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[bookmark: 1]Schedule 32 -Communications and marketing protocols 

Part 1: General Principles 

This document governs communications and marketing matters that relate either to the Services or otherwise 
to matters relating to one party that may impact on the image or reputation of the other party. 

SCC and TDBC will where practicable use their reasonable endeavours to develop a set of protocols in due 
course to reflect the amalgamated requirements of both SCC and TDBC for ease of reference by JV Co in 
connection with JV Co's performance of its obligations under this Schedule.  JV Co, SCC and TDBC will use 
their reasonable endeavours to agree any such developed protocols and their substitution for any Authority 
protocols which they were developed to replace. 

Without prejudice to the processes, procedures and approval requirements set out in this Schedule 
responsibility for managing and undertaking the communication and media activity will be ascertained in 
accordance with the following list: 

• 

where the communication or media activity relates solely to growth of the JV Co's business in respect 
of services to third parties (other than the Founding Authorities) growth then such activity shall be the 
carried out by and at the cost of JV Co; 

• 

where the communication or media activity relates solely to customers using the Services in 
accordance with Schedule 2 [Output Specifications] then such activity shall be the carried out by and 
at the cost of JV Co; 

• 

where the communication or media activity relates to promotion and publicity of the JV Co as service 
delivery partner of the Authority then such activity shall be the carried out by and at the cost of the JV 
Co and the Authority acting jointly; 

• 

where the communication or media activity relates to Corporate communications relating to the 
provision of services provided by the Authority (which may or may not involve any part of the 
Services provided by JV Co) then such activity shall be carried out by and at the cost of the Authority  

but for the avoidance of doubt the above allocation of responsibilities shall not impose on either Party 
any liability in respect of any communication and/or media activity undertaken which would not 
otherwise have applied. 

1 

The following principles shall be reflected in any Communications and Marketing Protocol to be 
developed under this Agreement: 

1.1 

there should be full consultation and co operation between the Authorities and the JV Co so far as 
possible in undertaking, setting strategies for and monitoring of marketing and communications 
activities, which may reputationally impact each other: 

1.2 

matters should be prepared on a joint basis so far as possible; 

1.3 Neither 

JV Co nor the Authority should make any press or media communication without first 

liaising and obtaining agreement of the other party; which may reputationally impact  each other: 

1.4 

the Authorities and the JV Co should (save as provided in paragraph 1.5 be given a reasonable 
opportunity to consider matters, and where information is supplied it should include, or be 
accompanied by, sufficient explanatory or other material to enable the information to be properly 
considered (which will therefore require reasonable time to be given to the other party to allow them 
to do so);  

1.5 

in order to deal with communications where time is limited:  
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due to a PR or media relations crisis, the Authority and the JV Co will establish as soon as possible 
after the Service Commencement Date a hierarchy of sign-offs and spokespeople which will be 
notified to the other and with which each will implement; or 

1.5.2 

due to an emergency [requiring the implementation of the Civil Emergency Response Plan, the 
Authority and the JV CO will adhere to this plan, as set out in [Schedule 38]] 

1.6 

Where a required communication constitutes a reputational risk the following procedures shall be 
upheld: Communications Policy in the case of SCC, Communication Strategy in the case of TDBC. 

1.6 

marketing and communications activities undertaken by either party shall support the objectives and 
reputation of the other party. 

1.7 

Insofar as is possible, in order to produce timely Communications, Communications and Marketing 
matters will be discussed directly between the relevant personnel identified pursuant to paragraph 3.1 
of Part 3 of this Schedule and followed up with written communications   

2.0 

While this schedule will act as a guideline based on the best current assessment of sensible working 
practice, it may require amendment in the light of practical experience and, if so, it should be updated 
using MDSC 14 change control. 

2.1 

All aspects of the communications and marketing activities and/or function (but for the avoidance of 
doubt excluding how the function is organised within JV Co) for the JV Co will be covered in this 
schedule 32 and will reflect the strategies, and refer to existing customer feed-back channels and 
adhere to no less than the standards established by the Authorities, eg. external and internal marketing 
and communications, corporate integrity, internet (including without limitation websites), public 
consultation, customer care, emergency communications, complaints handling.  

2.2 

 The Communications and Marketing Protocol will ensure consistency of delivery of communication 
and marketing functions and/or activity to both internal and external customers of the Authority 
and/or JV Co (to the extent that such customers of the JV Co form part of the Authority or are 
Stakeholders)  

2.3 

The JV Co shall be responsible for maintaining an adequate skills set to provide effective 
communications. 

2.4 

Both Parties shall monitor the quality of communications, and shall meet to discuss any areas of 
concern,  The Parties shall meet no less than twice per Year for such purpose. 

2.5 

Both parties will utilise all data collection, analysis and segmentation and developmental work 
undertaken by JV Co in connection with marketing and communication functions and/or activities  
will be done (where so required by the Authority ) in conjunction, and shall be shared, with the 
Authority to ensure that there is cross-organisational learning.  

2.6 

The Authority and JV Co will develop (on a 3 year rolling period basis) strategies and protocols (to be 
reviewed annually) with which the JV Co and the Authority will comply (and which will be 
comprised within the Communications and Marketing Protocol) relating to: 

• 

external marketing 

• 

internal marketing 

• 

corporate integrity 

• 

internet 

• 

customer access consultation and public engagement 
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research and information 

• 

customer care and customer satisfaction 

• 

emergency communications 

• 

complaints 

And so that lines of responsibility and accountability for implementing the activities relating to those 
strategies will be established.  The protocols will be developed by the parties in good faith towards the 
other based on the outline protocols set out in Appendix 1 to this Schedule (where applicable) and to 
reflect the protocols and strategies of the Authority (save as otherwise provided in this Schedule). 

2.7 

JV Co will continue to use the Authority’s complaints procedure for service related complaints. It will 
develop an appropriate complaints procedure for any general complaints against JV Co which will 
adhere to statutory requirements, its parent company requirements and reflect as far as possible the 
standards, management and monitoring required by Authority  

2.8 

On Service Commencement Date it is recognised that JV Co will in accordance with the requirements 
of the Authority (under this Agreement) and TDBC/SCC (as appropriate)(in respect of its Service 
Delivery Contract)] be required to adhere to two sets of communication and marketing strategies . 
Where a co-ordinated approach with SCC/TDBC (as appropriate) is required by the Authority and the 
strategy or policy of the Authority and the strategy/policy of TDBC/SCC (as appropriate) concerning 
such communication and marketing activity conflict then the Authority and TDBC/SCC (as 
appropriate) shall agree which should apply as a suitable compromise and notify the JV Co.  

 

. 
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Communications and marketing protocols 

Part 2:Liaison Procedures 

 

1. 

The Liaison Procedures to be developed and established within a Communications and Marketing 
Protocol pursuant to Clause 60, 41 and/or 19.2 shall, inter alia: 

1.1. 

be agreed by the Parties and relevant persons (identified for the purpose of this Part 2 in accordance 
with paragraph 6 below) ; 

1.2. 

provide for periodic meetings between the relevant persons to discuss issues affecting or relating to the 
Programme, the Services and Relevant Stakeholders including without limitation: 

1.2.1. 

listening to customer comments regarding the performance of the Services and development 
opportunities though local forums  in accordance with the strategic framework and standards 
established for consultation by the Authorities, e.g. ensuring that hard to reach groups are 
consulted; and the complaints procedures and standards established by the Authorities from 
time to time; 

1.2.2. 

listening to public and private sector representatives and to discuss development 
opportunities; and  

1.2.3. 

listening to non-users of the service and discuss any barriers to access and availability of 
facilities / services 

1.3. 

set out procedures for notifications of liaison meetings and such other matters which the relevant 
persons consider are relevant in connection with the matters referred to in paragraph 1.2; 

1.4. 

set out agreed procedures for the handling of any emergency , including without limitation access 
procedures for the emergency services (police, fire and ambulance) in accordance with the Emergency 
Plans established by the Authorities eg. communications, ICT and telephony support in the event of an 
emergency and participation during emergency exercises;  

1.5. 

provide for the identification of staff who will take responsibility for the liaison process;  

2. 

The "relevant persons" for the purpose of this Part 2 will include the Parties, and other such 
representatives of public and private sector bodies as agreed from time to time between the Authority 
and the JV Co. 

3. 

JV Co and the Authority will keep the other party informed of matters to which this Schedule is 
relevant and shall in accordance with this Schedule establish processes to achieve this  

4. 

JV Co will, at the request of any member of the Operation and Transformation Board, promptly 
provide the Authority with internal staff communications so that the Authority is kept informed of 
communications from time to time to persons engaged by the JV Co in  relation to the Services 
(including without limitation Seconded Employees) (referred to as "in-scope staff").   

5. 

Communications about JV Co matters to personnel engaged by the Authority but who are not engaged 
by JV Co such as staff out-of-scope ("Authority Retained Staff") may be made by the Authority from 
time to time and for such purpose will, provide access to JV Co communications to Authority Retained 
Staff (e.g. the Southwest One newsletter) where and in a manner which is appropriate in the 
circumstances.  The parties shall seek to agree what is appropriate for this purpose and in the event of 
any dispute the matter may be referred by either party to Dispute Resolution Procedure.   
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JV Co shall only communicate internal staff communications to personnel engaged by the Authority 
which have been approved by the Authority beforehand  

7. 

The Authority will provide JV Co with relevant staff communications it makes to out of scope staff in 
order to keep JV Co informed; 

 

Wip/2sb07/0055/Final March documents/Schedule 32 - Liaison and publicity FINAL 18.04.08 

5 of 11



[bookmark: 6]Schedule 32 

Communications and marketing protocol 

Part 3: Publicity Procedures 

1. 

The Publicity Procedures (covering publicity, public relations and corporate integrity) to be developed 
and established within a Communications and Marketing Protocol pursuant to Clause 9.2, 41 and/or 
60 shall take account of the principles in paragraph 2 below and shall comply with the provisions of 
paragraph 3 below. 

1.2 

Media Protocols covering publicity, public relations, and corporate integrity shall be agreed between 
the Authority and the JV Co and shall take account of the principles in paragraph 2 below and shall 
comply with the provisions of paragraph 3 below  

2. 

The following  principles shall be adhered to in connection with the Publicity Procedures and Media 
Protocols: 

2.1 

recognition of the national, regional, local and related trade industry importance of the Programme; 

2.2 

development of procedures and strategies for dealing with any publicity relating to or in connection 
with the Agreement, the Programme and the Services and any matters affecting the same; 

2.3 

without prejudice to paragraph 2.2 above, development of procedures and strategies dealing with key 
media issues, which shall include (without limitation) the following: 

2.3.1 

issues which are likely to be controversial; 

2.3.2 

issues likely to affect the image or reputation of either Party; 

2.3.3 

issues which are likely to attract national, regional or local interest; and 

2.3.4 

issues which are likely to affect any local community or business; 

2.4 

co-operation between the Parties in relation to quoting officers and Members and approval procedures 
for publicity purposes 

2.5 

co-operation between the Parties in relation to the organisation or holding of any event, exhibition or 
public meeting by either Party in relation to the Programme, Services and/or the Strategic Partnership 
or any matters affecting the same and the contents of and participants in such event, exhibition or 
public meeting;  

2.6 

co-operation between the Parties in relation to all aspects of promoting the JV Co’s services,; and 

2.7 

mutual respect for the respective roles of each of the Parties. 

3. 

The provisions referred to in paragraph 1 above are as follows: 

3.1 

the Parties shall each from time to time nominate representative(s) who shall be responsible for any 
publicity relating to the Agreement, the Programme, the Services and/or the Strategic Partnership and 
any matters affecting the same.  The Communication and Marketing Representatives for each Party 
shall be the person who shall have been notified in writing to the other Party for this purpose pursuant 
to such nomination. 
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No Party shall make any public statement or public announcement in relation to the Agreement, the 
Programme, the Services and/or the Strategic Partnership or any matters affecting the same (including 
anything comprised in or pursuant to the Services) without prior written approval (such approval not 
to be unreasonably withheld or delayed) by the Relevant Representative of the content of such 
statement or announcement unless, in the case of the Authority, such statement or announcement is 
for parliamentary, governmental (including local government), statutory or judicial purposes.. 

3.3 

Any communication received from any Relevant Stakeholder or other member of the public which 
contains or could result in any risk of damage to the image or reputation of the JV Co or the Authority 
or which seeks information concerning the Programme, the Agreement or the Services shall be 
notified promptly by the recipient Party to the other.  No response or provision of information shall be 
made otherwise than in accordance with the Communications and Marketing Protocol (which shall be 
developed to  fully reflect the provisions of clause 30) or otherwise as may be agreed beforehand by 
the Parties (save that this will not prevent any response or provision of information in order to comply 
with any Law).   
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Schedule 32 

Communications and marketing protocol 

Part 4: Complaints Handling Procedure 

Complaints/Comments Handling  

1. 

Complaints/comments will be handled by JV Co personnel (which will include without limitation 
Seconded Employees, employees transferring to JV Co and any other person engaged by JV Co) in 
compliance with existing procedures, of the Authority where they relate to Seconded Employees or 
employees who have transferred from the Authority.  These complaints/comments handling 
procedures will continue to be based on public-facing complaints. 

2. 

New procedures will be put in place to cover complaints/comments made against JV Co personnel 
who have not been seconded or transferred from the Authority and therefore are not covered by the 
Authority complaints/comments handling procedures.  These complaints/comments can include those 
made by either Authority-retained staff or members of the public.  The following elements will be 
integrated into the new procedures for handling complaints/comments: 

• 

a flowchart clearly illustrating how complaints will be dealt with 

• 

regular notification of complaints to the Authority where they relate to services provided to 
the Authority or other with a hierarchy of urgency if and when required 

• 

nomination of persons within JV Co who will take responsibility for managing and handling 
complaints equivalent to roles in the Authority existing at the first Service Commencement 
Date for such purposes (referred to as "complaints managers and handlers" in Somerset 
County Council or their equivalent in Taunton Deane Borough Council) 

• 

such nominated persons to be trained on complaints handling by the Authority at the cost of 
JV Co   

• 

integration of bullying and harassment procedures in line with those existing in the Authority 

• 

monitoring information of numbers, types and learning points from complaints to be supplied 
at review meetings 

3. 

JV Co shall provide analysis of all complaints received by JV Co it being accepted by JV Co that such 
analysis may be relevant to the image and reputation of the Authority.   
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Communications and marketing protocol 

Appendix 1: Outline Protocols 

Media and PR protocols 

JV Co will comply with media protocols of the Authority, as well as adhere to the following principles, 
highlighted below for quick reference: 

• 

it is understood that communications with the media and other publications, by its very nature, will 
reflect on the corporate integrity of all the partners involved; 

• 

there will be agreement on messages between the parties prior to communications taking place; 

• 

proactive public relations activity generated by JV Co must be approved by the Authority  and 
proactive public relations activity generated by the Authority about JVCo must be approved by the 
JVCo, 

• 

there will be prior notification to the Authority of appearances at events and exhibitions by JV Co 
personnel or representation and notification by the Authority to JVCo of Authority appearances and 
events relating to JVCo; 

• 

press releases will where required by the Authority include approved quotes from the Authority.  
Press releases concerning the JV Co will where required by JV Co include approved quotes from the 
JV Co;  

• 

sign-off procedures will adhere to those existing for the Authority and those to be developed between 
the Authority and JVCo  

• 

all queries from the media in response to publicity generated by the Authority will be directed to the 
Authority and queries in response to publicity generated by the JV Co will be directed to the JV Co 
for monitoring and management of the responses; 

• 

the Authority and the JV CO will advise each other of any queries from the media, the arrangements 
for doing so in the most effective manner to be established as soon as possible after the Service 
Commencement Date 

• 

in an emergency, JV Co will attempt to first contact appropriate personnel, as per the Authority's’ 
protocols, to agree responses before contacting the media;  

• 

in an emergency, the Authority will attempt to first contact the person whose details have been 
communicated to the Authority by JV Co for such purpose before responding to the media. However, 
the Authority will have the right to respond without such prior communication to JV Co if it considers 
that it is not appropriate to delay such response in the circumstances and having regard to its role and  
function and the best interests of the public; 

• 

key spokespeople will be nominated and trained for media handling which will be co-ordinated by the 
Authority [in case of TDBC contract - SCC]  

• 

a framework for the regular management and monitoring by each Party  of PR activity generated by 
JV Co and/or generated by the Authority in relation to JV Co  will be agreed once related structures 
and personnel are in place   
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JV Co will ensure its communications aims and standards are in keeping with those established in [for SCC] 
the Authority's draft Communications Strategy, Corporate Communications Policy and the Corporate 
Publication Protocols  [for TDBC] Communication Strategy and Corporate Style Guide.  This is also an 
exception to the general proviso at the beginning of the Schedule 

Consultation and Engagement 

The over-riding principle is that the JV Co shall adhere to the Authority’s consultation policies and protocols 
in relation to services being provided by the JV Co.   

It is anticipated that the type of consultation that JV Co would carry out would revolve around consultation on 
service improvement and would involve users and non-users of services being provided by JV Co.  

It is important, therefore, that JV Co refers to the Authority before undertaking any consultation.  This will 
prevent duplication of effort, missing out on the use of existing tools and techniques and capitalising on 
developed forms of involving communities including ‘hard to reach’ groups. 

The consultation and engagement strategy for the Authority will be adhered to. However, the following 
principles are highlighted as an overview: 

• 

Before undertaking any consultation work the JV Co will:  

• 

check with the Authority to ensure that any similar public surveys have not already been 
undertaken 

• 

contact the Research and Consultation Team [to be defined] of the Authority in the early 
planning stages to look at methods of joining-up consultation with the Authority 

• 

take responsibility for informing the Authority of any consultations taking place 

 

•  The Authority will monitor consultations and maintain standards by: 

• 

becoming the point of contact for guidance on constructing and holding effective consultation 

• 

using the most appropriate methodology, in accordance with the Market Research Code of 
Practice, for consultation work 

• 

Members monitoring and evaluating consultations within their portfolio and through scrutiny 
committees to ensure standards are consistent with the Authority.;  

•  Segmentation questions will be in accordance with minimum standards as set by the Authority (e.g. 

geographical placement, social and economic characteristic data) 

JV Co will use the results and data as follows   

• 

by adopting the Authority's clear processes of consultation, results will be measurable and evaluated 
objectively 

• 

quantitative and qualitative results will be used where appropriate to produce final reports 

• 

results of the consultations will be published [for SCC] on e-Consultation (Consultation Finder) 
(being a tool used by SCC for recording such consultations) [for TDBC] in accordance with its 
consultation database–; 
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results and changes in service delivery will be communicated to all Stakeholders 

• 

all reports will be fed back to members, directors and senior officers as appropriate 

• 

results will be used in service planning, setting targets and monitoring key indicators 

• 

there will be a clear audit trail, including the use of results by [in SCC's case] the Executive Board of 
the Authority [in TDBC's case] Corporate Management Team and the Executive  , to show how the 
results have been used in decision-making 

and for this purpose the obligations on use of data will be excepted from the general proviso at the beginning 
of this Schedule limiting the scope of this Schedule. 

Event Management 

JV Co will inform the Authority of all events and presentations it attends and give information as to what has 
been communicated at such events and/or presentations 

If the Authority attends events or presentations related to JV Co, the Services or which is relevant to them 
then where reasonably required by the Authority  JV Co will attend and/or make appropriate staff available for 
stands, to make presentations, attend a stand and/or otherwise participate at such events or conferences.  
Similarly, the Authority's representatives will attend events as part of delivering their communications 
strategy and JV Co may be required to participate with the Authority alongside other service representatives 
where reasonably required by the Authority.  

[SCC] [The Authority] maintains  an events strategy which provides principles which will be followed by JV 
Co in the context of the matters to which this Schedule relates and also identifies events which it is intended 
that the Authority should participate in for the time being (as modified  from time to time).  It is likely that the 
Authority would require JV Co attendance at the events identified in the events strategy for the time being. 
This will require co-ordination and mutual notification of participation in events and conferences on a regular 
basis.   

Emergency Response and Preparation 

In an emergency, JV Co will support all activities required to prepare and respond to the emergency including 
liaising with the communications leads within the Founding Authorities.  JV Co will adhere to the procedures 
which are set out in Schedule 14, Section 5. 

Customer Care Guidelines and Customer Service Standards 

The Authority has clear customer care guidelines which staff use as a reference for communicating with the 
public and with each other.  This is the minimum current standard of customer care which JV Co will adhere 
to.  

Work has started on developing customer service standards which are part of the overall performance 
framework for measuring customer satisfaction.  This work is being done in partnership between the 
Authority and TDBC / SCC (as appropriate).  JV Co will adopt service standards to reflect the customer 
service standards developed pursuant to such work. 
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