
BEST PRACTICE GUIDE

INTERNAL 
COMMUNICATIONS

Lancashire Communications Network

Uploaded to IDeA Knowledge website
08/05



page 2

CONTENTS

page 3 Introduction

page 4 Responsibility

page 4 Importance of good internal communication

page 5 Benefi ts of good internal communication

page 5 Barriers to good internal communication

page 6 Good practice - general

page 6 Good practice - methods

page 11 Good practice - newsletters / magazines

page 15 Evaluation

page 17 Summary

page 18 Appendix 1



INTRODUCTION
Good internal communication involves regular and effective two-way 

communication with all members of staff at all levels and is a critical success 

factor that should be at the helm of any organisation. It not only leads to 

increased morale and staff engagement, it has a knock-on effect on the 

performance of employees and, in turn, on the reputation of the organisation.

This guide has been devised to establish what good internal communication is, 

why it is needed and how best to implement it. It also looks at the most effective 

ways of evaluating internal communication.

The best practice guide is aimed at local government communications and 

public relations offi cers and has been compiled using input from members of 

the Lancashire Communications Network (LCN) (appendix 1), together with key 

points from the Improvement and Development Agency’s (IDEA) Connecting with 

Communities research.
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RESPONSIBILITY

Internal communication is fundamentally a 

people and relationship process.

It is owned by the entire organisation. Once 

an effective system has been implemented, 

it is essential that each individual member of 

the organisation, from senior management to 

front line staff, is committed to improving and 

maintaining it. 

The role of a communications team is to support 

and enhance this process.

IMPORTANCE OF GOOD 

INTERNAL COMMUNICATION

Research carried out by MORI (can be found 

at www.idea-knowledge.gov.uk) found that 

successful organisations align their business 

and communications objectives. Where staff 

understand what is required of them and 

morale is high they become ambassadors for 

the organisation. This is refl ected in improved 

reputation for the organisation – happy staff 

equals happy customers.

Internal communication is also crucial when 

implementing or considering a cultural 

change programme within an organisation. 

Changes naturally concern staff, and a change 

programme will not be successful where staff 

do not feel involved, or worse, feel left behind. 

Therefore good communication is vital to ensure 

everyone is informed and up-to-date and to help 

employees understand why change is necessary 

and to sign up to the vision.

Even without a specifi c programme of change, 

organisations, particularly councils, are changing 

constantly and good communication is the best 

way of retaining the support of staff and the key 

to long-term improvement. 
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BENEFITS OF GOOD INTERNAL 
COMMUNICATION

Having already established that good internal 

communication is important, it must therefore 

have signifi cant benefi ts to an organisation.

Research carried out within the LCN and by 

the IDEA identifi ed reasons why good internal 

communication is vital to any organisation and 

the benefi ts it brings. These are:

• Enhanced staff engagement and 

understanding

• More effective management

• Increased staff moral and motivation, which is 

also linked to lower sickness rates

• Staff satisfaction promotes good customer 

service, which leads to value for money and 

residents’ satisfaction

• Ownership – staff feel like they belong 

and are more likely to feel that any changes 

are partly their idea, which makes them less 

resistant to change

• Internal communication complements 

external communication systems meaning that 

everyone has the same information

• All staff are able to communicate the 

organisation’s key priorities and vision, which 

helps build a brand

• Improved perceptions of council reputation 

and image

• Helps towards assessments such as higher 

Comprehensive Performance Assessment (CPA) 

cores and achieving excellence

• Two-way fl ow of information

• Informed decision making

• Can create departmental communication 

ambassadors, which ensures all sections of the 

organisation are represented and involved

BARRIERS TO GOOD 
INTERNAL COMMUNICATION

Once it is clear that effective internal 

communication is important and that there are 

distinct benefi ts to it, it is necessary to identify 

any barriers that prevent that happening.

Barriers can be different for different 

organisations, and some may be more obvious 

than others, but until you identify what they are, 

it will not be possible to see a way around them.

Common barriers include:

• Culture/structure of the organisation

• Leadership and management styles/attitudes

• Departmental silos

• Training

• Lack of understanding and importance 

of internal communications and of 

communications as a profession

• Staff attitudes

• Limited resources/funding

• Lack of measurement/evaluation

• Corporate priorities

• Lack of staff/manager involvement/

contribution/interaction

• Cynicism

page 5

B
es

t 
P

ra
ct

ic
e 

G
ui

de

Staff satisfaction promotes 
good customer service, which 
leads to value for money and 

residents’ satisfaction.
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GOOD PRACTICE – GENERAL

As previously outlined, good internal 

communication leads to greater commitment 

from employees, an improved customer 

experience and increased productivity, which 

all contribute to a positive brand image. 

Therefore it plays a vital role in an organisation’s 

reputation and should be treated with the 

appropriate respect and priority.

Time and effort needs to be invested in internal 

communications to ensure its success.

Employees can only work effectively if they 

participate in the organisation and they can 

only participate effectively when they are fully 

informed.

Good practice involves a continuous two-way 

process. Employees need to be informed, but 

equally, they need to be heard.

To increase response through internal 

communications, employees need to be 

emotionally involved. They must want to come 

to work, and want to take part. It is important to 

gain and retain their trust.

GOOD PRACTICE – METHODS

Internal communication is not only about 

producing a corporate newsletter. In order to 

work effectively and achieve optimum results 

it needs to combine a series of communication 

methods. These methods are outlined below.

Up-to-date communications strategy

• This ensures everyone knows what 

communications is, what the aims are and how 

they are going to be achieved. It should take the 

organisation from where it is now to where it 

wants to be.

• It should include a comprehensive action 

plan setting out the activity, target, deadline and 

resources needed to implement each element 

of the strategy. Examples of good strategies can 

be found at www.idea-knowledge.gov.uk.

Audit

• Carrying out an audit helps identify 

any strengths and weaknesses within an 

organisation. This information can then 

accurately inform a communications strategy 

which should outline how any weaknesses will 

be overcome.

Staff surveys

• Conducting regular staff surveys is an 

important way to gauge employee satisfaction, 

measure progress and listen to new ideas.

• It is also important to include the views of 

councillors as they play a crucial part in the 

success of internal communications.

Employees can only work 
effectively if they participate in 
the organisation and they can 

only participate effectively when 
they are fully informed.
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External research

• Focus groups, residents’ attitude surveys and 

citizens’ panels also provide useful information 

on local people’s perception of the council, how 

they rate key services and their priorities. A 

council with good communications is more likely 

to have a positive image. Therefore carrying out 

this research before drafting a communications 

strategy could help identify particular areas 

where communication is weak.

Regular team briefi ngs

• It is important that all members of a team 

are informed about developments within the 

organisation and meeting regularly gives people 

the opportunity to ask questions or bring up any 

issues that may arise. It also reinforces group 

motivation and helps make managers better 

communicators.

• In order to be successful, briefi ngs should at a 

set time, day and place so everyone has them in 

their diary and they become routine.

• Fylde Borough Council has developed a 

good set of team briefi ng guidelines that are 

available on IDEA Knowledge’s Connecting with 

Communities website 

www.idea-knowledge.gov.uk.

Face-to-face communication

• In the age of modern technology, it is vital 

that email and telephone communication does 

not surpass face-to-face contact. It is much 

more personal and makes employees feel like 

they are not just a number.

• Employees value face-to-face contact and it is 

the most favoured approach for communicating 

important issues. IDEA Knowledge states that 

bad news should always be communicated in 

person, to give staff a chance to ask questions, 

but less important information can be 

communicated through top-down approaches 

such as team briefi ngs, email or the intranet.

Accessible staff notice boards

• A simple, but effective, communication tool 

that can work both for staff and managers.

• South Ribble Borough Council operates a 

system where any notice posted on a notice 

board is repeated on all 30 notice boards across 

the council within two days.

Core briefs

• Outlining a core brief to be delivered 

throughout the organisation ensures that the 

same key messages are being delivered across 

each department at every level and creates a 

sense of unity and helps enforce a brand image. 

(See Evaluation section for ways of evaluating 

core briefs.)

In order to be successful, briefi ngs 
should at a set time, day and place 
so everyone has them in their diary 

and they become routine.
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Management training

• In the main, managers will take a front-line 

role in promoting internal communications and 

need to understand its importance. They will 

more often than not be responsible for leading 

team meetings and will be a point of contact 

for numerous members of staff. Therefore, 

being a good communicator is an essential part 

of being a good manager. Managers should 

own communications and constantly strive to 

improve it.

• IDEA Knowledge claims that good 

management includes letting go, giving staff 

discretion and empowerment. This requires 

even better communication so that staff 

understand clearly the context, the corporate 

strategies and the changing environment in 

which they work.

• It is important to establish a comprehensive 

management development programme to 

guide and inform managers on their role within 

internal communications.

Appraisals

• Appraisals provide an opportunity for 

employees to have an in-depth one-to-one 

discussion with their line manager and are 

the ideal platform to air any concerns or make 

suggestions. However, staff must be aware that 

they do not have to wait until their appraisal for 

this sort of conversation.

Email

• Email has made sharing information much 

simpler, but there is a risk of clogging up inboxes 

with too much irrelevant information. Also, it 

can be one-way and you cannot be sure emails 

have been read or digested.

Suggestion scheme

• A staff suggestion scheme, either electronic 

or manual, provides a portal for staff to bring 

new ideas to the table as and when they arise.

• Staff often have the best ideas for effi ciency, 

innovation and cutting bureaucracy and this 

would provide them with a way to offer them.

Staff awards scheme

• Employees may be encouraged to participate 

more readily if there is a personal goal for them. 

Research shows staff want to feel recognised 

and valued for the work they do.

• IDEA Knowledge suggests celebrating 

achievements through a combination of publicly 

acknowledging colleagues on away days, 

sending congratulatory letters to staff from the 

director or Chief Executive and highlighting their 

achievements in the internal newsletter.

Being a good communicator is 
an essential part of being a good 
manager. Managers should own 
communications and constantly 

strive to improve it.
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Newsletters

• Internal newsletters and magazines provide a 

regular update on activities and developments 

within an organisation and often play a key role 

in internal communications. (See next section 

for a detailed look at internal newsletters.)

Intranet

• An intranet allows staff to access and share 

a wide variety of information as and when they 

need or want it. It is a fast, interactive and cost 

effective way of distributing information and 

messages to a large number of people.

• The number of hits can also me monitored, 

allowing evaluation of how popular individual 

sections of the site are.

Webcast

• An innovative idea used by West Lancashire 

District Council involves the Chief Executive 

giving a weekly recorded video webcast on 

the intranet. This enables staff to see the Chief 

Executive on a regular basis and prevents the 

risk of people seeing them as someone that is 

behind the scenes and out of reach.

E-zines

• Producing an e-zine as opposed to a hard 

copy newsletter could have numerous benefi ts. 

For example, it would be cost effective and 

people could access it from their computer 

whenever they want. However, it is important 

to remember that not everyone has access to a 

computer and that some people may prefer to 

have a hard copy of the newsletter for whatever 

reason.

• Fylde Borough Council successfully operates 

a weekly e-zine which includes comments from 

the Chief Executive.

Corporate roadshows

• By going out to different sections of an 

organisation managers will have an opportunity 

to engage with employees and show that they 

are available. Corporate roadshows can become 

almost a face-to-face annual report.

• Pendle Borough Council invites all staff 

to twice yearly corporate roadshows where 

chief directors and senior managers give 

presentations on major issues before offering 

the chance for questions and answers.

West Lancashire District Council’s webcast

  Keeping Council Staff and Members in the Know                July 6th 2005 

Encouraging
results for council 
The Corporate Performance Statement         
released this week shows a number of           
improvements across a range of our activities. 

Last year, compared with other councils, 25 per 
cent of our indicators were in the bottom quarter 
with only 10 per cent in the top quarter.  

This year we now have 38 per cent in the top    
quarter, with only 12 per cent in the bottom    
quarter. 

Leader of the Council, John Coombes said: “It’s 
clear from these figures that the work we’ve been 
doing over the last two years is starting to show     
returns. I’ve seen for myself examples like the Fylde 
Direct centres, in Kirkham and St Annes. These     
improvements  are a step towards excellent       
service.”  

He added: “We’re not complacent however, and 
we must continue to work hard to further improve 
these figures.” 

The Performance Statement is a supplement to the 
council Corporate Plan.  Published in April, this 
plan outlines the corporate objectives and        
provides more details on strengths and           
weaknesses.   

The corporate objectives of Fylde Borough Council  
remain focused on the quality of life, the               
environment, the economy, providing quality       
services and a safer community.          

Both the Performance Statement and Corporate 
Plan are available at www.fylde.gov.uk. 

(also see Woody’s Weekly) 

Cath Benson, Nichola Taylor and Christine Miller

Council and residents 
encourage dog owners to Grab

it, Bag it and Bin it 

Council staff teamed up with the Lytham St Annes 
Civic Society to encourage dog owners to “Grab it, 
Bag it and Bin it” as part of National Poop Scoop 
week. 

The problem of dog fouling can blight the            
Borough’s parks and fields. To help tackle the    
problem, and highlight the fact that not clearing up
after your dog is Anti Social behavior, Council dog   
wardens joined volunteers from Fylde Community 
Safety Partnership and the Civic Society to help 
raise awareness of dog fouling in Witchwood,       
Lytham, on Saturday 2 July. 

Christine Miller from the Community Safety          
Partnership said: "Most of the people we spoke to 
were responsible dog owners who were already 
prepared to pick up after their dogs.  What they  
did say was how pleased they were that we were 
highlighting such an important issue and treating it 
as anti-social behaviour.  One lady said she always 
carries extra bags to offer people who look like they
are not going to pick up.  This is a good way of     
individuals helping to address this important            
environmental issue.”

Fylde Borough 

Council’s e-zine 

‘Grapevine’
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Ambassadors

• There are several benefi ts of securing willing 

communications champions. Firstly, they are 

out in the fi eld so able to bring forward ideas 

and issues they come across on a daily basis. 

Secondly, they are directly involved with 

communication which will give them a better 

understanding of its importance, keeping them 

better equipped to ‘spread the word’.

• Bringing together communications champions 

from different departments could help to 

process through and develop their ideas.

Charity/social events

• Boosts staff moral and helps them integrate 

better with employees from other departments/

levels. Helps break down barriers between staff 

and encourages more social relationships.

AGM

• Offering all staff an opportunity to attend 

an annual general meeting with senior 

managers, where they can ask questions and 

give contributions, could ensure that senior 

managers are seen to be available and open to 

suggestions.

Staff forums

• These are a good way of encouraging 

interaction between staff, whether it be about 

work-related or non-work-related subjects and 

are a good place to pick up ideas for stories for 

internal publications.

Speak Easy

• Lancaster City Council operates a system 

where employees can email or send questions 

to the Chief Executive’s PA, who is responsible 

for obtaining an answer from the relevant offi cer 

and posting both the question and answer on 

the intranet under the banner ‘Speak Easy’ 

within a week of receipt. All questions and 

comments remain anonymous.

Speak Easy screen grab
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GOOD PRACTICE 
– NEWSLETTERS/MAGAZINES

For most organisations, particularly councils, 

an internal publication plays an important role 

in internal communications. Therefore it is 

important to make sure the publication you 

create is the right one for your organisation in 

order to ensure it delivers the right messages, to 

the right people in the right way.

In establishing an effective publication, there 

are several decisions to make and various 

considerations to take, all very much dependant 

on the individual organisation.

In some organisations, departmental newsletters 

are produced as well as – and sometimes 

instead of – a corporate staff newsletter. While 

these are useful at communicating news from 

within a department, they are less useful at 

reinforcing the ‘one-council’ view.

In addition to containing key messages and 

information about any change programmes, 

newsletters can also be used to help celebrate 

council and staff achievements, including 

milestones reached in the change programme, 

as well as softer information such as starters 

and leavers, and ‘for sale’ columns, which 

reinforce the human side of the council.

Using examples of their own publications, the 

LCN drew up the following list of best practice 

guidelines specifi cally for internal newspapers 

and magazines.

Know the audience

• This is the most important starting point 

for any publication. Often within a large 

organisation, the audience will be wide 

reaching, including people of all ages and of 

all backgrounds. Therefore it is essential the 

publication refl ects this.

Choose style/language/tone

• Once the readership has been established, 

the style, tone and language of the publication 

must be decided to suit the audience.

• This could be a formal, corporate tone, or a 

more informal chatty approach, but either way it 

must remain consistent.

Identity - format/frequency/content

• All three of these factors are decisions that 

must be based on background knowledge of 

the organisation, for example, its structure and 

culture.

• Once decisions on these aspects are made it 

is important to stick to them. This will help give 

the publication a recognisable identity. 

 It is important to make sure the 
publication you create is the right 

one for your organisation in order to 
ensure it delivers the right messages, 

to the right people in the right way.
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Non-corporate content

• Although the internal publication is, to a 

certain extent, a corporate communication 

tool, it is vital that employees want to read it. 

Employees naturally want to read positive news 

stories about their organisation, but they also 

enjoy hearing about colleagues, social events 

and other non-work-related items, so it is 

important that the publication strikes the right 

balance.

• Lancashire County Council’s Your Magazine 

is mainly made up of non-council news and 

features. It focuses on the surprising hobbies of 

staff, staff achievements and information, offers 

and messages for employees.

Human interest stories

• Often corporate stories can be made more 

readable by giving them a personal appeal. 

For example focussing on the people within a 

department to outline the role of that section.

Encourage contributions

• Staff will be more inclined to read a 

publication if they have been actively involved 

in it. Allowing and encouraging employees 

to participate in the newsletter gives them a 

platform for debate, and can often bring new 

ideas to the table.

Should be staff-led

• This can be diffi cult to implement, as staff 

are often reluctant to take part, but research 

shows that if they begin to feel ownership of 

the publication, they will soon want to become 

involved.

Department specials

• Blackpool Council has a system whereby it 

incorporates an in-depth feature on a specifi c 

department in every other issue. This gives 

each section an equal opportunity for coverage 

and also helps employees gain a better 

understanding of the various functions 

of the council.

Surveys

• Surveys of the publication specifi cally will 

help determine the readership and whether the 

publication is appropriate for the audience. They 

will also highlight whether the balance is right, 

whether it gets the messages across and where 

any weaknesses are.

Leisure, Culture  and
Community Learning Special

In the latest special focus on Council services we explore Leisure, Culture and Community Learning

View From The Top: The Vision So Far
Improving the quality of life of the
local community is at the heart of the
services provided by the newly formed
Department of Leisure, Culture and
Community Learning.

The department is making signifi cant
improvements across the full range of 
council services. These include:

Sport and physical activity – improving
health standards is not only about
promoting active lifestyles and regular 
exercise, it also acts as a diversionary 
tactic to counter anti-social behaviour.
Public  Art and creative industries
contribute signifi cantly to the town’s
regeneration as does conserving and
preserving our heritage and ensuring
Blackpool’s unique place in history for 
future generations.

Libraries and adult learning have a

fundamental role to play in supporting
people and communities – raising
basic skills in ICT, numeracy and
literacy and thereby raising confi dence 
and personal skills, self esteem and
ultimately employment opportunities.

Parks and open spaces are focal
points for the local community 
and civic renewal. Parks
provide the opportunity for 
communities to infl uence and 
develop facilities that meet
their local needs in terms 
of recreation, play space
and venues for community 
events. As the new director 
I am  focused on working 
with partners from across 
the council, health, 
education institutions,
the private sector and 

the community and voluntary sector 
to develop and improve the quality
of services we provide for the local
community.

The new Director of Leisure, 
Culture and Community 

Learning, Paul Walker
(Far Left)

Palatine Leisure Centre
will create a new era in 
SPORTING EXCELLENCE 
Exciting new 
opportunities
for sport will be 
unleashed with 
the opening of the
£6.5Million Palatine 
Leisure Centre.

The fl agship development, 
due to open in the New Year, 
has been built alongside the 
Palatine school and the new 
Library and Learning Centre.  
The state-of-the-art facilities 
will uphold the authority’s 
pledge to provide the very 
best sporting amenities for 
residents.

The ultra-modern facilities 
include a 25 metre eight-
lane swimming pool with a 

moveable fl oor. The fl oor 
can be lowered to a depth 
of 2.4 metres to allow for 
water polo matches or rise, 
if required, for a swimming 
class. The bright and airy 
wet area also features a 
learner pool and seating for 
270 spectators. An indoor 
sports hall features a real 
wood, semi-sprung fl oor 
with under-fl oor heating 
and incorporates four 
championship standard 
badminton courts.

The hall doubles as a county 
championship table tennis 
centre. The new Palatine 
Leisure Centre is also leading 
the way with one of the most 
advanced health and fi tness 
suites in the country. 

A 40-station gym has 
been built with Technogym 
equipment, linked to a 
Wellness computerised 
system. The suite features a 
full range of cardiovascular 
and resistance machines 
including rowers, exercise 
bikes, joggers and weights.
A fully matted aerobics room 
has space for 60 customers.

The new Centre is also a 
replacement for the 1930s-
built Lido swimming pool. 
The Sport England Lottery 
Fund contributed £4.4Million 
and described the funding 
bid as “the best-produced 
Lottery application they had 
ever received.”

The project has also had

extensive community support
and, by working in
partnership, the  opportunities
for participation in sport will 
be increased for young
people, those on low income, 
people with disabilities and 
senior citizens.

For more details please
contact John Blackledge
Acting Assistant Director of 
Leisure Services on 478430. 

Meet a winning team…
The newly formed Department of Leisure, Culture & Community Learning 
brings together a broad range of council activities all aimed at improving 
health, leisure and learning services in the town. It will combine sport, 
parks, recreational facilities, libraries, community learning, heritage and 
the arts into one directorate.    

3

Persuading Boys to use Libraries
The Council is launching a campaign to persuade
young people, especially boys, to use the facilities on
offer at the town’s libraries.
Ambitious targets have been set to drastically increase library 
membership among young people over the next three years. A 
number of agencies, including outreach workers, schools and 
leisure centres are helping to promote the work of the library
service that will get young people interested.

Anne Ellis, Head of Libraries, said that a number of fun schemes
have been used to try to raise the appeal of town’s libraries 
including competitions and games. “Libraries are not just about 
books. Many branches now have CD and DVD facilities with a 
large catalogue of titles to choose from, and there are plans for 
a computer games club in the near future.”

Anne added: “We are trying to get young people to realise that
there’s no need to be bored. There are many exciting projects 
they could be involved in.” 

Two boys take advantage of the facilities Palatine Library has to offer

Leisure, Culture and Community Learning Special

Blackpool is the fi rst town in the
UK to launch a ground-breaking 
project aimed at persuading 
residents to get fi t.
Work starts in the New Year on 
building a £345,000 Sports Barn in a 
deprived area of the town underlining 
the Council’s commitment to helping 
people to get healthier and fi tter 
through various leisure initiatives.
The Barn, which will be completed in 
December 2005, will provide much 
needed sporting facilities in the Talbot 
and Brunswick Wards by providing a
fl oodlit rubber sports pitch with open 
sides and a roof.

The project, on Caunce Street, has 
been made possible using Lottery
funding and assistance from Sport
England, and will form part of a

proposed Talbot and Brunswick
Health Village. It will be used for 
football, basketball and a wide range 
of other activities including cricket,
netball, athletics and tennis.

Local residents will be able to use it on 
a casual basis and it will also provide 
facilities for local clubs, community 
groups and schools. Blackpool has
a very bad health record and sports 
activities are an excellent way of 
improving life expectancy.

The Health Village will also comprise 
a Sure Start Building with a 50-place 
Neighbourhood Nursery, a local health 
centre, a children’s play zone, a 
pocket park, a community centre and 
a second area of green open space.

For more details contact John
Blackledge on 478430.

New Sports Barn to open its ‘Doors’

Multi-million Investment
will make STANLEY
PARK Sparkle
The jewel in the crown of Blackpool’s parks is to get a 
£4.5Million make-over, spread over the next two years.

The Council has secured the funding to ensure that Stanley Park 
provides a new range of recreational and learning opportunities 
for all age groups in years to come.

The funding has come from the Heritage Lottery Fund (£3.78Million), 
£200,000 from the Single Regeneration Budget (£200,000) and 
the private sector (£300,000).  Director Paul Walker said: “Stanley 
Park is one of the town’s most valuable assets and these projects 
will breathe new life into it for generations to come.”

The work, aimed at attracting more visitors to the park, will involve 
upgrading buildings, pathways, fencing, landscaping and tree work 
plus fl oral decorations within the park. The Council is also looking at 
new ways of managing the park in the future. It is planned to set up 
a Stanley Park Participation Management Group with sub-groups 
targeting specifi c areas such as health, young people, tourism and 
events, education and environment and heritage.

For more details contact Mark Scrivens, Parks and 
Recreation manager on 478421.

Two large swivelling wind
shelters will add drama and
movement to the expanding
Great Promenade Show at 
South Shore next year.
The impressive structures – the
height of two double decker 
buses - are constructed from a 
special vandal-proof stainless 

steel similar to aircraft wings. 
In addition to acting as weather 
vanes, the seated interiors 
of the wind shelters will give 
holidaymakers and residents a 
welcome break from Blackpool’s 
bracing gusts. The innovative 
design for the swivelling shelters 
is the brainchild of London-

How the exciting new wind shelter might look on Blackpool’s Promenade

Any Way the
WIND BLOWS

based architect Ian McChesney 
with Atelier One.

The Great Promenade Show 
has been co-funded by a number 
of different groups including 
the Northwest Regional 
Development Agency. Its aim is 
to capture Blackpool’s natural 
and man-made environment. 
The open-air art gallery has 
transformed a two-kilometre 
stretch of the seafront from 
Squires Gate to the Sandcastle 
with interesting designs that 
challenge and amuse visitors 
and residents alike.

Each piece of art has been 
specially commissioned and 
we hope that people fi nd them 
thought-provoking, amusing 
and awe-inspiring.  

More details of the 
show can be found at
www.greatpromenadeshow.
co.uk

Alternatively contact John 
Sculley, Principal Arts 
Development Offi cer on 
478104.

18 NEW Sports Pitches W
Planned for Schools
The focus is going to be on fi tness 
and fun at Blackpool schools
thanks to an ambitious £2.3Million 
plan to provide 18 sports pitches 
in the next 12 months.

The Council is overseeing the 
construction of the all-new facilities, 
many of which have community use 
in evenings and during the school 
holidays for people of all ages. The 
cash has been granted by the New 
Opportunities Fund for PE.

Already three projects have been 
completed with enhancements to 
a sensory pool at High Furlong 
Special School and playground 
improvements at St John’s and St 
Kentigern’s primary schools. 

Three schemes are currently in 
progress, and the Council has 
also just appointed contractors for 
seven other schools where sports 
pitches are being constructed in 
the coming months.

John Blackledge, Acting Assistant 
Director of Leisure Services said: 
“The sports pitches programme is 
about providing opportunities for 
the community to use the facilities 
during evenings and school 
holidays.”

NEWS IN BRIEF

Getting ready to Celebrate
Blackpool’s Heritage

Exciting plans are set to be unveiled 
next year that will see Blackpool’s 
history and heritage being 
celebrated.

The Council is looking into plans to 
spruce up the lecture hall at Central 
Library on Queen Street, with a view 
to helping local people to stage their 
own exhibitions – to give residents an 
insight into what life in the resort was
like in the past.

Pat Hansell, Assistant Director of 
Culture and Community Learning, 
said that a heritage strategy is being 
worked upon, with the aim of engaging 
the public, and using the project as a 
catalyst for bigger ideas in the future.

Success For Scorpions

Leisure Partnerships Manager Matt 
Hilton is pleased to announce that 
Blackpool Scorpions ARLFC have 
become the fi rst Rugby League club 
in the Lancashire Service Area to 
achieve the Sport England Rugby 
League Clubmark award. 

This is a deserving accolade for 
Blackpool Scorpions who are leading 
the way for the other amateur rugby 
league clubs across Lancashire.

The Clubmark offi cially gives the club 
national recognition for its efforts to
create safe, effective, and child friendly 
environments. Matt said that the award
is an “outstanding achievement” and is 
a reward for the foresight shown by the 
club in driving itself forward.

For more details about the
Scorpions and other local sporting
clubs please contact Matt Hilton by
email or on 478432.

£100,000 Visitor Centre
for Park

A new £100,000 Stanley Park Visitor 
Centre is due to open at Easter.

The cash for the information centre has 
been pledged by the New Opportunities 
Fund and work is expected to start 
early in the New Year.

The centre will provide, among other 
facilities, a webcam view of the park 
for people who cannot access the 
area. The Council has also been 
working closely with the Friends of 
Stanley Park to put on displays in the
building including a 3D map of the 
park, and work by local artists might 
be displayed in the interior.

Mark Scrivens, Parks and Recreation 
Manager, said the Visitor Centre will 
be a valuable facility for showcasing 
what is happening at Stanley Park. 
People will be able to see what events 
are planned and details of the wildlife 
in the park. 
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Creative Energies 
The new Solaris is playing host to a raft of creative
talents across the Fylde Coast.

More than 100 companies from Blackpool and the Fylde 
Coast recently attended the inaugural ‘Sizzle’ conference 
at Solaris, the newly opened  £1.75 Million Centre for 
Excellence in the Environment.

A full spectrum of creative industries was represented, 
from creators of computer games and digital imaging to
jewellers, glassmakers and fabric designers.

‘Sizzle’ is being seen as the forerunner to the launch of the 
Creative Lancashire project in 2005. This will be a forum 
for creative businesses in Lancashire to develop their 
talents and make the market sustainable.

A comprehensive brochure has 
just been published through 
the Adult and Community 
Learning Service, which 
tempts members of the public 
with a whole range of courses 
– giving them diverse and 
exciting learning opportunities 
for the fi rst three months of 
2005. Courses range from 
digital photography and IT
classes through to family 
learning classes. There’s 
Reiki and Tai Chi for carers, 
and even a course on music
production.The courses are 
delivered through the town’s 
libraries and learning centres, 
and there’s something for 
everyone, including those 
with learning diffi culties.

The enrolment dates and 
locations are as follows:

January 10 2-8pm
Palatine Learning Centre 

January 11 2-8pm
City Learning Centre 

January 13 10am – 4pm 
Palatine Learning Centre

January 14 10am – 4pm
City Learning Centre 

January 15 10am – 4pm 
Central Library

In addition to providing courses 
for the general public, the Adult 
and Community Learning 
Service also works closely with 
agencies such as the Blind 
Society and Age Concern, 
and is involved in local drug 
and alcohol rehabilitation 
programmes, to help identify 
and meet the specifi c needs 
of many residents in the 
community.

For more details please 
contact Liz Burns, Head of 
Adult Learning on 476820.

Broadening Your Horizons
If your New Year’s resolution is to learn a 
new skill or craft then a perfect opportunity
has arisen.

The new Solaris is bursting with creative energies

Business Services
Strategic Director of 
Business Services Julian
Kearsley says:

It has been a successful year 
for the Council, and Business
Services has played its part. 
We have seen the opening of 
the new Customer First Centre, 
which is providing an improved 
service to a steadily growing 
number of callers and visitors.
The modern environment has 
won a Civic Trust Award and 
the centre is driving forward 
our ‘One Council’ – joined up
approach to better service 
delivery. 

On the streets the
Neighbourhood Environmental 
Action Teams, introduced 
during last year, have made
a massive impact on service
delivery in target areas. 

Business Services has 
received its share of awards 
including the National Civic 
Trust Award for the Southern 
Gateway Project, the 
Construction Industry Award 
and Lexcel accreditation for 
Legal Services.  

A successful bid has been 
submitted to help us achieve 
the national e-government 
target in 2005 to support a joint 
working on benefi ts with Fylde. 
The development of a unifi ed 
benefi ts service are awaited.

The year ahead will see 
progress on many new projects 
where Business Services are 
taking a lead including:

implementation of the new 
licensing regulations, which 
will mean careful scrutiny of 
thousands of applications;

essential  works to the 
tramway at Manchester 
Square;

the roll out of our people 
strategy and Single
Contract;

introduction of a new refuse 
collection and recycling 
contract from April;

the start of the new sea
defence programme 
running from the 
Sandcastle to North Pier; 

Improvements to public car 
parks in the central corridor 
and West Street.

Negotiations of a single 
contract into the trade 
unions.

In appreciation of these 
achievements and the many 
others not referred to here, 
I would like to express my 
personal gratitude to all my 
colleagues for their hard work 
and commitment to helping 
the Council achieve its key 
objectives.

In the latest special focus on Council services we explore Business Services

View From The Top

Blackpool’s historic 
tramway is not only a major 
tourist attraction, but also 
a key part of the transport 
network and tramlines.

Once again, through 
partnership and close 
liaison with the tram 
operators - Blackpool 
Transport Services - the 
Council and contractors 
Birse undertake a fourth 
tram track renewal 
project.

Phases I, II and III were 
undertaken between 2001 
to 2003, and during these 
three phases Blackpool 
refi ned the design to 
improve its tramway to a 

modern light rail standard.
It is essential that any new
track laid is fl exible enough
to accommodate any future
upgrade without further 
works being necessary.

Through early contractor 
participation, the client
and the contractor were
able to work together - as
a partnership - to ensure
that both environmental
and future maintenance
considerations were given
full priority.

The latest development
is to replace the worn-
out points at Manchester 
Square - considered to
be the key maintenance

requirement on the
tramway, and especially
important on grounds of 
public and tramway safety.
As this is the main access
to and from the depot,
the points are crucial to 
running the tramway,
and the Council secured 
a funding bid from the 
Department for Transport
to undertake the work
required.

The scheme is programmed 
to be complete at the end 
of April.

For more details please
contact Principal Engineer 
Will Britain on 476121.

Getting Straight To The Point

Back on Track: Principal Engineer in Technical 
Services,Will Britain (left), is pictured with Phil Dilworth, 
Birse Site Manager.
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At a time when trams are ‘high profi le’ and new tramways are 
being considered as the ideal transport option for many cities
and towns, the Council has been busy with a programme of 
renewing some of its oldest tramway infrastructure.

The new scheme – which will 
introduce a wheeled bin service
– is aimed to signifi cantly reduce 
the amount of waste that the town 
currently sends to landfi ll.

It will provide a much more modern 
approach to the way waste 
is collected from households, 
providing them – for the fi rst time
– with an opportunity to do their bit 
for Blackpool and the environment 
straight from their own doorstep.

At the moment 18% of Blackpool’s
waste is being recycled, which is
just above the national average.
But we can’t be complacent, and 
must further improve our recycling 
levels to meet strict Government
and European performance 
targets.

The long-term aim is for 40 per 
cent of the resort’s waste to be 
recycled by 2010. As of June this
year, there will be a staggered roll-
out of a new collection scheme
across the town, giving Blackpool
residents the opportunity to
dispose of their waste in wheeled 
bin containers, replacing the

existing method of plastic ‘black 
bags’. The important changes to 
the way we tackle waste is a result
of a new partnership the Council 
has entered into with one of the 
UK's leading waste management 
companies – Onyx - which 
currently undertakes collections 
for 30 other local authorities in 
England.

The Council is confi dent that
Blackpool residents will welcome 
the partnership, and when the new 
systems are introduced they will 

provide a cleaner, safer and more 
effi cient service, and encourage 
people to think about their waste 
and how to minimise the impact 
on the planet.

Further details about the new
scheme will be revealed in 
future editions of Blackpool 
Brief, and other communication ff
tools including the Internet. In
the meantime please contact
Jennifer Perkins Waste 
Minimisation Offi cer on 478416 
if you have any urgent queries.

Don’t Waste Your Chance
The way that waste is collected from Blackpool residents is undergoing a
major change that will give households new opportunities to recycle.

Small Business 
Rate Relief
A brand new rate relief 
scheme has been
launched which could
save Blackpool’s small 
businesses up to £1,000 
on their business rates.
Small hotels, guesthouses, 
bars, cafes, small retailers and 
arcades will all benefi t from 
this new rebate which will be
calculated on a sliding scale. 
The Council has sent out
approximately 5,000 application 
forms to local small businesses 
with rateable values below 
£15,000.  These business 
ratepayers have been selected
as likely to be eligible for this 
new rates rebate, which will 
take effect from April 1 2005.

The cost of the relief will be 
paid for by larger businesses 
as part of the Government’s
desire to assist the small 
business community. Blackpool 
has a high proportion of small 
businesses, with many of our 
local businesses involved in the
tourism industry, so we are very
pleased to be able to offer this 
rates rebate at the start of the
season.

Derrick Ellershaw, Company 
Secretary of the Blackpool Hotel
and Guest House Association, 
said it was a “tremendous 
boost” to all small businesses 
in the town, especially the 
accommodation providers.

For further details please ring
the Business Rate Team on
478857 and 478859.

Before and After: Devonshire Road Rock Gardens enjoy an 
early spring clean.

NEAT and Tidy
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This is always the primary objective in mind for multi-skilled, rapid
response teams that frequently hit the streets of Blackpool

The Neighbourhood Environmental Action Teams (known as NEAT) are armed 
and ready to deal with a range of issues to improve the quality of neighbourhoods. 
Launched in June of last year this small team of 11 is proving to be a great success, 
having already responded to more than 4,000 jobs. Residents have been seeing for 
themselves tangible examples of their diverse work.

Local playgrounds have been repaired and maintained, grass verges reinstated, fl y-
tipped rubbish has been collected and disposed of, and graffi ti has been removed. 
Even fast-growing weeds have seen the chop thanks to a widespread weeding 
programme across the town. Street Scene Manager Jez Evans said that early 
feedback from residents has been overwhelmingly positive. NEAT has gained a 
deserved reputation for their fl exible no-nonsense approach, and close partnership 
working with other services.

Working in conjunction with the Parks division, for example, they recently gave 
Devonshire Road Rock Gardens a makeover, clearing out rubbish that blighted two 

ornamental ponds. 

NEAT has also been targeting irresponsible 
dog owners and litterbugs.  A comprehensive 
enforcement strategy has been introduced that
includes informative warning letters, doorstep 
interviews and fi xed penalties.

For more details please contact Jez Evans
Street Scene Manager on 478046.

Changes to the way Blackpool tackles its waste will signifi cantly increase our 
opportunity to recycle.

Department specials



Quality photographs

• A picture tells a thousand words and, in the 

case of publications, good photographs are 

essential to support and enhance an article and 

break up the text.

Eye-catching design

• Design should be in keeping with the 

publication’s overall style and should be decided 

at the outset. It should aim to be bold and eye-

catching, but easy to read.

• An excellent example of professional and 

imaginative use of graphics is in Lancashire 

County Council’s quarterly Your Magazine. To 

order a copy visit www.lancashire.gov.uk.

Regular features/columns

• Including regular items within the newsletter 

helps give it an identity and familiarity. It also 

helps readers navigate their way, as they know 

what to expect in each edition.

Competitions/quizzes/fun sections

• The aim of an internal newsletter should be 

to engage, inform and entertain the reader. It 

should be something employees choose to read 

because they enjoy it, which means it needs to 

include some of the fun elements of mainstream 

magazines and newspapers.

Delivery

• It is important to fi nd an effi cient delivery 

system that works and stick to it. People 

naturally like routine and should know in 

advance when and how they will receive their 

newsletter. One option is to distribute them with 

payslips, as this ensures every member of staff 

receives one at the same time.
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Pages 4 and 5
Our pay unit has beenchomping at the bit to maketheir working days healthier.

Pages 12 and 13Our hopes and dreams -where will you be in 20 yearstime? Our ambitions explored.

Pages 14 and 15Weekends can be pot luck - but not for social worker JimSloane. Find out how he spends
his time away from work.

Page 20
Win a pair of airline ticketsto a choice of Spanishdestinations!

Welcome!

Contents

Summer’s on the doorstep and the holiday season beckons in this edition of Your Magazine.

It’s a time for looking ahead, exploration of new ideas and planning the lazy, hazy days of

the long summer months. This edition takes a look at healthy lifestyles and we hope you

enjoy the fun-packed stories and features. A chance to glimpse our employees as you

may never have seen them before.Don't miss our competition and a chance to win tickets to sunnier climes.

So what are you waiting for...

3
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I
f you want to try potholing, smear mud on

your face, go into a dark, dank outside privy

and throw a bucket of water over yourself,

suggested an internet wit.

There’s a better way. Ask caving zealots LCC

social worker Jim Sloane and pensions’

caseworker Rick Pinches - Lancashire

Underground Group members – to share a taste

of their passion for pots.

It’s one of those rare and perfect winter’s days

when a pale blue sky sparkles on new snow,

turning the three majestic peaks of

Ingleborough, Whernside and Pen-y-Ghent into

a magical wonderland.

I want to walk them, see the summits’ awesome

spectacle, revel in a spectacular Sunday.

Instead, I’m Michelin woman, broad as tall, in

ten layers of thermals, topped by a fetching

yellow plastic boiler suit, six sizes too big, and

cornflower blue Marigold gloves.  

Jim, Rick, and their mate Dave Ryall, from rival

(friendly, of course) Bradford Pothole Club, had

teamed up to take my partner Mark and me into

the Alum Pot, near Horton-in-Ribblesdale.

At this point, I could bang on about the formation

of the caves, how water draining off sandstone,

shales and glacial debris played their part in

creating these horizontal limestone layers and

major vertical rifts.

But, to be fair, there’s not much geology talk

down here today. We’ve had the stalagmites and

stalactites definitions -mites to go up, tites come

down - the boys are out to share their obsession

with exploration and adventure.

Guides have been taking visitors into this

awesome system since the 1700s. Life was

made easy for tourists 200 years ago.

Apparently guides carried wooden ladders to

help clients on the awkward bits! Patches of

black can still be seen from their smoky torches.

Jim has been hooked on this game for 30 years.

He started his first “wild” cave with feelings of

“trepidation and excitement” and emerged into

the daylight frozen and forever smitten with

exhilaration, a red rose Orpheus of the

underworld.
“It’s the adventure mainly that gets you,” he

admits. “That, and a love of nature and the need

to explore. The exercise is good, so is working

as a team. You make great friends, there’s a lot

of camaraderie.”

What did Ewan MacColl say about being a wage slave on Monday, but on Sunday

being a free man? It just about sums it up - writes Karen Barden.

Cavemanwo

v

Jim Sloane and Karen Barden
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Alum Pot and Long Churn Caves are around

300ft deep, we descend only about 50ft, but it

feels more, much more. On some drops you

need a rope, there are passing places so

narrow you feel you have to breathe in, and

then there’s the wet. 

Instinct tells you to skirt around the black,

menacing rock pools, but they won’t let you, and

as a freezing stream floods your wellies for the

first time, the baptism has begun.

Rick explains he used to fell walk and fancied

something more exotic. Exotic?

“Calf Holes, near Horton-in-Ribblesdale, was my

first pot. The real world seemed very distant. I

can still smell the carbide flames on the leader’s

caving light - and the cold.  A neoprene wetsock

froze to the road when we came out,” he said. 

“For me, it’s about challenging myself in this

amazing limestone scenery. What did Ewan

MacColl say about being a wage slave on

Monday, but on Sunday being a free man? It

just about sums it up.”

Both Jim and Rick are fanatic about safety.

Knowing your own capabilities and the inherent

dangers are paramount, says Rick.

“I’ve been in tricky situations, but through

adequate skills and planning, plus a healthy

dose of good common sense and teamwork,

most obstacles can be overcome.”

Jim doesn’t have a favourite cave, but points to

the 75 km long Lancaster/ Easegill system as a

regular port of call. The world’s deepest is

6,000ft in the Urals and huge underground

jewels are being discovered in China.

Exploration is everything. Breaking through into

uncharted systems never before seen by

mankind is unparalleled, says Dave, our

photographer for the day.

It took around 5,000 man hours to open up

Henslers and Corkys Pots at Gaping Ghyll in

Yorkshire. 
Dave says his obsession led to his divorce - and

some of the most sensational discoveries.

“Finding a new cave that has been hidden for

100,000 years, a place no other human being has

ever seen, is beyond words. It’s like having a child,

one minute it’s not there and suddenly, before your

eyes, this amazing creation reveals itself. 

“You feel protective, responsible, and want to

keep it just as you found it. I’m not a religious

person, but something truly spiritual happens

when you make a new discovery.”

We emerged out of Alum Pot, blinking at the

bright sunlight which signalled our return to the

real world. In the underground there were dark

mysteries and an eerie beauty that had

ensnared and captivated us, a secret place

shared by so few.  
Karen Barden

Anyone interested in discovering for

themselves the wonders of the underworld

should contact Jim Sloane, who will

organise a taster trip.  Tel 01772 538700.

PPootttteedd 
hhiissttoorryy

More organised caving has been

taking place in this country since

before the last war - but it has been

since the 60s that most of the big

discoveries, both at home and

overseas have been made.

Most large cities and towns are

served by caving clubs who

welcome new members and will

organise ‘taster trips’ for those who

show an interest.

There are easy caves and more

difficult, physically taxing systems to

explore - in essence there is

something for everybody young and

old alike - and all sizes and shapes

are catered for.

Rick Pinches
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Welcome to the Your Magazine Summer

quiz. Clive Giddings and Jeanette Binns

have joined me in compiling questions for this

edition. The prize is a fantastic mid-week day

out for two in London with a choice of mainline

station departures from Lancashire courtesy of

Virgin trains. 

Gia Shaw

Who, what, where & why?

1) What is George W Bush's middle name? 

2) If you suffer from Triskaidekaphobia of what

are you afraid? 3) What does the 'HP' stand for in HP sauce? 

4) Which London landmark was named after

Sir Benjamin Hall?  
5) Why do the diagonal stripes on men's ties

run from right to left?Animal Farm6) What is the name of former Home Secretary

David Blunkett's guide dog? 

7) In which country would you find Labrador City? 

8) Which horse won the Epsom Derby in 1964? 

9) Who invented the ‘Cats Eye’ road marking

and where were they from? 

10) ‘Thunder & Lightening’ and ‘Greenwells

Glory’ are both types of what?
Words11) In the song 'American Pie' by Don McLean,

who is he alluding to as:
a) The jester b) The king 

c) The quartet d) Jack Flash 

e) A girl who sang the Blues 

12) The discovery of Wellington's body is the

opening for which recent bestselling book? 

13) Which comedian has written a bestselling

book called "Flanimals"? 

14) Who wrote the poems "The Thought Fox"

and "Pike"? 
15) The first sentence of which book begins

with a clock striking 13? Submit your answers via internal mail to

Gia Shaw, Corporate Communications, 2nd

Floor Christ Church Precinct or by email

gia.shaw@css.lancscc.gov.uk by 10 June to

be in with a chance of winning.

‘‘

21

‘‘

The Colour of Magic

by Terry Pratchett The Colour of Magic is the first of

Terry Pratchett’s Discworld tales

and follows the misadventures of Rincewind (a

wizard of supreme ineptitude), Twoflower (a

tourist) and Twoflower’s man-eating luggage as

they journey across the Discworld and beyond

after accidentally burning down Rincewind’s

home town of Ankh Morpork.

The Colour of Magic is a fantasy novel but

Pratchett does such a great job of lampooning

the staples of the genre that at no point in its

284 pages does it feel like one of those sword

and sorcery epics, whose covers are invariably

emblazoned with naked chicks riding dragons.

Though there is a naked chick riding a dragon

in The Colour of Magic, ahem.

Fantasy purists might find Pratchett’s Discworld

series played a little bit too much for laughs, but

for someone like me who just doesn’t ‘do’

fantasy, my recent DISC-overy of these crazy

adventures has provided a rare reading treat.

Recommended!

Mark Waddington

The Palace of
Heavenly Pleasure 

by Adam WilliamsSet in 1900 China at the time of

the Boxer Rebellion, this is a fast-paced, well

written page-turner that would make ideal

holiday reading, although perhaps not for your

maiden aunt!  The book is well researched and

the obvious familiarity of the author, who lives in

Beijing, with Chinese life and culture brings the

background startlingly to life.  The reader is very

quickly swept along in a passionate love story

set in a time of great danger and violence, fast-

moving and filled with well-drawn characters.

Although I defy any female reader not to be at

least half in love with Henry Manners, there is

more than enough sex, hardship, violence and

political intrigue to satisfy the most chauvinistic

reader. The Times describes it as ‘A rattling

good read….this is as good as an adventure

story gets’ and I heartily concur.  I can’t wait for

the film (No, I’m not aware of one being made,

but it certainly should be).

Jean Blackledge

The Music ofthe Primes by Marcus du SautoyPlease don’t let the subject

matter of this book – mathematics – put you off.

The story it tells is fascinating and gripping

giving a real insight into why mathematicians

can become so obsessively interested in the

properties of numbers, particularly prime

numbers, in all their abstract beauty.

Amongst other things this book gives short

biographies of lots of interesting and downright

weird people (including a couple of heroes of

mine; Turing and Ramanujan) and also explains

why nowadays the sorts of big numbers

mathematicians can pursue come preceded by

pounds, dollars or euros signs.  Yes, maths –

well, certain aspects of maths – is big business

now and this book explains how that came

about and what it means to you (especially all

you internet shoppers out there).

You could buy it from Amazon.com.  It would be

kind of apt.

Nick Dale
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Editorial board

• This links in with establishing communications 

ambassadors. There should be a representative 

from each department and they should be 

willing and enthusiastic to be involved.

• The board should meet prior to every issue to 

discuss forthcoming ideas and suggestions.

• Chorley Borough Council does this and fi nds it 

encourages people to get involved and is a good 

way of bringing in copy and ideas.

Intranet

• More and more people prefer to access 

documents online, which makes posting your 

newsletter on the intranet not only cost-

effective, but means it sits alongside all other 

internal documents, and could increase its 

readership.

Chief Executive column

• Including a column written by the Chief 

Executive raises their profi le among employees 

and could work particularly well in large 

organisations where staff work on several sites 

and do not often come across them.

• Lancashire Fire and Rescue includes a 

comment column from its chief fi re offi cer in 

every edition of Burning Issues.

Diary dates

• An internal newsletter is a key 

communication tool and therefore a good place 

to list diary dates for staff. This could include 

everything from training courses and workshops 

to social events and bank holiday arrangements.

Day-in-life features

• Similar to departmental specials, day-in-

life features on individual staff help other 

employees understand what the organisation is 

about and the varied roles within it.

Human Resources surgeries

• HR plays a vital role within any organisation 

and it is important that employees know how 

they can access the services should they need 

to. Some people will avoid making a call or 

asking how to get help with an issue, so making 

details of any surgeries readily available could 

help them take the fi rst step.

In spotlight section

• Staff generally read local newspapers and it 

can sometimes be the fi rst they hear of an issue 

within the workplace. By including a spotlight 

section listing stories that are expected to 

be covered over coming weeks, staff feel like 

they have unique knowledge and will feel less 

alienated.

National/regional issues

• Often organisations, particularly local 

government, are affected by decisions or issues 

at a national and regional level. An internal 

newsletter is a good place to explain how 

any of these would directly affect staff or the 

organisation and any changes they may bring 

about.

• It is also important that staff are aware of 

wider issues that could have an impact on their 

organisation, or role within it, in the future.
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EVALUATION

Once an effective internal communication 

system has been established it is vital to carry 

out continuous evaluation to ensure it remains 

effective, appropriate to the target audience and 

continues to deliver key messages.

Evaluation should not be an add-on, it should 

be written into the internal communications 

strategy from the outset.

The initial aim of good internal communication is 

to engage and motivate staff. Private companies 

may be able to measure success by translating 

motivational changes into fi nancial benefi ts for 

the organisation, but this does not apply in the 

public sector.

Here success can largely be measured in terms 

of sickness and departures as well as levels of 

staff productivity and involvement.

There are two separate perspectives to consider 

when evaluating internal communications 

– managers and staff – and each needs to be 

approached in a different way.

Regular staff surveys 

• These are a good way of determining what 

people think about what is already in place and 

what they would like to see in the future. If staff 

survey ratings show no signifi cant increase over 

the fi rst year it would suggest communication 

methods need to be re-assessed.

Electronic questionnaires

• Having a questionnaire available online 

is cost-effective as it can be completed 

regularly and allows managers to continuously 

track trends.

Electronic suggestions

• Setting up a facility enabling people to 

contribute ideas, comments or suggestions 

could lead to a constant fl ow of feedback 

from staff. It also allows people to make their 

comments as and when they arise, rather than 

wait for a survey to take place.

• Pendle Borough Council runs an electronic 

suggestion scheme called The Big Idea. Every 

quarter a panel chooses three of the best 

ideas and small cash prizes are awarded. 

Each suggestion made receives an automated 

response and a performance indicator tracks 

responses for evaluation purposes.

Electronic suggestions
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Tracking spreadsheet

• An innovative approach to evaluation carried 

out by Chorley Borough Council involves 

monitoring the delivery of the core brief using a 

colour-coded spreadsheet.

• All core briefs are listed on the spreadsheet 

and a colour-coding system tracks progress, 

showing when managers have delivered each 

brief. The Chief Executive is informed of the 

progress.

• This gives a clear picture of performance 

within departments and can help in working 

towards increasing communication productivity.

Consultation groups

• Incorporating qualitative research methods 

such as focus groups alongside quantitative 

methods such as broader questionnaires gives 

a fuller picture of people’s perception of the 

overall internal communications system.

• It offers an opportunity to gauge strengths of 

the system and any weaknesses that could be 

addressed.

Monitor feedback and make changes

• The most important aspect of evaluation 

is monitoring the feedback that is collected 

and using it to make changes. If this does not 

happen, the evaluation process is not worth 

anything.

The most important aspect of 
evaluation is monitoring the feedback 
that is collected and using it to make 

changes.



SUMMARY

Internal communication plays a vital role in 

the success of any organisation, not least local 

authorities, which are constantly under public 

scrutiny and must strive to maintain a positive 

image at all times.

Staff loyalty and commitment are key to building 

and maintaining a good reputation, therefore 

engaging employees and gaining their trust is 

paramount.

Disney is a prime example used by the 

Chartered Institute of Public Relations (CIPR) 

in its internal communications workshops. 

Internally, employees buy in to the brand 100 

per cent and their enthusiasm, commitment and 

love of the brand is clearly visible externally. 

This leads to happy customers and in turn 

a happy profi t cycle.

This guide is about pointing communications 

offi cers in the direction of good practice, 

offering ideas, examples and background theory 

to support them.

However, it is important to remember that 

every organisation is different and that 

there is no magic wand. What works for 

one council may not work for another. 

What is clear is that a properly resourced 

framework neads to be put in place, 

incorporating key elements of team briefs, 

intranet, management commitment and 

development and a staff newsletter.

Good internal communication should 

incorporate a variety of methods, 

and should be owned by and involve 

everyone in the organisation.

Effective management relies on good 

communication, and establishing a 

comprehensive management development 

programme is an essential fi rst step on the road 

to improving internal communications.

The role of a communications department 

involves ensuring that an effective 

communications strategy is followed and 

regularly updated. It is also about providing 

continuing support and guidance across the 

organisation in order to achieve the strategy 

goals and make internal communication a 

success.

Good internal communication should be as 

much about listening to people as disseminating 

information. Therefore monitoring, evaluating 

and making changes accordingly must be an 

integral part of any communication system.
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BEST PRACTICE GUIDE
INTERNALCOMMUNICATIONS

Lancashire Communications Network
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APPENDIX 1

The Lancashire Communications Network (formerly Lancashire Public Relations Offi cers) was 

formed in 1998 and meets quarterly for alternative meetings and workshops. It brings together 

communications professionals from across Lancashire to collaborate, share experiences and

good practice.

Members of the Lancashire Communications Network (LCN):

• Blackburn with Darwen Borough Council   www.blackburn.gov.uk

• Blackpool Council      www.blackpool.gov.uk

• Burnley Borough Council     www.burnley.gov.uk

• Chorley Borough Council     www.chorley.gov.uk

• Cumbria and Lancashire Strategic Health Authority  www.clha.nhs.uk

• Fylde Borough Council     www.fylde.gov.uk

• Hyndburn Borough Council     www.hyndburnbc.gov.uk

• Lancashire Constabulary     www.lancashire.police.uk

• Lancashire County Council     www.lancashire.gov.uk

• Lancashire Fire and Rescue Service    www.lancsfi rerescue.org.uk

• Lancaster City Council     www.lancaster.gov.uk

• Pendle Borough Council     www.pendle.gov.uk

• Preston City Council      www.preston.gov.uk

• South Ribble Borough Council    www.south-ribblebc.gov.uk

• Ribble Valley Borough Council    www.ribblevalley.gov.uk

• Rossendale Borough Council     www.rossendale.gov.uk

• West Lancashire District Council    www.westlancsdc.gov.uk

• Wyre Borough Council     www.wyrebc.gov.uk
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NOTES
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