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Effective communication is key to providing responsive services that meet the needs of citizens and 
communities.

Bedford Borough Council is responsible for the delivery of all local authority services to nearly 156,000 
people living in the urban and rural areas of the Borough.  We also play a key role on the Bedford 
Borough Partnership and, with our partners, are working to make the Borough a better place to live, 
work and visit. 

We are committed to delivering high quality, cost effective services that meet the needs of citizens 
and communities, enabling them to influence the decisions that affect their lives. To do this, we must 
engage with our customers and citizens.  Good communication, therefore, is vital – ensuring that 
people know what the council is doing and making sure that the council understands what people 
want.  The high priority and focus given by the council to effective communications is reflected in the 
fact that the council has a Cabinet Lead Member for communications – currently the Mayor, Dave 
Hodgson. 

The way in which councils communicate, the importance they attach to effective communication, and 
the range of different communication channels now available, have changed out of all recognition over 
the last few years.  

This strategy sets out:

• What we aim to achieve through our communications.
• The principles that we will follow in communicating with the people who live, work and visit the 

borough.
• Our audience and customers.
• The channels of communication that we currently employ. 
• The way in which we plan to develop communications within the council.

This strategy will be supplemented with guidance to council officers and will be reviewed regularly to 
ensure that it remains up-to-date.

Introduction

...we are committed to ensuring that our residents and communities are 
at the heart of everything we do.  We will ensure that our services and 
activities are designed to meet the needs of citizens; and that service 
users and our communities feel connected with the council and able to 
influence what we do and how we do it.” 

Bedford Borough Council Corporate Plan 2009-2012
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One of the key objectives of our Corporate Plan 
is to improve our focus on our communities and 
citizens, in particular, by improving the quality 
of our community engagement. Systematically 
engaging communities in the work of the council 
has many benefits. Good quality engagement 
will increase people’s understanding of the 
services the council provides, so that those who 
need our services can access them. It will also 
improve customer satisfaction with the council, 
by ensuring that services meet the needs of 
citizens and enable individuals to help shape the 
decisions that affect them.

Central to improving our community engagement 
is the quality of our communications with those 
who live, work and visit the borough.  

Recent years have seen large developments 
in the way that we communicate. Social Media, 
viral marketing and blogging have all come into 
common use. It is important that the council 
maintains a communications service that is 
relevant to audiences across the borough. 
We must continue to investigate new potential 
opportunities that these developments provide 
and where appropriate make use of them.

In order to deliver good and effective 
communications, we aim to:

• Inform residents, businesses and visitors to 
the borough about the work of the council, 
the services it provides and how they can 
get involved in shaping decisions.

• Maintain a strong and recognisable council 
identity, so that:

• there is no misunderstanding about 
the council’s responsibilities and 
services; and so that people can 
consistently be involved in our vision 
and plans for the future. 

• Promote and uphold Bedford Borough 
Council’s reputation.

• Ensure that our workforce is involved and 
engaged in the work of the council through 
good internal communications, so that they 
can represent and champion the council in 
the community.

Across these aims we will make sure our 
communications are relevant and appropriate. 
To do this we will look at new ways that 
will make it even easier to engage with the 
council and find key information about council 
services. 

Our Aims



5

Communication Strategy 2010 - 2012

Communication is undertaken, by the council, 
through a variety of channels and formats.  
However, there are certain key principles that 
guide all our communications activity.

These are enshrined in the pledge that we make 
to the citizens of Bedford. Namely, that all our 
communications will be:

• Honest, open and accurate.
• Accessible to all members of the community 
• Clear, simple and user-friendly.
• Timely and current.
• Up to date and relevant 
• Legitimate - in accordance with relevant 

legislation, national Codes of Practice 
and with the council’s own protocols and 
guidelines.

• Cost-effective.

The Borough Council is responsible for the 
delivery of a wide range of services. Delivery of 
these services, our strategic vision and future 
plans can have different impacts on groups, 
organisations and people across the Borough.  
The target audience of any communication, 
therefore, may vary depending on the 
particular information being communicated.

Our key audiences include:

• Bedford Borough residents and prospective 
residents in rual and urban areas.

• Those working-in and visiting the Borough.
• Specific groups or communities, including 

people in rural areas, or ethnic minority 
communities, older, young and disabled 
people and vulnerable and socially 
excluded groups.

• Businesses in Bedford Borough and those 
who may relocate or invest here.

• Voluntary organisations and groups.
• Stakeholders and partners, including town 

and parish councils.
• Central Government and Government 

offices.
• The local, regional and trade media (press, 

radio and television).
• Borough councillors and council 

employees.

Our Principles Our Audiences
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In order that communities know about the 
services that we offer and for us to ensure that 
those services meet – and continue to meet – 
the needs of local people, we need to adopt a 
proactive approach to communication and keep 
under constant review the means by which we 
communicate. 

The Council employs a range of different 
communication media. Currently, the principal 
means of communication are:

External Communications
Printed media:

•	 Press Statements, Media Releases and 
Features 
The communications team run a press office 
function, producing responses to media 
enquiries and proactive releases to publicise 
council services, decisions and performance.  

•	 Borough News
Borough News is a magazine that provides 
information and features about the council and 
its services, as well as details of events in the 
Borough and issues on which the council want 
to hear from the public.  

•	 Service Information
These include leaflets about council services 
and procedures, strategy and consultation 
documents, as well as newsletters targeted at 
specific groups or service users.   

Broadcast media:

•	 Arranging Television and Radio 
Interviews
These are arranged on request from the 
local media.

Electronic media:

•	 Website
The Council’s website – www.bedford.gov.uk 
– contains information on the Council and its 
services as well as latest news and events. 

Copies of all press releases issued by the 
communications team are posted on the 
site, as well as copies of Borough News.

It also provides a number of on-line 
transactional services, allowing those 
who live, work-in and visit the Borough  to 
“book-it” (tickets for the Corn Exchange, for 
example) “report-it” (abandoned vehicles 
or fly-tipping, perhaps), or “request-it” 
(including recycling containers), as well as 
allowing people to contact the council with 
their enquiries, suggestions and complaints.  

The website is also where we post details of 
Council meetings, agendas and papers.

Current Communication Channels
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Internal Communications
Through our internal communications we aim 
to ensure that staff are informed, involved and 
engaged in achieving the Council’s objectives. 

Our internal communication comprises:

• Corporate communications about issues that 
affect council staff as a whole.

• Information about the wider work of the 
Council, including the reasons behind strategy 
and policy decisions, and progress on our key 
objectives.

• Service specific communications designed 
to ensure that staff working in a particular 
service area have the information they need to 
do their jobs effectively.

We use a variety of mechanisms for internal 
communication;

Electronic (printed on request):

•	 The View 
The View is a weekly staff bulletin informing 
staff of recent news, training opportunities and 
local events.

•	 Connect
Connect is the monthly staff newsletter that 
informs staff about corporate issues that will 
or have affected them, and information about 
the wider work of the council.

•	 Poster campaigns
Poster campaigns can be arranged on request 
from the communications team, or produced 
at a service level with DSD Design.

•	 Directorate Newsletters
In conjunction with Connect a number of 
services and departments produce monthly 
newsletters about staff and issues specific 
to their remit. 

Electronic:

•	 Intranet
Bedford Borough Council provides an 
intranet site for staff, providing links to key 
documents and an archive of all corporate 
internal communications.

Face-to-Face:

•	 Staff	briefings	and	roadshows
Staff briefings and road shows held by 
members of the management team take 
place on an ad-hoc basis as part of specific 
corporate projects. 
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Communications Action Plan 
2010-2012 

The communications team is now fully 
functional. With two Press Officers, an Internal 
Communications Officer, a Publications Officer 
and a Head of Communications.

As stated earlier in this document, our 
communications aims are as follows; 

• Inform residents, businesses and visitors to 
the borough about the work of the council, 
the services it provides and how they can get 
involved in shaping decisions.

• Maintain a strong and recognisable council 
brand.

• Promote and uphold Bedford Borough 
Council’s reputation.

• Ensure that our workforce is involved and 
engaged in the work of the council through 
good internal communications, so that they 
can represent and champion the council in the 
community.

Achieving these aims will require:

• Communication to be seen as a strategic 
part of the planning and management 
processes.

• The communications team to be involved 
at an early stage when communications 
are planned, to ensure an effective and 
consistent approach.

• All service areas to think about the 
messages they need to communicate and 
the opportunities to showcase success and 
good practice. 

• All employees to see that they have a 
role to play in communication – effective 
communication is not the preserve of the 
communications team alone.

• Methods and channels of communication 
to be reviewed regularly to ensure 
that communications reach their target 
audiences and that communications 
channels are cost effective so that an 
appropriate approach and focus can be 
taken. The website and intranet should 
play a fundamental role and appropriate 
alternative or new methods should always 
be considered - particularly developments 
in the area of electronic technology.

• Messages to be consistent across the 
whole of the authority.

The rest of this document outlines how we plan 
to achieve the aims outlined above over the 
period 2010-2012.

Communications Action Plan
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Inform residents, businesses, visitors, partners and stakeholders about 
the work of the council, the services it provides and how they can get 
involved in shaping decisions.

Borough News is the community newsletter for Bedford Borough Council.

It is the primary source for keeping the public informed and involved in key decisions.

In May 2010 the former Bedford News moved away from being a monthly publication to be published 
six times a year and rebranded as Borough News, reflecting both urban and rural areas within Bedford 
Borough. 

There are other channels, that we either currently employ or which have the potential to offer new 
opportunities that could reach our audiences.

Key Targets 2010-2012

Aim 1

Improve the way in which we communicate through the Council’s website so that wherever possible 
one site is used to represent the council on the internet.

Investigate the potential for tapping into social media, including video streaming, blogs and podcasts.

Introduce new ways for Council information to be distributed including the use of social media.

Provide an email service for residents so that they can be contacted with accurate and timely updates 
on issues such as school transport.
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Maintain a strong and recognisable council identity.

Bedford Borough Council has recently released Corporate Identity Guidelines (http://spintranet/
Documents/CorporateGuidelinesWeb.pdf), detailing the council’s corporate “style”.  In order 
to maintain a professional image it is vital that the Council adopts the corporate style in its 
communications 

Key Targets 2010-2012

Aim 2

Roll out the corporate identity with DSD Design. 

Ensure that the Council identity is consistently used in all public facing communications.

Ensure all departments are aware of the Corporate Identity Guidelines and how to use them. 

Work with partner organisations to ensure correct and appropriate use of the council identity. 

Update the Council’s intranet to include tools to provide easy access to the correct and consistent 
logo’s and display material.



11

Communication Strategy 2010 - 2012

Promote and uphold Bedford Borough Council’s reputation.

The communications team operates a press office function, working to maintain excellent relations 
with the media, including newspapers, radio, television and trade press, at a local and national level.

In 2009-2010 the team provided in the region of  250 written responses or statements in response 
to media enquiries, as well as meeting a number of requests for information about the council and 
its decisions. In the same period the team issued approximately 280 press releases and organised a 
number of photo shoots, television and radio interviews. 

To help manage the flow of information from the Council the communications team have created a 
Communications Calendar - the Communications Calendar highlights the activities the council is 
involved in and any associated communications activity for each month will be maintained for each 
year ahead. This will be regularly updated with the assistance of service areas to provide a centralised 
guide to the council’s activities.

Key Targets 2010-2012

Aim 3

Ensure that all Council communications recognise the role of the democratically elected Mayor and 
portfolio holders, in order to promote understanding of the democratic process.

Identify media opportunities to promote the council and its services to local residents.

Engage with local and regional media to identify and contribute to emerging issues. Departments are 
aware of the Corporate Identity Guidelines and how to use them. 

Deal with all media enquiries promptly, clearly and accurately. 

Investigate new ways in which the council can provide information to residents and stakeholders 
and identify easier ways for them to interact with the Council.
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Ensure that our workforce is involved and engaged in the work of the 
council through good internal communications, so that they can represent 
and champion the council in the community.

Following local government reorganisation, the council continues to face major change. Success 
will depend on the council’s ability to maintain a committed, motivated and well informed workforce. 
Effective internal communication helps develop the capacity for continuing improvement and is a key 
element to successfully communicating with all our audiences.

It is absolutely essential that employees understand how what they do contributes to the overall 
achievement of our corporate priorities, and that their actions affect how the organisation is perceived 
internally and externally. 

The four key aims of our internal communications:

• Timely and clear communications to our staff.
• Effective two-way communications with an emphasis on consultation, sensible debate and 

feedback.
• Access to all formal internal communications channels (e.g. Intranet, e-mail, paper publications) for 

all Borough staff.
• Ensure that staff have a broad understanding of the council and its services as a whole.

Staff are currently communicated with via the internal newsletters The View and Connect and through 
other mediums such as briefing sessions, staff meetings and via the council’s intranet.

Key Targets 2010-2012

Aim 4

Publish regular “all-staff” bulletins.

Run poster campaigns when appropriate to promote issues and events.

Review the coverage and role of “all-staff” bulletins and directorate-specific newsletters.

Establish effective information flows between council departments and the communications team.

Work with IT to redevelop the Intranet.

Work with staff to ensure communications are focused on corporate messages across the 
organisation, helping staff to become ambassadors of the Council sharing the council’s key 
messages with communities across the borough. 

Utilise technology throughout the council to develop an effective dialogue to include staff, members 
and senior management. This should include the use of the existing plasma screens across the 
council to display relevant information for staff as well as residents and other stakeholders.
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Further Guidance

Protocols, guidance and the 
corporate overview
In terms of Communications, there are areas 
where it is unwise, and may even be unlawful, 
not to comply with certain standards and codes of 
practice.

• Communications should always be in 
accordance with the Government’s Code of 
Recommended Practice on Local Authority 
Publicity and other relevant guidance.

• Communication must comply with current 
Freedom of Information and Data Protection 
legislation.

The Scope of this Strategy
This strategy, should be read in conjunction 
with the Corporate Identity Guidelines, 
the Communicating Clearly document and 
communication plans.  
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If you would like further copies, a large-print copy or information 
about us and our services, please telephone or write to us at our 
address below.

COMS003_10  Designed by DSD Design and Reprographics, Borough Hall, Bedford, MK42 9AP       www.bedford.gov.uk

Finding out more

01234 276277

Communications
Bedford Borough Council 
Borough Hall 
Cauldwell Street 
Bedford 
MK42 9AP 
 
proffice@bedford.gov.uk


