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FAILURE TO 
COMMUNICATE 

IS STILL 
COMMUNICATION



How Council Can Manage Expectations

AND Successfully Communicate their 
Strategic Decisions to the Public 



INTENTION

ÅBuilds awareness 
ÅCreates capacity
ÅImproves trust



WHY COMMUNICATE? 

Cost of      
service

Willingness 
to pay



WHAT TO EXPECT WHEN YOU ARE 
COMMUNICATING

TOP 10 TIPS 



10. EXPECT TO GO TO THE PEOPLE
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COME TO 

YOU!



9. EXPECT TO USE EVERY CHANNEL
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BUT 
EVERYTHING WORKS 

WHEN YOU 

WORK IT



8. EXPECT IT TO TAKE RESOURCES

WHO 

NEEDS 

TO 

KNOW?



7. EXPECT TO LISTEN

ÀINFORM

ÀINVOLVE

ÀEMPOWER

International Association for Public Participation (IAPP)



6. EXPECT TO BE CONSISTENT

CONSISTENCY 
NOT 

INTENSITY



5. EXPECT TO BE CLEAR

WHEN YOU 
CONFUSE PEOPLE,

YOU LOSE PEOPLE



5. EXPECT TO BE CLEAR

NO JARGON

SHORT

SIMPLE

EASY



ÀWe want to maintain reliable, 
quality services

ÀWe want to protect the health and 
safety of our residents

ÀWe want to extend the life of our 
existing infrastructure 

ÀAND if we start now, we will save 
more in the future

BRAG ON



4. EXPECT TO BE CURIOUS

CONTENT 

VS 

CONTEXT



3. EXPECT PEOPLE TO BE DISAPPOINTED
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2. EXPECT TO BE THE LEADER

GOOD 
LEADERSHIP 
STARTS WITH 

GOOD 
COMMUNICATION


