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COMMUNICATION PLAN

n recent years, the Board of Commissioners identified the need for a

comprehensive communication plan during the yearly review and update of the
Board Strategic Plan. One of the four goals of the Board of Commissioners continues to
be “to maintain and enhance communication with citizens, employees and other
stakeholders”.

In October of 2009 the Board reviewed an initial comprehensive communication plan,
serving as a guide for overall communications and establishing strategies and tactics
for 2010 to achieve the larger goal of the Board to maintain and enhance
communication. A specific action item in that plan was to “review and update a
comprehensive communication plan to maximize communication”.

The intent of this 2011 Communication Plan is to once again review the existing
elements of the plan, confirm communication strategies and establish new tactics and
action items for 2011. Like every plan, it will need constant attention and updates as
circumstances change. It is our intent to conduct a review and submit a new
communication plan yearly to the Board of Commissioners.

Certain “guiding principles” are provided at the outset of the plan to guide the overall
development and direction of the plan. The plan itself is organized in three core areas;
communication with citizens, employees and other stakeholders. Specific strategies
are listed in each area, with tactics and deliverable action items identified to track
progress. A report section is also provided to update the Board on progress made in the
past year.

It should be mentioned that this effort is being done in a time where the methods and
expectations for communication are drastically changing. The role and future of
newspapers are in doubt. Social networking is quickly reshaping the way we
communicate and interact. Citizens continue to expect more and faster information
from their government, and yet seem less informed and involved with the process. This
plan is intended, in part, to help clarify concepts and information to make our
communication with our target audiences more effective.



COMMUNICATION PLAN

Guiding Principles

PROACTIVE . REACTIVE
We recognize the importance of taking a proactive approach versus a
reactive approach to communication. The communication plan should
create and maintain channels of communication and the tools necessary
to achieve the stated goals, rather than to simply respond to inquiries.

Two-wAyY v ONE-WAY
Connected with the principle of being proactive, we recognize the
Importance of communications that are two-way rather than one-way, so
that Ottawa County is listening to citizens and engaging in dialogue to
understand their needs, wants and their suggested solutions.

OPEN v CLOSED
We recognize the importance of maintaining an open and transparent
government, supported by our communications, rather than one that is
closed. Information needs to be shared throughout the organization as
well as throughout the community. Openness creates a sense of belonging
and teamwork, whereas closed communication patterns breed suspicion
and distrust.

INCLUSIVE v EXCLUSIVE
We recognize the importance of including everyone in the
communications process as it builds teamwork and a feeling of belonging,
breaking down the feeling of “we-they” which is common in many
governments and in relationships of government with citizens. The goal is
to include everyone who cares to participate and to motivate those who
are not currently engaged.

STRONGLY THEMED vs SCATTERED MESSAGES
We recognize the importance of communication built on strong themes as
being more effective than one with unrelated and scattered messages.
The communication plan should support, reinforce and reflect the overall
mission and goals of Ottawa County.
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WHAT DO WE WANT TO DO?

COMMUNICATION WITH CITIZENS

Strategy B — Implement New Methods of Communication with Citizens

Tactic: Continue to promote interactivity with citizens that encourages communication with government
with the opportunity to interact, which also adds to the transparency of government.

e Evaluate existing and implement new projects that utilize social networking, looking at the amount
and quality of public use against the cost of implementation and maintenance of these efforts.

® Integrate social media into miOttawa.org, and vice versa.
e Continually evaluate new technologies and opportunities.

Tactic: Continue to develop the capability to share more information with citizens about the activities of
the County. This seems to be increasingly important as traditional media sources spend less time at
meetings and generating stories to inform citizens.

e Continually monitor national trends and our own experiences with new technology and methods of
communicating. Answer the questions if we are reaching our targeted audiences with effective
information and adding to the transparency of government.

e Evaluate the current staffing model of employees involved in public information and marketing efforts.
Answer the question if the current decentralized model is more effective than moving to centralize the
role of public information and marketing into one position or one department.

e Enhance ties to existing local news shows (WHTC Talk of the Town, WCET Georgetown Journal, etc.) to
better engage the community on issues of County importance.

Tactic: Expand efforts to increase public participation, such as utilized in the citizen budget meetings.
Utilize the website to support these activities, making documents such as the Budget-in-Brief available
broadly.

e Create a “speaker’s bureau” of personnel available to speak on a variety of topics to civic groups, service
groups and churches on a variety of topics. Post this information on miOttawa.org and mail to service
clubs in the County.

e FEvaluate the following efforts relating to public participation; citizen budget meetings, citizen survey,
citizen academies, and the improved process to recruit and retain citizens serving on volunteer boards
and committees.

Tactic: Utilize emerging technologies to improve our ability to provide immediate information for
emergency or hot issue topics. Offer this as a service or otherwise collaborate with local units in this
effort.

e Continually monitor new technologies and our capability to provide information on different
communication devices, such as mobile phones.

WHAT HAVE WE ACCOMPLISHED?

e Adopted a social media policy.

:"> e Implemented Administrator’s blog.
e Integrated new social media projects with

miOttawa.org.

Implemented several new social media
projects; Parks and Recreation facebook
page, beach monitoring on Twitter, Flu
Granny.

e Implemented several new miOttawa.org

projects; County in the News, online
agenda packets, Administrators blog.

Conducted 2nd annual round of citizen
budget meetings.

e Conducted citizen survey.

e |mplementing new online application
process for boards and commissions.

e  Community Alert System implemented by
the Sheriff’s Office.
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WHAT DO WE WANT TO DO?

COMMUNICATION WITH EMPLOYEES

Strategy A - Organize Communications Around Lotus Notes/Front Page

Tactic: Continue the provision and development of information on Lotus Notes/Front Page, promoting the

same “brand” strategy used on miOttawa.org.

e Continue investments in technology to support the infrastructure needed to support employees in
their work and to increase their access to authorized information.

Tactic: Evaluate continued expansion of online services for employees through Lotus Notes/Front Page.

e Evaluate and provide means for communicating with employees that may not have consistent access
to Lotus Notes/Front Page.

® Evaluate the information needs of employees and provide new information and technology that
would prove beneficial.

Strategy B - Implement New Ways to Improve Employee Communications

Tactic: Continue the regular use of existing methods on established timelines.

e Continue current initiatives; including Brown Bag lunches, employee newsletters, Labor-
Management Cooperation Committee and email blasts on time-sensitive information and biennial
employee surveys.

Tactic: Evaluate use of additional methods for employee communications, such as the posting of video
presentations on Lotus Notes/Front Page and implementing blogs on special topics such as ideas for cost-
reductions.

® Use video posting and a cost reduction blog on a trial basis.

Tactic: Use the training program to improve the skills of supervisors to clearly communicate with their
employees.

e Consider new program offerings in the training program for supervisors regarding communication.

WHAT HAVE WE ACCOMPLISHED?

Health plan information distributed via the
Front Page, including a video link.

{aEy

Administrator’s Digest provided as a link
on the Front Page.

@y

Held four sets of brown bag meetings in
seven locations.

Six employee newsletters published.
Five LMCC meetings held or scheduled.

o

Utilized video presentation for health care
informational meeting.

Continued “suggestion box” on Front
Page.

o

Continued offerings through the Training
Programs, especially GOLD Standard
Leaders.

A4
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WHAT DO WE WANT TO DO?

COMMUNICATION WITH OTHER STAKEHOLDERS

Board of Commissioners

Tactic: Continue current initiatives, including;

e Strategic and business planning.

® Administrator’s Digest.

® Department annual reports.

® Periodic ranking and survey exercises to gather input.

Tactic: Experiment with other technologies or ideas to further effective and efficient communication.
e Continue the analysis of the use of paperless packets.

Other Levels of Government

Tactic: Continue current initiatives, including;
® (Quadrant meetings.
® Administrator’s Digest.

Tactic: Continue to develop new applications on miOttawa.org that can both distribute more information
to local officials but also be offered for use by local governments.

® Gather feedback on offered and potential website applications that would be of value to local
government units.

Media

Tactic: Develop methods and technology that provides information to media outlets simply and effectively
for their immediate attention and review.

® Continue to monitor and develop processes and technology to meet the needs of the media and
enhance the coverage of the County in the news.

Tactic: Develop improved media relations.
® Develop a method to regularly provide a list of “top ten story ideas” to media outlets.
® Provide new offerings in the training program to prepare employees for effective media relations.

WHAT HAVE WE ACCOMPLISHED?

Consistently provided all listed initiatives.

Implemented online packet system.

Consistently provided all initiatives.
Implemented Administrators Blog.

A

Formed several partnerships with units
government on website applications.

of

ot

Posted agendas and packets online that
simplified access of information for me

dia

Regularly met requests for information
from media outlets.
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