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Sevenoaks

DISTRICT COUNCIL

STRATEGY AND PERFORMANCE ADVISORY COMMITTEE
28 January 2014 at 7.00 pm

At the above stated meeting the attached presentation slides were shown for the
following items:

7.  Communications Strategy and Working Group Report
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Our Brief
Destination: Self Sufficiency
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When you innovate, you've got to be prepared for ev  eryone
telling you that you're nuts!
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THEY LOVE INERTIA

An object at rest tends to stay at rest
unless acted upon by an outside force.

IAME

10Uk . _ ,
- Letting go of your ego opens the door to taking a new and creative
LV course of action,

(Suzanne Mayo Frindt)
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The national deficit Is unsustainable

Gullible's Travels
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~.._Not just one Elephant
- we have a herd!
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Customer Experience
Brand Touch points

“touchpoint’ is a marketing jargon for a moment (time and space) when
the Brand comes into contact with the audience

There are lots of them, and every single person within an organisation
contributes to the customers brand experience even if they don't
come into contact with them
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It's not what you say
it's the way that you say it

Your voice Is... Write like this... Mot like this...

A personality trait A positive example A counter example
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We're closing in on undeclared income
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* But first.of all we need a brand

=2 What is a brand?

A brand is not just a logo or a strap line,
it's how your customers perceive
VOur Business.
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Brand DNA

Market Potential Leadership / Passlion

Competition Company Culture
Avallable Niches Competencies

External Internal

Market Research \
Intellectual Property

Definition

> 4

External Internal Vb
Web Communications Communications pission

! - Employee Train
Advertising Collaterals m;arms
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We need an ‘Umbrella’ Brand for
all services
(statutory and commercial)

We need to define our Brand
Essence

What is at our Core?
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External percept

Character vs Personal
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Brand Essence
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Tone of voice

Conceptual model:
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Touch-points

Service personality Tone of voice
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Process for the front end of NSD:

2
Develop service
personality

1
Summarise >

Brand DNA

O

Customer
Experience

3
Enact and refine

the experience
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Website

2= Home - Sevenoaks Distric x W Y

<« C' | @ https://www.sevenoaks.gov.uk

Jump to content Site map Contact us Help Text only A A A
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= weare macmillan.jpg

Flooding update

Heavy rain affects District

A to Z of Services

Christmas trees

Collected for free

Refuse collection
View your collection days

Planning

Try our online services

By Category News B

¥ Advice and benefits } Education and learning } Jobs and careers Rarking charges sel. forthe coming
year

* Business ¥ Environment and planning ¥ Leisure and culture

3 Severe weather update from

¥ Community and living * Heailth and social care ? Transport and streets Sevenoaks District Council

¥ Council and democracy ¥ Housing
Three put their names forward for
West Kingsdown Parish Council by-
election

Plannina — Pav nnline
= HMRC,jpg 2

¥ Show all downloads...

x
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Our Website Challenge
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Sevenoaks ores on the Doors

Ai“ an A
F— 3 7 T X TN

e AR 40 e e b & ool

Sevenoaks

DISTRICT COUNCIL

/ Wa1| epusby

"_CONerIo ET LABORE

\




G¢ abed

Aspiration

o W

www.manchester.gov.uk

MANCHESTER o - '
CITY COUNCIL AR S e _

Manchester City Council

c

TECHNICAL ISSUES We are currently experiencing technical problems with some forms (this doesn't affect any online payments). We are working to o
fix the problem. Sorry for the inconvenience.

scounts

The Coundil & democracy

Including

Schools & education Benefits & support

Including Inciuding

GET RID OF YOUR CHRISTMAS  see how and where to recycle your real Christmas tree.

TREE

We use on your computer or mobile device to help make this website better. You can change your cookie settings at any time. Otherwise, we'll assume you're OK to continue
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Big Lovie success as Man: x W Y

L (6 www.manchester.gov.uk

F&h. MANCHESTER
MM CITY COUNCIL

TECHNICAL ISSUES

Home / Latestnews [

We are currently experiencing technical problems with some forms (this doesn't affect any online payments). We are working to
fix the problem. Sorry for the inconvenience.

Big Lovie success as Manchester council website voted one of
Europe’s best

t~y Wednesday, 16 October 2013

More Articles

Our redesigned website has been named the best government site at
the prestigious People’s Lovie Awards.

The website came top of a public vote as the best website in the government category, beating
off two other contenders after two weeks of frantic voting

Aside from the public vote, impressed Lovie judges also bestowed the website a silver award -
the highest classification given to any site in the category

Chosen from a list of more than 1,500 entries from 20 European countries, the website was also
shortlisted in the 'best homepage’ category in The Lovie Awards.

We use on your computer or mobile device to help make this website better. You can change your cookie settings at any time. Otherwise, we'll assume you're OK to continue.
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Recommendation

Detailed analysis
e Scope of task
* Investment needed

Bring back to this and other appropriate
Committee/s

Involves high level of stakeholder engagement and
consultation plus some external resource
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So what do Councillors Do?
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STAND FOR WHAT YOU BELIEVE IN,
BE A COUNCILLOR. -~

Interested in
becominga |
Councillor?

Click hete Lo Nind out
.4...-‘...,..,4“
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Members’ Survey
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Understanding
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Recommendation

* Appraise what we do now
o Align with Members’ survey responses
« Commence a new piece of work

Current and Potential Councillors
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Income Generating Services

What we have
What they do now
Potential for Growth
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So the Brand is built on Trust

Products have to be commercially

appealing to the customer and accountable to
the public purse
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Deosition
Drice
Dromotion

Dot
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Product Development Model

Packaging Adjust pricing based on the product package (e.g., enterprise,
small business, parsonal use; closaly tied o product features and
functionalty

Regional pricing Regional varations to pricing as defined by ragional higrarchy, for
example, EMEA pricing va. US pricing

CustomanMarket sagmantation Price adjustment based on customer and market segment

Lovalty discounts

Discounts provided based on customers historical spand

Valume discounts

Discounts provided based on quantity purchased at the paint of
transaction

Payment and credit adjustments

Price pramiums tao provide norstandard billing options (e.g., quarterly
vz, monthly) or extendead credit tarms (e.q., net 180 vs, nat 45)

U=age type adjustments

Vanations to price basad on licarnse type (a.q., subscription vs.
pay-per-use)

Promoticns

Pricing levear to promote a product for a limitad time in a region

Upgrades/Cross gradas

Pricing lever to provide discourts for customear to upgrade to newear
varsion or licerse higher end products

Channal discounts

Discounts based on partner type (a.q., standard channal ve. gpacialisad
partrer)

/. Wal| epuaby



Our Product Portfolio

Submit planning application with correct fee
and necessary supporting documents

Local planning authority validates application
& request missing documents

Local planning authority
acknowldeges valid application

Local planning authority publicises
and consults on application

Application considered by Planning
Officer or Planning Committee

i

Permission No decision
refused in 8 weeks

S

Change proposal Right of appeal to
and submit new the Secretary
application of State

t 4 + t

Permission Permission
refused granted

Benmission Permission

granted with
conditions Ll

Start work within
time limit, and
comply with
conditions

e P Flae Do SRy

b ]

DESIGN

Septic Tanks & Cesspools

%= BRANDING
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Our Approach

-

Undef st (ih&incs
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Strengths Weaknesses Opportunities and Threats

SWOT ANALYSIS
A guide to help you complete the SWOT

S Strengths

*What would our customers say we are good at?

*What do we do better than the competition?

=Are there particular areas of experience, knowledge,
competence, capabilities or unique caracteristics that

this service offers?
*Available resources — the positives
* Is there a Geographical/location advantage?

*Quality, reputation of the service, Repeat business?

*Price?

Opportunities
O

- *What current opportunities do we face?

*What future opportunities do we face?
*What oppertunites might give this service
competitive edge?

*What other external factors may help us?
*Strategic alliances, partnerships

*Product development opportunities
*Innovation and technoclogy development
*Marketing and communication opportunites?

Weaknesses

*What would our customers say are the weakest points
of the service we offer? Are these justified?

*What do the competition do better?
*What factors might be inhibiting our service, such as:
*  Gaps in experience, knowledge
. Financial aspects
*  Reliability and trust
*  Staff & available resources
= Geographical factors
*  Awareness of the service

Threats

*What current threats do we face?
*What future threats do we face?
*What other external factors may hinder this service?

sLiklihcod of new entrants to the market, or new
products or innovation from competitors?

*Potential Loss af alliances and partners?
=Impact of price infaltion/deflation?
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No local Competition for class 5
MOT provision (community
transport)

Approved by VOSA

Commercial acumen

Capacity

Capability

Minor investment capitalised over
ten years required

Immediate incremental revenue
Easy to Market

SEO on website needs
Improvement

J Wal| epuaby



2 obed

/. Wal| epuaby

Commercial Acumen

No VAT= price advantage
Business Plan

Capacity

Capability

Minor operational
adjustments

Investment in training

Marketing Plan easy to
execute

SEO on website needs
Improving
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Capacity

Capability

Some minor operational
Marketing Plan easy to execute

Identified market
— Local Authorities
— Voluntary
— Charity
Full design production and print service

Need to be official Brand Guardian and
report to comms team not individual
departments — need improved and
supported traffic management

CANNOT COMPETE ON THE

OPEN MAKET WITH PRIVATE
BUSINESS
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Capacity L;E LE_J _;}'_":

Culture brilliant — hot to trot i S -
Capability

Some minor operational adjustments
Marketing Plan easy to execute

Identified market
— Local Planning Agents
— Developers
— Private Individuals
— Surveyors

Marketing easy to execute

Lots of competition out there

Website does not support them in
terms of SEO and data
management
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Home - Sevenoaks Distric: %

« C

si//www.sevenoaks.gov.uk

Flooding update

ain affect

By Category

¥ Advice and benefits ¥ Education and learning
* Business ¥ Environment and planning
} Community and living * Health and social care
} Council and democracy ¥ Housing
Planning

View and comment on current

Needs serious Investment
Barrier to growth without

Flooding update

§ Heavy ts D

Christmas frees

Collected for free

Refuse collection

Vie ion days

Planning

Try our onli

} Jobs and careers
¥ Leisure and cuiture

¥ Transport and streets

Pay online

Pay for our services, licences or pay
“

Independent candidate takes West
Kingsdown Parish Councll seat

ng charges set & coming

ular Pages

Oniine planning applications
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4= BRANDING
DESIGN | . .

Let’s get cracking
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Communication Plan

Agree which services we can progress and
schedule into Plan

Alongside Residents’ Survey Results
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Questions

Questions on the flip chart
Questions will be answered collectively
pOSt meeting
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Very importantly

We hope we can continue with this work
we’ll share our jelly babies if you say
Yes!l g
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