Executive summary – Marketing plan for improved customer access to joint local services 

NB Where the word ‘we’ is used, this refers to the Norfolk Connect Partnership in general. 

Marketing plan 

This plan focuses on the ways in which the Norfolk Connect partnership will market its joint services to Norfolk people. In particular, the plan shows how we will market the jointly run Council Information Centres and the Norfolk Portal. 

What are we aiming to achieve?

We need people in Norfolk to understand how we are improving the way they can access our services and make these benefits clear to them. The marketing plan is a strategic guide to how we will carefully target and promote our services to the key target audiences, who will be responsible, what it will cost and how we will know if we have succeeded.

How we will achieve this

Each partner will take responsibility for marketing their own websites and other methods of contact. 

We will promote the Council Information Centres to a range of target audiences. By working jointly with other partners within the Norfolk Connect partnership, we will target the following groups using the following methods: 

Audience Older people, people with disabilities, self employed or home workers, carers, general public in the area, partner agencies, Members, media 

Methods Local leaflets and poster campaign, launch event for each new CIC, promotional materials in libraries, exhibition and promotion trailer promoting services in CIC areas, fact packs for local Members and media, feature articles in local publications and press releases.

Joint marketing literature will be produced and printed by Norfolk County Council, once partners have approved it. This means there will be the option to re-print whenever necessary using joint partnership funding. Likewise, Norfolk County Council is prepared to store and maintain the exhibition and promotion trailer for use as a partnership resource. 

For the Norfolk Portal, we will decide the best way of marketing the service with the Norfolk Connect Partnership. 

Key messages

In the case of marketing joint services, we will use partner logos and contact details (see ‘Partnership principles’ below) and also an agreed message for all promotional literature. 

Depending on what is being marketed, some examples of this message are: 

Example 1

' Aylsham Council Information Centre, run in partnership by Norfolk County Council and Broadland District Council, to improve access to information about local services'  

Example 2

'The Norfolk Portal, a joint project run by the Norfolk Connect Partnership to bring together information about local services electronically’ 

Partnership Principles
Where we will be working together to market Council Information Centres and the Norfolk Portal, the following important principles will be put into place:

· Previously agreed joint branding for the CICs will be used on marketing material such as signage, leaflets, displays posters and bookmarks. This includes the ‘Council Information Centre, Norfolk at your service’ slogan in the County Strategic Partnership colour and font style, as well as the inclusion of partner logos where appropriate

· Where contact details are listed on joint marketing material, all partners’ website addresses and phone numbers will be included

· Text being used for marketing the CICs or Portal will be agreed with partner representatives in proof stage. These representatives should be from each partner’s communications department, or equivalent, and the partner e-Champions will also be copied in all correspondence.

· Appropriate partners will be involved in the planning stage of any events - roadshow or launch evenings

· A consistent phrase will be used any press communications concerning the partnership element of the CIC and portal development (see above)

· Press enquiries concerning the CICs or Portal will be handled by the communications department at whichever partner receives the initial media approach, but contact with the media and its response will be copied to all partners.

Timing

Timing is key. The Council Information Centres need strong promotion to their key audiences from their relaunch date onwards to achieve the best possible awareness and understanding of what they already offer, and to lay the ground work for the new centres due to open in December/January and early next year. This work will be done following the partnership working principles set out above. 

Marketing and take-up project

Norwich City Council and Norfolk County Council are involved in the Take Up and Marketing National project, due to start in December. This pilot project seeks to market e-Services to people and make sure that they are using them. It will do this by segmenting audiences and marketing particular e-Services to them, and then measuring the degree to which this has increased the service’s use. 

The Norfolk Connect Partnership will be involved in this pilot project from early next year, and will be able to use the subsequent learning to help inform the way the CICs and Portal are marketed to Norfolk people. 
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