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1. INTRODUCTION

The AB XUMA  Municipality is committed to two-way communication, building
relationships with its internal and external stakeholders and to form partnerships with the
public and private sector. The purpose of this policy is to provide clear principles and
guidelines for communication in the Municipality. The different roles and responsibilities
within the Municipality's communication are made clear, what is communicated, and by
whom. This policy will ensure that communication takes place in a coordinated and
uniform way.

2. GUIDING PRINCIPLES OF THIS DOCUMENT

This Communication Policy seeks to ensure that the DR AB XUMA Municipality
acknowledges the importance of communications as a sfrategic management function
and as an integral part of its daily functioning. It demonstrates that the Municipality is
committed to a transparent and effective relationship with its internal and external

stakeholders and will do so by a process of consultation and information dissemination.

These policy guidelines do not address the entire menu of promotional tools in a
marketer's toolkit, such as sales and sales promotion, packaging, merchandising and
word-of-mouth marketing. The focus of these policy guidelines is on marketing tools that
constitute the bulk of the municipal toolkit, namely:

* content, language, tone and images

= advertising and media bulk-buying

»  public relations (including events, exhibitions and promotional items)

» distribution and direct marketing

»  media of communication such as email, website, load speaker/hailer, radio etc

= digital marketing

= Corporate ldentity

= sponsorship.

The Municipality acknowledges that it has a responsibility to inform its internal and external
stakeholders of identified issues, progress made and results achieved in addressing its
mandate. The Communication office has the responsibility to ensure that all
communications activities, including procurement of services, are done in accordance

with these policies and procedures.

This requires all communication and communication-related activities fo be co-

coordinated and recommended by the Unit.




3. LEGISLATIVE FRAMEWORK.

The following legislation is applicable and must be adhered to in all communication with
the media:

a) Constitution of the Republic of South Africa Act, 1996 (Act 108 of 1996).

b) Local Government: Municipal Structures Act, 1998 (Act 117 of 1998).

¢) The Municipal Systems Act, No 32 of 2000

d) Promotion of Access to Information Act, 2000 (Act 2 of 2000).

e) Media Development and Diversity Agency Act, 2002 (Act 14 of 2002).

f) Intergovernmental Relations Framework Act, 2005 (Act 13 of 2005).

4. POLICY STATEMENT

It is the policy of the AB XUMA local Municipdlity to provide information to its internal and
external stakeholders about Municipality programmes and services. This has to be donein
an accurate, timeous, relevant and understandable manner; ensure that it reports its
achievements with regard 1o its mandate; ensure that it is visible, accessible and

answerable to the public it serves;

All communications must reflect Council Units' communication programmes, as well as

the communication priorities of government.
5. COMMUNICATION ROLES AND RESPONSIBILITIES

In order to ensure effective communication and compliance to Municipality

communication policy, the following roles and responsibilities are adopted:
5.1 MAYOR

The Mayor is the Chief Communicator (spokesperson) for the Municipality. He / she can

delegate these responsibilities to the Municipal Manager whenever required.

The Mayor together with the municipal Manager and Head of Communication office will
be responsible for defining the annual communication priorities, objectives and

requirements. This is done in consultation with the Strategic Management Team.
5.2 MUNICIPAL MANAGER

Municipal Manager is the spokesperson for the municipality on strategic and operational
issues. He ensures that the annual communications strategy is in line with Municipality
communication objectives and reflects the Municipality's priorities. The municipal
Manager ensures the integration of the communications function within the Municipality’s
decision-making processes and the integration of strategic communication planning in

the overall planning of the Engcobo.
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5.3 HEADS OF BUSINESS UNITS OR DIVISIONS

Heads of units or divisions are responsible for:

* Ensuring compliance with the Municipality's Communication Policy and Procedures;

»  Attending to media inquiries through Communication Office;

* Ensuring that key communication issues and priorities are identified annually in line with
the Municipality communication strategy and that their programmes have a
communication action plans, this must be done in consultation with the
Communication Officer.

5.4 OFFICE OF THE MUNICIPAL MANAGER (HEAD OF COMMUNICATION)

The Communication Office serves as the Municipality authority on communication issues.
He/she is responsible for co-coordinating all communications activities including the

procurement of communication products and services.

This includes the appointment of communication service providers, consultants and
communication activities of the various Clusters of the Municipality. All these activities
must be either approved or recommended by him / her. He/she ensures that the
Communication Policy and Procedures are communicated to staff and adhered to.
He/she provides communication advice and counsel to the Mayor and Municipal

Manager.
5.5 COMMUNICATIONS OFFICE

Communications office is responsible for co-coordinating all communications activities in
the Municipadlity. In this regard the Communications office, shall support and co-ordinate
all communication efforts with the main aim of enabling the Municipality to communicate
the activities to the community. Therefore, the strategy will provide strategic direction with
regard to communication policy development, programme planning and programme
implementation; develop and implement communication plans and for information
dissemination. A coherent effort to collect data from various units within the municipality
will also assist to disseminate information consistently in line with Integrated Development

Plan strategic objectives.

The communication officer will act on the instruction of the Municipal Manager and the
Mayor. Media enqguires is subject to the approval of the Municipal Manager unless
indicated otherwise. The Municipal communication Office/officer is not in any way to be
become involved in media opportunities of a party political nature. These queries will be

directed to the office of the Mayor and/or Speaker.

In accordance with the constitutional mandate of the Municipality that deals with these

functional areas - this includes identifying communication issues, developing




communication strategies, and implementing programmes for the local people. Such
programmes include but not limited managing communication actions such as events,
advertising, designs printing of communication materials, audio-visual and still

communication, marketing and communication research and campaigns.

Communications office manage corporate identity, advertising, publishing, marketing,
environment analysis, public opinion research, media relations, event participation, and
other communication activities. They oversee an institution's Web content to ensure it
meets communication standards. The communications staff may be involved in the
planning, management and evaluation of policies, programme, services and initiatives -

providing communications advice and support in all phases of operation.

The Communications Office should ensure that the activities of the communications staff
conform to the requirements of this policy. Communications staff carry out all duties
associated with the communications function. Advocating on behalf of those who will or
should receive information, communications staff ensure the clarity and utility of
information for the end user. They work collaboratively with other key personnel providing
communications advice and support.

5.6 COMMUNICATION'S FORUM

Communicator's Forum for all Council's Communications staff shall exist and meetings
shall be held quarterly. The Forum is a strategic platform for information sharing and

coordination.
6. MEDIA RELATIONS.

Mediarelations is critical in informing the communities under regarding the developments
that are brought about by their local municipality. Furthermore, when the municipality
responds to the media queries, it shall do so via communications office. This will eliminate
unintended consequences of the information that is distributed unprocedural in

accordance with DR AB XUMA Local Municipality communication policy.

All media queries must be referred to the Communications office who will then engage
with the relevant line functionaries for an appropriate response. The Communication
office should at all times coordinate interactions with the media in all related media

events and activities.

The Communications office is responsible to develop a monitoring and evaluation
mechanism to create a conducive communication environment. Such mechanism will
aid DR AB XUMA local Municipality to communicate effectively with the internal, external

stakeholders and communities.




The information will be circulated in its order of importance in order to achieve the
communication imperative of DR AR XUMA local Municipality. DR AB XUMA local
Municipality will endeavour to communicate information that will create a positive image

through highlighting the milestones and provide clarity where necessary.

In line with DR AB XUMA communications policy all media queries will be dealt within 48
hours. Inquiries received after business hours will only be dealt with during office hours
unless there is an emergency. Moreover, the inquiries from the media should be in

requested formally and the responses will be communicated in writing.

There shall be agreement between Vukani Community Radio and municipality where Hon.
Mayor or person delegated will visit the station to announce progress made by the

municipality on a quarterly basis.
N.B Local media shall be used for advertising o promote local content.

7. CUSTOMER CARE SERVICE

The Customer Care Services consist of appointed employees who interact directly with
the public, with the purpose of enhancing the level of service delivery, done in
accordance with service operation procedures. They communicate with the public by
means of the website, telephone and email, which is directly linked to their service. They
communicate on matters of service delivery issues when they are contacted by the
public. These issues are then dealt with as per service operation procedures.

8. COMPLAINTS MANAGEMENT

DR AB XUMA local Municipality has established mechanisms processes and procedures
incorporated into Public Participation Policy to enable the local communities to
participate in the affairs of the municipality and for this purpose it provides for the receipt,
processing and considering of petitions and complaints lodge by members of the local
communities.

9. INTERNAL COMMUNICATION

The main purpose of internal communications is to facilitate and manage the flow of
information within the Municipality in order to have concise and well informed internal
stakeholders. Internal  communications involve information  about  Municipality
programmes such as IDP/budget, Executive Committee limbizo, Customer-Care and
Community Outreach initiatives, Infegrated governmental relations, relevant human
resource information, and other useful information that staff may have an interest in.

The following communication tools and mediums are used to communicate with staff
members:

Newsletters, Posters, Notice Boards, Intranet, Workshops, Staff meetings boards,




9.1 NOTICE BOARDS
Notices on municipal Notice boards are placed to inform the staff regarding staff related

information and events.

9.2 COMMUNICATION MESSAGES VIA E-MAIL
Communication messages are send via e-mail fo inform staff regarding staff related

information and events.

9.3 MUNICIPAL COMMUNICATION

The Municipal Communication, represented by each directorate within the municipality,
meets monthly. This ensures the coordination of communication activities and
development of the municipality’s communication capacity. Through this forum all
municipal activities are brought under the attention of the Communication Office. (During

management meetings)

9.4 CUSTOMER CARE SERVICE.

The Customer Care is required to communicate and relays communication to relevant
sections from the public to the relevant internal departments to be resolved as stipulated
as per service operation procedures. Communication should be relayed back to the
public as provided by relevant communicators where applicable. With regard to
Customer Care business units should focus on enhancing the service delivery and service
delivery experience of the customers. This services functions with dedicated
communication lines by means of email, telephone and the website. Survey's should be
conducted at specified intervals to determine the level of customer service and if the
service provides to the needs of our customers.

10 EXTERNAL COMMUNICATION

The main purpose of external communications is to inform stakeholders of services and
programmes of the Municipality.

Different communication tools and mediums are used fo communicate with stakeholders:
.Radio, Television, Road shows Exhibitions, Conferences, Summits, Workshops, Internet and
Newspapers. All information that will be disseminated to the external stakeholders must

be approved by the office of the Municipal Manager.
10. 1 EXTERNAL NEWSLETTER

The monthly distribution of the External Newsletter ensures that the communities and

taxpayers of Engcobo area are informed regarding service delivery within the




Municipality. It should also be used to encourage constructive public participation in

local government. It's been distributed with the municipal accounts.

10.2 MEDIA

The submitting of press releases on a regular basis is a way to use the media to promote
the corporate image of the municipality and to bring the media closer to the Municipality.
This is also a manner to provide in-depth background information to journalists regarding
the good news items of the municipality’s service delivery. Media communication will
happen reactively or proactively. Reactive communication will focus on enquiries

received from the media and/or the public.

Appropriate information will be sourced and a response drafted and then sent o the
media for communication upon approval of the Municipal Manager. Proactive
communication will focus on driving a positive message from the Municipality. The
purpose of proactive communication is to release and manage a story to maximise
coverage thereof, Stories with a negative impact should also be relayed in this manner to
maximise control of the story in this manner. Proactive communication must always be
done in consultation of the Mayor’s office. Proactive communication also necessitates
preplanning of a communication schedule. This schedule will depend on council, EXCO,
portfolio and manager meetings.

10.3 ADVERTISING

Secure advertising space on a regular basis in the local community newspapers to publish
service delivery news in Xhosa and English. This is to ensure that Xhosa and English
community members are informed in their mother tongue regarding Municipal service
delivery news.

Advertising must focus on promoting the vision of the Municipality. The Communication
Office is not mandated to get involved with marketing, paid communication or paid
campaigns except in a supportive role. Areas of free advertising must also be explored.
This includes advertising via branding and social media.

10.4 BRANDING.

Branding is streamlined across all municipal departments. All media and communication
aspects of all municipal events are coordinated by the Communications Office.
Coordinate the media and communication aspects of all Municipal events and make
sure of enough municipal branding at all the events. Branding must be utilised in such a
manner as to create a feeling of unity and pride within all towns within the Municipality. A
branding strategy document will be drafted to ensure the standardisation of all branding

and unified image of the corporate identity.




Free radio broadcasting airtime should focus on promoting the activities of the
Municipality, keeping the public informed about events, projects and service delivery. it
can also successfully be used as an emergency communication platform in the event of
disaster management.

10.5 SOCIAL MEDIA

Create a social media platform as part of keeping the Municipality up to date with
technological innovation. Social media platforms are increasingly used as tools in local
government. Creating a social media platform to address service delivery will contribute
to building the vision of the DR AB XUMA local Municipality. Various social media platforms
should be explored. It is an effective tool for direct and free communication. Careful
management thereof must be implemented with a dedicated employee monitoring it
throughout the day, every day.

10.6 PUBLIC EVENTS AND ANNOUNCEMENTS

The Communications Office should identify opportunities to inform the public about
significant initiatives or conftributions of the DR AB XUMA local Municipdlity. Public events
and announcements, including news conferences, should be arranged from time to time
for communication purposes. The Communications Office should plan and co-ordinate
events with Office of the Mayor when the Mayor will attend, or with Councillors support

staff when a member of the EXCO will attend.

The Communications Office should ensure that DR AB XUMA local Municipality is
appropriately identified and represented at events and announcements, including those
involving other participants. The Communications Office should not participate in, or lend

support to, partisan events organized for political party purposes.

10.7 EXHIBITIONS

Communications Unit is responsible for Branding and Corporate Identity of the
Municipality thus, the Unit must be consulted when departments are taking part in fairs
and exhibitions on behalf of the Municipality.

10.8 IDP ROADSHOWS AND WARD MEETINGS

The IDP Roadshows and Ward Meetings take place as scheduled throughout all 20 wards.
This provides an opportunity for the community and Municipality to directly interact with
one another, to discuss challenges and solutions and have an active input in projects and

budget appropriation for each financial year.
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10.9 RADIO

Community Radio stations provide an excellent platform for the Municipality to
communicate from and engage with the public. Communication via radio can take
place by means of paid for advertising as well as free airtime. Paid for airtime should focus
on various issues aimed at educating the public on local government programmes and
opportunities. It can successfully be utilised as a public participation tool. At all times it

must drive the positive message of the Municipality and present solutions to challenges.

Free radio broadcasting airtime should focus on promoting the activities of the
Municipality, keeping the public informed about events, projects and service delivery. it
can also successfully be used as an emergency communication platform in the event of

disaster management.

10.10 IDP ROADSHOWS AND WARD MEETINGS

The IDP Roadshows and Ward Meetings take place as scheduled throughout all 20 wards.
This provides an opportunity for the community and Municipality to directly interact with
one another, 1o discuss challenges and solutions and have an active input in projects and
budget appropriation for each financial year. Communications takes place proactively
and reactively directly to and from stakeholders in organised meetings where all

stakeholders are invited to attend.

Meetings are conducted by ways of information sessions followed by question and answer
session where the community can raise concerns, provide feedback and give input on
planned projects. The Municipality utilises this opportunity to address concerns raised by
the public, provide information on plans and council decisions and directly converse with
members of the public. Ward Commitiees also allow for elected community
representatives to partake in a dialogue between council and the public, facilitating a
communication channel and governed by rules and regulations determined by council

as well as the Municipal Structures Act.
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11. CORPORATE IDENTITY.

All DR AB XUMA documents that are disseminated to the public must comply with the
municipal corporate identity as stipulated in the communications policy (strategy must
talk to the policy).

Branding and Promotional Material Promotional material must be consistent with the
corporate identity of the DR AB XUMA local Municipality. The production of such material
must be authorised by the Communication office. Branded merchandise is an integral
part of the Municipality branding strategy and as such cannot be developed without the
approval of the Communications office.

The use of the municipality logo on projects not initiated by the Municipality has to be

approved by the Communication office.

12. WEBSITE

We leave in a 21st century where Information Communication Technology (ICT) is utilised
as a tool to effectively and efficiently communicate information. DR AB XUMA local
Municipality website enables the community to navigate their way through to understand
the municipal programmes. Website is user friendly with regard to the language usage
wherein isiXxhosa is used to make announcements. Furthermore, the website will be utilised
to conduct surveys to ascertain communities’ levels of satisfaction. The findings of the

surveys will assist the municipality to enhance Council image.

13. LANGUAGE POLICY AND TRANSLATIONS

DR AB XUMA local Municipality language policy is based on the Constitution and the
Municipal Systems Act, in this regard, its takes into account the language usage and

preferences of the residents when communicating.

English and isixhosa are business languages for the Municipality and all official notes and
advertisements issued for general public information must be published in English and
isixhosa. A

14. COMMUNICATION IN CRISIS SITUATION

A crisis is every organisation's worst nightmare. However, it is important that a framework
for such a situation exist. In the event of a crisis the following should be adhered to: The
Manager in whose area of responsibility is involved should inform his/her Unit Head; The

Head of communications is to be copied the information. A Crisis Committee will consist
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of the Municipal Manager or relevant Managers, Head of Communication and relevant

officials. The Mayor is to be informed immediately.

The Mayor and Municipal Manager will act as spokespersons. No media statement or
interview is allowed from any other officials; Staff members will be kept informed of the

situation.

15. TRAINING AND DEVELOPMENT

The Communication Office shall identify communication-training courses for Council
officials who interact with media and public. Communications consultants engaged by
Council should work closely with officials so that skills can e fransferred.

16. PROCEDURES AND COMPLIANCE

This policy is intended to ensure that the Municipality engages in a co-coordinated
manner with regard to communications and communicates in a standardised manner
with unified messages. Adherence to the policy will result in a coherent image for the
Municipality. This communication policy and its procedures are applicable to every staff
member in the Municipality. The communication policy falls within the scope of internal

communications and it will be communicated accordingly.
17. EVALUATION CRITERIA
The success of this Policy will be measured by:

Level of performance in implementing communication strategy

c. The number of deputations, petitions, complaints and comments lodged in
accordance with the provisions of this Policy,

d. Theeradication of internal and public complaints raised through the council outreach
and mandatory meetings;

e. The total eradication of internal and public perceptions and negative attitudes and
actions against the council;

f. Increase in internal and public comments and positive feedback posted through the

Council comments/suggestion/opinion box system.
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1.POLICY ADOPTION

The accounting officer will be the accountable custodian of this policy and must ensure that this
policy is submitted to the council for consideration and adopftion.

2.POLICY REVIEW

This policy must be reviewed at least annually to ensure that it is adaptable to operational
changes and it is aligned with the legislative environment.

When deemed necessary on ad hoc basis, the Accounting Officer must submit proposals of
amendments of the policy 1o the Council for consideration and adoption.
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