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TOWER HAMLETS

How the council Is engaging
and communicating with
residents in Covid 19

nnnnnn
Ensn



oy
Background .

 Tower Hamlets Plan — sets out our ambition of working ‘together’ with the community
and to have ‘active communities’

 Strategic Plan Outcome 8 and 9
« People feel they are part of a cohesive and vibrant community

. Peodple say we are open and transparent, putting residents at the heart of everything
we do

» Corporate Communications Strategy 19/20 — 21/22
« Expanding from broadcast to two way engagement
 Telling our story

Consultation and Engagement Handbook

Financial context and impact of Covid on consultations
Difference consultations makes to decision making
Improving consultation standards - one approach

The best of London

in one borough



What makes good communicationNs o ws:

The best of London
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Towsr Hamists communications etrategy ~ 109/20 (o 20r1/23

Executive summary

This is a corporate strategy for
the whole council. Every officer
and member should read it and
apply it to their work.

Communications 5 a centralised sarvwoe and

a koy strategic function (o advise. puide and
armpily the work of seraces and the comporate
work of the mayor and e councils cabined

Qn a basic laval. by working In partasrship
with services wa can halp ta tell cur story and
improve the reputation of the councit

I involved slan early Sage cormmuncatons
can halp servioas to achieyve Detter outoomes
fase awannness and afect behaviour change for
tanated mnces.

\We can also help 1o identify, prevent and mitigate
risks befon they become a crisis

There are three kay ngredents 10 good
communcations - tha dght audience. excellent
content and channéls to put them on. If one of
these i missng, communications wid nat be
ofective.

We also need 1o priortse our work basaed on the
best impact for the Biggest targat audienca

How we continuo 1o improve these ingredients is
outlined in this plan

Evolution of communications

Last yaar, tha thama of Ihe commurrcations
stratagy was tWaling our story. W have mads
A graat start but there is much mom to do as a
councland as a place.

WNLe thest nermans A bey activity. we ae also
nlrocucing a nedy Ihems ths year - 10 move from
DAoACCAs! COMMUNKAHoNS 10 CoNersalons and bwvo-
Wiy SNGROPMGNT with eaaents and Dusingsses.

They am likely to fasl mame engaged and

have moes trust in thi council If they have the
opportunty to talk to us, gve thair views and be
listesned to

THis & nol 8 quick process. That is why this
COMMUNCATIONS strategy LOoks over thves years.
rakher than cos 1wl still ba eteshed avary o

Thase bwo themes become the objectwves of this
sirstegy

1. To expand from broadcast
communications to conversations and
two-way engagement.

2. To tell our story as a council and
as a place - helping to improve our
reputation.

Everything we <o will lollow the Smarter
Togathar principles of tottor partnership working
ard the use of digital technology to acheve
belter outcomes for the council

W will use resedech and svidenca (o plan and
lLREE Our WOrk
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Views of our comms =

Since we rebullt the Communications Service in 2017 we base
everything on measurement.

« Council keep residents informed rating: 72%

* 92% )adults In the borough have access to the internet (ARS
2018

 Online audience: Was 22k in 2017. Now 150k+
o Staff: 71% well informed; 80% use TH Now:; 79% use intranet

* Residents feel involved in decisions: 62% (Not just comms)

The best of London

in one borough
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Channels (main ones)

Digital
* Granicus newsletters — 108,871 subscribers, 50,593 to council newsletter
Social media — 46,224 followers

Website

» 850k to 900k visits per quarter
» 56,784 registered form users

Consultation Hub — 3,442 registered users, 32,960 visits in Q2
Virtual events — Mayor’s Question Time
Next Door — 40,000 users in Tower Hamlets

Hard copy/traditional

« Our East End

« Door drops

» Advertising — CIPs, billboards, banners, In Link, lamp posts, social media.....
« Media including Bengali media

The best of London

in one borough



Audiences - Granicus

Granicus Is our segmented newsletter
and stakeholder database.

People choose to subscribe. They will
unsubscribe unless content is good and
relevant.

By segmenting our audience we do
other things with that audience such as
cocreate or consult for a better borough

Pre-Covid subscribers (Q3 19/20) — S8k s

total, 27k corp resident

The best of London

in one borough

Active council newsletters in

Granicus system

Arts and events highlights

Arts news and information

Ask the Mayor

Bengali arts

Bengali newsletter

Business and skills

Children and education

(includes stakeholders)
Community safety

Covid-19 community champions
ESOL Hub

Governance partners (stakeholder list)
Headteachers' bulletin

Health and wellbeing - coronavirus
(includes stakeholders)

Idea Store

Idea Store learners

Internal: Children and Culture directorate
Liveable Streets - Barkantine
Liveable Streets - Bethnal Green
Liveable Streets - Bow

Liveable Streets - Brick Lane
Liveable Streets - Old Ford Road West
Liveable Streets - Shadwell
Liveable Streets - Wapping

Local History

Place partners (stakeholder list)
Planning applications and updates
Residents’ e-newsletter

Severe weather updates

Sport and physical activity

Victoria Park

Wapping bus gate

Young WorkPath

Subscriptions
-end Q1

4810

189

Subscriptions
- end Q2

3902
2470

919
170

2543

18830
2158
1334

1146
849

700
1239
3175
186
972
50,593
998

1757
2177
500
746

108,871

75104

% increase
over quarter

10%
3%
90%
_3%
1%
14%
-8%

12%

New in Q2

2%

-2%

New to Granicus in Q2
3%

74%
0%
Newin Q2
7%
7%
4%
8%
19%
16%
5%
3%
-3%
9%
10%
6%
3%
4%
0%
1%
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Newsletters
sent during Q2
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Audiences — Social Media
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Audience - Website >

* 56,784 reqistered | S| e |

isits 2.6 5 Viery sasy 0 a¥e 210%
| Visits 2020 208618 282.688 2a6.054 | 877356 hee; o SN

Firmstep form users v s | o s || ——
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Most popular web pages

W Parking permits ! Your council b

W Councd tax Planning
W Resident parking permis Maruge Councl Tax

- B Jobs Butiy wasto

B Vistor parking vouches

B Portang
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Audience — Consultation Hub
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Survey on NHS Test and Trace
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New projects in Q2. listed by date published:

® Liveable Streels Bow, 1.July

® Survey on NHS Test and Trace, 21 July

e Arnold Road, 11 August

e Liveable Streets Barkantine. 17 August

e East of the Borough and Lower Lea Valley Area

Action Plan, 20 August

Ask the Mayor event registration, 20 August

South Dock Bridge - developed design stage.

24 August

® Violence, Vulnerability and Exploitation strateqy,
24 August

e Central Area Good Growth - Supplementary
Planning Document. 26 August

® Gill Street - new council homes, 26 August

® Edward Mann Close - new council homes,
27 August

® Selective Licensing Scheme consultation,
28 August

® Queen Mary University Mile End Campus -
Supplementary Planning Document. 3 September

e Ask the Mayor event feedback. 3 September

* South Poplar Masterplan - Supplementary
Planning Document. 8 September

e Walter Terrace - new council homes, 11
September

® Our East End survey, 14 September

® Smithy Street - new council homes, 23
September

® Tower Hamlets Black, Asian and Minority Ethnic
Inequalities Commission. 25 September

e Changes to the B1 and B2 parking zones, 30
September
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Participation to date:

® 3442 new sile registrations

® 32960 overall visits to the site, including:
- 3509 from engaged participants
- 12,013 from informed participants
- 22 486 from aware visitors

Top five most engaged with projects during Q2"

1 Liveable Streets Bow - 2,614 engaged
participants (37.7%)

2 |dea Store Leaming - online courses - 202
engaged participants (29.6%)

3 Liveable Streets Bethnal Green - 168 engaged
participants (10.3%)

4 Selective Licensing Scheme consultation - 165
engaged participants (14.6%)

5 Virtual Ask the Mayor - 160 engaged
participants (27.4%)




AUdlenCeS - Internal TOWER HAMLETS

Internal communications highlights:

 Around 50% of our

Staff that feel well Bo% 71%
staff live In the -
Staff using the intranet Bo% 8a%

borough ot

Staff using th now as main 75% 8o0%
channel to stay informed

Internal all staff newsletter
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Covid Communications - Digital o

* Newsletters: Dalily for many weeks, Bengali newsletter introduced,
Members and MP Bulletins

* Films: Different languages with Covid advice, also
#TowerHamletsTogether film with partners had 71,235 views

- Whatsapp and social media messages: For members and
residents to share — translated into Bengali and Somali

* Webpages

« Dedicated Covid section set up on our website for businesses, residents and
partners

« Hundreds of webpages changed to reflect service changes including setting
up new pages and forms for residents and businesses to apply for support

The best of London
in one borough
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Covid Communications - Traditional e

« Advertising: Negotiated free advertising on digital screens, as well as
using our own channels

» Leaflet drops — Two for all residents, targeted ones for residents and
businesses in different languages, leaflets in food deliveries

 Phone line: To support vulnerable residents
 OEE — June Covid special; ongoing focus in Sep and due in Dec

« Banners and posters — In different languages targeted to certain areas.
For example, Victoria Park and high streets

« Communications Pandemic Group — Housing providers, QMU, Barts,
CCG, GP Group, CWG, Interfaith Forum, ELBA, colleges, Spotlight,
THVCS - share messages to their auudiences.

The best of London
in one borough
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Progress in implementing
new consultation hub and
guidance
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Consultation Hub >

Progress

e Introduced in March 2020

« 39 Consultations or surveys

» 3,442 reqistrations

« 32,960 overall site visits

« 28 Superusers trained

* Interfaced with Granicus in October

Next:
e Continue to build audience and train officers on standards and hub use
 Create a Let's Talk Consultation Panel

The best of London
in one borough
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Policy and Engagement —

 Roll out of Engagement and Consultation Handbook - 3 staff
training and 2 Members’ briefing sessions

« Stakeholder mapping embedded in Guidance e.g. Community
engagement forums

* Working with partners
 Test and Trace/Covid-19 engagement programme

The best of London
in one borough
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Areas of Improvement
and digitally excluded




Areas of Improvement / Digitally 2
Excluded

* Reality: Our budgets are reducing

* Improvements: Continue to build our audiences. Focus on good
conttent and measurement, connect existing platforms to new CRM
system

* Improvements: Look for new ways to engage a new audience such
as Next Door

* Digitally excluded

* Networks — families, places of worship, schools, day centres, Idea Stores,
communities, members

« Partners — share content with partners who have better networks

« Services — Targeted leaflets, door drops and face to face engagement by
services including translated material

« Other ideas — improve digital literacy

The best of London

in one borough



