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Proposal to strengthen the council’s visual corporate identity

I.  Purpose of the report

I.I  To seek approval for the production of a corporate identity protocol which will include the
development of a range of corporate templates for district council publications, other printed
material and Internet based communications.

2. Introduction and background

2.1  The Best Value Review of Customer Care and Communication (BVR CCC) identified a number
of concerns in respect of the council’s corporate identity. Specific issues included an
inconsistent approach to the design of leaflets and other printed material (including unclear
signage) resulting in a confused corporate identity. Effectively the BVR concluded that the
council was not receiving recognition for the work that it did or for the services that it delivers.
This view was supported by the results of the MORI budget consultation exercise carried out in
November 2003. This exercise showed that local residents were generally very unaware of
what services the council provided and were pleasantly surprised when they did find out.

2.2 The strengthening of the corporate communications team over the past 12 months has led to
significant progress being made in respect of developing a corporate approach to
communications. Similarly the introduction of a publications protocol and the establishment of
a corporate identity ‘Gatekeeper’ is helping to ensure greater corporate consistency. The
demands of e-government, the establishment of a dedicated customer services team and the
planned office centralisation project will, however, increase the requirement for the
establishment of a strong corporate identity. These major public-facing projects will make it
essential that the council adopts a more structured and consistent approach to the production
of publications, other printed material and electronic communications.

2.3 At its meeting on 374 March 2004 Cabinet requested that the Head of Marketing, Economic
Development & Tourism report back to the Cabinet on the need for a review of the council’s
corporate identity.

3. Corporate identity and the importance of branding

3.1 A strong and consistent approach to corporate identity is considered essential to an
organisation because it can help the organisation stand for something, i.e. its customers can
‘know’ that the organisation provides quality services. A strong and consistent corporate
identity can help raise awareness of what an organisation does, it can increase an organisation’s
profile and it can improve customer perception of an organisation. Wally Olins, one of the
world’s acknowledged experts on corporate identity has said: -



32

4.2

43

44

“The fundamental idea behind an identity programme is in everything an organisation does, everything it
owns, and everything it produces, it should project a clear idea of what it is and what its aims are.”

MORI research, for the People’s Panel, has shown a big gap between how the residents of many
local authorities perceive their council (the corporate image) and how the council’s themselves
want to be perceived (corporate identity). The common problems include too many priorities,
complex messages and an inconsistent use of the corporate identity. Research by the
Improvement and Development Agency (IDeA) shows a clear link between a strong and
consistent corporate identity, which eliminates these problems, and high levels of awareness and
satisfaction.

Salisbury District Council — corporate identity

The council’s core values are well documented internally within the council. They support the
council’s vision and ambition and form the basis of how the council sees itself. These core
values demonstrate what the council stands for and what its aims are and as such they are a
representation of how the council wants to be perceived.

0 Providing excellent service O Being fair and equitable

O Supporting the disadvantaged 0 Communicating with the public

0 Promoting a thriving economy O Being a progressive employer

0 Being environmentally conscientious 0 Wanting to be an open learning
council and a willing partner

If the council is to receive the recognition that it deserves for the high quality services that it
provides and if residents and others are to associate the council with its core values it must
adopt a strong and consistent corporate identity and apply it across everything it does. This is
particularly true for publications and printed material (this includes such diverse items as
building signs, vehicle livery, parking tickets and uniforms) and the Internet.

In late 2003 MORI carried out a BVPI General Survey in the Salisbury District Council area. In
line with their national experience this survey showed a correlation between the extent that
residents feel informed by the council and their overall satisfaction with the council. For
example, nearly 80% of informed residents are satisfied with Salisbury District Council’s
performance whereas for uninformed residents the satisfaction level falls to less than 40%.
Residents feel informed about the council and about what the council does in a number of ways.
One of the most important means by which residents can feel informed is through being aware
of what the council does and a key factor in creating this awareness is a strong corporate
identity, visible in everything the council does.

A recent comprehensive review of the council’s corporate identity carried out by the corporate
communications team shows that there is a total lack of consistency in the design of the
council’s publications and in the use of the council’s logo across all forms of print and electronic
communication. This results in confusion rather than cohesion and contributes to an image of
the council that is ill-defined and disjointed rather than one which is robust and obviously linked
to its core values. Residents are, therefore, unaware of much of what the council does, this
leads to a feeling of being uninformed and thus they are less satisfied with the council overall.
Examples of the current approach to corporate identity are provided in appendices |
(publications), 2 (signs), 3 (vehicles), 4 (buildings) and 5 (miscellaneous).
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Summary and proposal

A strong visual corporate identity is important to an organisation because it helps customers
recognise the work, value and worth of an organisation. It also eliminates multiple messages
and can save an organisation money and wasted effort. Despite significant improvements in
recent years the district council lacks a strong corporate identity and the branding of its
services remains inconsistent. Inevitably this leads to a lack of understanding amongst residents
of what the council stands for and what services it provides.

It is proposed that a corporate identity protocol which will include a range of corporate design
templates for all types of council publications, other printed material and the Internet is
developed. A brief for the development of the design templates will be produced by the Policy
Director and the Head of Marketing, Economic Development & Tourism. The corporate design
templates will be developed through the normal procurement process and the project will be
managed by a corporate identity working group comprising Policy Director, the Head of
Marketing, Economic Development & Tourism, the Corporate Marketing and Communications
Manager, the Gatekeeper and three members from the officer Communications and
Consultation Group. Funding of up to £20,000 to be allocated to this project from the office
centralisation budget. A provisional timetable for this work is shown below.

Stage | Action Approval by Date
I Project approval Cabinet 21 July 2004
2 Initial procurement stage — By 28 July 2004
expressions of interest
3 Shortlisting Corporate Identity working 29 July 2004
group
4 Consider shortlisted designs Corporate identity working Wi/c 6 Sept 2004
and select preferred design group
proposals
5 Approve proposals for new Cabinet 20 Oct 2004
corporate design templates
6 Work up proposals into 2] Oct - 19 Dec
detailed design templates 2004
7 New corporate design 20 Dec 2004
templates completed.
8 Implementation and use of new | Gatekeeper, Internal print From | Jan 2005
corporate design templates team, Communication and
Consultation Group and all
relevant service units
N.B. The replacement of all existing material will be completed to
coincide with the opening of the council’s new offices.

It is proposed that the new corporate identity protocol and the application of the corporate
design templates is phased in gradually. It is essential, however, that it is completed to coincide
with the opening of the council’s new offices. Funding for all major work such as signs, vehicles,
uniforms etc will be provided from the office centralisation project. Between Ist January 2005
and the opening of the new offices any new or replacement items will continue to be funded
from existing service unit or other budgets.

The use of design templates for all printed material will mean that the council’s internal Pre
Press Graphic Designer will be able to design far more publications than is currently the case.
There will, therefore, be a saving because less design work will be given to external design
companies. At this stage it is difficult to quantify but it is thought that the savings in the first
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two years will be greater than the cost of producing the corporate identity protocol and design
templates.

6. Recommendations

6.1  That a range of corporate design templates for all types of council publications, other printed
material and the Internet is developed as outlined in paragraph 5.2

6.2 To receive a report back at a future meeting of the Cabinet with proposals for new corporate
design protocol and templates.

Background papers: Best Value Review Customer Care and Communication.
MORI consultation on the 2004/05 budget.
MORI BVPI General Survey 2003

Implications:

Financial: All associated revenue costs resulting from this report can be met from
within existing budgets. The capital costs associated with setting up
systems, templates and design framework up to £20,000 will be met
from office centralisation budget.

Legal: None

Human Rights: None

Personnel: None

Community safety: None

Environmental: None

Council’s Core Values: Providing excellent service; Communicating with the public.

Wards affected: All

Consultation undertaken: Office centralisation design group. Communications and Consultation

group. Head of Democratic Services. Customer Care Manager.



Appendix 1 — Publications & Printed Material
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Salisbury District Council
Travel Plan

There are alternative fuels to petrol and
diesel which can power some of the
vehicles we drive today.

They can be kinder to the environment
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THERE’S SOMETHING HAPPENING

IN PINEWOOD WAY!

There certainly is! For these of you that have  lelsure, enjoy seme compary or just have a cup of tea
naticed an i y in and . bat to the stafl Wa'll be p

row of shaps in Pinewood Way and wondered  you. And dan't forget - if you do have 3 problem,
what was happening, we'll tell you - the  whatever it s, we're here to help you Mentioned
Neighbourhood Centre = s

and Carmen. We're open #am to Spm every

- digaal ;
and crafts, englsh and maths .. . . there's 50 many.
O top of that we've got loss ef frendly peophe, all
experts in thair own field, who are here to help you

weekday and you're welcome to call in at any
time. Or, if you can't call in, telephane us on
349271 or 340182 - we'll be pleased to hear

weith just about any problem you can think of. There's  from yeu and answer any questions that you

Iy o thing missing - YOU! Don't coms  may have. We look forward to mosting you.
and join your neighbours at the Cantre in friendly,
relaed surrcundings where you can leam 3t your  EDWARD AND CARMEN

mmwm.wwwmmnmiﬂw
Opening Hours: woekdays 3.00am to 5 00pm

STAFF-
Edvward Callaghan, Neighbourhaood Centre Mamager  Telephone: 01722 349271
Carmen Pitman, Centre Administratar  Talephane: 01722 140182
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phane 01722 336272

HOMELESS
PERSONS

nformation Pamphlet

SALISHUIRY

I the nest 28 days.
Cher pamphien exist for Mouing Waiting Livt apphcants and Cowncil Tenanty who wish
10 tramider,

Wyou
Th o o r o o ke,
s 10 roky

CONTENTS

® Guidance Notes for Applicants.

® How your Application will be assesved

® Areas of choie

® District Map and City Plan

® Housing Stock List

® Change in Circurmatances Matification Forms

CONTACTING
SALISBURY DISTRICT COUNCIL SALISBURY
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Wie are looking for ways ta ke access to services faster, eatser and chaaper for customers.
W would like your views on the changes we are proposing to make and would very much
appreciste it if you could resd about the proposed changes and answer 3 few quettions.
Thin should not take more than a few minutes.

Contact with the Councl

Q.1 Have you contacted Salabury District Councll during the last 1-2 yesn? (Please o+ Bon)

¥ d  GomQin #e ld  Goto Counci's Mew Contact Propossh

Q.tb Which council services dd you contact®
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Does the Winter
Give You the Blues?
WARM HOMES WEEK &
WEAR A HAT TO WORK WEEK
1st to 5th December

I FIND OUT WAYS YOU CAN SAVE MONEY
AND KEEP HEALTHY THIS WINTER

Salistry District Council, Age Concern and Warm Hearted Homes are
please 1o announce a seres of initiatives during Warm Homes Week

un

INDEPENDENT PERSON FOR
STANDARDS COMMITTEE

The District Council has a Standards Comm
established pursuant to the Local Goven
Its teems of reference Involve providing high standands of
conduct in all s of council activity and considering
issues relating 10 the Council's Code of Conduct and
Complaints procedure.  The membership incledes two
Independent Persons

One Independent Person vacancy will arise from 22nd May
2004 and the Council wishes to appoint someone 1o fill
that vacancy from that date.

We would like to hear from residents or persons working
within the District who consider themsebves politically
independent, have an interest in civic matters and possess
a s public service ethos, believe in natural justice, can
make impartial mosal judgements based on information
presented to them and who are committed to ensuring and
maintaining high standards of conduct in public lie.

Thez frequency of meetings is unlikely 1o be mose offen than
half a day once per month, depending on the business to

that

o highlight the problems of cold refated iliness and excess winter
deaths,

Events include o week long display at the Salisbury Library, Mayor's
Madhatter tea party, coffee momings, energy advice surgenes and a
prize draw

You can find out more about the events by contacting
Age Concern on 01722 335425,

Or for free and Impartial energy advice telephone 0800 512012,
Py Y
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Repairs Administrator
£14,532 - £15372 pa
Fixed term until 15t April 2005

Working a3 part ¢

O

d

our commitied housing management s,
your progressive approach will be ke,
public bulldngs and 5

wr eficient

gy serve

anted properties.

Haousing Manager. you'll be the first point

customers reparting repairs by telephone.
chuties will include administrative work, maintaining records

{ databases, processng and job tickets ax well a3

inspire

monitoning the target dates for comgpiletion

As & haghly mothated person, youll have geod comerunscation
kil and be computer iterate. Knowledge i bullding maintenance
and facilities management would be an advartage. although full
training wil be provided

For an application pack, please contact Personnel &

(]
ol

Trai does on 01722 324115 (24-h

or email: pptrecruitment@salisbury. gov.uk

Closing date: 12nd January 2004,

Interview date: Ird February 2004.

Culturally aware - positively fa Igcul-'hlusgouufu‘ll

HOUSEHOLD WASTE & SALVAGE
BANK HOLIDAY COLLECTION ARRANGEMENTS
Christmas & New Year 2003/04

Wanste & Salvage that woold normally

have been collected on:

Monday 22nd December

Toesday 23rd December

Wednesday 24th December

5th December (Christmas Day)
h December (Boxing Day)

Wil be collected on:
Collections as normal
Collections as normal
Collections as nomal
Friday 2nd January 2004
Saturday 3rd January 2004

Monday 29th December
Tuesday 30th December
‘Woednesday 315t December
Thursday 15t January 2004 (New Years Day) Friday 2nd January 2004
Friday 2nd January 2004 Saturday 3rd January 2004
Collections as normal from Monday 5th January 2004
Two refuse sacks will be distributed to all householders who will be affected by
the changes to Thursday and Friday collections.

You can take your normal household or bulky household waste 1o the
Household Waste Recycling Centres at Stephenson Road,
Churchfields Industrial Estate, Salisbury and Bath Road, Warminster, These sites
will be closed at 12 noon on Christmas Eve and re-open at 9am on Boxing Day.
Normal daily opening 9am to 6pm including New Years Day.

Please remember to recycle as much as you can at the above centres
or your local recycling site.

Should there be any changes to the above arrangements these will be
published on the District Councils Website www.salisbury. gov.uk

Collections as normal
Collections as normal
Collections as normal

District Council

Or
The Waste Collection Bank Holiday Hotline 0800 7318690

For further enquiries please ring the Environmental Services Help Desk during
normal office hours on 01722434319 / 434320
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preparation for meetings. A
travelling expenses.
information pack

W you would like 1o be sent mo
discuss the position please
Services Manager and Moni

ring Officer

Head of Democratic Services, Tel. 017
sagland@salisbury g
i

Hill, Salssbury, SP1 3UZ

details by Friday Sth March 2004

b transacted. In addition there will be somme training and
modest  membership
allowance is payable together with subsistence and
Further details are included in the

information o wish to
act Susan Tovey

434227, e-mail stovey@salishury. poveuk or Stewart Agland,
434253, e-mail
k o you can write to either a1
shury District Council, The Council House, Boumne

W you wish 1o be considered we will need your written

Legal
Tel, 01722

Affordable I
fitness for all .

ot Five Rivers Laiure Centre & Swimming Pool
Join NOW and receive half price

-

Hulse Rood, Salisbury, Wilishire 5P1 3NR

Mamaged by Levune Lomte rum 15l = ghi )
i bctiall 4 by s L eampi e

Do you
have a
property
IR tolet?
For Peace of Mind
Lock no further than
Salisbury Disirict Council,
W con offer o
* A Guoranioed rentol
income
» Mo Fees
# A Professional Service
» Free minor repain
120 Landiords con't be
For mdmkm«:mg
] 01722 434453

at Salisbury County Count for a Bailiff's
Any person who knows of a reason why
Trevor John Crook is not a fit and proper
person to be granted a cerificate should
write to The Court Manager at Salisbury
County Count, Alexandra House, SL John
Street, Salisbury, SP1 2NP before the 29th
March 2004*.

[FNOTICE s hereby given that Trevor John Crook of
Salisbury District Council, Pennyfarthing House,
Pennyfarthing Street, Salisbury has applied 1o the Judge

Cenificate

-

SALISBURY
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£0L0 HARBOUR LANE ALLOTMENT SITE
N

SALISBURY DISTRICT COUNCIE
This facility is cleaned
ONCE
per day - am

Please contact us with any comments
01722 434300/ 434634

Appendix 2 — Signs

Cold Harbour Lane allotments

London Road allotments

Toliets sign off Cold Habour Lane



¥ The Bewerton HenthR
Ne]gﬁouv’wod Partvership
consists of:
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SALISBURY
COLLEGE

citizens
advice
bureau

R LU

SALISBURY

District Council

SALISBURY DISTRICT COUNCIL

(L FREE CAR PARK

+| PLEASE NOTE THAT IT IS A CONTRAVENTION OF THE ORDERS GOVERNING THIS
CAR PARK TO DO ANY OF THE FOLLOWING,

» Park beyond the markings of a bay
« Park cousing on obstruction

+» Park in a disabled persons’ parking space without clearly displaying
a valid disabled perons’ badge

« Park o vehicle excluded from this car park

@ 1HE PENALTY CHARGE FOR CONTRAVENTIONS IS £60 @

Bemerton Heath Neighbourhood
Centre — inside sign

Mere Castle Street car park



London Road Cemetery

Gigant Street parking meter

PAY & DISPLAY
TARIFF
1T IS A CONTRAVENTION TO Monday —Saturday
* Fail to clearly display g Ewmgug all Bank Holidays
valid ticket ; . m - 6pm

o ey 16 minutes 20p
e ot |30 minutes 50p

'. - Rmv:nninzhomd 45 minutes £1.00

PENALTY 1 hour £1.50
CHARGE No other tariffs available

No change given




ALISBURY DISTRICT COUNCIL

PARKING FOR
ALLOTMENT
HOLDERS

ONLY

‘ RETAIN YOUR TICKET
', AT ALL TIMES

® To travel on the bus
= To pay (£1.50)
® To exit

SALISBURY

Market Square toilets

Cold Harbour Lane

Park & Ride — Beehive site



Park & Ride bus stop
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Appendix 3 — Reception signs
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{, SALISBURY

“~ District Council

CHURCHFIELDS DEPOT
Environmental Services

Contact No: 01722 434319/ 434320

SALISBURY DISTRICT COUNCIL CONTACT NO: 01722 336272
WEBSITE: www.salisbury.gov.ulk

_._.f.{l_-l__ Salisbury District Council sﬁ_g’
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- 9_5 -

FRIDAY
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Churchfields Depot

Bourne Hill

3 Rollestone Street
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Appendix 4 — Vehicles

Housing repairs van
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"Powered by LPG*




Environmental Services

Working for yo vehicle

‘ 4, SALISBURY |
| District Council

Environmental Services
TEL: 01722 413233

Environmental Services
vehicle
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Pool car (Mazda)
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Appendix 5 — Websites
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