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1. Purpose 

To provide the Board with the draft Communications Strategy for Ascham Homes for review. 
2. Executive Summary

This report sets out the context of the communications strategy and asks the Board to provide feedback and suggestions for amendments to the strategy.
3. Recommendations

3.1
The Board are asked to read and comment on the Communications Strategy and approve the strategy, subject to any requested changes.
4.         Background 

4.1 Ascham Homes is steadily improving and changing, and we need to make sure that our stakeholders are kept up to date with our journey. We are earning the trust of our residents, the council and other stakeholders by improving our core service delivery. Our partners are gaining confidence in our capacity to deliver improved services and that we have the flexibility to tackle critical and strategic issues in the borough. We are taking the lead in our communities by making the most of our daily contact with residents, enabling us to support the delivery of LBWF's and our residents' priorities. 

4.2 We require a communications strategy that reflects our determination to ensure that we have a strong culture of clear, accurate and effective communication from within the organisation and from Ascham Homes to our stakeholders and the wider community. We seek to find ways to involve them in making a positive contribution to the issues that really matter to them, ensuring we make better judged and informed decisions in delivering accessible customer – focused services.
5. The Communications Strategy

5.1 The strategy sets out the approach that we will take to deliver effective communications to our stakeholders. It is based on six objectives:
· Strengthen our reputation. We will enhance our reputation as a housing management provider and as leaders in the community.

· Ensure our communication spend delivers maximum impact. We will spend our resources in a smart and measured way. We will consistently measure the value and impact of our work.

· Get the basics right. We will deliver timely and useful information for residents, customers, staff, partners and stakeholders, using modern technology as well as more traditional methods. We will ensure that different communication requirements of residents from our diverse communities are met.

· Make it easier for staff to feel part of a learning organisation with a good reputation. We will have a maintained level of communication with our staff, who will be ambassadors for Ascham Homes.

· Increase our positive presence in the media. We will continue our pro-active work and good relations with the media and through structured media planning of our messages to ensure that our key messages are delivered across multiple channels.

· Provide stakeholders with a recognisable brand and “feel” of the company. We will ensure that the Ascham Homes corporate identity is consistent, providing our customers with a recognisable brand and consistency in tone and message.
5.2 These objectives have been developed through a peer review of our Communications service and through researching best practice. They are designed to support the delivery of the priorities of the organisation.
5.3 We need to make sure that our strategy is delivering what our customers and stakeholders need. To do that, the stakeholder map must be accurate and updated regularly. To ensure we are contacting them with the information that they want and need, and the messages that we want them to take in, we will undertake a stakeholder survey. This will involve contacting a sample of all of our stakeholders, asking them about their priorities, their preferred communications media and how often they want to hear from us. We will also undertake campaign-specific pulse surveys to test whether our key messages are being received.
5.4 A high level action plan can be seen in Appendix C of the strategy. It reflects the objectives set out above and it will be delivered in accordance with the stakeholder mapping in Appendix A. 

5.5 The plan sets out activity for the next year to 18 months and more plans for consideration later. Ascham Homes is an organisation that is changing fast and so we have planned to undertake further reviews and diversification of our communications channels beyond 18 months time. This will require further scoping as the organisation and the way we reach out to our stakeholders changes. Continuing to undertake stakeholder reviews will ensure that we are on track and have the information we need to steer the communications of the organisation.
6.  Conclusion
6.1 The Communications Strategy set out in the appendix presents the organisation’s plan for communicating with our residents. As our organisation changes and the way our stakeholders want to communicate with us changes, we must be flexible to move with these requirements. In undertaking regular reviews and stakeholder surveys, we will ensure that our methods have the maximum impact.  For that reason, this strategy will always be a guide while the action plans that follow will be reactive to any changes.
7.
Resource Implications

7.1
Our aim is to deliver value for money in our communications by targeting well and making the most of opportunities to publicise and communicate. The activities set out are to be delivered within current budgets for the activities for this year and a budget for activities next year will be set out following the project planning of these activities. 
8.
Diversity Implications

8.1
The stakeholder survey will form part of the Equalities Assessment of this strategy and the communications plans that follow. 
We know that we have a diverse customer and stakeholder base and while we produce literature that is accessible, we aim to work with all of our stakeholders to deliver relevant and effective communications to them.
9.
Risk Factors

9.1
We want to maintain and increase customer satisfaction through the use of effective communications and improve our reputation with all stakeholders. There is a reputational risk of not having effective communications management which this strategy seeks to address.
