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INtroduction

Communication and engagement are
crucial to achieving our ambition to
make North Lanarkshire the place to
Live, Learn, Work, Invest and Visit.

This strategy sets out a clear direction for our public-facing and
internal communications and engagement activity. The work of
Strategic Commmunication and Engagement has a positive impact
on the council’s ability to build community resilience, keep people
informed and enhance our reputation.

More than that, inspiring communities, supporting service delivery
and changing behaviour supports the Plan for North Lanarkshire
and the Programme of Work. This requires a strategic approach,
creativity and challenge, using all the tools available.

Strategic Commmunication and Engagement already carries out
sector-leading work. With this integrated strategy, we believe that
communication and engagement will continue to play a significant
part in delivering our ambitions.

Councillor Jim Logue
Leader
North Lanarkshire Council

Councillor Kenneth Stevenson

Convener of the Communities Committee
North Lanarkshire Council




Communications and Engagement Strategy Version 3.0 April 2024

Our story

This is North Lanarkshire. It’'s the place
to Live, Learn, Work, Invest and Visit.

Our ambition means economic
regeneration and growth that benefits
everyone in North Lanarkshire and
responding positively to social,
economic and technological change.

We are improving the lives of everyone who lives, works or visits here
by driving inclusive economic growth, increasing skills and generating
jobs and training opportunities. By doing so, we will reduce poverty and
inequality.

We recognise that achieving our vision can’t be done alone. We work in
partnership with others, and we involve people in communities, sharing
our ambition with them.




Communications and Engagement Strategy Version 3.0 April 2024

Our strategy

We will deliver outstanding communications and engagement activity that helps to ensure
North Lanarkshire is the place to Live, Learn, Work, Invest and Visit.

The quality of our work matters in delivering the council’s policy priorities, The Plan for North

Lanarkshire, and the Programme of Work to 2028 and beyond.

To achieve this we will tell the story of North
Lanarkshire as the place to Live, Learn, Work,

Invest and Visit and inspire action. We will engage
people in communities. All our activity will be
targeted, measurable and have impact. Crucially,
communications will be responsive, relevant and
customer-focused. It will be based on outcomes, not
outputs. And it will be smarter; using data and insight
to deliver the right message to the right person at the
right time.

Engaging communities

Community engagement is critical to the success of
the Programme of Work. Through the work of the
Community Partnership Team we will work with people
and organisations in communities to help them have a
voice in the work of the council and to mobilise more
collaborative working.

Working with others

The Plan for North Lanarkshire involves all community
planning partners. The ambitions in the Plan can only
be achieved with clear, consistent communication and
collaboration and we will work with partners to ensure
that our collective communication and engagement
efforts are targeted appropriately.

Focus on campaigns

As the council’s services continue to change, we will
devote most of our resource to campaigns which
change behaviour and drive advocacy as these are
essential to the efficient delivery of services. These
campaigns will be tied to SMART objectives, creatively
bold and provocative where necessary, aimed at
ensuring a measurable impact.
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Focus on audiences

We will always choose the most appropriate channels
and language to communicate with people, groups
and communities.



Communications and Engagement Strategy Version 3.0 April 2024

How we Work

By utilising the full suite of communications and engagement
disciplines and tools including campaigns and marketing,
strategic consultancy, digital, brand and multi-media creative
support, public relations, internal communications, community
engagement, customer service and major events, we bring
information to life for people and communities in North

Lanarkshire.

Our communications will be:

Community focused - we will foster a sense of
community spirit that is supportive of taking positive
action. By championing behaviours and attitudes,
and listening to the voices of people in communities,
we can promote community empowerment and
participation. Our communications will help keep
people safe, informed and connected to their
community.

Inspiring - we will tell people what we are doing and
planning to do through The Plan for North Lanarkshire
and the Programme of Work, reinforcing a positive
vision for the future and working collaboratively.

Informative - our work should direct people to
the information and customer service routes they
need and are most appropriate to them, helping

people to help themselves and making communities
more resilient. We highlight support for businesses,
guidance on protecting the environment and how
community groups and businesses can access
funding and support. We provide clarity and
reassurance in times of emergency, signposting those
in need to access the most applicable support and
advice. This work demonstrates how services and
policies make a positive impact on people, businesses
and communities.

Linked to the Programme of Work - the council’s
Programme of Work sets out what we will achieve
together. Our communications and engagement

will support the delivery of the programme and will
help to achieve the outcomes contained within each
programme theme.

SUICIDE =2....
1WIF PREVENTION

Never assume
someone’s
okay. Ask.

Keep asking.

1
TALK
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Creative - we will use the full range of creative skills
to ensure our messages are compelling, embracing
digital innovation, video, animation, photography,
design and writing and using channels that are
relevant, relatable and accessible to individual
audiences.

Challenging - our communications will be frank
and forthright, encouraging people to change their
behaviour or take action.

Driven by data - the council’s investment in digital

Activity will deliver meaningful behaviour change while
enhancing customer experience.

Quality-governed - incorporating professionalism
and practice, systems, standards and guidance
through an operating model that provides a consistent
approach to delivering communications.

Inclusive - we will consider our audiences when
planning campaigns or utilising our communication
platforms to ensure they are as accessible as
possible and where applicable, can be adapted to
an appropriate format on request. We will make
every effort to ensure communications comply
with legislation and are published in line with

appropriate regulations, involving relevant people and
organisations for advice.

Integrated - whether through multi-disciplinary
campaigns or through the collaborative networks
developed with partners. Our own internal networks
will enhance delivery to ensure a joined-up approach
to communications and public engagement.

Responsive - our work listens to communities and
individuals, providing or signposting to the right
information they’re looking for. Often, that information
will be served up organically through data analysis and
other times, that will through collaboration and two-
way communication methods.

technology is firmly aligned to communications, which
are driven by insight from analysis of data and service
need and underpinned by technological advancements
in automation, Al and social media algorithms. This
flow of information serves up the right message at the
right time, targeting and personalising where possible,
to make communications more effective and efficient.
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7 WORK
INVEST

VISIT




Communications and Engagement Strategy Version 3.0 April 2024

LIVE HERE

North Lanarkshire has is a
welcoming, vibrant place
where people want to live.

We acknowledge our history
but we recognise we have a
much bigger future.

We have a great mix of
housing, facilities, services
and transport links. We're
transforming our town
centres and helping people
to live longer in high quality
housing.

We are creating hubs in
towns and communities
which meet the needs of
residents able to access
schools as well as community
facilities and partner services.

People in communities will
build resilience and we will
engage with them to ensure
their needs can be met.

LEARN HERE

All young people in North
Lanarkshire can achieve
their full potential. They will
be equipped to make their
way in life through quality,
exciting and challenging
learning. We will work to
close the poverty-related
attainment gap and improve
attendance at school.

Learners of all ages will have
the skills to take advantage
of the employment
opportunities our growing
economy brings, and we will
have a flexible, resilient and
skilled workforce.

Our schools are inclusive,
energetic places which take
into account the needs of all
young people and provide
them with the learning,
teaching, facilities and
technology to ensure they
have experiences which last
a lifetime.

WORK HERE

We have a dynamic, diverse
and growing economy

with a great mix of small,
medium-sized and large
businesses.

People in North Lanarkshire
are connected to
employment and have

the support they need to
access jobs. They have
skills appropriate to the
needs of employers and
are supported, no matter
their background, needs of
economic circumstances.

We provide great places
to work, with engaged,
ambitious people who
are ambassadors for the
services they provide.

INVEST HERE

North Lanarkshire is the
best location for business.
We have excellent
transport links, a strong
employment market, a
skilled workforce and
flexible land and premises,
with an outstanding digital
infrastructure.

Businesses have the
support to establish, grow
and succeed, and are able
to develop new products
and markets to create and
sustain quality jobs.

Our services are aligned

to help businesses locate,
grow and succeed and we
make it easy for businesses
to talk to us.

VISIT HERE

North Lanarkshire is a great
place to visit and play. Our
tourism sector is growing,
with improved opportunities
and attractions.

We offer distinctive
experiences which provide
value for money and are
accessible to all. This is a
place for active, healthy
lives, where the right
facilities are developed in
the places they are needed
and can be enjoyed the
most.
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“rogramme of Work to 2028

The council has approved its Programme of Work to 2028 and beyond. The programme
IS managed through seven strategic boards, each with a delivery plan approved by the
council in March 2024.

We will align our work priorities with those in the delivery plans, ensuring that good and
effective communication is incorporated in the delivery of each programme board’s
priorities and making a measurable contribution to those deliverables.

PLACES

An enhanced
programme

to accelerate
transformation of
town centres and
communities.

SROGRAMME »»>
JF WORK

DIGITAL NL

Develop a skilled digital workforce, promote an innovative, sustainable
culture and be the Digital Leader for a transformed North Lanarkshire.

ONE SERVICE

Ensure services are delivered, regardless of owner, in a streamlined, efficient,

and supportive model, with the overall vision of inclusive growth and prosperity for all.

ZZox

TRANSFORMING INVEST IN NORTH SUSTAINABLE RESILIENT

LANARKSHIRE FUTURES PEOPLE
Accelerated outcome  Focus commitments  Deliver whole family
delivery and to Net Zero Carbon support locally, when
investment via a more  and the associated families need it, in a
streamlined advisory ~ energy solutions and  way that addresses
service and aligned investments required  the impacts of
operating model and  to make it a reality. poverty and reduces
infrastructure plan. inequality.
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BRIGHTER
FUTURES

Support and
improve educational
attainment,
employment
opportunities,
entrepreneurship,
and volunteering.
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Transforming Places

To plan and coordinate public and private sector
investment to deliver transformational change across
town centres and local communities at pace, and to
attract more people to live, learn, work, invest and
visit within North Lanarkshire, improving economic
outcomes and the health and wellbeing of residents.

This programme will involve attracting new (and
sustaining existing) populations to create sustainable
communities and a stable demographic spread

that supports economic growth. This will mean
enhancing greenspace, place and housing and
integrating services to improve health, wellbeing and
social outcomes as well as accelerating investment
for job creation. We will provide access, physically
and digitally, to local and regional opportunities to
support business development and survival, as well as
enabling urban and rural families to thrive.

Invest in North Lanarkshire

To support and accelerate investment in North
Lanarkshire, and the council’s own investment
programme, through a collaborative, streamlined,
advisory service to help grow and sustain the local
economy and communities. This programme will play
a key role in facilitating employment opportunities and
the associated infrastructure critical to supporting
continued population growth and net inward migration.

LIVE
10 INVEST
VISIT
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Sustainable Futures

To focus commitments to net zero carbon and

climate resilience and the associated energy solutions
and investments required to make it a reality. This
programme will bring essential momentum to the
council’'s commitment to achieve net zero by delivering
an integrated approach to carbon reduction through
more innovative energy generation and efficiency. This
will be delivered along with a programme of climate
adaptation, in partnership with local communities, to
ensure local infrastructure and lifestyles are ready for
the impacts already embedded due to climate change.

Brighter Futures

To support and improve educational attainment,
employment opportunities, entrepreneurship and
volunteering, and prepare young people and the
wider community for the future through specialised
education, voluntary work and enterprise. This
programme will give people the skills, knowledge

and confidence to successfully transition to further
education, training or employment. We will shape
innovative employment pathways and maximise key
industry growth sectors to boost economic growth,
providing opportunities to develop real-world job skills
that add value and pathways to specific industries. We
will help to offer choice and inclusive access to jobs
and training.

Resilient People

To deliver whole family support locally, when families
need it, in a way that addresses the impacts of poverty

and reduces inequality. This programme will provide
an integrated approach, working with partners, to
an earlier and more effective response to need.
This includes promoting the strengths and skills of
individuals and families increasing economic activity
and providing practical and emotional support.

This will integrate family support with the town and
community hubs to maximise opportunities for
community-led and strengths-based approaches, and
ensure families receive the right support when they ask
for it and in their own community. This approach will
break down referral pathways built around the needs
of systems rather than people, which are at best
confusing and at worst stigmatising.

Digital North Lanarkshire

To develop a skilled digital workforce, promote an
innovative, sustainable culture, and be the digital
leader for North Lanarkshire. This programme will be

a key enabler in delivering the other programme of
work priorities and driving economic growth, as well as
transforming the education and abilities of learners of
all ages.

One Service

To ensure services are delivered, regardless of ownet,
in a streamlined, efficient and supportive model. This
programme will be a key enabler in delivering the
other programme of work priorities and ensuring the
council delivers services (regardless of structures of
the alignment of functions) in line with the overall vision
of growth and prosperity for all.
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Nternal communication

We recognise that most of the council’s staff not only work for the council but are also
residents of North Lanarkshire.

We want our staff to be ambassadors for the services we provide, and we commit to keeping
them informed about issues that affect them directly as well as telling them about the council’s
ambition, policies, the Plan for North Lanarkshire and the Programme of Work.

As part of our work, we will celebrate our employees’ successes and achievements in a way
which best represents the services of the council.

LANARKSHIRE

e
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Seldom-heard voices

We recognise that some people and groups of people are at risk of their voices
being seldom-heard by public bodies. It is essential that we target appropriate
engagement activities for these groups.

Groups of people can be seldom-heard due to, for example:
e disability

e cthnicity

e sexuality

e difficulty with communication

®* mental health problems

® homelessness

e geographical isolation

e experience of living in poverty

e being offenders or ex-offenders

e being victims of domestic abuse

e Dbeing part of the traveller community

This list is not exhaustive. It is important to understand that, while some people
and sectors could be characterised as seldom-heard, it is not necessarily true
for everyone in a broader group. Consideration always needs to be given to
characteristics within a group for each piece of engagement.

We will always ensure that our engagement work considers the particular needs
of people who are at risk of be seldom-hard, for example by considering where
and when we engage, what methods are most appropriate, and what additional
support may be required.
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Measuring success

We will measure all communications and engagement activity to ensure alignment
with the Programme of Work and to demonstrate positive outcomes.

For corporate communications, we will report annually in June to the Policy and
Strategy Committee about our work and its outcomes and impacts, linking this to
both our key themes and to the Programme of Work.

For community partnership and engagement, we will report annually in June to
the Communities Committee about the number of individuals and community
organisations participating in the delivery of the local outcome improvement plans.

We will measure the engagement we have with equalities groups and those whose
voices are at risk of being seldom-heard, and levels of participation in community
events and local activities. We will report on the outcomes of activity aimed at
community use of council assets and the number of groups being supported to
increase resilience in communities.

While many of these areas will be routinely reported to committee, we will
incorporate all of these in an annual report to demonstrate the progress we make.




This document can be made available in a range of
languages and formats, including large print, braille,
audio, electronic and accessible formats.

To make a request, please contact Corporate Communications
at: corporatecommunications@northlan.gov.uk

'S urrainn dhuinn an sgriobhaidh seo a chur ann an diofar chananan agus chruthan,
a’ gabhail a-steach clo mor, braille, cruth claisneachd agus cruthan dealanach agus
ruigsinneach.

Gus iarrtas a dheanamh, cuir fios gu Conaltradh Corporra aig:
corporatecommunications@northlan.gov.uk

Niniejszy dokument mozna otrzymac w wielu réznych jezykach i formatach, w tym
réwniez duzym drukiem, alfabetem Braille’a, w wersji dzwiekowej, elektronicznej i w
innych dostepnych formatach.

Prosby nalezy sktada¢ na rece zespotu ds. komunikacji droga elektroniczng na
adres:
corporatecommunications@northlan.gov.uk
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