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Objective
The purpose of this communication strategy is to ensure that communication across the
County of Peterborough is well coordinated, effectively managed and responsive to the
information needs of council, municipal employees, the public etc.

Target Groups
 Council
 Municipal staff
 Business owners
 Citizens
 Upper tier levels of government
 Lower tier levels of government
 Visitors (including part-time residents)
 Regional partners
 Potential investors

Core Components
Internal communications
External communications
Social media
Media relations
Advertising
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Internal Communications
All organizations aspire to create better work places with open employee
communications, high morale and retention rates. The contribution that clear and
effective communications can make to the realization of a positive work environment is
substantial. Through effective communications, employees are better able to
understand, appreciate, contribute to and support Council’s goals and objectives, and
be motivated to achieve maximum performance and superior customer service.

Communication between Council, the Senior Management Team (SMT) and other staff
members must be open,
timely and collaborative to
achieve municipal goals
and to ensure quality
communication to the
public. The following
elements serve to
enhance our internal
communications:

 Regular staff meetings – provide up-to-date information, an emphasis on personto-person communication, opportunities for immediate feedback and encourage a
common understanding. These can be intradepartmental, interdepartmental, or
corporate wide.
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 Council updates/CAO/SMT updates through:
o Newsletters – internally and externally
o Quarterly/Annual Reports – all staff input in the process

o Learning and Development Portal (LDP) - Intranet site

Informing our staff of matters before informing the public enhances employee morale,
strengthens the “team” approach and provides for a better level of customer service.

External Communications

External communications are central to the success of the County of Peterborough and
the well-being of its citizens. As a function of good government, open and proactive
communications ensure that the public receives clear, relevant and timely information
from the County regarding:
 What must be known (ex.by-laws and
regulations)
 What should be known (ex. municipal
contacts)
 What is nice to know (ex. schedule of
community events)
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Co-operation and co-ordination between departments is also necessary to better serve
and inform the public. This ensures that municipal themes and priorities are consistently
reflected in the information and messages communicated to the public.

The newly redesigned municipal website of www.ptbocounty.ca should be the main
source of municipal information; however, it is important to use many channels of
communication including email, direct mail, print and broadcast media, and the
internet/social media.

The County website and other means of electronic communication are powerful
enablers for building and sustaining effective communications within the County and
with potential business interests and tourists across the province, the country and
internationally. An important tool for providing information and services to the public, the
website facilitates interactive, two way communication and feedback. The County of
Peterborough must maintain an active presence on the internet to enable 24 hour
electronic access to municipal information.

It is recommended that each municipal department be responsible to ensure that
County website published information on policies, programs, services and initiatives is
regularly reviewed to ensure it is accurate, easily understood and accessible in multiple
formats. One person per department is to be assigned to ensure accurate and timely
information is posted on the website. All updates required will be sent to
website@ptbocounty.ca to ensure consistency in format and content on the website.
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Social Media
As much as Peterborough’s website www.ptbocounty.ca is and should be the County’s
primary tool for sharing information in the foreseeable future, it is not enough. There are
a number of online communication tools that could assist us in reaching stakeholders
that have been traditionally hard to reach, such as youth, new Canadians, and potential
visitors and investors far beyond Peterborough’s borders.
Traditional methods of communication still have their role, however social media –
engaged conversation supported by on-line tools - has fundamentally changed the way
our stakeholders discover, consume and share information and it has enabled millions
of people and organizations worldwide to connect and communicate in new and
innovative ways.

We are in the age of social media and it is dramatically altering the way we
communicate. It has created a new world in which government must learn to participate
in a conversation with its audiences who demand transparency and immediate
responses. Social media is not just a rich source of information; it enables municipalities
to become proactive, influence perceptions, and address the needs and interests of
their audiences.
Social media is a nebulous term to
define, but basically refers to online
communication tools that have more to
do with networking and conversations
than they do with traditional marketing.
Examples of social media sites include
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Facebook, YouTube, LinkedIn and Twitter to name a few. An added benefit of social
media in comparison to traditional media is that it is easily measured and provides a
mechanism for response.

Social networks provide a focus group of sorts for free and responses are often more
honest and spontaneous. However, the County must be prepared to listen and respond
accordingly. It is important to note that this strategy is about better balancing and
integrating all of the communication tools used by the County for maximum benefit and
result. The social media strategy takes the approach of starting small, doing a few
things well, and growing from there. Because social media is still so new to municipal
governments, no specific methods for measuring its effectiveness have been
developed, though best practices do exist and will be implemented. Used correctly,
social media can greatly enhance our municipal brand and can facilitate business
development, job growth and community pride.

A County of Peterborough Facebook page and Twitter account will be established and
will be maintained and monitored by the Director, Corporate Projects & Services. Other
municipal Facebook pages currently include the Lang Pioneer Village Museum.
In order to ensure that the County of Peterborough’s social media presence is
effectively monitored and maintained, it is recommended that the Director, Corporate
Projects & Services serve as the centralized source for the oversight, content creation,
monitoring and evaluation of all online communication tools. It is the intent to have the
municipal Facebook page connected to Twitter. Any Municipal promotional videos will
be or are already downloaded onto YouTube.

The Director, Corporate Projects & Services will monitor public comments on
Facebook/Twitter and respond appropriately or alternatively, delete any inappropriate
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comments and communicate to council, the CAO and SMT. Any issues or comments
that could potentially escalate will immediately be brought to the attention of the CAO
and approval to post these items will be sought from the CAO before posting to
Twitter/Facebook.

Media Relations

Purpose
 To ensure all communication with the media is consistent, well-informed, timely
and appropriate.
 To clearly indicate authorized spokespersons.
 To maintain positive relations with the media by providing them with accurate,
timely information.
 To improve communication with internal and external stakeholders and enhance
the County of Peterborough’s public image.
 To establish protocols and consistent methods of managing communications to
the media to ensure relevant and approved comments.
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 To limit the possibility of miscommunication and to maximize the effectiveness of
staff by ensuring that comments to the media are made only through authorized
staff.
 To establish guidelines for effectively communicating and publicizing news about
the County of Peterborough with the media.

The County of Peterborough recognizes that the media is one of the most effective
ways of publicizing information on municipal issues, programs and events to residents.

Newspaper, radio, television and the internet are, in many cases, the key sources of
information for our residents on municipal issues and events.
Definition of “media”:
The County will communicate with accredited journalists whose electronic and print
media are members of the Ontario Press Council, the Canadian Circulation Auditing
Board and other relevant organizations:


Local, regional and national publications, such as daily and weekly newspapers,
professional and commercial magazines and trade publications



Radio, broadcast television and cable television



Internet based news sites



Wire services



Freelance writers- often working for news services,
magazines or book publishers
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Reactive Media Relations

News media enquiries, whether by phone, email, letter, or in person, should be
addressed promptly to accommodate publication, posting or broadcast deadlines,
wherever possible. Staff members should ensure that news media requests, particularly
for interviews or technical information, are directed to staff designated as
spokesperson(s) to ensure accuracy and consistency of information.

Authorized Spokespersons
The Warden, Chief Administrative Officer (CAO) and the Director, Corporate Projects &
Services are council’s official spokespersons on all matters, unless as delegated to
other County staff or staff as may be deemed appropriate to appropriately address the
matter.

The CAO may nominate other staff to act as spokespeople for the
County or where it is most appropriate to address specific
departmentally focussed items. It is essential that authorized
spokespeople for the County employ best practices to ensure that the
organization speaks with one voice and presents clear and concise
information.

Municipal councillors shall be spokespersons on events or issues of personal interest to
them. It is understood that comments or communications from a councillor represent the
views of the individual councillor and not necessarily the formal position of the County of
Peterborough. Once a decision has been made by a majority of council, no individual
councillor or staff member may speak to the press against the decision.
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Media Representation at Council Meetings

Council meetings are open to all members of the public, except for those proceedings
that take place in-camera. Every effort should be made to encourage accurate news
coverage of council and committee meetings and the decisions of council. Copies of
council agendas are made public prior to all council meetings.

Proactive Media Relations

Media releases, news conferences and media advisories are issued and arranged by
the Director, Corporate Projects & Services in conjunction with the Warden and the
CAO and the appropriate department.

The Director, Corporate Projects & Services is responsible for issuing media releases
about council’s activities, decisions and plans. All staff is required to pass on important
information to the Director, Corporate Projects & Services which could be used as a
basis for a press release. The Director, Corporate Projects & Services in consultation
with the CAO and appropriate department head will decide if the event warrants a
media release and/or photo.

The Media relations portion of this strategy does not apply to crisis communication
during emergency situations. In such cases, The County of Peterborough’s Emergency
Management Plan details the protocol for emergency media relations.
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Advertising

The County of Peterborough and all facilities owned and operated by the County should
be identified in a distinct way the public can identify with in all circumstances.

A corporate identity and branding program should encompass vehicles and equipment,
employee uniforms, signs, advertisements, correspondence, email signatures,
publications and business cards.
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