plan to ensure that external customer feedback is used and 

applied to inform decision making 

As above 

Explore the possibility of developing a mobile version of the Council website March 2013 
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TRADITIONAL MEDIA 
 

 

2012 COMMUNICATIONS SURVEY 

 

39.1% say they got information about the Council in the last 12 months through local newspapers. This had dropped from 79% in the 2011 survey 

Newspapers are the second most popular way that respondents want to get information about the Council 

 

The number of residents who say they get information about the Council from radio and TV has fallen slightly from 2011 

 

The aim is for 80% of coverage about the Council to be positive, although some coverage is not in the direct control of the communications team 

 

 

OWNER: Communications Officer / PR & Marketing Officer 

 

OBJECTIVE TIMESCALES MEASURES 

Continue to get Council information and key messages covered by the 

traditional media through proactive media communications and effective 

response to media enquiries 

Ongoing in 2013/14 80% of media coverage about the Council 

to be positive 
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SOCIAL MEDIA 
 

 

2012 COMMUNICATIONS SURVEY 

 

Social media is playing an increasing role as a communications method 

 

9.3% of respondents say they got information about the Council from Twitter, with 92.5% of these people saying they found it useful 

15.3% got information about the Council from Facebook, with 96.6% finding it useful 

In 2011, 4.6% listed social media in their top 3 future preferred communications methods – this had increased to 15.8% in 2012 

 

Social media is a cost-effective communications tool and provides the opportunity to inform and engage with large numbers of people 

 

OWNER: Communications Officer / PR & Marketing Officer 

 

OBJECTIVE TIMESCALES MEASURE 

Continue to grow the Council’s social media presence in accordance 

with performance indicator 
Ongoing in 2013/14 25% increase in Twitter followers and 

Facebook likers 
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CONTACT CENTRE 
 

 

2012 COMMUNICATIONS SURVEY 

 

35% of respondents received information about the Council this way (22% in 2011) 

98% found it useful (81% in 2011) 

 

OWNER: Contact Centre Supervisor / Communications Officer / Information Officer 

 

OBJECTIVE TIMESCALES 

Continue to promote communications and campaign messages through telephony solutions working in 

partnership with the Contact Centre  
Ongoing 
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COMMUNITY FORUMS / PUBLIC MEETINGS 
 

 

2012 COMMUNICATIONS SURVEY 

 

Communications support Democratic Services in promoting Community Forums and helping to raise attendance 

 

16% get information this way (26% in 2011) 

97% find it useful (89% in 2011) 

 

OWNER: Communications Officer 

 

OBJECTIVE TIMESCALES 

Continue to report from Hednesford Community Forum using social media and, subject to a 

review of the Council’s constitution, extend to other forums as set out in a report approved by 

Cabinet on 19
th

 July 2012 

Ongoing in 2013/14 

Promote Community Forums using external communications tools Ongoing in 2013/14 
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CHASE MATTERS 
 

 

2012 COMMUNICATIONS SURVEY 

 

The number of residents getting information through Chase Matters has decreased markedly.  

 

The magazine-style Chase Matters was last distributed in March 2011, with print and distribution costs covered by advertising. Following this edition, 

financial resources were reviewed and in July 2012 Chase Matters was produced as a wraparound with The Chronicle free newspaper. This replaced the 

magazine format that had been used for a number of years. The period of time without Chase Matters and the subsequent change in format may have led 

to a reduction in brand recognition. The Chase Matters wraparound with the Chronicle at the end of November 2012 may help to boost this. 

 

43.5% got information from Chase Matters (72% in 2011) 

94% found it useful (90% in 2011) 

 

OWNER: Communications Officer 

 

OBJECTIVE TIMESCALES 

In consultation with the Corporate Improvement Portfolio Leader determine the future 

direction for Chase Matters, using feedback from the November 2012 edition and the findings 

from the 2012 Communications Survey 

March 2013 
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Internal 

Communications 

Improvement Plan 

2013-2014  
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JOINT CONSULTATIVE COMMITTEE (JCC) 
 

 

2012 COMMUNICATIONS SURVEY 

 

The JCC is an internal mechanism that enables employees to get any corporate or health and safety issues addressed. Issues can be raised at 

the JCC meetings through Service Managers or union reps. 

 

The JCC was used by 5% of survey respondents, with a 100% satisfaction level 

 

OWNER: Communications Officer / Graphics Designer 

 

OBJECTIVE TIMESCALES 

  

Raise awareness of the JCC through internal communications December 2012 
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E-CORE BRIEF 
 

 

2012 COMMUNICATIONS SURVEY 

 

Over the last 12 months the Core Brief was redesigned to make it more attractive and readable 

Readership and usefulness both increased 

93% read the Core Brief (91% in 2011) 

88% find it useful (75% in 2011) 

 

The number of employees who discuss the contents of Core Brief at team meetings is at 51% (down from 75% in 2011) 

 

OWNER: Communications Officer / Graphics Designer 

 

OBJECTIVE TIMESCALES 

  

Clarify the dissemination of E-Core Brief and in consultation with managers determine its 

delivery within meetings 

November 2012 

Introduce other media into E-Core Brief to make it more interactive / increase engagement 

/ keep employees up to date 

Ongoing in 2013/14 
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CHIEF EXECUTIVE’S BLOG 
 

 

 

2012 COMMUNICATIONS SURVEY 

 

After the 2011 communications survey the frequency of the blog was increased from monthly to fortnightly 

Readership has dipped slightly (from 97% to 91%) but usefulness has increased (from 63% to 67%) 

 

 

OWNER: Communications Officer 

 

 

OBJECTIVE TIMESCALES 

  

Develop content and style to maintain employee engagement Ongoing in 2013-14 
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COMMUNICATIONS EMAILS 
 

 

2012 COMMUNICATIONS SURVEY 

Emails remain an effective communications method. 

98% receive corporate information through them (97% last year) 

91% find them useful (88% last year) 

 

 

OWNER: Communications Officer 

 

OBJECTIVE TIMESCALES 

Maintain the usefulness of communications emails by ensuring that global 

emails without an official corporate purpose are directed to the intranet 

noticeboard 

 

Ongoing in 2013/14 
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NOTICE BOARDS IN COUNCIL BUILDINGS 
 

 

2012 COMMUNICATIONS SURVEY 

 

The notice boards were refreshed, tidied and sorted into distinct themes after the 2011 survey and are refreshed every Friday 

75% of employees said they get information from the notice boards (63% in 2011) 

86% find them useful (76% in 2011) 

 

OWNER: Communications Officer 

 

OBJECTIVE TIMESCALES 

Ensure the notice boards are updated weekly with corporate, departmental and partner 

information 

Ongoing in 2013/14 
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INTRANET 
 

 

2012 COMMUNICATIONS SURVEY 

 

A number of changes were made to the intranet following the 2011 survey. Press releases were displayed on the front page, as well as a link to our 

Twitter stream, and new banners clearly linking to key communications tools like the chief exec’s blog and the Core Brief. An electronic noticeboard was 

also introduced. However, readership has fallen slightly and more changes are required to deliver a better internal communications service. 

 

88% get information from the intranet (90% last year) 

93% find it useful (79% in 2011) 

 

OWNER: Information Officer / Communications Officer / Graphic Designer / PR & Marketing Officer 

 

OBJECTIVE TIMESCALES 

Design and implement a plan to improve the intranet’s content, 

functionality, design and style 

Design plan by June 2013 / implementation throughout 2013/14 

Design and implement a plan to ensure that internal customer feedback is 

used and applied to inform decision making 

Design plan by June 2013 / implementation throughout 2013/14 
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POP-UP MESSAGES 
 

 

2012 COMMUNICATIONS SURVEY 

 
The pop-up messaging system split opinion in the survey. It’s highly visible and obtrusive, so is a perfect communications tool for urgent messages. 

However, no standard exists for the type of messages it should be used for and its usefulness among employees has reduced significantly 

 

61% got information this way (18% in 2011)  

60% find it a useful tool (78% last year)  

 

OWNER: Communications Officer 

 

OBJECTIVE TIMESCALES 

Develop a standard for using pop-up messages effectively and 

communicate internally 

Develop standard and communicate, January 2013 

Implement February 2013 

Explore possibility of improving the design of the pop-up message March 2013 
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PAYSLIP MESSAGES / ATTACHMENTS 
 

 

2012 COMMUNICATIONS SURVEY 

 
The Communications team have not used payslips to communicate any corporate messages over the last 12 months, although some service areas have 

used this channel themselves. Given the high satisfaction score for this channel, they should be used to communicate corporate information 

 

47% received information through payslip attachments (70% in 2011) 

78% find them useful (68% last year) 

 

OWNER: Communications Officer / Graphic Designer 

 

OBJECTIVE TIMESCALES 

Develop a standard for using payslip attachments and messages effectively and 

communicate internally 

Develop standard and communicate, January 2013 

Implement February 2013 

 



How do you think Cannock Chase Council communicates 
with you? 
Last year we asked for your views on Cannock Chase Council’s communications. 
We wanted to know how we were doing and what we should be doing better. 
A number of improvements were made as a result of the feedback we received. 
Twelve months on we’d like to ask for your views again to see if we’re heading 
in the right direction and to make sure we’re continually improving. We’d be 
very grateful if you could spare a couple of minutes to complete this short 
survey. If you’d rather let us have your views online then you can complete the 
survey at www.cannockchasedc.gov.uk 
Many thanks for your time.

 Under 19  19-25  26-30  31-35  36-40

 41-45  46-50  51-55  56-60  61-65  Over 65

How old are you?

www.cannockchasedc.gov.uk

 Council website   Newspapers

 Radio    Television

 Online (blogs etc)   Social media (Twitter, Facebook etc)

 Community Forums 
     and public meetings 

 Chase Matters   Council offi ces

 Public noticeboards  Call centre

If you would prefer any other methods of communication, 
please let us know here:

Please select your top three preferred methods for future 
communications from Cannock Chase Council

5.

 Printed literature: 
     leafl ets/postcards/posters etc

If you have any further comments about Council communications 
please use the space below. We appreciate your views.

6.

Thank you for taking the time to complete the survey. 
Please hand it in to the reception desk where you’ve fi lled it in or 
pop in the post to Communications, Cannock Chase Council, 
Civic Centre, Beecroft Road, Cannock WS11 1BG. 

We’ll use your feedback to assess how we can communicate 
better and we’ll publish the results on our website at 
www.cannockchasedc.gov.uk. If you’d like any more 
information email communications@cannockchasedc.gov.uk 
or call 01543 462621. Cannock Chase Life @CannockChaseDC
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Council website        Yes    No 
If yes, did you fi nd it useful?    Yes    No

Newspapers        Yes    No 
If yes, did you fi nd it useful?    Yes    No

Radio         Yes    No 
If yes, did you fi nd it useful?    Yes    No

Television        Yes    No 
If yes, did you fi nd it useful?    Yes    No

Online (blogs etc)       Yes    No 
If yes, did you fi nd it useful?    Yes    No

Twitter         Yes    No 
If yes, did you fi nd it useful?    Yes    No

Facebook        Yes    No 
If yes, did you fi nd it useful?    Yes    No

YouTube        Yes    No 
If yes, did you fi nd it useful?    Yes    No

Flickr         Yes    No 
If yes, did you fi nd it useful?    Yes    No

Community Forums and public meetings  Yes    No 
If yes, did you fi nd it useful?    Yes    No

Printed literature: leafl ets / postcards /   Yes    No 
posters etc 
If yes, did you fi nd it useful?    Yes    No

In the last 12 months, have you received information from or about 
Cannock Chase Council in the following communications methods?

1.

Chase Matters     Yes    No 
If yes, did you fi nd it useful?    Yes    No

Council offi ces     Yes    No 
If yes, did you fi nd it useful?    Yes    No

Public noticeboards     Yes    No 
If yes, did you fi nd it useful?    Yes    No

Council call centre     Yes    No 
If yes, did you fi nd it useful?    Yes    No

In the last 12 months, have you received information from or about 
Cannock Chase Council in the following communications methods? 
(continued)

 Very satisfi ed  Satisfi ed   Neither satisfi ed or dissatisfi ed  
 Dissatisfi ed     Very dissatisfi ed

Overall, how satisfi ed are you with the effectiveness of Cannock Chase 
Council’s communications?

2.

 Yes    No 

Do you have access to the internet?3.

 Home computer  Work computer  Library or other public access
 Mobile phone  Other

If yes, how do you access the internet (select as many options as 
you like)?

4.

Could you briefl y explain why you ticked the box you did?
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Last year we carried out the Council’s fi rst communications 
survey for staff. A number of improvements have been made as 
a result of your feedback and 12 months on we’d like to ask for 
your views again to see if we’re heading in the right direction 
and to make sure we’re continually improving. Please take a few 
minutes to give us your views by completing this short survey.

with you
Communicating

 Cannock Civic Centre  External site

Where are you based?

Thank you for taking the time to complete this survey. We’ll publish 
the results on our website at www.cannockchasedc.gov.uk soon. 

We’ll use the information you have given to us to assess how we 
can communicate better. If you would like any further information 
please email Communications

1.

If you have any further comments about internal communications 
please let us know here. Your thoughts are appreciated

6.

www.cannockchasedc.gov.uk Cannock Chase Life @cannockchasedc

 Prefer not to say
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Chat with the Chief        Yes    No 
Did you fi nd the session useful?   Yes    No

Chief Executive’s Briefi ngs       Yes    No 
Did you fi nd the session useful?   Yes    No

Team meetings        Yes    No 
Did you fi nd the team meetings useful?  Yes    No

Core Brief - briefi ng from manager   Yes    No 
Did you fi nd the brief useful?    Yes    No

Joint Consultative Committee    Yes    No 
Did you fi nd the Joint Consultative    Yes    No
Committee useful?  

Noticeboards      Yes    No 
Did you fi nd the noticeboard     Yes    No
information useful? 

Payslip inserts         Yes    No 
Did you fi nd the payslip inserts useful?  Yes    No  

Have you received internal communications via the following 
face-to-face methods in the last 12 months?

2.

Core Brief      Yes    No 
Did you fi nd Core Brief useful?   Yes    No

Intranet      Yes    No 
Did you fi nd the intranet useful?   Yes    No

Chief Executive’s blog     Yes    No 
Did you fi nd the blog useful?    Yes    No

Communications emails    Yes    No 
Did you fi nd the emails useful?   Yes    No

SMS messaging system (a box pops up   Yes    No 
on your desktop when you log on)   
Did you fi nd this useful?    Yes    No  

Have you received internal communications via the following onllne 
methods in the last 12 months?

3.

 Very satisfi ed  Satisfi ed   Neither satisfi ed or dissatisfi ed  
 Dissatisfi ed     Very dissatisfi ed

Overall, how satisfi ed are you with the effectiveness of internal 
communications at Cannock Chase Council?

4.

 Chief Executive’s Briefi ngs    Team meetings

 Core Brief- briefi ngs from manager   Joint Consultative Committee

 Noticeboards     Payslip inserts

 Core Brief online     Intranet

 Chief Executive’s blog    Communications emails

 SMS messaging system    Chat with the Chief

Please select your top three preferred methods for receiving internal 
information in the next 12 months

5.

We’d love to know why! Could you briefl y explain why you ticked the box 
you did? Remember, the survey is anonymous!
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APPENDIX 4 

Communications survey 2012: Analysis of results 

External survey results  

Newspapers 

Social media 

Access to the internet 

Council website 

The rise of mobile 

Chase Matters 

Printed literature 

Public noticeboards 

Future communication preferences 

Internal survey results 

Satisfaction 

Chief Executive’s Briefings 

Noticeboards 

Team meetings 

Core Brief – briefing from managers 

Core Brief online 

Payslip inserts 

Joint Consultative Committee 

Intranet 

Chief Executive’s blog 

Communications emails 

SMS messaging system 

Future communication preferences 
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EXTERNAL COMMUNICATIONS SURVEY 

 

[Newspapers] 

 

39.1% say they got information about the Council in the last 12 months through  

local newspapers. This had dropped from 79% in the 2011 survey 

Newspapers are the second most popular way that respondents  

want to get information about the Council (37.5%), behind our website 

 

The number of local newspapers covering Cannock Chase District has fallen over the last three years. 

In November 2011 the free weekly Chase Post closed down, something that respondents 

commented on: 

 

 

“It’s not your fault but I feel much less informed since the demise of the Chase Post. That has left a real  

void and I’m not sure that the council (and many others of course) know how to address this” 

 

“Don’t get newspapers anymore” 

“Don’t receive much info apart from newspapers” 

 

 

The Chase Post closure followed the demise of the Rugeley Post, Rugeley Mercury and Cannock 

Mercury over the last three years.  

 

Newspapers that still serve the whole District are the Express & Star and its free sister weekly paper 

The Chronicle. However, the circulation of the Express & Star has been falling for a number of years 

and there is no longer a dedicated Cannock Chase edition. A ‘Staffordshire’ edition was launched 

earlier this year covering Cannock Chase, Stafford, Lichfield and surrounding areas  

The distribution of the free Chronicle newspaper currently stands at 79% of the District, although 

there are variations between specific areas. 

The Staffordshire Newsletter only covers Rugeley in its Stafford edition. 

From 1
st

 September 2011 to 31
st
 August 2012, 185 press releases were issued to the media, including 

local newspapers. 
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There were 1,492 reports in local newspapers in this period. The huge majority were in the Express 

& Star and the Chronicle, although other regional newspapers covered the Council: the Birmingham 

Mail, Sunday Mercury and Staffordshire Newsletter. Seventy per cent of this coverage was positive. 

 

[Social media] 

 

9.3% of respondents say they got information about the Council from  

Twitter, with 92.5% of these people saying they found it useful 

15.3% got information about the Council from Facebook, with 96.6% finding it useful 

4.6% last year listed social media in their top 3 future preferred communications methods – this 

had increased to 15.8% this year 

 

The Council’s presence on social media platforms like Twitter and Facebook continues to grow. On 

1
st

 September 2011 the Council’s Facebook page had 106 followers; on 1
st

 October 2012 it had 757.  

Twitter followers have grown from 1453 on 1
st
 September 2011 to 2657 on 1

st
 October 2012. Twitter 

enables us to reach far more people, however, than just those accounts that are following us. The 

figures below cover the period 25
th

 September to 3
rd

 October and show that our 42 tweets during 

this period reached almost 40,000 separate Twitter accounts: 
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Social media is changing the way that people access news and information and it is important that 

the Council embraces the new technology and uses it to its advantage. 

In 2012 we’ve been using Twitter to send out live information from the Hednesford community 

forum. At the Community Forum on 26
th

 March 2012:  

• Live tweets reached over 18,000 Twitter users 

• 20 of the Council’s 50+ Twitter updates from the meeting were ‘retweeted’ 

• 17 Twitter users engaged, either through sharing the Council’s updates or commenting on 

one of the issues directly 

• 27 new followers were gained in the 24 hours following the forum. 

At the Community Forum on 25
th

 June 2012:  

• Live tweets reached over 12,500 Twitter users 

• 13 of the Council’s 40+ Twitter updates from the meeting were shared 

• 11 Twitter users engaged through sharing updates or making their own comments 

• 21 new followers were gained in the 24 hours following the forum. 

 

Comments about the use of social media in the 2012 survey were positive: 

 

“Cannock Chase Council really seem to get new media. They actually understand that it’s an interactive medium” 

 “I have found it beneficial to contact the Council via Twitter to tell them about flytipping. Very effective, keep up 

with it!” 

“I have witnessed a wider range of communication methods now being used and utilised by the Council, through 

its website, Twitter and the Facebook page. I strongly believe this is the way forward for the Council to engage 

with a wider audience (ie young adults and youths). Keep up the good work.” 

It is wrong to assume that social media is only the domain of young people, as a breakdown of our 

‘likers’ on Facebook shows: 
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[Access to the internet] 

75.6% of respondents said they have access to the internet, the majority using the web from home 

(84.7%), with libraries or other forms of public access at 9.4%. 

 

[Council website] 

42.3% got information about the Council from our website / 95% found it useful 

Our website is the most preferred channel for people to receive information in the future (49.2%) 

 

Comments about the Council website: 

Sometimes the search facility on the website is not as clear as it could be 

The website could be improved in terms of ease of use and overall layout/design 

Website is very good 

The website is not always the easiest to navigate 

 

The rise of mobile devices  

The use of mobile phones to access the internet has increased, from 27% of the respondents who 

said they have access the web in 2011, to 51% this year. This matches a report to Cabinet in 

September 2012 on the Council’s use of QR codes, which reported the percentage of hits on the 

Council’s website from mobile devices had increased from 2.2% in 2010 to 17% in 2012. 
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[Chase Matters] 

43.5% got information from Chase Matters / 94% found it useful 

In 2011, 72.3% got information this way 

 

The Chronicle wraparound 

In July 2012 Chase Matters was produced as a wraparound with The Chronicle free newspaper. This 

replaced the magazine format that had been used for a number of years. However, the last 

magazine-style Chase Matters had been distributed in March 2011, a gap of 16 months before the 

rebirth of CM as a wraparound with the Chronicle. This has possibly led to a reduction in brand 

recognition. Another Chase Matters wraparound in November 2012 may help to address this. 

 

[Printed literature] 

 

56.8% of respondents saw a Council leaflet/poster/postcard/flyer in the last 12 months  

(down from 74.5% in 2011) 

94.1% of these people said they found it useful (95.5% in 2011) 

Comments about our printed literature 

 “More posters in shops, library etc would be useful” 

“Posters and banners work best” 

 “Don’t have time to sit and look at leaflets, although I have from time to time used the information for numbers” 

 

[Public noticeboards] 

 

27% said they got information about the Council this way (down from 38% in 2011) 

94.2% found it useful (96.3% last year) 

Comments: 

“More use of noticeboards and libraries” 

“Could do with more info on noticeboards” 

“More posters in shops etc” 
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[Most popular future communications preferences] 

Residents were asked in the survey to list the top three communication methods they would prefer 

to receive information through in future. The table below shows the top 10 most popular 

communications methods in the 2012 and the 2011 surveys. The percentage figure is the percentage 

of residents who ranked a communication method in their top three. 

2012  2011 

Website (49.2%) 1 Newspapers (21.9%) 

Newspapers (37.5%) 2 Website (18.8%) 

Council offices (34.4%) 3 Chase Matters (14.1%) 

Printed literature (34%) 4 Printed literature (13.1%) 

Chase Matters (22.4%) 5 Public noticeboards (6.5%) 

Call centre (19%) 6 Social media (4.6%) 

Social media (15.8%) 7 Online (blogs etc) 3.9% 

Public noticeboards (15%) 8 Television (3.5%) 

Television (14.6%) 9 Council offices (2.9%) 

Online (blogs etc) (10.8%) 10 Community forums (2.9%) 
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INTERNAL COMMUNICATIONS SURVEY 

 

[Satisfaction] 

Satisfaction with internal communications has improved greatly over the last 12 months: 

 

67% are ‘satisfied’ or ‘very satisfied’ with internal communications  

at the Council – up from 50% in 2011 

 

Positive comments made in the 2012 survey: 

 “You get to know relevant information promptly” 

“Information is always fed through the channels and everyone is kept up to date” 

 “I have been in post less than two weeks but I am already impressed with the accessibility of the intranet, the 

news updates on the webpages and the noticeboards in staff areas” 

 “Getting communication right for everyone is difficult, but it has got better over the last few months” 

 

[Chief Executive’s Briefings] 

 

68.4% said they attended a session (81% last year) 

89.6% found it useful (60.5% last year) 

 

The Communications Improvement Plan set out three staff briefing sessions each year at key 

strategic points. These took place in November 2011, March 2012 and June 2012. As well as 

providing employees with the latest corporate information, the Plan wanted the briefing sessions to 

involve employees more and to be more interactive. This was achieved by the use of video, a ‘Two 

Chase babies’ interactive story and a discussion session on what improvements could be made to 

make working at Cannock Chase Council better.  

The satisfaction level with the briefings has increased from 60.5% to 81% last year. 
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Comments about the briefing sessions: 

“Chief’s briefings have been much more interactive and useful” 

“The personal touch that we get in terms of chief exec’s briefings and team meetings is far superior to any form 

of electronic communication. The recent Tale of Two Families exercise we had with the Chief Exec was a real 

eye opener and has reinforced in me the desire to be the best parent I can be” 

[Noticeboards] 

 

74.5% of employees said they get information from the noticeboards (62.6% in 2011) 

86.3% find them useful (75.8% last year) 

 

The noticeboards were refreshed, tidied and sorted into distinct themes at the end of 2011. 

Noticeboards are now refreshed every Friday, with new information added each week. Additionally, 

corporate noticeboards have been created at external sites. 

CommentS: 

“The noticeboards seem to be a place to publicise council events rather than give information to council staff. I 

would like to see more of it for health, wellbeing and safety of staff” 

“As a visual person I make use of the intranet and the noticeboards” 

 “Noticeboards are out of date” 

 

 

[Team meetings] 

 

81.6% of employees say they have a team meeting (84.8% last year) 

81.6% say they are useful (88.1% last year) 

 

Team meetings are a popular and effective way for employees to receive information.  

Comments: 

“Internal communication seems adequate in a general way. However, it could be improved within the department 

where it seems rather variable” 
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“I believe that information is treated in a very hierarchical manner and that managers choose to pass on only 

certain information. As a former Stafford employee I find the culture at Cannock very much ‘them and us’” 

“I prefer to speak to my line manager direct” 

 

 

[Core Brief – briefing from manager] 

 

The monthly Core Brief was initially designed to be delivered to teams by service managers and then 

discussed at team meetings. The survey results show that this only happens in about 50% of teams. 

Core Brief is currently published on the intranet and sent to WMT first and then all employees a 

couple of days later. 

 

51% of employees say that the Core Brief is discussed at team meetings (74.7% last year) 

94% find this useful (75% this year) 

 

 

[Core Brief – online] 

 

92.9% read the Core Brief over the last 12 months (90.9% in 2011) 

87.9% find the monthly briefing useful (75.6% last year) 

 

Over the last 12 months the Core Brief has changed to include more employee information and 

stories about employees and teams. It has also been redesigned to look more attractive and to be 

more readable. High levels of readership and satisfaction have been achieved this year.  

Comment: 

“Core Brief is much improved” 
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[Payslip inserts] 

 

46.9% say they received payslip inserts in the last 12 months (69.7% in 2011) 

78.3% find this form of communication useful (68.1 last year) 

 

The Communications team have not used payslips to communicate any corporate messages over the 

last 12 months, although some service areas have used this channel themselves. Given the high 

satisfaction score for this channel, corporate information should be shared this way. 

 

[Joint Consultative Committee] 

 

Use of the JCC is low, with 5.1% saying they had used it in the last 12 months (7.1% last year). 

Satisfaction is high – 100% this year. Awareness should be raised internally about the role of the JCC. 

 

 [The intranet] 

 

87.8% of people say they got information from the intranet (89.9% last year) 

93% said this information was useful (78.7%) 

 

A number of changes were made to the intranet as part of the Communications Improvement Plan. 

Council press releases were displayed on the front page, as well as a link to our Twitter stream, and 

new banners clearly linking to key communications tools like the Chief Executive’s blog and the Core 

Brief. An electronic noticeboard was also introduced for employees. These changes have had an 

impact, although a full redesign of the intranet is still required. 

Comments: 

“Too many emails out which should be posted on to the intranet forum – for sale etc” 

“There are too many similar sites, some of which are not kept up to date and are mind boggling to find 

information from.” 

“The intranet could be improved. It feels outdated and is difficult to find information on. I think the indexes could 

be improved” 
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[Chief Executive’s blog] 

 

90.8% have read the blog in the last 12 months (97% last year) 

67.4% find it useful (63.5% last year) 

 

The frequency of the Chief Executive’s blog was increased from monthly to fortnightly as part of the 

Communications Improvement Plan.  

Comments: 

“CXO’s blog remains a missed opportunity due to its focus being on style over substance” 

 

 

[Communications emails] 

 

98% get comms emails (97% last year) 

90.6% find them useful (88.5% last year) 

 

Many messages that used to be sent through the communications email account have been moved 

to the intranet. 

Comments: 

“Too many emails which should be posted on to the intranet forum” 

“Core Brief and comms emails are much improved” 

 

[SMS messaging system] 

 

61.2% got information this way (18.2% last year) 

60% find it useful (77.8% last year) 
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The SMS pop-up messaging system split opinion. It’s highly visible and obtrusive, so is a perfect 

communications tool for urgent messages. The purpose and use of this communications method 

needs to be clarified and shared with employees.  

Comments: 

“Find the pop-up box repeatedly appearing even when clicking on ‘read later’ slightly annoying when I’m busy on 

the computer” 

“The only pop-up message I can remember seeing recently is the one for this survey. I think the theory of the 

SMS message is good but it doesn’t seem to be used very often” 

“The SMS desktop tool just gets in the way and is something extra to load up every morning” 

 

[Most popular future communications preferences] 

Employees were asked in the survey to list the top three communication methods they would prefer 

to receive information through in future. The table below shows the top 10 most popular 

communications methods in the 2012 and the 2011 surveys. The percentage figure is the percentage 

of employees who ranked a communication method in their top three. 

2012  2011 

Team meetings (63.5%) 1 Team meetings (26.3%) 

Communications emails (42.7%) 2 Communications emails (18.2%) 

Intranet (39.6%) 3 Chief Executive’s Briefings (10.6%) 

Chief Executive’s Briefings (36.5%) 4 Core Brief (9.9%) 

Core Brief online (36.5%) 5 Core Brief – briefings from manager (8.4%) 

Noticeboards (22.9%) 6 Intranet (6.2%) 

Core Brief – briefings from manager (16.7%) 7 Chief Executive’s blog (3.6%) 

Payslip inserts (12.5%) 8 Payslip inserts (3.6%) 

Chief Executive’s blog (11.5%) 9 The Byte (2.9%) 

SMS messaging system (3.1%) 10 SMS messaging system (2.6%) 
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