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Section 1: Introduction & Background

“Good communication through a range of media is ... very important in reaching out to a wide audience, making Dartmoor accessible to
all.” “Good quality interpretation and information, and clear communication are essential to raising public awareness and appreciation of
Dartmoor and its special qualities.” (Dartmoor National Park Management Plan 2007 — 2012)

Purpose of the Strategy

The purpose of the Communications Strategy Action Plan is to help to achieve the vision and priorities set out in the National
Park Management Plan 2007 — 2012, and the Dartmoor National Park Authority Corporate Plan.This document sets out the actions we
will take to achieve this over the next three years.

Much good practice already exists in Dartmoor National Park Authority in the delivery of good communication both internally and
externally. We should recognise what is already working well, share this across the Authority and build on it for the future. This Action
Plan aims also to do all three of these things.

The Communications Strategy is driven by the National Park Authority Performance Assessment, the findings of Naked Eye’s review of
communications in autumn 2006 and the priorities set out in both the Management Plan and the Corporate Plan.

Scope

The Action Plan covers all areas of communication both internal and external and formal and informal. It is applicable to all types of
communication - written and verbal, hardcopy and electronic.

A Communications Matrix will be included as an appendix to help us to identify who are we communicating with, why we are
communicating with them and the media for that communication. It will also help us to see where there are gaps in this.

Communication Strategy Aims

Our aims for the Communications Strategy Action Plan are to:
promote understanding and enjoyment of Dartmoor’s special qualities
develop a better understanding of the Authority and its work
ensure staff are able to contribute and feel valued
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The Action Plan helps to achieve this by:
- proactively and positively promoting the work of the Authority in line with National Park Management Plan objectives
using opportunities to minimise misunderstanding and misinformation
creating communications systems for both internal and external communications that are easy for everyone to access and
understand

The Dartmoor National Park Management Plan sets out ambitions and goals that are relevant to the Communications Strategy.

“Interpretation, Information and Communication (IC) Ambition: High quality and accessible communicatio ns will increase
understanding of Dartmoor National Park and enable the enjoyment and safeguarding of its special quali ties”

Goals (for 2012) include:
interpretation, information and communication provision will be of high quality
barriers preventing access to interpretation, information and communication by under-represented groups will be identified and
removed
National Park Information Centres, Tourist Information Centres in and around Dartmoor and Community and Local Information
Points will offer consistent, high quality, readily accessible information on Dartmoor meeting minimum service standards
remote access to information will be provided, attracting growing access to the websites of key organisations: Dartmoor National
Park Authority; Dartmoor Tourist Association; Discover Devon
key issues and success stories on Dartmoor will be covered in national and regional media, raising the profile of the National Park

These are developed further in actions set out later in this document.

In line with Corporate Priorities we also aim to embed sustainability principles into communications activities including procurement.

Process for Development

Following the National Park Authorities Performance Assessment report Naked Eye were appointed in autumn 2006 to undertake a
review of communications within Dartmoor National Park Authority. The key findings of this review along with the priorities identified in
the Management and Corporate Plans were used to develop a series of areas for further exploration.

Two Project Groups were set up in October 2007 along with a Core Communications Group to oversee the development of the Strategy
Action Plan and its subsequent implementation.
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The two Project Groups — one to lead on internal communications issues and one to lead on external issues met four times during
November, December and January to consider in detail a number of workstreams that had come out of either the Naked Eye review or
had arisen subsequently. These included: vision and key messages for communications; formal communications policies and
procedures; image within the community; working with other government and non-government organisations; understanding our
customers; hard to reach and socially excluded groups; knowledge management; consultation processes; electronic communications;
employee briefings and feedback; communications with members.

These heading have translated in the final sections of the Action Plan set out later in the document.

The Action Plan must be flexible to respond to changing priorities and new initiatives, and to use opportunities to respond to new media
as they emerge and to increase accessibility to groups which have been traditionally hard to reach.

Governance Arrangements

Every National Park Member or member of staff who is in contact with the public, either directly or indirectly, is communicating a
message about the Authority. This makes communications everyone’s job. Good communications with staff and Members is therefore
crucial for the Authority to work effectively and for the successful delivery of this Strategy Action Plan.

Service Plans and individual objectives will have communications embedded within them as recognition grows that communications is
everyone’s responsibility. This will be the way to monitor the implementation of the actions within the Strategy.

A small Core Communications Group will oversee the implementation and will be responsible for:
the annual review and update of action plan
monitoring the performance measures and delivery of the actions
guality control and approval of policies

It is suggested that a 6 monthly or annual review by the two project groups which helped to develop the strategy would help to maintain
engagement in the ongoing process.

Where possible links/references to other strategies, development plans and reviews have been made within the Action Plan. The Action
Plan will need to take account of developing strategies and plans as they develop to ensure communications issues are adequately
covered.
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These include:

Information & Communication Technology Strategy
Information Network Review

Partnership Review

Education Development Plan

Local Development Framework

Authority grants

Disability and Gender Equality Scheme Action Plans
Income Generation Review

Human Resources Strategy

Recreational Strategy

Community Strategies
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Section 2: Action Plan 2008 - 20011

Communicating the vision and key messages of Dartmoor National Park Authority ~ within the Authority and to
external audiences

Objectives
To identify the vision and key messages of Dartmoor National Park Authority
To clearly articulate that vision to all Dartmoor National Park Authority staff for use in all external communications materials
To ensure key messages are delivered consistently throughout all external communications

Outcomes
There is a better understanding of the breadth of responsibilities and priorities of the Authority among staff, the public and external
stakeholders
Staff understand the links between the key strategic plans of the Authority and how they contribute to the overarching aims and
objectives of the organisation

Actions Lead Officer Resource
Implications
Year 1 — April 2008 — March 2009
1. ldentify key messages — who we are and what we do - purposes and priorities 1. Senior Management
2. Consider and agree a format for presenting key messages and explanation of Team
relationship between strategic plans (the golden thread) for use by all staff and 2. Kevin Bishop/ Lorna
Members, including pictorial presentation eg Parknet, hard copy leaflet Brown

3. Consider producing photos of Members and Senior officers together with overarching | 3. Lorna Brown
structure of Dartmoor National Park Authority for display in reception, information
centres and on website

4. Use annual all staff meeting to reinforce key messages and ‘golden thread’ 4. Kevin Bishop
5. Review appraisal system guidance and training for managers to ensure appraisals 5. Neil White
are used effectively to reinforce key messages and ‘golden thread’ with individual
staff
6. Use Corporate Plan to identify headline messages on an annual basis. 6. Senior Management

Team
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Performance Measures

Annual appraisal and staff survey processes report improvement in understanding of all staff of key priorities of Dartmoor National
Park Authority
The public understand the structure and who's who within Dartmoor National Park Authority
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Internal Communication

Communication with Members

Objectives
To improve communications between staff and Members of the Authority, creating a greater understanding and awareness of
respective skill sets and areas of interest

To create a framework to help Members of the Authority to identify opportunities to communicate the purposes of the Authority within
the community to support delivery of the Communications Strategy

Outcomes
Effective working relationships exist between staff and Members
Members provide feedback on their activities with external stakeholders
Members are better informed enabling them to promote the Authority’s purposes and priorities more effectively

Actions Lead Officer Resource
Implications
Year 1 — April 2008 — March 2009
1. Take action to enable all Members to receive communications via email wherever 1. Rebecca Webber | 1. Computer hardware
possible including weekly list, news releases, and agendas/minutes for committees and training
that they do not sit on.
2. Add all Members to subscription lists for alerts for news releases, community news 2. Rebecca Webber
and partnership news releases via email.
3. Review annual induction/refresher programme for Members to include their 3. Rebecca Webber/
responsibilities around communications. Mike Nendick?
4. Provide IT training to a minimum level for all Members as appropriate. 4. Rebecca
5. The appraisal process for Members is updated to identify individual training needs Webber/Ali Bright
6. Putin place a system for feedback from the Chairman’s Group including details of its | 5. Rebecca Webber
role. 6. Lorna Brown
7. Update Members biographies to include information about which external groups 7. Rebecca Webber
Members belong to.
8. Introduce a Member’s section of Moor News to enable feedback on Member’'s 8. Mike Nendick
activities (part of Moor News redesign)
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9. Consider opportunities for joint training and joint working between Members and staff.
(Identifying skills/interests/time available of Members to participate in working groups)
10.Consider opportunities to raise the profile and visibility of Members within the
Authority through, for example:
including Member profiles in Moor News and Community News
wearing hame badges - Members
web cam in meeting room to allow staff easy access to Authority meetings
11.Provide guidance and/or training to Members on media and/or other public contacts,
including obtaining briefings from officers

9. Lorna Brown

10. Lorna Brown

11. Lorna Brown

Year 2 — April 2009 — March 2010

12.Review annual induction/refresher programme for Members to include their
responsibilities around communications.

13.The appraisal process for Members is updated to identify individual training needs

14.Introduce a Members section of Moor News to enable feedback on Members
activities (part of Moor News redesign)

12. Rebecca Webber

13. Rebecca Webber
14. Mike Nendick

Performance Measures

All Members receive information electronically wherever possible by April 2011
All Members receive an annual appraisal and have a Personal Development Plan
All Members biographies are complete and up to date

Members provide consistent and informed information externally
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Electronic communications

Objectives
To improve communications with key internal and external audiences via the wider understanding and improved use of electronic
communications tools

Outcomes
Information about the work of the Authority is easily accessible in electronic form
All communication in electronic format is up to date, accurate and delivered in a consistent and accessible format
There is consistency between the information included on the Intranet and Internet

Actions Lead Officer Resource Implications

Year 1 — April 2008 to March 2009

1. Introduce use of Direct Dial numbers by all staff and activate identification system to 1. Ali Bright
show who from the National Park Authority is calling
2. Develop standard greeting guidance for use when answering calls — internal and 2. Tess Walker
external
3. Introduce policy on voicemail and out of office assistance to include consistency of 3. Tess Walker
messages and response time
4. Introduce policy for Ranger mobile phone voicemail consistent with above 4. Alison Kohler
5. Establish a Web/Parknet Development Group with responsibility for the following 5. Ali Bright/John | 5. People/capacity
programme of work: Weir

review protocols for management of intranet and internet including content
management, identification and approval of content authors, editorial control and
frequency of updating.

develop a mechanism for at least annual check on content across internet and
intranet to ensure consistency of links, accessibility compliance, and usefulness of
content.

undertake a review of areas of Parknet that authors can update starting with new
pages/content and then review existing areas/pages

create a glossary and style guidelines for creating internet and Parknet content
including use of capital letters, acronyms

ensure National Park Authority Website continues to meet accessibility standards
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(link to equality of opportunity

6. Develop and implement an email policy to cover behaviour, format, reply to all usage,
links to files, signatures, out of office auto response, personal use, transmission of
sensitive information

7. Develop most effective technical solutions and tools for management/storage of emails
and then provide training workshops to ensure consistency.

8. Develop and effectively implement a code of practice on use of electronic calendars -
(include within induction process).

9. Consider installing additional radio in Ranger office. Continue to promote use of radio
as a ‘free’ method of communication.

10.Provide individual email addresses for all permanent staff including Information Centre
Staff

6. Lorna Brown

7. Ali Bright
8. Lorna Brown
9. Alison Kohler

10. Ali Bright

Year 2 — April 2009 to March 2010

11.Web/Parknet Development Group to continue with programme of work established in

2008/09:

- review protocols for management of intranet and internet including content
management, identification and approval of content authors, editorial control and
frequency of updating
develop a mechanism for at least annual check on content across internet and
intranet to ensure consistency of links, accessibility compliance, and usefulness of
content
undertake a review of areas of Parknet that authors can update starting with new
pages/content and then review existing areas/pages
create a glossary and style guidelines for creating internet and Parknet content
including use of capital letters, acronyms

12. Investigate options for providing a search engine eg Google desktop

11. Ali
Bright/John Weir

12. Ali Bright

11. People/capacity

Performance Measures

Accurate, up to date and accessible information is available on Parknet and on DARTMOOR NATIONAL PARK AUTHORITY Website

All email signatures are in a standard format

Number of suggested improvements to the Website and Parknet that have been implemented
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Employee briefings

Objectives
To develop a consistency of approach towards briefing throughout Dartmoor National Park Authority
To identify skills gaps and training interventions to close those gaps

Outcomes
All staff receive the same information about the Authority’s work and priorities in a timely way
All staff are well informed and understand how their role contributes to the Authority’s work

Actions Lead Officer Resource
Implications
Year 1 — April 2008 to March 2009
1. Develop systems for ensuring agendas and minutes from all formal meetings are 1. Lorna Brown
available on Parknet
2. Develop guidance for cascade of key messages from Senior Management Team, 2. Senior Management
Operations Team and other formal meetings including regularity and content. Team/ Lorna Brown
3. Develop flow diagram of briefings and feedback routes 3. Lorna Brown
4. Annual all staff meeting to take place in January (around 6 months from Staff 4. Kevin Bishop
Training Day)
5. Provide training for managers on communications, staff briefings and feedback to 5. Neil White

ensure they fully understand their responsibilities in this area
6. Undertake a review of Moor News to become formal mechanism for communicating 6. Mike Nendick

key messages and updates from three Directorates, and to include Members area for

reporting on Members activities. Put link on front page of Parknet to make it more

accessible.
7. Develop protocol for routing of policies via Operations Team and then cascade as 7. Lorna Brown

part of briefing process.
8. Update project section of Parknet to ensure all current projects are listed 8. Jo Miller 8. Training/
9. All managers to encourage all staff via the appraisal process to use the mechanisms | 9. Neil White capacity

that are in place to keep up to date and identify training and other needs to support
this.

Year 2 — April 2009 to March 2010




DNPA — Communications Strategy Action Plan 24  January 2008 Ver 7

10. Update project guidance to include details of what information about all new project 10. ?? 10.
and working groups should be posted on Parknet including roles, membership and Training/capacity
minutes

Performance Measures

Annual appraisal and staff survey processes report improvement in understanding of all staff of key priorities of Dartmoor National
Park Authority
Annual staff survey reports year on year improvement in staff rating of communications within Dartmoor National Park Authority
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To identify key internal audience groups and their respective communication needs
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To develop methodologies for gaining regular feedback from staff including surveys, group forums, etc.

Outcomes

All staff have the opportunity have their opinions/questions heard and to receive a response

Staff feel valued and believe their contribution is important

Actions

Lead Officer

Resource
Implications

Year 1 — April 2008 to March 2009

1. Create a slot on the Operations Team agenda for feedback from teams
2. Develop process for regular feedback as part of team briefing processes.

1. Kevin Bishop
2. Lorna Brown

Year 2 — April 2009 to March 2010

3. Undertake an annual Staff Survey

4. Consider use of informal feedback mechanism such as suggestion box, use of intranet
and email

5. Putin place a system for responding for feedback received from staff for example
through Senior Management Team and reported back in Moor News

6. Collate and analyse on an annual basis feedback received through annual appraisals
and exit interviews

3. Neil White
4. Neil White

5. Senior Management
Team
6. Neil White

Performance Measures

There is regular reporting of issues raised by staff and responses from Senior Management Team
Annual appraisal and staff survey processes report that staff fee valued and their contributions are heard
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Formal policies and procedures

Objectives
To create a suite of formal policies and procedures that support best practice in communications to both external and internal
audiences
To clearly communicate those policies and procedures to all staff and Members of the Authority

Outcomes
All communication both internal and external is effective, consistent and of a high quality
Members of the public and external stakeholders receive a consistent response regardless of how they make contact with the
Authority

Actions Lead Officer Resource Implications

Year 1 — April 2008 to March 2009

1. Ensure all policies and procedures are available in electronic and hard copy to be 1. Lorna Brown
easily accessible by all staff
2. Review current induction process and consider development of comprehensive 2. Neil White

Induction Programme for all new staff and refresher programme for existing staff,

Year 2 — April 2009 to March 2010

3. Develop a staff handbook to include key contact numbers, policy references and other | 3. Neil White
useful information to be available on Parknet and in hard copy

4. Develop protocols for media relations 4. Mike Nendick

5. Develop guidance and procedures for emergency communications planning 5. John Weir

Year 3 — April 2010 to March 2011

6. Ensure polices, protocols and codes of practices as detailed in the action plan are in 6. As per 6. Capacity
place together with systems for effective implementation and monitoring, actions

Performance Measures

To be developed
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Knowledge management

Objectives
To create a framework for development of a “corporate memory” so that knowledge can be captured and shared by all staff and

Members of the Authority
To create a framework for sharing knowledge and information with other organisations

Outcomes
All staff feel well informed about the range of issues and priorities the Authority is dealing with

The Authority makes best use of its resources and avoids duplication
There is effective joint working between Directorates and Services

The Authority is a learning organisation and supports its staff to develop their knowledge
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Actions Lead Officer Resource Implications
Year 1 — April 2008 to March 2009
1. Complete the reorganisation of K Drive into intranet and U drive 1. Ali Bright
2. Pilot development of pen portrait for all staff for inclusion on Parknet to include: what 2. Neil White
staff do, current projects, groups they sit on, partnerships they are involved in, areas of
expertise/skills. This must be searchable and easily accessible.
3. Complete development of Geographical Information System metadatabase and identify | 3. Dave Partridge
training requirements to enable all staff to make use of it
4. Review Freedom of Information audit and consider need for a knowledge audit to 4. Tess Walker/
identify what we have, how it is use, where things are kept and what else individuals Chris Walledge
use or have access to.
5. Develop a universal system for filing and referencing to ensure consistency between 5. Tess Walker/ 5. Capacity/funding

library and U drive

Lorna Brown

Year 2 — April 2009 to March 2010

6.

7.
8.

Commence roll out of development of pen portrait for all staff for inclusion on Parknet
to include: what staff do, current projects, groups they sit on, partnerships they are
involved in, areas of expertise/skills. This must be searchable and easily accessible.
Commence rollout of training and increased use of GIS metadatabase

Identify key human resources strategies in relation to succession planning and exit

6. Neil White
7. Dave Partridge
8. Neil White
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processes to identify areas for improvement.

Year 3 — April 2010 to March 2011

9. Complete implementation of pen portraits for all staff for inclusion on Parknet 9. Neil White

10.Complete training and implementation of use of Geographical Information System 10. Dave Partridge
metadatabase

11.Develop an Information Management System for the Authority 11. Lorna Brown

Performance Measures

Annual appraisal and staff survey processes report that staff feel informed about the work of the Authority and know where to find the
information they need

To be further developed
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Equality of Opportunity - sentence to explain what this means to be includ  ed

Objectives
To ensure equality of opportunity by
removing barriers — confidence, information, financial, intellectual, physical
sharing good practice
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To identify how messages regarding Dartmoor should be crafted in order to actively engage all audiences — existing and new
Explore opportunities for making appropriate use of new and emerging opportunities/technologies

Outcomes
Equality of opportunity is embedded in the culture of the Authority
All communications use appropriate language & media
Social inclusion and diversity principles are embedded in all Service Plans
All staff have the skills and knowledge to enable them to work in an inclusive way

Actions Lead Officer Resource Implications
Year 1 — April 2008 — March 2009
1. Develop guidance regarding inclusive provision for all existing and new services 1. Orlando

2. Draw up a glossary of terms and acronyms for National Park Authority/National Park
related work — internal and external

3. Develop guidance for appropriate distribution and marketing for all publications

4. Ensure outputs from the work of the Diversity & Social Inclusion Action Group are
communicated across the organisation and where appropriate externally

5. Ensure the Information Network Review considers appropriate mobile and flexible on
the ground provision

6. ldentify protocols and procedures and opportunities for Careers/work experience
interactions with local community (Human Resources Strategy)

7. Utilise Partnership Review for identifying and building on existing and new community
and social networks eg health, Council for Voluntary Service

8. Ensure appropriate responses to new inclusion and diversity initiatives/opportunities

Rutter/Neil White
2. Orlando Rutter
3. John Weir
4. Orlando Rutter
5.Marilyn Graves
6. Neil White

7. Chris France

8. Orlando Rutter

5. Financial
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Living options
Other National Park Authorities
Mosaic Partnership

Others

Year 2 — April 2009 — March 20010

9. Establish a programme of training for Members and officers to cover 9. Orlando 9. Corporate training
appropriate language skills Rutter/Neil White | budget

inclusion and diversity awareness internally and externally
customer focused communications

10. Continue to ensure outputs from the work of the Diversity & Social Inclusion action 10. Orlando
group are communicated across the organisation and where appropriate externally Rutter

11. Continue to ensure appropriate responses to new inclusion and diversity 11. Orlando
initiatives/opportunities Rutter

Living options

Other National Park Authorities
Mosaic Partnership

Others

Performance Measures

Effective, targeted training is in place across the Authority

To be further developed
NB: Recommendation through Association of National Park Authorities to Defra’s consultation to allocate funding for national anonymous
telephone questionnaire — results of this would enable some measurement of improvement in this area




DNPA — Communications Strategy Action Plan 24

Image within the community

Objectives

January 2008 Ver 7

To develop clear corporate identity guidelines for use throughout the Authority including the use of imagery and language

To create a proactive public relations strategy that widens public perception of the Authority’s work and purposes in addition to the
planning function (correcting misconceptions, role/differences Dartmoor National Park Authority, Dartmoor National Park, Dartmoor)
To identify areas within Dartmoor National Park Authority where the use of technical language may be acting as a barrier to
developing understanding of the role of Dartmoor National Park Authority within the wider community and review potential training

interventions

Outcomes
Our stakeholders and customers will have an increased understanding of the Authority and its work
The work of the Authority is promoted in an effective and sensitive way
Two way communication builds a culture of trust and integrity
Members and officers are effective ambassadors for the Authority and its work
The Authority uses appropriate means of communications with identified target audiences

Actions Lead Officer Resource
Implications
Year 1 — April 2008 — March 2009
1. Clarify our annual reporting procedures and annual reporting process 1. John Weir 1. Financial
2. Review the effectiveness of the Community News Releases 2. Mike Nendick 2. Capacity
3. Ensure that the review of the Dartmoor Visitor considers its role in reaching to local 3. John Weir
communities
4. Review ‘Working Together’ content, availability and format including alternative formats | 4. John Weir
and introduce a who does what
5. ldentify internal mechanisms to identify newsworthy/news essential stories (link to 5. Mike Nendick
employee briefings guidance)
6. Review corporate identity and branding and develop policy for its use (to cover 6. Kerenza 6. Capacity
Dartmoor National Park Authority, Dartmoor National Park and wider National Parks’ Townsend
Breathing Spaces) 7. Capacity
7. Develop guidelines for use of imagery including identification of needs, copyright, 7. John Weir
storage and retrieval 8. Capacity

8. Introduce a standardised and improved mechanism for customer comments, 8. Tess Walker
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complaints, compliments, National Park Authority response and collation

9. Review role of public interface at National Park Authority Headquarters including
signposting role and role in sale/distribution of publications

10.Ensure accommodation review addresses physical infrastructure of Parke and HMBC
reception to create a welcoming environment

11.Review current planning process guidance including pre-application advice and
planning fact sheet and revamp as appropriate

12.Continue to work with Devon Consultation Group to maximise opportunities for joint
working on consultation activities

13.Develop guidance and implement to ensure all projects, major work and change
management programmes have agreed internal and external communications
programmes in place

14.Review, apply and share lessons learnt from parish workshops evaluation

9. Tess Walker

10.

11.

12.

13.

14.

Lorna Brown

Colin Jarvis

Dan Janota

John Weir

Chris France

9. Financial and
capacity

11. Financial

14. Capacity

Year 2 — April 2009 — March 2010

15.ldentify key competencies that all front line staff should have in relation to
communications

16.Provide Customer focused/inter personal skills training for ALL front line staff as part of
induction and Continuing Professional Development

17.1dentify mechanism for quarterly reporting on planning decisions to promote positive
messages

18.Explore opportunities to utilise existing local communication networks and mechanisms
based on finding of Information Network review, Partnership review for imparting
Dartmoor National Park Authority information

19. Effective implementation of Corporate identity and branding Policy

20.Implement guidance on appropriate communications over the life of projects and
change management programmes

21.Continue to apply and share lessons learnt from parish workshops evaluation

15.

16.

17.

18.

19.

20.

21.

Neil White

Neil White

Colin Jarvis

Mike Nendick

John Weir

John Weir

Chris France

15. Corporate training
budget and capacity
16. Corporate training
budget and capacity
17. Capacity

19. Financial
20. Capacity

Performance Measures

% of staff who attend customer focused/interpersonal skills annually
number of positive news stories (column inches)

number of positive letters received

customer surveys
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Understanding our customers

Objectives
To clearly identify all external audiences that Dartmoor National Park Authority wishes to communicate with - including hard to
reach/social excluded individuals and groups
To create a robust framework for customer research and consultation activities with these key audiences
To identify trends in how customers are using our services — why are customers contacting us?

Outcomes
The Authority possesses an accurate understanding of users and potential users of its goods and services
The Authority possesses an accurate understanding of users and potential users of the National Park
Understanding of customers is used to inform appropriate provision

Actions Lead Officer Resource
Implications
Year 1 — April 2008 — March 2009
1. Service plans should identify target audiences 1. Lorna Brown
2. Evaluate and fully utilise South West Protected Landscapes Forum research into 2. Orlando Rutter
under-represented groups (add title)
3. ldentify current and future visitor and community research, including demographics, 3. Ally Kohler 3. Capacity

being undertaken by others
4. Capture what customer research already happens within outward facing National Park | 4. Tess Walker

Authority services and ensure it is available across the Authority
5. Review current practice and guidance for public consultation including developing 5. Chris France
minimum standards/guidelines for public meetings and consultation type events and
consultation documentation
Explore the potential of Citizen’s Panels 6.Dan Janota
involve local communities, visitors etc in service reviews 7. Senior
Management Team

No

Year 2 — April 2009 — March 2010

8. Continue to identify opportunities to dovetail into research being undertaken by others | 8. Ally Kohler
9. Identify gaps in existing National Park Authority research and customer surveys and 9. John Weir 9. Capacity
identify new opportunities and new methods to gather further information
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Website

How people get their information about

- the National Park Authority

- Dartmoor

Number and purpose of contacts with National Park Authority head quarters
Analysis of trends

Others

10. Share experience across the Authority of how customer research is used to influence | 10- Sue Goodfellow
effective provision

Year 3 — April 2010 — March 2011

11.Develop guidelines, protocols and supportive training for undertaking future research to | 11. Sue Goodfellow | 11. Corporate
ensure consistency, reliability, robustness, credibility, and transferability 12. Sue Goodfellow | training budget
12.1dentify priority customer research areas and funding implications/opportunities

Performance Measures

Evidence of engaging with customers in developing and delivering services
To be further developed
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Working with other organisations *

Objectives

To enhance communications between Dartmoor National Park Authority and other government and non-government organisations in
order to
increase understanding of the role Dartmoor National Park Authority plays
increase understanding of other statutory organisations roles
ensure joint working opportunities (with new and existing partners) are identified and mutually and effectively programmed
inform decision making
fulfil our formal obligations
share good practice
avoid duplication and wasted resources
support delivery of Dartmoor National Park Management Plan

To enhance public relations building on existing pathways into the community/local interest groups through
face to face relationship building
using the pool of people we have day to day contact with

Outcomes
Other organisations have an increased understanding of the Authority and its work
The Authority’s communications programme is shared and, where appropriate, integrated with external partners
The National Park Authority has effective working relationships and partnerships
Two way communication builds a culture of trust and integrity

Actions Lead Officer Resource Implications

Year 1 — April 2008 — March 2009

1. Establish a project team to oversee the development of a central database of 1. Sue
organisations that can: Goodfellow
Include the output from the Partnership Review including communication to staff
about the review itself, the plethora of partnerships, how we communicate with
partners and how they communicate with us.
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Develop mechanisms for sharing good practice in how we learn from partnerships
Identify communication channels with key external organisations
Identify mechanisms for internal commensurate knowledge sharing of who, why
and ongoing work with external organisations
2. Tess Walker

2. Ensure Parish Councils’ listing is on the National Park Authority website and that
information is appropriately grouped, searchable and linked to their websites.

3. Review the development of the planning portal internally and externally, as a means to
facilitate communications between public and planning service

4. Ensure staff are aware of the role of Local Strategic Partnerships and how to feed into
them

5. Utilise the Partnership Review to identify opportunities for Authority representation at
county and wider levels/networks

6. Determine how parish councils disseminate news

7. Establish regular communications about Dartmoor Sustainable Development Fund
including communications about what this has achieved, good practice that could be
shared and promoting decisions of panel.

8. Work with projects funded by Dartmoor Sustainable Development Fund to support
them to publicise their work and outcomes.

9. Explore opportunities to link with work of District Councils with communities and non-
government organisations to facilitate work by communities and networks in line with
National Park purposes

3. Colin Jarvis

. Jo Rumble
. Chris France

[O20F N

Mike Nendick
. Holly Tiffen

No

@

Holly Tiffen

(]

. Jo Rumble

Year 2 — April 2009 — March 2010

10. Explore options for/feasibility of recording and sharing attendance of Members and
officers at parish council/town council meetings or contacts with parish/town councillors

11.Explore options for developing a shared database of community news publications

12.Evaluate internally and externally the understanding of the Section 62 Duty with other
organisations and take action accordingly

10. Sue Bishop

11. Mike Nendick
12. Phil Markham

Year 3 — April 2010 — March 2011

13.Review equity of National Park Authority/Parish Council opportunities including
contacts, access to funding, support in their role, involvement in National Park
Authority meetings

13. Chris France
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Performance Measures

Attendance at parish council meetings by staff and Members
Understanding of and compliance with Section 62 duty by relevant organisations
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Appendices (to follow)

Communications Matrix

Employee Briefing Flowchart



